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1. Emerging Challenges

1.1Chi ef Colroswoadb | e 6 s

I'm pleased to report that we have had one of our two Accelerated Causes of
Concern (ACoC),Responding to the public, discharged by our HMICHRS Inspector
Wendy Williams. Ms Williams wrote to me, just before Christmas, confirming her
decision based on our continuing improvement over several months and the

We are seeing further improvements in call handling times following recent process

findings of her inspectors during onsite

to do before we can exit our 06Engaged s

y < ';'{f’ changes we have made in our Force Contact Centre. While there is still much more
4 N <

f important step in our journey to becoming, once again, an outstanding local police

service.

Il 6m al so pleased to say that all/l crime vol umes
we have seen increases, albeit the level is at a higher rate than the 2019/20 (pre -Covid) baseline. Phase
1 of our Crime and Victims Bureau Project has now been implemented and the department has now
taken full responsibility for applying the correct outcomes and closing all force crime, which will lead to
more accurate crime recording and enable victims to receive support more quickly than was previously
the case. As importantly, more victims are receiving the justice they deserve, as we have also seen, in
our latest December figures, an increase in criminal justice outcomes for victims. The December rate of
16.7 per cent is a 3.5 percentage point improvement over the last 12 months.

Tragicallyover Chri st mas, we saw further fatalities

of fatal incidents on our roads in 2023 to 42 (leading to 44 deaths), an increase of 6 road deaths on
2022, and a picture that is, tragically, reflective of increases in road deaths across other regional forces.
Each one of these deaths is a tragedy, leaving behind grieving families and friends. There's no single
reason, or location, behind the rise in deaths we have seen. But in response, we relaunched Operation
Lightning, investing more staff into a 24/7 roads policing unit to tackle those who put other road users
at risk, and will continue to educate the wider driving community about the importance of road safety.

Looking ahead, from the 1 February we will be starting the phased implementation of Right Care, Right
Person. Right Care, Right Person is & approach designed to ensure that when there are concerns for a
personds welfare |linked to ment al heal t h, med i
skills, training and experience will respond. In many cases, this may not be the police. Similar schemes

have already been successfully adopted byforces in Humberside, Lincolnshire, Hampshire andLondon.

We have been working closely with stakeholders since the summer, including local authorities, the NHS
and ambulance service, to ensure that all organisations understand what Right Care, Right Person will

h a\

on

cal

mean and what they need to put in place. In the f

calls, where there is no immediate risk to life, and which are better served by our health and social care
colleagues. I'm convinced that Right Care, Right Person will lead to a better service for our most
vulnerable citizens, when a police response is not the most appropriate. And it will free up time for police
officers to respond to those calls for which we are best placed to respond, including tackling crime.

Finally, 1 want to welcome our new Deputy Chief Constable, Jon Roy, who has joined the force from
Merseyside Police, where he was an assistant chief constable. Jon has taken over from Emma Barnett,
KPM, and | want to thank her for her ser vice to Staffordshire Police and policing

more widely, and wish her an enjoyabl& E lent

Chris Noble
Chief Constable
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1.2 HMICFRS Police Effectiveness, Efficiency and Legitimacy (PE

Report

Police, Fire and Crime Commissioner Ben Adams, and Chief Congable Chris Noble recently attended the
guarterly Police Performance Oversight Groupas part of the Engaged monitoring, which reviews progress
against the areas for i mprovement identified by H]
Rescue Senices (HMICFRS).

The meeting, which is attended by colleagues from HMICFRS, the Home Officethe Nat i onal Pol i c
Council (NPCC),the College of Policing andthe Association of Police and Crime Commissioners (APCC),
focuses on the steps the force is taking to improve our performance in the following areas for
improvement.

