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1. Introduction 

 

Background 

 

In July 2007, the Home Office published its crime strategy (Home Office, 2007). This 

introduced a measure of confidence to support its approach to reducing crime. This formed 

the basis of Public Service Agreement (PSA) 23, which aims to make communities safer. PSA 

23 (which came into effect in April 2008) included a commitment to increasing public 

confidence in the local agencies involved in tackling the crime, disorder and anti-social 

behaviour issues of greatest importance to local communities. 

 

In support of PSA 23, a quantitative measure of confidence was developed and will be used 

by the Treasury to determine the extent to which the Agreement has been achieved. This is in 

line with a desire from government to ensure the police are responsive and answerable to the 

public – an aspiration that was set out in the policing green paper ‘From the Neighbourhood to 

the National: Policing Our Communities Together’, published in July 2008. 

 

In March 2009, the Home Office announced that the confidence measure would become the 

single remaining ‘top down’ target for the police. Each police authority has been set its own 

individual target and nationally the target is for 60% of the population to have confidence in 

the police and partners by March 2012. From a baseline of 45%, this will require an increase 

of 15 percentage points nationally.  

 

Purpose of the Guide 

 

This guide has been designed for both police authorities and police forces. It seeks to provide 

practical, accessible and easy to understand advice on aspects of policing practice which can 

influence levels of confidence. It also provides examples of work undertaken by police 

authorities and forces nationally to improve public confidence.  

 

The guide starts by examining the literature in relation to confidence, before moving on to 

explore performance management issues and approaches that have been taken to improve 

public confidence.  
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2. What do we know about confidence? 

 

A dictionary definition provides three distinct ways of defining confidence. Firstly, confidence 

can be defined as trust, faith or reliance on someone or something. Secondly, confidence is 

synonymous with certainty, assurance and boldness. Finally, it refers to a thing shared 

confidentially or a trustful relationship. 

 

It is the first of these definitions of confidence which will be the most useful in this discussion. 

When considering aspects of confidence the synonymous term trust will often be used, as the 

literature on trust provides useful insights.  

 

Confidence conceived of in this way is by no means an easy concept to grasp. It can have 

different meanings in different contexts and there are different types of confidence that must 

be taken into account in understanding this issue from a policing perspective. There are three 

main ways in which trust / confidence can be conceived1: 

·  A psychological state  – An expectation or belief that one can rely upon another 

person’s action and words and / or the person has good intentions towards oneself.  

·  Rational choice  – Decision about whether to trust someone may be made on the 

basis of maximising the return for the parties concerned.  

·  Relational  – Where trust is dependent on the context and also the characteristics of 

the other party. In this conception, trust is considered to be a three part relation 

involving a ‘truster’, a ‘trustee’ and a specific context. 

 

All of these are important in the various situations in which the police may become involved 

as the three examples below demonstrate: 

·  There will be situations in which one may be vulnerable and rely on the police for 

support or protection – consider the child told to find a police officer if they get lost, or 

the victim of domestic violence. In these situations, we rely implicitly on the police to 

do the right thing and to have good intentions towards us 

·  There are circumstances in which an individual places trust / confidence in the police, 

because it is in both of their interests to do so, for example an informant who 

provides evidence against his criminal associates may receive intensive support from 

the police, which would be both in his interest (for his own security) and in the 

interest of the police (to help secure a conviction).  

                                                      
1 See Kramer (1999). 
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·  Views of the police may be shaped by demographic characteristics, or on the basis of 

previous experience of the police. Trust / confidence is therefore relative to the 

characteristics of the individual and the circumstances of the encounter with the 

police with which they find themselves.  

 

It is important from the outset to draw a distinction between confidence in the police service 

and satisfaction in the police service. Satisfaction is ‘exclusively’ defined in the sense that it 

refers only to those that have used or experienced the service in the past. Confidence is 

‘inclusively’ defined in that it includes all those who could experience or use the service. One 

does not need to have experienced the service to have a view on how confident one is in it. 

Satisfaction is ‘past-oriented’ – it is based on previous experience of the service. Confidence 

is ‘future-oriented’ – it sets an expectation on how the police will perform now and into the 

future (although this may well be based on experience of the police in the past). On this basis, 

confidence can be viewed as a more wide-ranging, but potentially less tangible notion than 

satisfaction. 

 

Types of Trust 

 

Kramer (1999) outlined a number of different types of trust operating within organisations. 

These are laid out below, along with considerations of how they might be relevant to the 

public’s confidence in the police: 

·  Dispositional trust  – Which recognises that people have different dispositions to 

trust / or not. For example, from a policing perspective, it may be that some cultures 

are more disposed to trust the police than others.  

·  History based trust  – Where perceptions of the trustworthiness of others and ones 

willingness to trust others will depend on past and cumulative experience. This is a 

relevant consideration for the police, as people’s past experiences of interactions with 

the police may well inform their preference for trusting the police or not in the future. 

For example, an individual who has been repeatedly burgled may lose confidence in 

the police if they feel that appropriate action has not been taken by the police to 

address their victimisation. 

·  Third parties as conduits of trust  – Others can pass on information relevant to 

decisions on whether to trust someone. This is useful as it can be very difficult to 

acquire knowledge of all individuals in an organisation. However, the quality of this 

information will depend on the trustworthiness of the third party and on the quality of 

the information, which can be partial and skewed. The police need to be aware 

therefore that their interactions with one person can affect the levels of trust that 

others have in them. This is especially important given findings which show that 
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negative interactions tend to be reported to others much more frequently than positive 

ones.   

·  Category based trust  – Trust which, rather than being predicated upon personal 

experience of the other party, is based on their membership of a social or 

organisational category. As members of a visible and well known public organisation, 

police officers might be able to rely on a level of trust based on their membership of 

such an organisation, without personal knowledge of their individual trustworthiness 

being necessary. This is especially important as the police service is perceived as an 

important institution for maintaining social and moral order in society and its symbols 

of authority (its uniform, badge etc) and its powers are vested only in those that can 

be trusted to act appropriately.   

·  Role based trust  – This is a form of trust predicated on a party’s role in an 

organisation and on the organisation’s systems for producing and maintaining 

behaviour appropriate to the roles within it. In relation to the police, it is the 

organisation’s ability to ensure role-appropriate behaviour from its officers and staff 

which can generate trust in individual members of the organisation, without personal 

knowledge of them.  

·  Rule based trust  – This is trust predicated on a shared understanding among parties 

of the system of rules which regulate behaviour. The nature of the police as an 

organisation, which is heavily regulated through legislation, policies and procedures 

means that members of the public can make assumptions about the way in which 

individual members will behave, which can generate this type of trust.  

 

This typology of trust highlights the complexity in generating public confidence in the police 

because trust and confidence can take multiple forms and generate multiple outcomes. This 

points towards the importance of understanding the type of confidence that one wishes to 

change as this may influence the approach that is taken.  

 

Benefits of Confidence  

 

There are three particular ways in which confidence and trust can bring about benefits:  

·  Lowering transaction costs  – Confidence and trust provide useful rules of thumb for 

deciding how to behave in situations and can encourage parties to give the benefit of 

the doubt to others and hence increase payoffs. Within the context of policing, day-to-

day interactions with the public will be easier in situations where the community have 

confidence in the police. 
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·  Creating the expectation of reciprocity – I n trusting situations, one party will expect 

trust to be repaid by another. In the policing context, if members of the public can 

trust police officers to behave in a reasonable and just manner, they may be more 

likely to behave in a similar manner. In a situation in which they do not expect such 

treatment, they may be less inclined to behave in a way beneficial to the police.  

·  Facilitating deference – Whereby parities would be more likely to accept decisions 

made and their outcomes, even when they might be unfavourable to them as 

individuals. From a policing perspective, public confidence in the police can legitimise 

their role, thereby making it easier for them to operate, even when politically / socially 

sensitive tasks have to be undertaken.     

 

Trust and confidence can therefore create the conditions in which such benefits can flourish, 

benefits which could be of use to the police. However, the next section shows the difficulties 

in creating and maintaining trust and confidence.  

 

Loss of Confidence 

 

Confidence has been shown to be: 

·  easier to lose than to gain;  

·  relatively easy to lose once gained; and 

·  difficult to re-establish once lost  

 

This is linked back to the disproportionate weight that ‘bad’ events carry as opposed to ‘good’ 

ones. Research has shown that:  

·  Bad events elicit more thought processing than good  events.  We tend to dwell 

more on negative things that happen to us than we do positive things. 

·  Bad events tend to be recalled more clearly than go od events.  Events involving 

negative emotions are more salient than events involving good emotions. 

·  Bad events wear off more slowly than good events.  We tend to forget about the 

good things that happen to us quicker than we forget about the bad things that 

happen.  

·  There is a snowball effect with bad events.  We tend to feel the impact of a 

subsequent bad event more intensely than the first bad event. By contrast, a second 

positive event has no additional impact than a first positive event. This suggests that 

the experience of bad events can intensify over time with additional bad experiences. 
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·  A shift from positive behaviour to negative behavio ur has a greater impact on 

views than a shift from negative behaviour to posit ive.  This suggests it is harder 

to change opinion based on improving behaviour than it is when behaviour 

deteriorates. 

·  Bad information has more power than good informatio n for attracting attention.  

We are twice as likely to recall negative information as we are to recall positive 

information. 

