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4. Responses to Questions from the October 2013 Police and Crime Panel 
 

 
 

1. In relation to the PCSOs recently recruited by South Wales Police - what training do 
they receive prior to going out operational? 
 
As part of their induction training they will learn about the role of a Community Support 
Officer under the Police Reform Act, their 20 mandatory powers and one discretionary 
power, as well as the Force’s policies and procedures.  
 
This induction training includes inputs from areas such as the Professional Standards 
Department, the All Wales Illegal Money Lending Unit, and diversity, visit various places of 
worship and they have a day long community placement. All new PCSOs will have a Welsh 
assessment to ensure they have a basic understanding of Welsh and the requirements to 
provide a bilingual service.  They also learn about the following areas: 
 

• neighbourhood policing,  

• community engagement,  

• partnership orientated problem 
solving,  

• PACT meetings,  

• National Intelligence Model,  

• the social effects of alcohol,  

• arson reduction,  

• crime prevention,  

• hate crime,  

• domestic abuse,  

• stalking,  

• harassment,  

• mental health,  

• missing persons,  

• drugs and legal highs,  

• theft/ burglary criminal damage,  

• lost and found property, 

• designated persons offences,  

• Multi-Agency Public Protection 
Arrangements,  

• victim support,  

• child protection,  

• human trafficking,  

• counter-terrorism and  

• tackling antisocial behaviour,  

• giving evidence in court,  

• first aid,  

• officer safety training,  

• NICHE (the force’s record 
management system),  

• Blackberry usage  

• data protection.  

 
It can be seen that training provided for PCSOs in South Wales Police, is very 
comprehensive.  
 
2. What is the protocol for the Commissioner’s scrutiny/planning meetings with the 
Chief Constable and his chief officer team? Are these meetings minuted/recorded 
and if so what happens to the records? If the meetings are not minuted why not? 
 
The express terms of reference for the work of the Strategic Board are to jointly oversee 
the strategic direction of South Wales Police. I will use the Board to hold the Chief 
Constable to account for the performance of the force’s officers and staff. The monthly 
Board meetings enable a successful and constructive working relationship at a strategic 
level leading to the effective delivery of the Police and Crime Plan.  Minutes are produced 
after each meeting and placed on my website. The meetings are attended by both senior 
management teams and the meetings have become a well-established forum for discussing 
and deciding on strategic matters. 
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3. The Commissioner’s Audit Committee scrutinize the finances etc. How does this 
work in practice? Are records available of meetings, decisions etc. 
 
The Joint Audit Committee is now well established in terms of membership, terms of 
reference, and a regular schedule of meetings.  Induction training has been provided, the 
committee is being provided  with further training as needed and the meetings of the Joint 
Audit Committee are being attended routinely by senior members of both the Chief 
Constable’s team and my Support Team as well as Deloitte’s and the Wales Audit Office.  
As I have found in attending meetings myself, the Committee members are experienced 
and robust in their challenges to South Wales Police.  That is the purpose that the Chief 
Constable and I had in mind when we agreed to set up a joint committee. Meetings are 
minuted and provided to the Commissioner and the Chief Constable but in order to keep 
them free-ranging and effective we do not publish their minutes. It is important to 
understand that we have not limited the Committee to financial matters. It also deals with 
systemic and procedural audits. Perhaps I should stress to the Panel that the point of the 
committee is to assist the Commissioner and the Chief Constable in our work. They are not 
there to audit either the chief constable or myself, or our financial arrangements as that is 
already undertaken through internal audit, external audit and the work of the Wales Audit 
Office.  All three are linked in to the work of the Audit Committee but the specific purpose of 
the Joint Audit Committee is to help the two “Corporations Sole” in their responsibilities to 
lead South wales Police effectively and efficiently 

  
4. What is the definition of a recorded crime? Who decides if a crime is recorded and 

what happens to a crime if it doesn’t get recorded? 
 