ACoC1 - Responding to the public — Discharged Dec 23

Data, Oversight, Grip Impact
Contact performance dashboards, = Improved morale and working environment with consistent performance focus
real time monitoring and

. . Significant sustained improvement - THRIVE compliance and quality
interventions

Significant sustained improvement — Appropriate advice preservation of evidence / crime prevention
= Daily, weekly, monthly performance o o L o )
oversight Significant sustained improvement - reduction in time to answer emergency calls — top 10 within national target

. . i Increased recording of repeat ad vulnerable callers
Ongoing commitment to Triage

HMICFRS review Sept/Oct 23 supportive of forces assessment

Local model of operational
leadership Early signs of 101 and attendance time improvement

ised inci +  December 23 ACOC discharged
+  Revised incident graded response ecember ischarge

policy Sept 2023 — ongoing = Have shown excellent THRIVE quality in reality testing — as acknowledge by HMICFRS colleagues in Sept/Oct.

monitoring and mitigations «  Top 10 currently for National SLA's.

Fast time investment in FTE (Red «  New intake in New Year — continue to build on solid foundations and striving for excellence

shapper recruitment
PP ) *  Attendance times for G2 last qgtr average 3 hours — Dec 23 average 2 hours 19 mins

Internal VSA confirms improvements

At a Glance

"~ ovoc [EETREY

Enzure that call handlers use and DISCHARGED
correctly record structured initial

triage and risk assessments, to

inform the prioritisation given to

the call and the most appropriate

response.

Vulnerable and repeat callers are DISCHARGED
routinely identified, as are other

people in the household who may

be vulnerable

Enzure that call takers give DISCHARGED
appropriate advice on the

preservation of evidence and crime

prevention.
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ACoC2 - Quality of Investigation

Data, Oversight, Grip

Invested in audit capability and accuracy — mature, systematic approach and reliable
processes now embedded, acting and learning where issues found

Internal VSA process aligned with HMICFRS methodology and informing intrusive
assurance activity over next quarter

Increased supervisory oversight and grip demonstrated with performance data

Uplift of 10 Investigation Quality Sgts — directing and supervising OICs
Masterclasses for Sgts and OIC's, IQSSA, Sgts Sprint work — related benefits tracking
Local command and leadership in place - LOIs & OJIs

Dedicated Detective Superintendent appointed as Quality of Investigations lead

Crime Bureau phase 1 completed — Crime administration function growth to release
capacity for frontline Sgts to focus on quality across investigations

Systemic review of approach and outcomes especially OoCD — expert consultant

Improvement plan for outcomes for low level crime including policy, training and
performance enhancements

Impact (largely compliance related)

Reduction in work in tray and average time to
investigate — Op Tenon

Increased investigation plans in place
Increased supervisory oversight evident

Improvements in timeless to investigate —
improved MSF position

Emerging signs of improvement around victim
satisfaction

Increase in OoCD usage rate (17% Dec 23)

Make sure evidence led
prosecutions are pursued

tions

Ensure crimes are actively and
regularly supervised

Ensure WCOP is complied with

8
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Ensure investigations are completed

ON TRACK

ON TRACK

OFF TRACK

ON TRACK

Ongoing HMICFRS Activity

Focus Since PPOG September 2023

* Ongoing systemic improvement programme across the force — not confined to ACoC

» Internal VSA process: Invested heavily in audit and assurance — fully aligned with HMICFRS
methodology to provide confidence in the insight it provides regarding remaining issues

* Progress around AFIs for Q7 Managing Offenders

* Key Investment areas since last PPOG

investigation quality

10 Investigation Quality Sergeants to support Local Policing management of risk and crime

» Op Dare — intensified intrusion into quality of investigations to address individual case issues

and root causes

* Crime Bureau Phase 1 — Uplift to support administration function

* Op Tenon — focus on work in tray and suspect management

» Benefits of enhanced collaborative approach with HMICFRS — AFIs and PEEL framework
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Next steps / Focus for next Quarter

» Continued monitoring to ensure sustained good performance across improved areas

» Focus on enduring challenges with clear plans to address e.g. Op Dare, Op Tenon, OoCD,
development of Crime Bureau model

« Mass casefile audit and review to further drive standards

» Invest and build capacity in other key areas — DDAT, Proactivity, PPU
» DCC focus on driving change and improvements