·  Bad reputations are easy to acquire and hard to los e. The more unfavourable a 

trait, the fewer the number of instances required for confirmation of a stereotype and 

the greater the number of instances necessary for disconfirmation of a stereotype. 

This suggests that we will believe a commonly held stereotype if we see a small 

number of cases that conform to that stereotype, but will need to see far more cases 

that do not for us to no longer believe that it is true.  

 

From a policing perspective, these findings are important. They demonstrate the damage to 

confidence that can be caused from negative policing experiences (whether real or 

perceived). 

 

‘Drivers’ of Confidence in the Police.  

 

This section deals with the findings of research conducted specifically in the field of policing, 

drawing out those factors which are associated with levels of confidence in the police. 

Throughout this guide we refer to these as ‘drivers’ of confidence, although the statistical 

analysis on which these are based is not always clear about the direction of an association. 

The assumption made here is that the ‘drivers’ that have been identified generally influence 

perceptions of confidence, rather than the association being in the opposite direction. 

 

Such evidence should make it possible to direct activity towards the kinds of areas where 

effective action might be anticipated to bring about an improvement in public confidence in the 

police. The ‘drivers’ that have been found to be associated with confidence in the police, 

ordered roughly according to their importance in influencing confidence in the police, are as 

follows: 

·  Community engagement and problem solving– such as proactive involvement with 

the public to understand their needs and concerns and taking action to address those 

concerns. Confidence in police community engagement would appear to be a 

particularly strong driver of confidence in the police overall. This is largely associated 

with being seen to identify the issues of concern in the community and with being seen 

to take action to address those concerns. 
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·  Fair treatment – refers to ‘process’ type issues and in particular the way in which 

people feel they have been treated in encounters with the police. Those that feel they 

have been unfairly treated will generally have less confidence in the police than those 

who feel they have been well treated.  

·  Police effectiveness – there are a number of studies that have found police 

effectiveness, in relation to their ability to tackle crime to be a driver of police 

confidence.  

·  Contact with the police – the nature of the police contact is the key to understanding 

its effect on public confidence. Research has shown that members of the public tended 

to be more satisfied with citizen-initiated encounters (such as when they called for 

service) than with police-initiated encounters (such as being pulled over by the police 

in their car). In addition, negative encounters with the police tended to reduce 

confidence in the police, while positive encounters have little positive impact. Research 

has also shown how vicarious experiences (the experiences of friends, family, 

neighbours and others, as well as via the media) can be associated with attitudes 

towards the police.  

·  Dealing with anti-social behaviour – Research has shown that those perceiving low 

levels of anti-social behaviour in their local area were more likely to have confidence in 

the police than those perceiving high levels of anti-social behaviour. However, the 

strength of the association between anti-social behaviour and confidence in the police 

(while usually statistically significant) tends to be relatively weak compared to other 

factors discussed above. 

·  Targeted foot patrol - There is some evidence to suggest that increasing foot patrols 

may increase public confidence in the police. However, this is generally a weak factor 

associated with confidence, compared to others examined here. 

 

Importantly, there is also good research evidence to show that well implemented 

neighbourhood policing can bring about an improvement in community confidence. The 

evaluation of the National Reassurance Policing Programme (Tuffin et al., 2006)2 found that 

neighbourhood policing was effective in increasing confidence. This was found to be achieved 

by improving community engagement / problem solving, dealing with ASB and through 

targeted foot-patrol. This raises an important difference between factors that are shown to be 

statistically associated with improving confidence and interventions that are found to improve 

confidence. Interventions often work by influencing more than one ‘driver’ and ‘drivers’ may 

                                                      
2 Tuffin, R., Morris, J. and Poole, A. (2006) ‘An evaluation of the impact of the National Reassurance Policing 

Programme’ Home Office Research Study 296. London: Home Office 
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indeed operate together, rather than in isolation (as depicted here). Although drivers are 

shown separately for ease of explanation, they may operate in combination to bring about 

improved confidence.     
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3. Performance managing confidence 

 

Introduction 

 

This section addresses the measurement of public confidence in the police. The guidance 

here is designed to provide an overview of the key issues associated with performance 

management of this issue. It does not deal in detail with the technicalities of measurement, 

which is being addressed through a series of guidance documents produced by the NPIA. 

 

The following pages examine the types of questions that should be explored as part of the 

performance management process, available data collection methods and the interpretation 

of results. 

 

The single top down measure 

 

The single top down measure is being collected on a quarterly basis through the British Crime 

Survey (BCS). The relevant question asked in the survey is as follows: 

 

“It is the responsibility of the police and local council working in partnership to deal 

with anti-social behaviour and crime in your area. How much would you agree or 

disagree that the police and local council are dealing with the anti-social behaviour 

and crime issues that matter in this area?” 

 

The response options available are: 

 

1. Strongly agree 

2. Tend to agree 

3. Neither agree nor disagree 

4. Tend to disagree 

5. Strongly disagree 

 

The lowest geographical unit of analysis for the BCS is the police force area.  This means that 

sub-force area comparisons cannot be made with the BCS. This is obviously an important 

issue as police forces / authorities may wish to target particular areas, neighbourhoods, 

communities, or populations with the lowest confidence in the police. To address this issue, 

the Home Office has funded individual police authorities to undertake local surveys of public 

confidence in which the geographical unit of analysis will be the Crime and Disorder 

Reduction Partnership (CDRP) / Community Safety Partnership (CSP) area. A minimum 

technical standard for local surveys of confidence has been produced by the NPIA. 
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The Target 

 

The Home Office has set a target of achieving 60% of the population who strongly agree or 

tend to agree with the above measure nationally by March 20123. This is from a national 

baseline 45%, representing a required increase of 15 percentage points. This translates into a 

required improvement of 33% (the percentage increase represented by a change from 45 to 

60). Positive progress has already been made towards this target, with the latest BCS figures 

showing that 49% strongly agree or tend to agree with the measure. 

 

Individual police authorities have been set their own targets and these are set out in Table 

3.1. This shows wide variation between forces. In general, those with the lowest baseline 

figures for confidence have been set the most challenging targets. For example, South Wales, 

with a baseline confidence of 38.7% has a target that requires a 53% increase in confidence. 

At the other end of the spectrum, Cleveland has a baseline of 54% and requires a 22% 

increase in confidence to meet its target.  

 

                                                      
3 An interim measure of 55% agreement by 2010/11 has also been established. 
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Table 3.1: Targets for individual police authoritie s 

 

    
End of March 

2011 
End of March 

2012   

FORCE Baseline Target Target 
Percentage increase 
on baseline by 2012  

South Wales 38.70% 54.20% 59.20% 53.0% 
Lincolnshire 38.00% 53.10% 58.10% 52.9% 
Avon & Somerset 40.60% 54.40% 59.40% 46.3% 
Gwent 39.30% 52.00% 57.00% 45.0% 
South Yorkshire 41.40% 54.00% 59.00% 42.5% 
Humberside 39.20% 50.70% 55.70% 42.1% 
Wiltshire 41.10% 53.30% 58.30% 41.8% 
Northamptonshire 41.10% 53.10% 58.10% 41.4% 
Warwickshire 41.70% 53.30% 58.30% 39.8% 
West Mercia 42.50% 54.30% 59.30% 39.5% 
Kent 44.20% 55.10% 60.10% 36.0% 
Greater Manchester 43.30% 53.80% 58.80% 35.8% 
Cheshire 43.50% 53.50% 58.50% 34.5% 
Derbyshire 45.50% 55.40% 60.40% 32.7% 
North Wales 44.70% 54.30% 59.30% 32.7% 
Nottinghamshire 43.60% 52.70% 57.70% 32.3% 
West Midlands 46.20% 55.90% 60.90% 31.8% 
West Yorkshire 44.10% 53.00% 58.00% 31.5% 
Cambridgeshire 44.10% 52.60% 57.60% 30.6% 
Sussex 45.00% 53.60% 58.60% 30.2% 
Essex 45.80% 54.40% 59.40% 29.7% 
Dyfed Powys 43.80% 51.80% 56.70% 29.5% 
Thames Valley 46.00% 54.20% 59.20% 28.7% 
Bedfordshire 45.90% 53.90% 58.60% 27.7% 
Gloucestershire 45.80% 53.80% 58.30% 27.3% 
Leicestershire 46.30% 54.30% 58.70% 26.8% 
Staffordshire 46.90% 54.90% 58.90% 25.6% 
Hampshire 47.30% 55.30% 59.30% 25.4% 
Metropolitan Police 47.40% 55.40% 59.40% 25.3% 
Norfolk 48.20% 56.20% 60.20% 24.9% 
Northumbria 48.80% 56.80% 60.80% 24.6% 
Dorset 49.40% 57.40% 61.40% 24.3% 
Hertfordshire 49.70% 57.70% 61.70% 24.1% 
North Yorkshire 50.80% 58.80% 62.80% 23.6% 
Merseyside 50.90% 58.90% 62.90% 23.6% 
Suffolk 50.90% 58.90% 62.90% 23.6% 
Lancashire 51.00% 59.00% 63.00% 23.5% 
Durham 51.30% 59.30% 63.30% 23.4% 
Surrey 51.90% 59.90% 63.90% 23.1% 
Cumbria 52.80% 60.80% 64.80% 22.7% 
Devon & Cornwall 53.20% 61.20% 65.20% 22.6% 
Cleveland 54.00% 62.00% 66.00% 22.2% 
          

National Target  45.00% 55.00% 60.00% 33.3% 
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Asking the right questions 

 

When considering performance management, it makes sense to focus on the target in the first 

instance, on the basis that this is part of a national drive for improvements. However, 

performance management must not be one-dimensional – it should take account of the range 

of factors that affect confidence in the police. Results from the BCS in relation to the single 

top down measure are published on iQuanta (https://iquanta.net) and, as a starting point, this 

should be tracked to monitor the extent to which the target is being achieved. 