The Home Office Counting Rules for recorded crime instruct the police that all reported 
incidents, whether crime related or not, will result in the registration of an incident report.    
Within South Wales Police, such reports are known as occurrences and are recorded on 
NICHE, the Force’s record management system.  
 
Having recorded such occurrences, the Home Office Counting Rules outline whether to 
record an occurrence as a crime/notifiable offence. A notifiable offence refers to a crime 
which we must inform the Home Office about. The Home Office also provide guidance as to 
what are crime-related incidents and how they should be dealt with. These are outlined in 
the National Crime Recording standards.  
 
Within South Wales Police, crimes may be recorded directly from the victim to the Public 
Service Centre, or by officers/staff to the Public Service Centre.    A crime should be 
recorded as soon as the reporting officer is satisfied that it is more likely than not that a 
crime has been committed.   However, the Force is allowed 72 hours from the time of the 
report to record the crime.   
 
The Force also undertake regular audits of recorded occurrences to ensure they comply 
with both Home Office Counting Rules and National Crime Recording Standards. The 
outcomes from these audits are managed by the Assistant Chief Constable (Territorial 
Policing).  
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5. When the Commissioner gets full responsibility for the allocation of the community 
safety fund next year, how will the allocation/application process work? 

 
The Community Safety Fund as a strand of money provided by the Home Secretary to each 
Police and Crime Commissioner has only existed for the one year (2013 – 2014) before 
being rolled into the generality of the Police Grant which has, of course, been cut again on 
top of the drastic cuts experienced in the last three years.  However continued reduction in 
crime depends heavily on the continuation of partnership working with the other bodies 
designated under the 1998 Crime & Disorder Act, reinforced by the 2011 Police Reform 
Act.  So any reduction in the South Wales Police contribution to partnership work could set 
at risk much od the content of the Police & Crime Plan and put the South wales Police 
under even greater day-to-day pressure. Those considerations have been weighed 
carefully in preparing the budget proposals for consideration by the Panel.  It must be 
stressed that allocation of funds in 2013 was extremely difficult because of the steadfast 
refusal of the Home Office – at both Official and Ministerial level – to provide information 
about the money they had provided in the 2012 – 2013 financial year.  What became very 
clear is that the “new” fund was much less than the resources given out by the Home Office 
in 2012 – 2013.  The assessment that I make for the coming year will be based on 
maintaining some crucial ongoing work – through Community Safety Partnerships, through 
the Drug Intervention Programme and through Youth Offending Teams in particular – and 
that there is no such thing as a “Community Safety Fund” financed by the Home Office. The 
challenge to me is to maintain the right balance between providing the resources that the 
Chief Constable needs to run an effective and ever-improving police service and providing 
the resources that are necessary as a contribution to partnership working at a time when all 
the other partners are under ever-increasing pressure.  I shall therefore be looking to use 
the money that is available for partnership working in a careful, efficient and targeted way – 
discussed in detail with our partners, particularly in local government – and it is not an 
unlimited fund to which applications can be invited  
 

6. How does South Wales Police’s performance in call incident management compare 
with other Welsh forces both nationally and in particular with family of forces? 
 
South Wales Police is amongst the forces that deal with the highest levels of demand for 
emergency and priority calls per officer. At the end of 2012-13, South Wales Police was 
ranked 2nd nationally for the number of crime incidents per officer and 18th for the number 
of 999 calls received per officer. 

