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Citizen-focused Policing Pilot
Mid Sussex District
A practitioners guide:
* \What did we do?

* How did we do it?
* Things we wished we had/had not done
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Citizen-focused Policing Pilot
Mid Sussex District

What were our overall aims?
* Improved public confidence and feeling of security
* Improved satisfaction of service users

* Increased public involvement in policing
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C't'lzrggu A Pilot objectives

1. To identify and test within an operational policing environment staff training
processes which support citizen-focused service delivery

2. To identify and test within an operational policing environment effective
processes for the management of staff, public and partner expectation

3. Toidentify and test within an operational environment effective processes for
initiating cultural change which supports citizen-focused service delivery
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Citizen"

Focus What did we do?

* Provided Citizen Focus training to approximately 125
staff

« Linked training to PDR process

« Surveyed 3,000 citizens living in Mid-Sussex
(Community Engagement Survey)

« Surveyed approximately 120 staff (Staff Insight Survey)
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Focus How did we do it?

1. Six half day training sessions through external training
provider

2. Two surveys — one to assess community engagement
and one aiming to get an understanding of staff
perception of citizen focused service delivery
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Outcomes staff views staff views
Staff voice to topical to service
& priorities issues provision

For further information:
Annie Hazlerign, DPA Corporate Communications : 01483 414 000
Mike Alderson, Detective Superintendent, Citizen Focus Policing Team, Home Office: 07768 368611
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Citizen
Focus

“Developed from
nothing. Good
corporate image. Man
next door making
good, listening and
developing, innovative
and creative”

“customer and

employee care seen as

important”

www.sussex.police.uk
“They are consistent
in their approach,
attitude and
deliverables”

“Because they look at
what their customers
want and aim to deliver

'\--::-“__ =y it’l

f ' “They are employee

,/ 1! based and believe in

| the ethos of taking

15 care of staff as
happy staff work
harder therefore
being more
efficient”
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Focus Surveys
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Staff Insight Survey

Designed principally by Home Office and DPA corporate
communications

Intranet based, email to all staff on district

Community Engagement survey

Designed principally by Consultation Co-ordinator (plus Home
Office, Reassurance project, Boston)

Paper based, postal survey utilising electoral roll sample
(MSDC)
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Staff Insight Survey
Perceptions of service

"\ Competent
Efficient

Accurate

Friendly
Fast

o~ Sympathetic
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Citizen"

Focus Community Engagement Survey

« Over 1,050 responses received — evenly spread
between Neighbourhood Policing Teams

* Representative sample in terms of age, gender and
work status

« Useful sub-sample of 17 to 24 year olds

« Town, Village and Rural identifiers
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Citizen"

Focus Staff Insight Survey
What the public want us to concentrate on

 Respond to emergency calls promptly
Tackle anti-social behaviour

Act with integrity

Conduct visible uniformed patrols

Work in partnership with other agencies
Know names/faces of commanders
Provide statistics on performance

Providing excellence in local policing



www.sussex.police.uk

Citizen"

Focus  problems and worries in area
Main sample
Traffic and parking issues Having home broken into
Speeding motorists & something stolen
Groups of young people Things stolen from car or vehicle
Litter / rubbish lying around Having car or vehicle stolen
Young people
Groups of young people Being insulted or pestered
Traffic and parking issues Being physically attacked
Speeding motorists Things stolen from car or vehicle
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Things we wished we had/had not done

 Marketing and Communications

« Understanding perceptions prior to training
« CF seen as a ‘bolt-on’ to service delivery

« Senior management ‘buy in’

* Plan to maintain the momentum

« Performance management

 Process over people

* ‘No time’ to improve service
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Chief Inspector Robin Smith
Sussex Police

robin.smith@sussex.pnn.police.uk
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