 

There are, however, other questions that ask about confidence in the police that are available 

from iQuanta4. These include: 

 

“To what extent do you agree with the statement: ‘The local police do a good or 

excellent job’ ” 

 

“To what extent do you agree with the statement: ‘Taking everything into account I 

have confidence in the police in this area’ ” 

 

These provide alternative ways of looking at the question of confidence in the police. If the 

initiatives taken to improve confidence in the police are working, one would also expect to see 

improvements in these measures. Indeed, given that the single top down measure is wider in 

scope (including both police and local council), one would expect to see initiatives taken by 

the police reflected in larger increases in these two measures than in the single top down 

measure. 

 

There are also aspects of confidence that are affected by other factors and it is important to 

ask questions about these. In Section 2, a number of confidence ‘drivers’ were identified. 

These are factors that have been shown to be statistically associated with confidence in the 

police. These were: 

·  Community engagement and problem solving 

·  Fair treatment 

·  Contact with the police 

·  Police effectiveness 

·  Tackling ASB 

                                                      
4 To find these on iQuanta, look up British Crime Survey in the a-z and then go to BCS data and then click on the 
underlined Confidence and Satisfaction link. This will take you to a page where you can download a spreadsheet with 
BCS data. 
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·  Targeted foot patrol 

 

One might therefore develop a performance management framework that monitors these six 

issues on the basis that addressing these might be expected to have a positive impact on 

public confidence in the police.  

 

Available diagnostics 

 

The Home Office has developed a set of diagnostic measures (based on questions in the 

BCS) that go some way to providing proxy measures for four of the six confidence ‘drivers’. 

By ‘proxy measure’ we mean one that has been developed for another purpose and is used 

as a pragmatic means of measuring a concept. Table 3.2 shows the diagnostic measures and 

how they can be translated on to the four ‘drivers’. Diagnostic measures are not available for 

contact with the police and targeted foot patrol. 

 

It is important to note that working with proxy measures is never ideal. They rarely provide an 

adequate measure of a concept under investigation and they are typically used in the 

absence of other, more robust measures. This will typically mean that the available proxy 

measures will not necessarily measure all dimensions of a concept, or indeed, have anything 

more than cursory face validity. As such, it is important to understand that the BCS 

‘diagnostic’ measures were not specifically designed for this purpose. 

 

For each of the six drivers there may be additional questions to be explored that will help in 

understanding how well the force is doing in improving confidence. Each of these are 

discussed in turn. 

 

It is worth noting that, as well as examining the diagnostic measures individually as measures 

of drivers, they can also be viewed as aspects of confidence in totality, in that they jointly 

measure an underlying construct – confidence in the police. They can therefore be used to 

determine the extent to which, overall, they are heading in the right direction to improve 

confidence. 
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Table 3.2: Diagnostic measures as proxy measures fo r ‘drivers’ of confidence 

  Measure 1 Measure 2 Measure 3 

Community 
engagement 
and problem 
solving 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘The police and local council 
seek people's views about the 
ASB and crime issues that 
matter in this area’. 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘They (the police in this area) 
understand the issues that 
affect this community’. 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘They (the police in this area) 
are dealing with the things that 
matter to people in this 
community’. 

Fair Treatment 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘They (the police in this area) 
would treat you with respect if 
you had contact with them for 
any reason’.  

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘The police in this area treat 
everyone fairly regardless of 
who they are’. 

  

Police 
effectiveness 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘They (the police in this area) 
can be relied on to be there 
when you need them’. 

Percentage of respondents 
answering ‘strongly agree’ or 
‘tend to agree’ when asked 
‘They (the police in this area) 
can be relied on to deal with 
minor crimes’. 

  

Tackling ASB 

Percentage who perceive 
drunk or rowdy behaviour is a 
problem in their local area 

Percentage perceiving a high 
level of anti-social behaviour 

Percentage who perceive that 
people using or dealing drugs 
are a problem in their local 
area 

 

 

Community engagement 

 

Community engagement is associated with creating a dialogue between the police and the 

community (importantly, it must be two way – it’s not just about asking the views of the 

community). This should result in the identification of local problems to be addressed, that 

result in a response and subsequent feedback to the community about the action that has 

been taken. The proxy measures that are available on iQuanta for community engagement 

reflect this process fairly well. They explore: 

 

“‘The police and local council seek people's views about the ASB and crime issues 

that matter in this area” 

 

“They (the police in this area) understand the issues that affect this community” 

 

“They (the police in this area) are dealing with the things that matter to people in this 

community” 

 

These clearly deal with finding out about the concerns of the local community and addressing 

those concerns. Other local questions that could be developed to supplement the data from 
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the BCS could be in relation to the following5: 

 

1. How open are the police to receiving the views and concerns of the community? What 

more could be done by the police? 

 

2. How well do the police provide feedback on responses to problems? 

 

3. How is that feedback provided and how should it be provided? 

 

4. What more could be done to improve the way the police seek the views of the 

community? 

 

Fair Treatment 

 

There is evidence from the literature on procedural justice to suggest that the experience of 

the process of dealing with the police is more important than the outcome from a particular 

case. Perceptions of fairness and respect are felt to reflect shared values, which in turn helps 

individuals to have confidence in the police. Table 3.2 shows that there are two measures that 

may be proxy measures for fair treatment on iQuanta. These are: 

 

“‘They (the police in this area) would treat you with respect if you had contact with 

them for any reason” 

 

“The police in this area treat everyone fairly regardless of who they are” 

 

Fairness and respect (as described above) are probably the most important measures in this 

regard, but there may be other useful measures to explore locally. These might include6: 

 

1. To what extent are officers polite when they engage with the public? 

 

2. To what extent do individuals feel they have been kept informed about the progress 

of a case in which they are involved? 

 

3. To what extent do the police do what they say they are going to do? 

 

 

                                                      
5 It should be noted that these additional questions are provided only as examples of possible questions to explore, 
They are not based on research evidence about the dimensions of the driver.  
6 It should be noted that these additional questions are provided only as examples of possible questions to explore, 
They are not based on research evidence about the dimensions of the driver. 
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Contact with the police 

 

Contact with the police is not addressed by the diagnostic measures available from the BCS 

on iQuanta. However, this issue may be covered by other surveys, such as satisfaction 

surveys. These could deal with the following areas: 

 

1. How easy is it to contact the local police? 

 

2. Do you know how to contact your local Neighbourhood Policing Team? 

 

3. How much contact (face to face, verbal, written) with the police have you had in the 

last 6 / 12 months? 

 

4. What actions were taken by the police as a result of the contact made? 

 

5. What follow up did you receive? 

 

Satisfaction with contacting the police can in turn influence confidence. The research 

evidence shows a difference between police initiated contacts and public initiated contacts. In 

particular unsatisfactory public initiated contacts will have a negative impact on confidence in 

the police. This suggests that analysis of contact with the police should separate out the type 

of contact that is experienced.  

 

Police effectiveness 

 

Police effectiveness broadly relates to how well the police deal with crime and anti-social 

behaviour and other incidents in an area. Table 3.2 shows two diagnostic measures on 

iQuanta that could be used as proxy measures for police effectiveness. These are: 

 

“They (the police in this area) can be relied on to be there when you need them” 

 

“They (the police in this area) can be relied on to deal with minor crimes” 

 

These are far from perfect measures of police effectiveness, as they deal only partially with 

effectiveness. There may be many other aspects of police work to be explored here. These 

might include7: 

 

1. How effective are the police at detecting crime in a local area? 

                                                      
7 It should be noted that these additional questions are provided only as examples of possible questions to explore, 
They are not based on research evidence about the dimensions of the driver. 
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2. How effective are the police at preventing crime in a local area? 

 

3. Do the police respond promptly to emergencies? 

 

4. How well do the police provide support for victims and witnesses? 

 

5. How well do the police deal with major events? 

 

6. How well do the police deal with driving offences? 

 

7. How well do the police deal with serious / organised crime? 

 

Tackling ASB 

 

Tackling anti-social behaviour has been shown to be a consistent (if often weak) driver of 

confidence in the police. Table 3.2 shows that there are three diagnostic measures on 

iQuanta that could be used as proxies for drivers of confidence. These are as follows: 

 

“Drunk or rowdy behaviour is a problem in the local area” 

 

“High levels of anti-social behaviour” 

 

“People using or dealing drugs are a problem in the local area” 

 

Other local measures might include issues such as8: 

 

1. How much litter and fly-tipping is there perceived to be in the local area? 

 

2. How much graffiti is there perceived to be in the local area? 

 

3. How many abandoned vehicles are there perceived to be in the local area? 

 

4. To what extent are young people hanging around on the street perceived to be a 

problem in the local area? 