 
The table below shows the volume of 999 calls received by forces in 2012/13, divided by 
the police officer strength and then ranked in order of decreasing level of activity. The 
force’s busyness can be judged: 

• nationally  

• against its most similar forces (yellow) 

• against Welsh forces (green) 
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999 Calls per Officer (FTE) Crime Incidents per Officer (FTE) 

1 Nottinghamshire 84.96 1 Cheshire 21.35 

2 Northamptonshire 83.62 2 South Wales 18.55 

3 West Midlands 81.15 3 Northamptonshire 18.12 

4 Bedfordshire 80.60 4 Lincolnshire 17.41 

5 Cambridgeshire 79.50 5 Cleveland 17.08 

6 Wiltshire 78.10 6 Gwent 17.00 

7 Sussex 77.28 7 Derbyshire 15.57 

8 Kent 76.4 8 Thames Valley 15.20 

9 Warwickshire 75.77 9 Metropolitan Police 14.70 

10 South Yorkshire 73.00 10 Avon & Somerset 14.63 

11 Lincolnshire 71.66 11 Nottinghamshire 14.59 

12 West Yorkshire 70.72 12 Hampshire 14.11 

13 Avon & Somerset 70.66 13 Kent 13.95 

14 Suffolk 70.32 14 Gloucestershire 13.24 

15 Staffordshire 69.97 15 Hertfordshire 13.13 

16 Humberside 68.88 16 Greater Manchester 12.88 

17 Hertfordshire 68.60 17 Merseyside 12.79 

18 South Wales 68.49 18 West Mercia 12.52 

19 Essex 67.64 19 Staffordshire 12.33 

20 Greater Manchester 66.79 20 North Wales 12.11 

21 Devon & Cornwall 65.55 21 Suffolk 11.64 

22 Hampshire 65.35 22 Dorset 11.52 

23 Derbyshire 64.04 23 Lancashire 11.48 

24 Dorset 63.80 24 Warwickshire 11.38 

25 Lancashire 63.12 25 Leicestershire 11.22 

26 Merseyside 62.68 26 West Yorkshire 10.80 

27 Metropolitan Police 61.32 27 North Yorkshire 10.76 

28 Thames Valley 61.08 28 Dyfed Powys 10.56 

29 Surrey 60.92 29 Cumbria 10.49 

30 Durham 58.76 30 South Yorkshire 10.40 

31 North Wales 55.96 31 Cambridgeshire 9.94 

32 Cleveland 54.67 32 Sussex 9.88 

33 Leicestershire 54.57 33 Humberside 9.39 

34 Gwent 54.49 34 Essex 9.36 

35 Norfolk 54.40 35 Surrey 9.20 

36 Northumbria 54.39 36 Durham 8.53 

37 West Mercia 53.66 37 Devon & Cornwall 8.37 

38 Cheshire 53.15 38 Bedfordshire 7.81 

39 North Yorkshire 48.90 39 Norfolk 7.66 

40 Gloucestershire 48.40 40 Northumbria 7.33 

41 Cumbria 42.83 41 West Midlands 7.13 

42 Dyfed Powys 25.19 42 Wiltshire 1.78 

MSF National Wales MSF National Wales 

5 18 1 1 2 1 
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7. From what baseline assessment has significant improvement been made? 
 

The creation of the Public Service Centre was the largest project undertaken by the Force 
in many years. It was inevitable that during and following such change there were going to 
be some considerable challenges. South Wales Police were frank with their partners and 
with elected representatives about the short-term impact.  The Force merged seven sites to 
one – a highly ambitious undertaking which was given national recognition as the 
Emergency Control Room Team of the Year 2013 by the service’s peers at the Call 
Management Association Awards.  
Since the opening of the Public Service Centre last year South Wales Police has  
maintained a swift response to 999 calls and exceeded national targets. 
Emergency calls are always answered even at the busiest times. Most recent figures show 
that, on average, our staff answered 999 calls within 2 seconds in October 2013. 
Non - emergency calls are also important and more than 30,000 of these calls are received 
every month – generally around 1200 a day.  The average wait for the call in October was 7 
seconds – and that means that on many occasions throughout the day there would have 
been no wait at all. 
On rare and very busy occasions when all operators are taking calls,there are well 
practiced procedures for neighbouring forces to quickly answer emergency calls for 
assistance. 
On average the staff answer 999 calls in 2 seconds and 101 calls in 7 seconds. This has 
been achieved through technological and system improvements and a tight performance 
management regime. To provide some further currency to this performance, October 31st 
(Halloween –  one of the busiest call handling days of the calendar) saw 100% of  999 calls 
for service answered and  99.3% of 101 calls answered.   
 