» Integrate HMICFRS fieldwork and VSA findings into ongoing activity
» Appoint new and key leaders

» Further work with partners linked to Right Care Right Person

» Utilise MTFS and precept decision to enable investment in key areas
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2.Key Headlines / Performance Summary
Staffordshire Priorities including National Beating Crime Measures

Summary overview POLICE

P Statistics from 2019/2020 baseline or National ® Statistics from 01/01/2023
baseline for crime calendar year 2019 to31/12/2023

Prevent harm and protect people

All crime in Staffordshire Sexual offences

@ 79.300 @ 87, :-'5? ® 2997 @ 3. 349

\65 119 werersme & 12%

Prevent harm and protect people - National Beating Crime Plan

Neighbourhood crime Knife Crime Domestic Abuse [Crime)
®9.426 @9 5?8 ® 5% ?68 @ 15087 @ 20, 355

2%, . %) 28% 035%

Mational baseline (20158) — Validated crime

Local and responsive service

999 Calls Non-Emergency demand Anti-Social Behaviour
(Emergency demand] (101 calls and digital cuntact] @ 31,094

A 2184 223 ® 390740 15432
&v‘, @ 290 6% ' 365804 0 b\/} 0
7 Yo -6% “-47%

Baseline 20192020

Reduce Offending and Reoffending More effective Criminal Justice System

» ! » Criminal Justice Outcome Rate Charge & Postal Requisition Rate
| @ 134% @ 13.1% @ 9.2% @ 9.09%

= 0% ﬂ =2 0%

Baseline 2019,/2020

Support Victims and Witnesses Enabling Services

Positive opinion after Public Confidence in  Officer Uplift (number of

contact with the poli the police officers)
@® 1673 @ 1961 (FTE)

ce
[ ) @ 57% @ 55% w [_ 1)@ 63% @ 67% .
Previous Year 2022 Previous Survey in June 22 Easeline 201972020
OFFICIAL
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3.A Local and Res ponsive Service

3.1 Contact Emergency and Non-Emergenc

Force Contact covers telephony, digital contact, switchboard, front counters, contact managers, as well
as support in training and contact systems administration. They handle incoming calls, digital contacts,
crime and incidents reported viathe f or c e 6 s anddanbésointlee ned chat $he forca
manages its contact services via our Force Contact Centre(FCC)

These contacts are classified as emergency, nonemergency, general enquiries and outgoing calls.
Contact is also received from other partners and agencies such as ambulancefire and rescue services

What have we done since our last meeting ?

Improving Performance

Improved computer system to monitor dynamic demand and performan ce ensuring sustained 999
performance by prioritising those most at risk. Resulting in a high percentage of 999 calls being answered
within 10 seconds. A review of process for 101 contact handling has been conducted, highlighting the
need to introduce a slow-time desk to reduce front-end demand and wrap-up times, to recirculate call
takers quickly back to receiving calls. This should reduce waiting times and abandoned rates whilst
improving the quality of THRIVE assessments.

Quality

Consistent Thrive assessments are monitored through a performance system broken down by teams and
individuals. This is supported by a Quality and Assurance Q&A) team monitoring live time quality.
Feedback is provided direct to individuals. Control Room Managers CRM) are tasked with reviewing
Anti-Social Behaviour (ASB incidents to ensure the correct recording of incidents and identification of
vulnerability.

Recruitment

Force Contact Centre FCQ operators assessment centres are now beingheld on weekends to improve
accessibility. Innovation in recruitment through agencies to explore opportunities to bring in staff to
cover core times and to look to improve the 101 -abandonment rate and waiting times.

Structure

Having successfully advertised and interviewed we have appoirted a dedicated performance manager to
review staffing profiles, response times, team balances and attendance to support continuous
improvement.