 

5. How many derelict buildings are there perceived to be in the local area? 

 

                                                      
8 It should be noted that these additional questions are provided only as examples of possible questions to explore, 
They are not based on research evidence about the dimensions of the driver. 
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Although many of these are environmental concerns, they provide indicators of the extent of 

perceived disorder in an area. Such perceptions tend to shape views of the police. For 

example, those that perceive high levels of disorder tend to perceive lower levels of police 

effectiveness and have lower confidence in the police. Reducing physical signs of disorder 

may help to remove signs that the police may lack authority in an area. 

 

Targeted foot patrol 

 

Targeted foot patrol is not addressed by the diagnostic measures on iQuanta and is in 

general a relatively weak ‘driver’ of confidence. Nevertheless, there may be benefit in 

exploring issues associated with foot patrol. These might include: 

 

1. How many hours of targeted foot patrol are undertaken in an area? 

 

2. How are areas / times selected for foot patrols? 

 

3. How many direct encounters with the public occur during patrols? 

 

4. How often do members of the community see officers on foot patrol? 

 

Police versus local councils 

 

A number of areas have undertaken local surveys in which questions related to the police are 

separated from questions related to local councils. These have, for example, asked: 

 

“How much would you agree or disagree that the police  are dealing with the anti-

social behaviour and crime issues that matter in this area?” 

 

“How much would you agree or disagree that the local council  are dealing with the 

anti-social behaviour and crime issues that matter in this area?” 

 

The results of exercises of this kind have generally shown that public confidence in the police 

is higher than public confidence in the local council when it comes to tackling anti-social 

behaviour and crime. This is perhaps unsurprising when one considers that the public will, by 

and large, see crime / ASB  reduction as a core responsibility of the police and less so a 

responsibility of the local council9. The next question should be what one does with this 

finding.  

                                                      
9 There has also been a methodological question raised over the separation of questions in this way. Surveys 
conducted by police authorities are likely to ask many more questions about police performance than about local 
council performance. This means that perceptions of the police as a crime reduction agency may be more salient in 
the mind of the respondent as a result of participating in the survey. The difference between council and police may 
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It makes sense to explore in more detail why perceptions of the local council are lower and to 

identify what particular factors might be expected to help improve these perceptions. This 

separation of police from local council may also be helpful to show how perceptions change 

over time. One strategy might be to monitor whether the gap between the organisations 

closes. However, this is predicated on the assumption that people’s responses to the single 

top down target question are based on a rational assessment of the contribution to dealing 

with ASB and crime made by each individual separately, which then combine to give the 

overall perception. At present, we know little about how these perceptions are weighed up. 

Indeed, it could be the case that responses to the question are far more weighted towards an 

assessment of the police than towards the local council. If this were the case, then improving 

the work of the local council may not necessarily improve perceptions of public confidence as 

measured through the single top down measure.  

 

The important point here is that we do not currently know how the public process the complex 

issues contained in this measure and this suggests that local areas would benefit from further 

qualitative research to explore this issue further.  

 

Asking additional questions 

 

The aim of this section has not been to present a definitive or prescriptive list of questions that 

should be explored. Rather, it has been to highlight that the questions that are asked should, 

in the first instance, focus on the known ‘drivers’ of police confidence. The questions that 

have been outlined here are illustrative, designed to show another perspective that may 

provide a useful insight into how well the confidence ‘drivers’ are being addressed. 

 

In addition to the questions associated with the ‘drivers’ of confidence, there may also be 

other aspects of the work undertaken by forces that will require further exploration. For 

example, Section 4 outlines ten general principles for improving confidence. Performance 

management could therefore also focus on the extent to which these (largely process 

oriented) measures have been implemented and to identifying further potential areas for 

improvement. 

 

                                                                                                                                                        

 

therefore partly reflect where the question is asked in a survey and the questions that precede this particular 
measure. 
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Methods for exploring questions 

 

From the preceding discussion, one might be forgiven for assuming the emphasis is solely on 

quantitative measurement available from surveys. While surveys are important and may be 

the right method to use for exploring particular questions, there is a range of other methods 

that may be beneficial. The important point to be made here is that the data collection that is 

used should be driven by the question that is asked, rather than the method dictating the 

scope of the questions. This section examines different approaches to gathering data on 

confidence related issues. Table 3.3 provides a summary of the different approaches and 

their relative merits. 
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Table 3.3: Approaches to collecting information on public confidence 

 

  What’s it for? Strengths Weaknesses 

Surveys 

Surveys provide a means of obtaining 
a snapshot of public opinion on 
particular issues at a particular point in 
time. They generate quantitative 
information that can be used to 
estimate how a population at large 
feels by sampling only a small 
proportion of that population 
Particularly good for answering the 
'what' and 'how many' questions . 
There are several different designs of 
surveys (face-to-face, telephone, 
internet, postal) and different 
approaches to sampling that can be 
applied (random / non random, 
clustered, stratified, panel etc.) Each 
decision will affect the quality of the 
survey. 

Surveys can be used to 
create robust quantitative 
measures of confidence. 
The results are 
generalisable to the wider 
population. Quantitative 
analysis can be 
undertaken to identify 
differences between 
groups and to produce 
statistical models of the 
factors associated with 
confidence. 

Conducting a 
methodologically sound 
survey is difficult and 
there are many factors 
that can adversely affect 
the quality of the findings. 
Extracting qualitative 
information from surveys 
can sometimes be 
difficult and tends to be 
more superficial than 
other qualitative methods 

Focus groups 

These are small group discussions that 
are carefully moderated. They can 
provide detailed information on what 
people think about particular issues 
and why.  

These can be used to 
gather a range of public 
views. They allow one to 
explore particular issues 
in depth and to gain an 
understanding of why 
people hold particular 
views.  Often useful when 
used in conjunction with 
surveys to explore 
quantitative findings in 
more detail. 

Focus groups can be 
difficult to organise and 
difficult to manage. The 
findings are not intended 
to be representative of 
the wider population 
which can raise issues of 
how generalisable the 
findings can be treated. 
They also tend to 
produce information 
about what a group think, 
rather than about 
individuals. 

Audits of 
complaints 

Complaints are a potentially rich source 
of data that tell you where you are 
getting it wrong. An audit of these 
would aim to examine a number of 
complaints over a period of time to 
identify commonly occurring themes 

These provide an 
opportunity to use 
existing data to improve 
police practice. Focusing 
on problems in the first 
instance is an important 
place to start for 
improving confidence 

The way in which 
complaints are recorded 
and possible bias in the 
types of people who 
complain may make it 
difficult to draw 
conclusions on how 
representative the 
findings of problems in 
general   

Content 
analysis of 
PACT 
meeting 
minutes 

May provide a means of examining 
how well particular drivers of 
confidence are addressed - in 
particular the community engagement 
element. 

An opportunity to use 
existing data to identify 
how one aspect of 
community engagement 
is being undertaken. This 
will provide a qualitative 
assessment. 

It only provides a 
measure of one aspect of 
community engagement. 
Minutes are likely to be 
produced by the police 
and so may provide a 
biased perspective on 
proceedings. 

Content 
analysis of 
media 
coverage 

This provides a means of examining 
how the local media are portraying the 
police. Can be used to generate both 
quantitative and qualitative measures 

Can be used to monitor 
positive versus negative 
portrayals of the police 
over time. This can be an 
important way to track 
changes in the views of 
opinion formers. 

May provide over reliance 
on a source of opinion 
that do not fully reflect the 
views of the community. 
Can be a time consuming 
task to collate and 
analyse press coverage. 
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Table 3.3: Approaches to collecting information on public confidence (continued) 

 

  What’s it for? Strengths Weaknesses 

Mystery 
Shopper 
Exercises 

This provides a means of checking how 
well the police service deals with a 
member of the public. Typically, this 
will involve a call to the police to ask for 
assistance with a non emergency 
matter, with the call taker being rated 
on their performance. 

These exercises provide 
a reality check of how the 
service is actually being 
delivered. They can be 
used to generate 
improvements for 
individual call handlers or 
for the service in general. 

They tend to focus on a 
narrow aspect of police 
work – the initially call – 
rather than the entire 
police function.  

Analysis of 
intelligence 
received from 
the public 

A proxy measure of local confidence in 
the police may be the willingness of 
local residents to provide intelligence 
on criminality in the area. 

This is an existing source 
of data that can be used 
to measure how many 
intelligence logs are 
received and the nature 
of the information 
provided. 

Depends on how 
sophisticated the 
intelligence system as to 
whether the information 
can be extracted in a 
usable form. 

 

Interpreting the answers 

 

Collecting information associated with public confidence in the police may well provide a 

useful insight into performance management of this issue. However, it is important to be 

aware of a number of key points when interpreting the results. Given the current emphasis on 

survey methods, many of these points relate to interpreting survey data, but some of these 

also have wider application. 

·  Survey results produce estimates.  In most surveys that are undertaken, a sample 

is selected for use in the survey. The results from this sample are then extrapolated 

to the whole population. However, the extent to which the results from the sample 

would be the same in the population are open to a degree of sampling error. In 

general, this sampling error reduces as the sample size increases. In practice, we 

don’t know for sure how large this sampling error is, but we can use statistics to 

calculate an upper and lower estimate within which we can be pretty certain the 

results for the population would fall. This is called the confidence interval . When 

examining survey results from the BCS, these come with 95% confidence intervals 

within which we might expect the true figure to lie. For example, if at the police force 

level 45% of a sample agree with the single top down measure and there is a 

confidence interval of +/- 3%, we can be 95% certain that the true figure in the 

population will be somewhere between 42% and 48% (3 percentage points either 

side of the sample result of 45%). When interpreting the results, always bear these 

confidence intervals in mind. 