The charts  below outline the call handling performance for both emergency and non-
emergency calls over the past year.  
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8. How has South Wales Police tackled the recent BBC news story that up to 17% of 
non-emergency calls were not being dealt with? What processes are in place to 
prevent this from happening again? 
 
The BBC story was based on historic figures provided under a Freedom of Information 
request.  They  were out of date by the time that the report was published.  This was 
explained to reporters and a press statement was issued outlining the current situation and 
performance in the Public Service Centre. This has been outlined in more detail in point 4 
above.  
 
 

9. How is customer satisfaction monitoring actually undertaken? Is there any 
independent scrutiny of this exercise? 
 
In 2007 South Wales Police was 43rd (out of 43 forces) for the satisfaction felt by its victims 
of crime towards the service they received when reporting their crime. There was a need to 
improve how the level of follow-up contact to victims, which is recognised nationally as the 
main factor affecting the experience of victims of crime. This need for improvement was 
driven by the Chief Constable and by September 2013, South Wales Police is now 9th 
nationally for the satisfaction felt by its victims of crime.  
 
The chart below illustrates the improvements made by the Force over this period through 
continued focus and an evidence based approach to addressing the needs of victims.  
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Satisfaction interviewing follows strict Home Office guidelines which specify the timing of 
the survey, the wording and order of questions, plus those victims who are eligible for 
interview. These guidelines ensure a consistency of approach between forces.  
 
From April 2007 to May 2010 the interviewing of victims was outsourced to a market 
research company but the service was found to be expensive, slow and limited. In June 
2010 the function was brought in-house to promptly recover poor service levels with victims, 
ensure quality of interviewing and reduce costs. The Telephone Unit is based in a building 
within the Headquarters site and sits outside the operational environment to ensure 
impartiality, with researchers never having been involved in any other area of business 
within South Wales Police.  
 
To further protect the integrity of the process, the researchers have no access to police 
systems, limited information in relation to the occurrence and no direct contact with 
operational staff. The Unit Supervisor quality assures their work by listening to both live and 
recorded calls, ensuring that they are meeting the standards required by the Home Office. 
In effect there is a firewall between the officers and staff investigating these incidents and 
those conducting the victim satisfaction interviews. Feedback is never provided directly by 
the call taker to the officer, this is all managed at a management level.  
 
Satisfaction levels are reported on a monthly basis and managed through the Force’s 
performance management processes led by the ACC Territorial Policing.  
 
 

10. What are the Commissioner’s Strategic Board’s intentions to further develop call 
incident management? 
 

Contact with the police is a priority within the Police & Crime Reduction Plan and is a key 
area of development for both the Chief Constable and the Police & Crime Commissioner. 
The establishment of the Public Service Centre in 2012 at a time when South Wales Police 
were coping with a significant cut in resources was a major challenge. Experience during 
that period has led to some problems in relation to public confidence but over the recent 
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Calls
% 

Answered

% 

Answered 

in 10 

seconds

Average 

Answered 

Wait

Calls
% 

Answered

% 

Answered 

in 40 

seconds

Average 

Answered 

Wait

Calls
% 

Answered

Average 

Answered 

Wait

Month Total October 15540 99.9% 96.2% 0 min 2s 34861 99.3% 94.3% 0 min 7s 10028 96.6% 0 min 12s

Tuesday 01-Oct 427 99.5% 96.5% 0 min 2s 1165 99.7% 97.9% 0 min 4s 296 97.3% 0 min 5s

Wednesday 02-Oct 452 99.6% 93.1% 0 min 3s 1134 99.0% 88.9% 0 min 13s 303 94.1% 0 min 18s

Thursday 03-Oct 416 100.0% 94.0% 0 min 3s 1120 98.4% 84.5% 0 min 17s 372 94.6% 0 min 17s