999 calls
Volume

1 999 call volume has increased by 7.0 per cent (15,674) in the last 12 months compared to the
previous year, an average of 43 calls extra a day

1 May and June 2023 saw considerably higher volumes of 999 calls compared to other years with
over 1,000 999 calls experienced on one day in June.
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999 Callls

POM &
0K e T NG e e e N r—

10K | Ambition: 2403

0K
Jan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023 Jul 2023 Jan 2024

999 Calls Calls 12 Months  Previous 12 Months Difference % Difference  Calls Trend

238489 222815 4 15674 703% STy

Timeliness

1 Average time to answer 999 calls has reduced and stabilised in the last 13 months to between
six and 13 seconds, with 6.0 seconds in December 2023.
1 In the previous year (summer 2022), there was a significant increase in the average time to

answer 999 calls.

1 Percentageof 999 calls answered in 10 seconds increased and has stabilised in the last 12 months
between 83 per cent and 88 per cent, and in December 2023 achieved the SLA of 90 per cent
with 90.3 per cent being answered within 10 seconds.

Average time to Answer 999 Ca  lIs

40

20

T R R R R T R )
1
Ambition: 10 i

Jan 2021 Jul 2021 Jan 2022 Jul 2022 lan 2023 Jul 2023 Jan 2024

Average ATA  ATA 12 Months Previous 12 Months Difference Difference % ATA Trend
10.28 2372 b -1344 -56.65 % _~n S\

Average Time to Answer 99 9 Heatmap 1 Last 12 months
Cay 0 1 2 3 4 5 6 7 & 9 W 11 12 13 14 15 16 17 18 19 20 21 22 23

Mon --
Tue

Wed =
Thu
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Percentage of 999 Calls  Answer ed in 10 seconds

100%

o

50%

0%
Jan 202 Jul 2021 Jan 2022 Jul 2022 Jan 2023 Jul 2023 Jan 2024

Answered in 10 secs % 12 Months Previous 12 Months Difference  Ans. 10 secs % Trend

- P

C =3 0f r=r & W= of A !
85.62 % 76,71 % "i“ 891% ™

Data is for the last 12-month period to the end of November 2023, and this meeting has the first
comparison with previous periods due to the national 999 data commencing in November 2021.
Nationally, the data for average time to answer and percentage of calls answered within 10
secondsis based on data from BT.

fIFor volume of 999 calls the last 12 months Staffordshire is 26" out of 42 forces. Compared to
the previous 12 months Staffordshire was 25", a decrease of one position.
1In the last three months (September to November 2023) Staffordshire is 26 ™ out of 42 forces

fin the last 12 months, Staffordshire was 30™ out of 42 forces for the average answer time in
seconds for 999 calls. Compared to the previous 12 months Staffordshire was 35", an
improvement of five positions.

fIn the last three months (September to November 2023) Staffordshire to 35" out of 42 forces.

<
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©
0
o}
o}
o
Is)
c
2
=
<
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fin the last 12 months, Staffordshire was 10" out of 42 forces for the percentage of 999 calls
answered within 10 seconds. Compared to the previous 12 months Staffordshire was 15", an
improvement of five positions.

{In the last three months (September to November 2023) Staffordshire to 14" out of 42 forces.

101 Calls and Digital Demand
Volume

1 101 call volumes (including triage) are increasing with 8.1 per cent (+ 23,539) more 101 calls in
the last 12 months compared the previous year. The average equals 64 extra calls per day

9 Digital demand has decreased by -40 per cent (-33,867) in the last 12 months compared the
previous year.
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101 Calls (Triage and direct to 101)

POM &

LRI LI LER LY LE]

sssEs fashbannnse -

- -

20K Ambition: 1250 34

0K
lan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023 Jul 2023 Jan 2024
Calls 12 Months  Previous 12 Months Difference Difference % Calls Trend
314426 290887 1‘ 23539 8.09 % v e,
Timeliness

1 Improved average time to answer 101 calls has been under 10 minutes for the majority of the
last 12 months. Slight increases were seen in October 2023, when new staff were introduced in
the Force Gontact Centre, this has since reduced and December 2023 saw an average time to
answer of 6.8 minutes.