·  Look for statistically significant changes.  Each survey result will have its own 

confidence intervals. When comparing results between surveys, one needs to be 

aware that confidence intervals are likely to overlap. For example, let’s suppose that 

the proportion of a sample agreeing with the top down target increases from 45% to 
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47% from one survey to another and that both results were subject to a 3% 

confidence interval. This could mean that the true figure in the first survey was 

actually 48% and the true figure in the second survey was 44% - meaning there was 

actually a four percentage point fall in agreement, rather than the assumed increase 

of two percentage points. If the confidence intervals do not overlap, then one can be 

relatively certain that there is a real difference between the two sets of results. 

However, if there is overlap of confidence intervals, there may still be a real 

difference between scores, but it will be necessary to apply tests of statistical 

significance to the two sets of confidence intervals, in order to determine whether an 

observed change is real. Therefore, results that do not include an indication of 

whether the change is statistically significant should be treated with caution. 

·  Representativeness of survey results.  Ideally, the characteristics of a sample will 

match exactly the characteristics of the population from which it is drawn. Survey 

designers often go to great lengths to ensure this is the case. However, the sample 

that it eventually obtained seldom matches the characteristics of the population due 

to problems of non-response. Those who do not respond to the survey are usually 

not randomly distributed through the sample and this results in a biased sample 

being generated. This is most evident in postal and internet surveys, which have the 

least control on responses. In these situations, a biased sample can result in biased 

results. 

·  Weighting of data.   One method that addresses the problem of biased samples is to 

re-weight the data at the analysis stage. This will mean manipulating the results 

provided by different groups to reflect the prevalence of those groups in the 

population as a whole. However, it should be noted that there is no agreement 

among statisticians on the relative importance of weighting data or on the 

characteristics of the population by which one should weight the data. If data are 

weighted by factors other than those causing the most bias, this can in fact 

exaggerate the bias, rather than limiting it. 

·  Representativeness of qualitative research.  Qualitative research, whether this 

involves individual interviews, focus groups or observation, will not produce 

representative findings. These methodologies are not designed to produce findings 

that can be extrapolated to the wider population. It is simply the wrong question to 

ask of qualitative data. Instead, qualitative research is used to look in depth at a 

particular issue, to examine questions such as why people feel the way they do. It is 

about the depth of understanding, rather than the breadth of coverage. This, 

however, does not mean that one must take a relativistic approach by assuming the 

findings are relevant to no one beyond the research subjects. Instead, one can 
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generally make an assessment of the extent to which findings are likely to be 

common among others – especially if response patterns continually repeat 

themselves from one research subject to another. In other words, when you keep 

getting the same results they are probably generalisable. 

·  Response rates and small populations. It is important to beware that the sample 

size of importance is the achieved sample size and not that which is planned. A 

postal survey may send out 1,000 questionnaires, but a response rate of 20% (not 

uncommon) will generate an achieved sample of 200 responses available for 

analysis. In general, as sample sizes get smaller, the sampling error increases. 

Sample sizes can also decline when analysis concentrates on sub-populations. For 

example, if analysis is undertaken on particular demographic groups (e.g. age 

groups, ethnic groups etc.), or particular small area, then the sample sizes dealt with 

may become too small to produce meaningful analysis. When analysis of this kind is 

conducted, always ensure that the actual sample sizes are included (rather than just 

percentages) so that you can make a judgement about how much credence to place 

on the findings.    

 

The points outlined above are intended to provide general guidance on the interpretation of 

findings. More detailed guidance on the analysis of survey data in relation to the confidence 

issues is being developed by the NPIA. 

 

Examples of performance monitoring associated with confidence in the police 

 

A number of examples of various ways in which confidence can be measured have been 

gathered from forces and authorities across the country. At this stage, they are not presented 

as examples of ‘good’, or ‘best’ practice. They are merely included as examples of 

approaches that have been found to be helpful elsewhere. These are outlined below. 

 

Example 1: Operation Doorstep (Kent) 

 

Operation Doorstep is an approach that measures satisfaction rather than confidence. 

However, it is included here on the basis that improving satisfaction among those who come 

into contact with the police may help to improve confidence. An Incident Reference Card 

(IRC) is provided to every informant or injured party (IP) visited by the police by the first officer 

or officers attending the scene, whoever that might be10. The form is in two parts. The top half 

provides police contact details (phone numbers and web address as well as name and details 

of officer dealing) and details of the incident / crime reference numbers. The second half 

                                                      
10 Individuals subject to enforcement action are not given an IRC and officer discretion is used in the case of domestic 
violence and child protection incidents where it may be important for no trace of police presence to be left behind. 
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allows the person to rate the service they received from the officers they dealt. This section 

can be detached and sent back to the police anonymously (or with a name provided) and 

asks for the incident reference number to allow the comments to be related to the particular 

incident (this section of the form folds up and a pre-paid business reply envelope printed on 

the back of the card means it can be posted back to the right address free of charge to the 

individual). It asks the following questions about the first officers attending the incident: 

·  Whether they made the effort to understand your situation 

·  Appeared to know what they were doing 

·  Explained what was going to happen and why 

·  Took the matter seriously 

·  Reassured you by what they did 
 

The card also asks two questions about the person at the Force Communication Centre who 

took the initial call (where the IP or informant contacted the police themselves):  

·  Whether they informed you of what the police would do 

·  Made the effort to understand the nature of the enquiry 
 

There is also a space for supporting comments. The results from those IRCs received back 

are entered by a team of staff based within the force HQ. The Operation was piloted in Mid 

and South Kent, which experienced return rates of around 20%. The Operation was then 

rolled out across the force during Autumn / Winter 2008 and now includes front counter staff 

within stations. Prior to the roll out of the Operation in 2008 the force had no consistent 

process for leaving contact details with injured parties or informants. The IRCs also provide 

the force with a marketing opportunity.  

 

The questions asked are also asked in the force’s statutory User Satisfaction Survey which 

seeks the views of around 4,000 residents annually who have made use of Kent Police in 

relation to offences of burglary, vehicle and violent crime, road traffic collisions and racist 

incidents. The results of the survey are provided to BCU commanders to help them manage 

performance. The results from the IRCs can also be used in this way, and the force has 

established an IT platform which monitors responses received back. It can generate 

automatic alerts for management to allow them to manage the performance of their BCU 

down to the level of the individual officer, so that those who are in need of development are 

flagged up, as well as those deserving of praise. The IT system also flags up those officers 

not handing out IRCs and, in time, the data will feed into staff appraisals. The User 

Satisfaction Survey (USS) has also been amended to ask whether those surveyed have 

received an IRC. 

 



Public Confidence in the Police: Guidance for Polic e Authorities and Police Forces   

27 

 

October 2009 

The fact that the IRC uses the same questions as appear in the USS mean that frontline 

officers are working towards the drivers of satisfaction for which their senior managers are 

held accountable and are clear about the areas they are being ‘marked’ on. The force report 

that since the roll out of Operation Doorstep there has been the largest rise in satisfaction 

levels recorded by the USS since the survey has been used. While this cannot be entirely 

attributed to the Operation, the Chief Constable and other senior officers have noted the 

Operation’s contribution towards this improvement.  

 

In relation to future developments: 

·  Further integration of the results received back from IRC will become possible 

through refinement of the IT system 

·  The IRCs could be adapted to capture contact details from those who complete them 

to allow them to subsequently be contacted as part of force consultation 

 

Presentations on the Operation have been made to 25 forces, of whom six are either in the 

process of implementing or piloting the Operation locally.  

 

Example 2: All Wales Joint Emergency Services Group consultation questionnaire (Gwent 

Police Authority) 

 

Gwent has taken the lead on confidence issues for the four police authorities in Wales. The 

Police Authority is involved with the All Wales Joint Emergency Services Group consultation 

questionnaire. This involves all four Welsh police forces and the other emergency services as 

well as the LCJBs and Gwent PA (on behalf of all Welsh PAs). It is a telephone based survey 

of a representative sample in each force area used to integrate the work of the service in 

relation to community contact and seeks to gather views on the public’s expectations when 

contacting the police. It includes a set of questions developed within Gwent’s Police Authority 

(the ‘core policing question set’) which seek views on levels of satisfaction with and 

knowledge about the police. It aims to gain information on public confidence and expectations 

when interacting with the police and the wider CJS. This is undertaken by an external market 

research company and seeks the views from 1,000 respondents in each police force area.  

 

It is an example of collaborative consultation activity undertaken by partners to avoid 

consultation fatigue. 

 

Example 3: Complaints Survey (Hampshire Police Authority) 

 

Examining complaints is considered important as a means of identifying the areas in which 

the police service is currently getting it wrong and which may therefore identify areas requiring 
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improvement. Hampshire Police Authority has begun to conduct an annual survey among a 

sample of complainants in order to assess whether there are any areas in which the Force 

can improve its processes for investigating complaints. An initial pilot survey was undertaken 

in 2007 with the first full survey the following autumn.  