Friday 04-Oct 535 100.0% 93.1% 0 min 3s 1204 98.3% 84.5% 0 min 17s 340 90.0% 0 min 41s

Saturday 05-Oct 692 99.4% 90.9% 0 min 4s 1088 99.3% 95.6% 0 min 5s 311 98.1% 0 min 11s

Sunday 06-Oct 628 100.0% 96.5% 0 min 2s 935 98.9% 96.1% 0 min 5s 318 97.8% 0 min 8s

Monday 07-Oct 422 99.8% 95.3% 0 min 2s 1327 97.1% 79.0% 0 min 22s 379 85.8% 1 min 4s

Tuesday 08-Oct 437 100.0% 98.2% 0 min 1s 1179 99.2% 93.1% 0 min 8s 304 96.4% 0 min 10s

Wednesday 09-Oct 427 100.0% 96.5% 0 min 1s 1120 99.8% 97.9% 0 min 3s 357 98.0% 0 min 4s

Thursday 10-Oct 447 100.0% 97.8% 0 min 1s 1163 99.9% 98.5% 0 min 3s 316 99.1% 0 min 3s

Friday 11-Oct 486 100.0% 98.8% 0 min 1s 1112 99.8% 97.5% 0 min 4s 292 98.3% 0 min 11s

Saturday 12-Oct 565 100.0% 97.2% 0 min 1s 981 100.0% 99.6% 0 min 1s 256 98.8% 0 min 2s

Sunday 13-Oct 477 99.8% 97.1% 0 min 2s 827 99.8% 99.5% 0 min 2s 363 98.9% 0 min 3s

Monday 14-Oct 422 100.0% 93.4% 0 min 3s 1275 98.1% 88.5% 0 min 14s 371 90.0% 0 min 31s

Tuesday 15-Oct 458 99.3% 91.9% 0 min 3s 1169 99.8% 94.7% 0 min 6s 334 94.9% 0 min 13s

Wednesday 16-Oct 447 100.0% 98.0% 0 min 1s 1197 99.5% 96.4% 0 min 4s 305 98.4% 0 min 12s

Thursday 17-Oct 495 100.0% 98.0% 0 min 1s 1279 98.3% 87.6% 0 min 17s 360 96.1% 0 min 22s

Friday 18-Oct 504 99.8% 95.8% 0 min 2s 1139 98.9% 93.8% 0 min 7s 312 97.1% 0 min 10s

Saturday 19-Oct 604 99.8% 96.4% 0 min 2s 1040 99.5% 97.5% 0 min 3s 298 99.7% 0 min 3s

Sunday 20-Oct 595 99.8% 97.6% 0 min 1s 968 99.8% 99.3% 0 min 2s 355 99.4% 0 min 3s

Monday 21-Oct 430 99.5% 98.6% 0 min 1s 1263 100.0% 98.8% 0 min 3s 303 97.7% 0 min 3s

Tuesday 22-Oct 414 99.8% 95.2% 0 min 2s 1144 99.7% 98.3% 0 min 4s 316 97.8% 0 min 6s

Wednesday 23-Oct 461 100.0% 89.6% 0 min 4s 1253 98.6% 87.8% 0 min 15s 329 93.6% 0 min 19s

Thursday 24-Oct 451 100.0% 98.7% 0 min 1s 1157 99.7% 95.8% 0 min 5s 299 98.3% 0 min 5s

Friday 25-Oct 556 100.0% 97.8% 0 min 1s 1123 99.8% 98.2% 0 min 5s 361 98.3% 0 min 6s

Saturday 26-Oct 720 99.9% 97.9% 0 min 1s 954 100.0% 99.2% 0 min 2s 311 98.4% 0 min 2s

Sunday 27-Oct 599 99.8% 94.7% 0 min 3s 867 100.0% 98.0% 0 min 4s 350 97.4% 0 min 7s