9 This increase is linked to the utilisation of the F C Créssdience, which allows call takers to transfer
between 101 and 999 calls in a surge capacity model, in order to deal with the increases in 999
calls which carry a higher harm and risk to the public. This is balanced on the increase in overall
demand.

Average Time to Answer 101 (Triage and direct to 101)

POM

10

Ambition: 2 B

T T T, MM, I MMM T T T, T I T T ITrhTTTOTTe
|} L}
Jan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023 Jul 2023 Jan 2024

ATA 12 Manths  Previous 12 Months Difference Difference % ATA Trend
9,29 8.27 "I‘ 1.12 1359 % /MW e~

Average Time to Answer 101 Heatmap '|' Last 12 months
Diay o 1 2 3 4 5 8 7 8 15 16 20 21 22 23

Maon

Tue

Wed
Thu
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sSun
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101 Triage

The triage approach to calls for service is how in place and operating, where possible, between 8am and
10pm, seven-days-a-week. This service supports the force to identify and prioriti se vulnerability quickly,
ensuring immediate support when appropriate. It also allows for the force to direct members of the
public's enquires more effectively, with 63.1 per cent fewer calls being transferred to 101 as they are
being resolved at the initial point of contact. The ambition of triage is to enable us to provide an enhanced
service to people trying to contact the force and improve their experience.

Since introduction of triage, 562,707 calls have been answered and assessed which is 74 per cent of
all 101 calls received. 58.5 per cent (329,303) of these have been resolved or finalised at triage.

Routing of Triage Calls i Last 12 months
Triage Transfer Groups Triage Calls %o
-

Resolved 63.14%

101 67811 22.66%

Transferred Other 25328 8.46%

Queuebuster 16712 5.58%

999 4384 0.16%

Total 299308 100.00%

Digital non -emergenc y demand

10000
9000
8000
7000
6000
5000
4000
3000
2000
1000
0

§2EEE5:3553858885583358838:88:383332388348

Since February 2023, the public and businesses have not been able to report crime on Facebook or
Twitter. They are able to speak to a force control room operator 24/7 via the 6 L iCheat 6 ampuri on
website (www.staffordshire.police.uk). Crime can also be reported directly on our website.

Digital Contact Types

7000 —Single Online Home (101 equivalent) —Digital 101 LiveChat

6000

Feb 2023 Change to Digital
Contact options and
introduction of Live Chat

5000

4000

3000

2000

1000

- - - - -~ ~ ~ ~ ~ ~ ~ - o~ ™~ o~ ~ ~ ~ ~ ~ ~ ~ ~ ~ o o L1z} om m om L] om om o o o
g g g igaagaadna s g s g g R g g oA
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a @ & o @ 5 2 3 g T 3 & & e ® o @ 5 2 35 g E 3 @ & s B o @ 35 2 3 @ £ 2 @
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Abandoned Calls

999 Abandoned Calls

Abandoned 999 calls cause increased demand on theForce Contact Centre. This is becauseall abandoned
(or dropped) 999 calls have to be checked to confirm that they are not a genuine emergency and this
takes considerable time and resources
1 0.8 per cent of 999 calls were abandoned in the last 12 months. This has decreased by 2.5 per
cent compared to the previous 12 months
1 Summer 2022 saw increased numbers of abandoned 999 calls with seven per cent in July 2022
and six per cent in August 2022 which coincided with increased volumes of calls and higher
average answer times
1 The abandoned 999 rate has improved and stabilised in the last 13 months between 0.5 per cent
and 1.3 per cent with 0.5 per cent abandoned in December2023.

Abandoned 999 Call Rate

/

0%
Jan 2021 Jul 2021 Jan 2022 Jul 2022 Jan 2023 Jul 2023 Jan 2024

Abandon Rate % Abandon 12 Months Previous 12 Months Difference Abandon % Trend

0.81 % 327% Y -246% o A

Called us by mistake

Many modern phones have safety features which can
call emergency services = even if the screen is locked.

If this happens - don’t hang up!
Stay on the line and let us know that you're OK.