 

This involved a sample of 200 complaints, selected at random by the Professional Standards 

Department of the force, to ensure that selection was undertaken fairly. A postal survey was 

sent to the sample, of which 68 (34%) responded. Respondents were asked about their levels 

of satisfaction with the way in which their complaint had been handled by the force and all the 

staff they had dealt with, the extent to which they felt the process had been explained to them 

and handled effectively and how this experience had impacted upon their opinions of the 

Force. The results are provided to the Authority’s Personnel and Professional Standards 

Committee which is composed of both elected and independent Authority members and has a 

remit to hold the Force to account on all matters relating to personnel and professional 

standards. In instances where the Committee felt that complaints were not be handled 

appropriately, it could ask the Chief Constable to account for the actions of his officers. If still 

dissatisfied with the response, the Committee could refer the incident to the IPCC or HMIC.  

 

The Authority intends to conduct a similar survey each year and will include in its sample (at 

the request of the Force) not only those whose complaints are handled by the Professional 

Standards unit, but those dealt with locally by the BCU.   

 

Example 4: Using survey data for performance management (Metropolitan Police) 

 

The Metropolitan Police have developed a model of performance management for public 

confidence in the police that is strong from both a conceptual and empirical perspective. 

Statistical analysis of data from its Public Attitude Survey (which interviews over 20,000 

members of the community each year) has identified four key factors associated with 

confidence in the police: 

·  Engagement with the community 

·  Fair treatment 

·  Effectiveness in dealing with crime 

·  Alleviating local ASB 

 

A measure has been developed for each of these four factors, which is based on combining 

the responses to a number of questions in the survey.  This information is used to create a 
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report for each Borough Commander on a quarterly basis. This report provides an analysis of 

how the Borough is performing overall in relation to confidence and how it is performing in 

relation to each of the four key factors. This includes both trends over time and future 

projections. This information can be used to identify the relevant areas of policing in which the 

Borough is performing well and also identify the areas in which improvements are required. 

Information is also available at Super Output Area level, which helps to identify the 

communities experiencing the lowest levels of confidence within a Borough.  
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4. Improving confidence 

 

Introduction 

 

This section looks at things that can be done to improve public confidence in the police. This 

starts by examining some general lessons about confidence, before moving on to look at 

specific measures that have been undertaken within the context of the six known ‘drivers’ of 

public confidence in the police. 

 

It is important to note at this point that the police service is unlike other services in either the 

public or private sector, because of the dual role it is required to play. On the one hand, it 

must respond to the needs of the community by providing direct assistance to members of the 

public (responding to 999 calls etc.). This aspect of the police as a service provider is similar 

to other service providing organisations (NHS, Fire and Rescue Service etc). However, the 

police are also expected to enforce law and order among the very same community 

members, which requires a very different kind of approach to the standard service provider 

role. The requirement of police officers to switch between these roles, means the police 

service faces a unique challenge in building confidence – one that is not shared by other 

public service organisations.  

 

General principles for improving confidence 

 

There are ten key principles associated with improving confidence in general. These are 

principles that are transferable across domains and are not necessarily unique to policing. 

Nevertheless, understanding these principles and developing responses that take these 

principles into account should help to improve public confidence in the police.  

 

1. Focus on where you are getting it wrong.  There is evidence to show that negative 

experiences have much more impact than positive experiences on public confidence. 

For example, there is evidence to show that negative citizen initiated contact with the 

police reduces confidence, while positive citizen initiated contact does not increase 

confidence (at least not much). Furthermore, negative experiences are more likely to 

be shared with others, thereby affecting the confidence in the police among a larger 

number of people than affected by the original negative experience. On this basis, 

there is benefit from focusing on aspects of the police service that are most likely to 

generate negative experiences. Addressing these issues is likely to have a greater 

impact on public confidence than attempting to improve upon the existing aspects of 

the police service that are handled well. 
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A sensible starting point would be to examine complaints about the police received 

from the public. This may identify aspects of police practice where improvements (in 

training, policy, or practice) are required. The new Complaints System Performance 

Framework being introduced by the Independent Police Complaints Commission will 

provides a means of benchmarking the performance of the force against the 

members of the most similar family and this will provide a means of identifying parts 

of the process where the force can be considered to be performing less well than 

expected. However, this should be supplemented with a more in-depth examination 

of individual complaints in order to identify common themes. This may be achieved 

through surveys of complainants (see above), or through audits of complaints 

records. 

 

2. Provide an end-to-end service.  While policing is delivered in a number of discrete 

functions (e.g. call handling, response, CID, SOCOs, neighbourhood policing, 

administration of justice etc.) this is not how it will be viewed by the public, who will 

generally view it as a single service. However, this means that a perceived weakness 

in one function may have a negative impact on how the public feel about the whole 

police service. Therefore, a complete systems approach should be taken, with the 

quality of all points of contact with the public taken into account. 

 

3. Build confidence from within.  The best ambassadors for the police service are its 

thousands of employees. If this group do not have confidence in the service provided 

by the police, then why should the wider community? This means that the police 

service should work with employees (both police officers and police staff) to create 

positive attitudes about the work of the service. They should also be encouraged to 

talk to members of the community (both in a work setting and with friends and family) 

about the positive work being undertaken by the service. Work should also be 

undertaken with key criminal justice partners. There can sometimes be a degree of 

animosity between partners, born by the differences in organisational culture and 

goals. This can sometimes be expressed when speaking to members of the public 

and can undermine confidence. For example, the commonly heard refrain that “we 

catch them but the courts just let them off” only serves to damage public confidence 

in the criminal justice system as a whole. 

 

4. Actions speak louder than words.  Publicising the good work being undertaken by 

the police is extremely important, but what matters most is being seen to act 

positively and experiencing positive encounters. Furthermore, changing negative 

attitudes towards the police into positive ones is likely to take a considerable number 

of positive encounters in order to overcome problematic stereotypes. So, while good 
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publicity is important, it is no substitute for people seeing with their own eyes the 

good work of the police.  

 

It is important not to overpromise. The police service should articulate clearly what it 

can provide to the community (and what it cannot) and it should deliver on that 

promise. The Policing Pledge is an ideal mechanism for clarifying with the community 

what it can expect from the police service. However, this is likely to be negotiated on 

a daily basis through the one-to-one interactions with community members and 

individual officers should be clear about the extent of the service they can be 

expected to provide. 

 

One of the keys to building confidence will be creating predictable patterns of 

behaviour. Members of the public should, by and large, know what to expect from an 

encounter with the police – whether this be police initiated or citizen initiated. Part of 

the problem of negative experiences with the police comes when the police do not act 

in a way that is expected by the public. Unexpected adverse behaviour (whether this 

be rudeness of an officer, or the failure of a police response) will generate negative 

perceptions towards the police. 

 

5. Be open with the community.  There is benefit from being seen as an organisation 

that is open with the community it serves. Myths, rumours and conspiracies breed far 

more easily in a climate of secrecy and distrust, than in a climate of openness. The 

police service has moved a considerable way in recent decades in engaging with the 

local community about local concerns and this will help to foster a sense of mutual 

trust. From the community perspective, knowing that the police are interested in 

knowing their concerns, willing to address those concerns and willing to admit when 

they’ve got it wrong will go a long way to building trust. 

 

6. Provide feedback to the community.  Linked to the above point about openness, 

every means possible should be used to feedback to the community about the 

positive work undertaken by the police. This will include public meetings, newsletters, 

press coverage etc. The key point here is that it is not enough for the police to tackle 

local problems – the public have to know that they’ve done it. It will also be important 

to provide feedback using methods that the community are likely to use. For example, 

regularly updating the force website with the work that has been undertaken will have 

little affect on residents who get their information from the local newspaper or who 

would be more likely to read a leaflet that comes through the door.   

 

7. Be willing to network widely in the community.  Building Key Individual Networks 

(KINs) in the community will help to spread positive messages about the police. This 
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is because such individuals will be seen as trustworthy sources of information in a 

community. Their views are likely to help shape local opinion more than the views of 

others from outside.  Creating positive peer testimony through such networks is 

therefore an effective way of spreading good news about the police service. This is 

especially important, given research that shows positive vicarious contact with the 

police (i.e. hearing about the experiences of others) can have a powerful impact on 

changing attitudes towards the police11. 

 

8. Lead the debate.  The police service occupies an important place in our community. 

The public look to the police to uphold social and moral standards and, as such, 

should reflect the views of the community. This will at times require leaders to take a 

clear position on issues that affect the community and to articulate that position to the 

community. In short, there are times when the police service needs to be seen to 

stand up and be counted. 

 

9. Build positive relationships with the media.  Contact with the media should not be 

limited to press releases. Relationships with the local media are likely to work best 

when there is an open dialogue between the two parties. This involves getting to 

know the local journalists and building a relationship in which information can be 

shared without the fear of a negative spin being placed on it. 

 

10. Say it once, say it twice and say it again . Telling the public about the good work 

being undertaken by the police is not something that can be done just once. Every 

opportunity needs to be taken to reinforce the message about the positive work that 

has been delivered. The ‘you said, we did’ approach to reinforce evidence of 

effectiveness and public engagement needs to be used on a continual basis.  