Monday 28-Oct 443 100.0% 99.1% 0 min 1s 1170 99.6% 97.5% 0 min 3s 305 98.0% 0 min 3s

Tuesday 29-Oct 480 100.0% 99.0% 0 min 1s 1137 99.8% 96.8% 0 min 5s 316 100.0% 0 min 3s

Wednesday 30-Oct 408 100.0% 97.1% 0 min 1s 1081 99.4% 95.7% 0 min 6s 288 98.6% 0 min 6s

Thursday 31-Oct 642 100.0% 98.3% 0 min 1s 1290 99.3% 97.2% 0 min 6s 308 97.4% 0 min 6s

999

(PSC_999 line only)

Non -Emergency 

(PSC_Public_English line 

only)

Officer

(PSC_Officer line 

only)
October

period call handling has improved significantly and consistently, as has been outlined 
throughout this report.   
 
There is further work that can be undertaken to improve call handling including the 
development of social media, such as Twitter and web-chat, to provide more responsive 
services and address demand, which will be taken forward by the Chief Constable in 
support of the priority that is being set out in the Police & Crime Reduction Plan.  
 
Panel members will have visited the Public Service Centre on 5th December and will have 
been able to have seen how the Centre works first hand.  
 
 

11. Is there any general call incident data available?  
 
The chart below outlines call incident data for October. 
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12. Could we see a graph on all recorded incident data explained as set out in the four 
graph document presented to the panel on the 21st October 2013? 

 
The rolling 12 month trend for total recorded incidents (occurrences) is shown below:   
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13. How has the force been able to reduce anti-social behaviour by 66016 incidents over a 
four year period? Which is over a 50% reduction.  

 
The chart below outlines the reduction in anti-social behaviour incidents over the past 4 
years.  
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It has been recognised nationally that there is a need to move away from a predominantly 
offender-based approach to tackling anti-social behaviour to a more victim-focussed and 
problem-solving approach. South Wales Police has responded to this national approach 
and developed a partnership anti-social behaviour strategy. Anti-social behaviour is a key 
priority within the Police and Crime Plan and for the ’Safer South Wales’ partnership group.  
 
Joint Anti-Social Behaviour Units have been set up between the Force and Community 
Safety Partnerships. These units work together to identify repeat and/or potentially 
vulnerable victims and provide them with the necessary support. Common minimum 
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standards of engagement and activity for dealing with anti-social behaviour have also been 
agreed across the Community Safety Partnerships.   
 
An anti-social behaviour database has also been set up between the Force and each Local 
Authority across the South Wales area. This database allows partners to share incident 
details and case documents for anti-social behaviour.  
 
It is through this partnership collaboration that a great deal of work has been done with 
individual victims, hot spots and offenders to eradicate the root cause of anti-social 
behaviour problems and reduce repeat victimisation. 
 
The Force has also provided anti-social behaviour training to staff within the Public Service 
Centre, which outlines the detrimental impact anti-social behaviour  can have on the quality 
of life of victims as well as the importance of following the guidelines laid down for call 
handlers. Similar training has also been provided to  police officers and an e-learning 
training package has been developed for all other operational roles within the force.  
 
The Force’s response to anti-social behaviour has also been recognised by the HMIC as 
part of their national anti-social behaviour inspections 
 
The Force has also introduced a new policing model allowing local policing inspectors to 
task both neighbourhood and response officers to work closely with local partners.  Further 
changes in the processing of prisoners in custody suites has allowed front line officers to 
spend more time within their communities which again will have contributed to the fall in 
anti-social behaviour.     
It is clear that a significant amount of work has taken place to tackle anti-social behaviour 
and the combination of all the above developments has been a major factor in achieving the 
reductions that have been witnessed.  
Further work is required to maintain the impetus, in particular in terms of solidifying 
partnership information-sharing processes and in ensuring that the identification of 
vulnerability – particularly in relation to the most vulnerable – is understood as a priority by 
all concerned. 
 
.  
 
 