We can spend about 30 minutes tracking down each
caller who abandons their 999 call to check they're safe.

If you dial 999, stay on the line.

Triage Abandoned Calls 1 Never answered

1 Analysis indicated that some of the abandoned calls above had been answered by the triage
team and then subsequently abandoned whilst awaiting the 101 call taker. The following data
only shows abandoned calls to the triage team (which would not have previously been answered)
There is no comparison with the previous period due to triage co mmencing in April 2022.

A proportion of 23.3 per cent calls to triage were abandoned in the last 12 months, and of the
abandoned triage calls, 26 per cent (18,319) are abandoned within 86 seconds.

=a =
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1 If calls are abandoned in the initial 86 seconds this would suggest the caller either chose the
digital route through the alternative options messages or made an informed decision to call back
later once their position in the queue was provided.

Abandoned Triage Call Rate

Jul 2022 Jan 2023 Jul 2023 Jan 2024
Abandon % Abandon 12 Months Abandon % Trend
2332 % ST, VoW LV PN, Ve
Data
Abandoned Call 0-856 |87secs-| 5-10 10- 20 )
e - : i i 20 mins +

wait times SECS 3 mins mins mins

Last 12 months -
18319 27342 15004 7578 1561
volume
Last 12 months -
. 26% 39% 21% 11% 254
Proportion

3.2 Response: Grade 1and Grade 2

Response officers respond to incoming calls for service that are identified by the Force Contact Centre
as an emergency (grade 1) or priority ( grade 2) and which require physical attendance. Some incidents
are also dealt with at a time suitabl e to the victim by using appointments. The Investigation Bureau also
supports by dealing with calls for service that are suitable for telephone or remote support .

A new graded response model was introduced in August 2023, the changes mean that incidents will be
prioritised around three key factors:

1 THRIVE risk assessment (THRIVE touchpoinbne)

1 Grading by THRIVE Considerationi HIGH/ MEDIUM/LOW

1 Prioritising factors and Vulnerability Assessment Framework (VAF)

The main changes to the policy were around grade 2 and the re-introduction of grade 3.
1 Grade 2 incidents will be for incidents assessed ashigh risk using the THRIVE assessment.
I Grade 3incidents will be for incidents assessed asmedium/low risk from the THRIVE assessment,
in the first instance a scheduled appointment should be offered to ensure officer attendance, if
there are no appointments available at a time suitable to the informant, this should remain as a
grade 3 and a local officer will be assigned via dispatch.

The changeshelp dispatchers to be able to prioritise demand based upon the above three keys risk factor
as a result of the comprehensive THRIVE and VAF assessment completed on the initial call and any
subsequent re-THRIVE should there be any changes in circumstances so the force understamls the
current risk.
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In the last 12 months, 55 per cent of all incidents (132,253 incidents) were resourced (attended in
person) which has increased by 4 per cent (+6,601 incidents) compared to the previous 12 months.
Since the new operating model was introduced on 27 June 2022, the proportion of incidents resourced
is between 52 per cent and 56 per cent, and was 57 per cent in December 2023.

Incidents by Grade: 1, 2 and 3

New Graded Response Policy

New Policing Model 27-Jun-22 4-Aug-23 and reintroduction of
8.000 and removal of Grade 3 Grade 3 incident type
; incident type
6,000
4000
2,000

|

— — — — — — — — — -— -— -— (o] (o] ™ (o] o™ ™ ™ ™ (o] ™ (o] (o] o™ [1g) [1¢) ™ [n] (1] [n] (1] (1] (1] [a] (1]
™ ™ ™ ™ ™ ™ ™ ™ ™ ™ ™ ™ o™ o™ (o] (o] o™ o™ ™ o™ o™ o™ (o] (o] (o] (o] ™ ™ (o] (o] (o] ™ (o] (o] ™ o™
§ % 5535333538585 5%5335%5338 5858535338538
S e =432 S5 L ®»m O 2405w = 935 3 4 »mw © Z o0 5w =245 5 4 » © Z o
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9 .
60% New Local Policing Model
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We have achieved a significant shift in the direction of performance since the implementation of the local

policing operating model and continue to monitor and report our Grade 1 attendance times which have
been stable.