 

Improving the ‘drivers’ of confidence 

 

Section two identified six ‘drivers’ of public confidence in the police. These were: 

·  Community engagement and problem solving  

·  Police effectiveness 

·  Fair treatment 

·  Contact with the police 

·  Dealing with anti-social behaviour 

                                                      
11 See Rosenbaum et al (2005). 
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·  Targeted foot patrol 

 

In this section, we examine approaches that have been undertaken by individual police forces 

and authorities to address one or more of these ‘drivers’. It is important to note that this is by 

no means a comprehensive compilation of all the work that is being undertaken by forces. It 

merely contains the examples that we have come across. 

 

In examining the links between ‘drivers’ of confidence and local interventions, it is important to 

be aware that the mechanisms and causation may not be simple or direct. Indeed, the 

intervention may impact on part of a causal chain that eventually leads to an improvement in 

confidence. It should also be noted that any one intervention may impact upon more than one 

‘driver’ of confidence to different degrees. However, the point of outlining these here is to 

highlight the importance of understanding the process by which any action taken by a police 

force may impact on public confidence in the police (in either a positive or negative way). 

 

Table 4.1: Police initiatives to improve confidence  and their association with ‘drivers’ 

of confidence 
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Greater 
Manchester Street a Week Yes No No Yes Yes Yes 

Humberside (PA) Media work No Yes No No No No 

Humberside (PA) 
Mystery shopper / Member visits 
to NPTs Yes Yes Yes Yes No No 

Lincolnshire Policing with PRIDE Yes Yes Yes Yes   
Metropolitan Provision of newsletters Yes No No Yes No No 
Norfolk Action Research Project Yes Yes No No No No 
North Yorkshire 
(PA) 

Alignment of Authority members 
with NPTs Yes Yes Yes Yes No Yes 

West Yorkshire 
Quality of Service Reassurance 
Mapping Yes Yes No Yes Yes Yes 

West Yorkshire 
Community Involvement in 
Reward and Recognition Yes No No Yes No No 

West Yorkshire Confidence Packs No Yes No No No No 

West Yorkshire 
Increasing Public Confidence 
Project Yes No No Yes No No 

West Yorkshire Changes to Force NPT website Yes No No Yes No No 
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Examples of Confidence Initiatives 

 

Outlined below are details of some initiatives which have been carried out by police forces 

and authorities across the country to improve confidence locally. The information presented 

here will provide a brief description of the work undertaken and the ‘drivers’ of confidence to 

which it corresponds. These should merely be treated as examples of initiatives being 

undertaken locally by some authorities / forces. This is not an exhaustive list, nor does it 

necessarily reflect ‘good’ / ‘best’ practice.  

 

Initiative 1: Operation Street-A- Week (SAW) (Greater Manchester) 

 

This force wide initiative, focused on raising confidence and satisfaction, was launched in 

March 2009. Each of the force’s 12 divisions were asked to identify at least one area which 

was experiencing low levels of trust, confidence and satisfaction. In practice, these areas 

tended to lie within each division’s Priority Neighbourhoods - the most deprived and 

demanding areas in the division – and the decision was made in conjunction with the local 

CDRP12 and partners. Initially it was suggested that the areas be around 250 households in 

size, although this was responsive to local conditions.  

 

The SAW process operates by initial letters being sent to each household in the area to 

advise them of the work to be done in the area and the local NPT then visiting each 

household in the identified area to speak, face to face, with residents, listen to their concerns 

and record what worries them (Driver: community engagement). This process can take 

between 10 minutes and an hour at each address and will result in a Householder Feedback 

Log being completed. NPTs are then expected to respond by tackling problems identified 

(Drivers: tackling ASB, targeted foot patrol) and report back the work that had been 

undertaken in a ‘you said, we did’ format both to the local community, using a locally identified 

preferred format and local media (Driver: contact with the police). In total, in the initial run of 

the operation, over 3,000 premises were visited, with questionnaires undertaken at over 2,000 

(67% of those visited).  

 

These cold call visits are also used in a number of other ways. For example, to promote the 

NPT, local meetings and the Policing Pledge; to gather contact details for further contact and 

to check how residents would like to be contacted in the future; to gather the views on what 

affects confidence and what improvements residents would like to see made to their local 

police; to check whether the household had a working smoke alarm; to gather community 

intelligence; and to see if residents would like to get involved in the protective marking 

scheme or more involved in their local community. The visits can be undertaken with 

                                                      
12 CDRP stands for Crime and Disorder Reduction Partnership. They are known as Community Safety Partnerships 
(CSPs) in Wales. 
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representatives from partner agencies and subsequent follow up visits can also be tailored to 

focus on specific local issues. 

 

The SAW way of working has become a standard part of the way the Force and its NPTs 

work, with every division in the force undertaking regular SAW activities in those areas it 

deems most in need to such activity (a process which is also on going13). One division, 

Oldham, is so confident of the method that they are mainstreaming it as activity to be 

undertaken by every local NPT, rather than those just in priority neighbourhoods. The SAW 

model is also starting to replace the quarterly postal satisfaction survey that the force 

conducts, as it provided more detailed results, representative for smaller geographic areas. 

This will also led to savings on the costs of undertaking the postal survey.  

 

An independent evaluation of the operation, considering both its processes and impact, is 

being undertaken by Salford University. Their first report, presented in April 2009, showed the 

following initial results. Following the first SAW operation: 

·  Residents questioned had noticed the presence of police in their neighbourhood and had 

spoken with them. However, they were not always clear why there was an increased 

police presence.  

·  Significantly more people were aware of their NPT and how to contact them following the 

SAW than they were before hand.  

·  With regards to the SAW’s affect on confidence, there were increases (although not 

statistically significant) in the proportion of residents who reported having confidence in 

the police and statistically significant increases in the proportion of respondents who felt 

that the police sought local opinions on crime and ASB and were dealing with crime and 

ASB issues which matter. 

·  It was found that, where information was left with residents containing details for 

Crimestoppers and the local NPT officers (such as a fridge magnet with contact details) 

along with crime prevention material and free gifts (such as energy saving light bulbs), the 

scheme was more effective.  

·  When SAW activity was undertaken alongside other agencies, including housing 

providers, it was felt by residents to be more effective. This was mainly because tenancy 

and quality of life related problems, outside of the remit of police, but important to 

residents, could be dealt with.  

 

                                                      
13 A funding agreement between the force and authority has seen 104 additional officers introduced to the force’s 
Priority Neighbourhoods where the SAW work will tend to be located.  
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Importantly, it was also found that residents valued the time officers took to speak with them, 

especially when they considered them to have the right attitude towards them and spoke in an 

appropriate way. It was this, rather than just seeing more officers in the neighbourhood, that 

they noted. It was also found that the face to face cold visits undertaken during SAW activity 

gave officers the chance to spend time building up contacts and respect in the 

neighbourhoods and to improve their skills in speaking with residents. As a result, officers 

found that their confidence in undertaking this work and in working in these areas improved 

as they gained more knowledge about local problems. This was an unexpected benefit of the 

operation and has informed future work in the area.   

 

Initiative 2: Media work (Humberside Police Authority) 

 

The Authority employs an external contractor to act as a media officer. This officer undertakes 

a weekly scan of various media sources to pick up any stories which may impact on 

confidence and, where necessary, work with the authority to develop responses to them. This 

enables the Authority to respond to such stories before they can take hold in a community. 

(Driver: police effectiveness). 

 

Initiative 3: Mystery shopper / Member visits to NPTs (Humberside Police Authority) 

 

The Authority is planning to implement visits by Authority members to NPTs to obtain the 

views of the local community on their delivery of promises contained in the Policing Pledge 

and on delivering confidence. Linked to this work, there are also plans to have members 

conduct a ‘mystery shopper’ exercise among NPTs every two years. This will involve 

members assessing how easy it was to make contact with the NPT using a variety of methods 

and their levels of accessibility (Drivers: community engagement, police effectiveness, fair 

treatment, contact with the police). 

 

Initiative 4: Policing with PRIDE (Lincolnshire) 

 

A programme has been introduced for all staff to understand and operate within public service 

values. These include Professionalism, Respect, Integrity, Dedication and Empathy (PRIDE). 

The programme focuses not only on what the police do, but how they do it. This expected to 

improve the way that officers interact with the community, but will also improve confidence 

among officers in their dealings with the public. (Drivers: community engagement, fair 

treatement, contact with the police, police effectiveness) 

 

Initiative 5: Provision of newsletters (Metropolitan) 
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A recent small scale pilot in three London wards undertaken by the Strategic Research and 

Analysis Unit of the Metropolitan Police Service showed that provision of up to date, locally 

specific and positive messages in the form of a newsletter delivered to people’s homes can 

positively impact upon the levels of confidence people held in their local policing team and 

also in their police force in general (Drivers: community engagement, contact with the police).  

 

The three wards14 were chosen from the seven which are currently part of the Metropolitan 

Police’s Safer Neighbourhoods Survey (introduced as part of the Force’s role out of 

neighbourhood policing). One newsletter was developed in each ward and delivered to homes 

in these wards15. This was done at a mid point in rounds of the annual survey, so that the 

impact they had could be easily measured by the survey. The remaining four wards also 

provided a ready made control group.  

 

The newsletters provided information on the local Safer Neighbourhoods (neighbourhood 

policing) team and their work on ward priorities, along with local crime prevention advice, 

contact details for the local neighbourhood policing team and information on how residents 

could become more involved. All the newsletters were marked clearly as coming from the 

police and used an easy to understand, jargon-free style.  