Average Attendance Time Grade 1
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Grade 1 % attended within 15 mins
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Part of the overall national attendance time is based on the time taken for the Force Contact Centre to

dispatch the incident to the officer. To demonstrate our current position clearly, we have split the average
attendance time to show a contact centre and a resp onse officer split.

Grade 1 openedto dispatched - Average Attendance Time
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This open to dispatch time, can be further split to understand the time taken for the call taker to answer

the call and take the initial details (transfer sent), the time for t he dispatcher to pick up the call (transfer
accepted) and the time taken to locate and send an officer (transfer dispatch).

Time (secs) to answer and send call to dispatcher and t ime from sent to dispatcher until resource
allocated

@ Median of Transfer Sent @Median of Transfer Accepted @®Median of Transfer Dispatch
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Grade 1 dispatc hed to arrived 1 Average Attendance Time
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Between August and December2023, 44 per cent of Grade 2 incidents were attended within two hours
of the call being received, with an average attendance time of two hours and 53 minutes. In December
2023, 47 per cent of Grade 2 incidents were attended within two hours of the call being received, with
an average attendance time of 2 hours and 19 minutes. It has only been possible to measure this since
the new graded response policy was implemented on 4 August 2023, as prior to this Grade 2 incidents
included scheduled appointments which impacted on the data.

The changes to the graded response policy now see Grade 2 being utilised only for high-risk THRIVE
incidents rather than any incident which required the attendance of an officer and do not include any
scheduled appointments. This change allows the force to have a greater focus on threat harm and risk
of these incidents.

THRIVE

THRIVE isthe assessment tool that we use to assist us in assessing how best to respond to calls
for service. It includes assessment of Threat, Harm, Risk, Investigative Opportunities, Vulnerability
and Engagement. It provides and individual assessment of every contact to ensure the most

suitable response is provided. It helps us deploy the right people with the right skills at the right
time.
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Since the introduction of the compulsory THRIVE process, and the introduction of a quality assurance
manager in April 2022, the compliance rate has been 100 per cent. Initially , this was for incidents Grade

2 and below, but since February 2023, THRIVE has been compulsory for all incidents (including grade
1).

The line chart on the following page demonstrates the proportion of THRIVE which include a risk level,
as there are some incident types which have no priority included. The change to introduce THRIVE on
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all incidents has led to an increase in the volume of incidents, especially those with high THRIVE.
Validation work has also been completed recently with the Audit and Assurance team, and an audit tool
has been developed which replicates the audit process used by HMICFRS.

Thrive grading

4

Thrive compulsory for all
Thrive compulsory for incidents Grade 2 and below incidents (includes Grade 1)

3.3 Tackle Anti-Social Behaviour

Anti-social behaviour (ASB) has shown a significant redudion from November 2022 onwards and is a
more significant decrease than the expected seasonal variation. ASB has a seasonal pattern with volumes
higher in the summer months compared to the winter . The overall volumes have been decreasing for
the last three years.

In June 2023, we were selected to take part in the delivery of the national ASB pilot programme. The
programme trials concentrated police and partner intervention in high-volume ASB areas with the
intended strategic impact of:

A More effective tackling of ASB

A Increased likelihood of public in hotspot areas reporting on ASB
A Reduction in proportion of people in hot spot areas concerned about ASB
A Reduction in proportion of people in hot spots reporting experiencing or witnessing ASB.

Five areas were initially identified following detailed data analysis and in consultation with  community
safety partners. These are: Stafford town centre; Newcastle town centre; Burton urban ward; Hanley
and Etruria; and Fenton West and Mount Pleasant The pilot went live with phase 1 on 1 July 2023 with
high-visibility foot patrols by police officers and PCSOs across the locations.So far, this has provided
3,932 hours of patrols took place across these five areas Cannock South & West which covers the town
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