 

Key findings from the analysis of the results showed that: 

·  Respondents in test wards reported feeling more informed about their local policing 

team and about local and London-wide policing, whereas results from the control 

group showed no significant changes.  

·  Test ward respondents also felt more confident in the local and London-wide police, 

with significant increases in relation to feeling that the police listened to local 

concerns, were easy to contact and were reliable. In the control wards, smaller 

significant increases were seen in relation to perceived ease of contact and reliability.  

·  Reported levels of confidence in the police to deal with specific offences remained 

stable in the test wards and in the case of the issues of gun crime, ‘teenagers’ and 

dangerous driving rose significantly. By contrast, in the control wards, confidence fell 

across the board. This leads the authors to argue that the newsletters and the 

information they contained could have acted as a ‘buffer’ against negative 

information about the police presented by other sources, such as other forms of 

media, which had more of an impact in the control areas which did not receive a 

newsletter.  

                                                      
14 Bethnal Green North, Canning Town South and Upper Edmonton 
15 In total 17,117 newsletter were delivered 



Public Confidence in the Police: Guidance for Polic e Authorities and Police Forces   

39 

 

October 2009 

·  Significantly fewer respondents receiving a newsletter identified a local area as an 

area of concern. This was not mirrored in the control wards. The provision of the 

newsletter also had some impact upon respondent’s perceptions of levels of a 

number of crime and disorder issues, including drink driving and dangerous driving, 

racially motivated attacks, rape and sexual assault. Smaller, significant falls were 

also recorded in the control wards for some of the same offences. However, in the 

test wards no impact was seen with regards to drug related offences and gang and 

knife crime and the perceived levels of anti-social behaviour rose in the test wards. It 

was reported by the authors that such views may have also been impacted upon by 

other forms of media.  

 

This pilot showed that provision of even one locally tailored newsletter can have a positive 

impact upon not only perceptions of and confidence in the local policing team featured in it, 

but of the force as a whole, suggesting an effective bottom-up type approach. Analysis of this 

study also shows that the newsletters can act as ‘buffers’ against negative information 

received from other sources, such as national media.  

 

Initiative 6: Action Research project (Norfolk) 

 

In order to roll out the Chief Constable’s vision for the force of ‘policing for people’, academics 

from the Police Foundation collaborated with the police on an action based research project. 

This aimed to assess the needs and experiences of local people in four locations around the 

force area and to then work together to provide solutions to any problems identified.  

 

The first stage of the project was the preparation of a literature review on the topic of 

community engagement and citizen focus16. This provided an evidence base for the research 

project. A researcher was based in the force area full time and conducted in depth qualitative 

research. This involved observations, focus groups and interviews with community members 

including hard to reach groups and local neighbourhood policing staff. Following this evidence 

gathering, the research team met with the local neighbourhood inspectors and sergeants to 

feedback the findings of the research and suggest ‘quick wins’ and longer term 

recommendations for change. These were geared towards developing better relationships 

with communities and providing a more effective and responsive service. The researchers 

worked with the local policing teams to implement these changes, recommending the best 

ways in which this could be done (Drivers: community engagement, police effectiveness).   

 

The four areas selected as research sites were deliberately distinct, covering an urban and 

rural area, a market town and a seaside area. One of them was a force priority 
                                                      
16 Lloyd, K. and Foster, J. (2009) Citizen Focus and Community Engagement: A Review of the Literature London: 
Police Foundation 
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neighbourhood – those which suffer the highest levels of crime and anti-social behaviour. The 

process is now undertaken on a rolling basis in these four areas, with researchers meeting 

with each team roughly every quarter, although the frequency of meetings is led by the needs 

of each team. Work has also been undertaken with other neighbourhood policing teams, 

including the other four priority neighbourhoods and the findings of the initial work has been 

shared with all teams across the force.  

 

Results from an independent face to face survey conducted in the most challenging parts of 

the force’s five priority neighbourhoods showed a rise in levels of confidence in the work of 

the local police. It asked respondents ‘how good a job do you think your local police are 

doing: now; a year ago; and three years ago’, 44% of respondents felt the police were doing a 

good or excellent job now, compared to 25% a year ago. Similarly, 20% of respondents stated 

they felt the police were doing a poor or very poor job a year ago, but only 12% felt this was 

the case now. The priority area that had also been an action research site received the 

highest ratings for confidence in local police (10% higher than the survey average).  The 

results of the survey were shared with staff to help encourage them that the work they 

undertake does influence the views people have of them.    

 

Following on from the initial research, the lead from the Police Foundation, Dr Janet Foster, 

was invited by the Chief Constable to become one of four advisors to assist the force in a 

wider change programme. She holds the remit for the citizen focus and community 

engagement strand of the work. In this role she is able to help develop more effective 

community engagement methods and help share good practice developed around the force. 

She and other staff from the Police Foundation are also able to react to operational issues 

which need attention. For example, they were able to react to a rise in the number of 

complaints made about a particular policing unit by deploying a researcher to undertake some 

observations. The results of these and the recommendations developed were fed back to the 

officer in charge of the unit and changes were made, resulting in a decline in the number of 

complaints made. In this way the action research project is continuing in and across the force, 

with officers having access to advice and support in the area of community engagement and 

citizen focus from experienced and trained academic staff. Dr Foster, her  researchers and 

the other force advisers are also an independent channel by which officers feed in concerns 

and issues which can then be passed up to senior officers. Each of the advisors has a diary 

run by the force to which all officers have access so that they can flag up issues.  

 

Recently the force has employed a former Police Foundation researcher directly with the 

same remit to investigate particular issues identified by officers, the researcher or by Dr. 

Foster in her advisor role. Significantly this means the force has access to experienced and 

qualified researchers who can undertake rigorous research into particular issues and provide 

useful conclusions and recommendations.  
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Initiative 7: Alignment of Authority members with NPTs (North Yorkshire Police Authority) 

 

As part of the authority’s role in scrutinising the performance of the force, the Police Authority 

has attempted to become more involved with the local work of the force. As part of this it is 

assigning a member to each of the 17 NPTs across the force with a focus on confidence and 

work around the policing pledge. This is currently taking place.  

 

As part of this work members are asked to hold meetings, at least monthly, with the NPT 

Inspector and to undertake patrols with the team at least twice a year. Members are also 

responsible for monitoring the team’s performance against the policing pledge commitments, 

including monitoring: 

·  Levels of local knowledge of the team’s membership and contact details, the team’s 

levels of visibility and turnover, promptness at returning messages and attending 

incidents. 

·  Levels of community consultation activity and actions around dissatisfied members of 

the public and working with victims.  

·  Whether local priority setting is working well and is accurately identifying priorities. 

·  That KINs are established and neighbourhood profiles developed and updated. 

 

Members are also expected to assist the NPT in linking into partner agencies and to establish 

their own links with community members / leaders and attend community meetings. A new 

Community Confidence Board has been established within the Authority to receive feedback 

from members (Drivers: community engagement, police effectiveness, fair treatment, contact 

with the police, targeted foot patrol).  

 

The presence of the members in each of the NPTs will also be marketed so that members of 

the public know that there will be a member of the independent Police Authority attached to 

their NPT. The newsletters and websites of both the force and authority, as well as 

presentations at the local authorities, will be used to advertise the changes. 

 

Initiative 8: Quality of Service Reassurance Mapping (West Yorkshire) 

 

This is a regularly conducted, force wide exercise that seeks to identify small local areas 

which show higher levels of fear of crime than levels of actual crime, as measured by BCS 

and ACORN data. This is undertaken on a six weekly rolling basis. This helps the force to 

target reassurance work where it will be most effective through the creation of a Beat Priority 

Matrix (Driver: police effectiveness). The areas identified are consulted to confirm the picture 

painted by the nationally available data, to establish a baseline level of fear of crime and to 
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identify issues of particular local importance (Driver: community engagement). This is done 

using a number of methods, including face-to-face surveys, postal surveys and focus groups. 

Work is ongoing into the use of electronic means of surveying in order to streamline the 

process of data gathering and analysis.   

 

The results of this consultation work are used to create a Briefing Sheet that outlines the work 

to be undertaken. Work on these issues is then undertaken for a six week period by local 

NPTs and Partners. Multi-agency working is important as often issues raised by residents 

relate to the responsibilities of others (such as graffiti and littering), although this is an aspect 

the force is seeking to improve (Driver: tackling ASB). The completed work is also publicised 

locally. Work is monitored on an Action Plan.  

 

Following this activity, follow-up survey work is undertaken to assess the impact. Further work 

is then undertaken on the basis of the issues raised in the follow-up consultation. There are 

therefore five main stages to the work: 

·  Identify hotspots 

·  Engage and consult 

·  Agree action 

·  Deliver action 

·  Assess impact 

 

Work on how this methodology can be used by other areas of the force is currently ongoing 

but may include working with vulnerable localities information.  Postal surveys have also 

tended to result in low response rates and so the force is looking to move towards more hand 

delivery of surveys or other methods to raise response rates. In one Division, the results of 

the follow-up studies have shown the following results: 

·  The number of residents who feel that crime levels in their neighbourhood are better 

than others in their county has increased by 12%.  

·  Levels of worry about being burgled, attacked or becoming a victim of vehicle crime 

have dropped by more than 10%.  

·  The number of residents who feel the police and other agencies are performing "well" 

in reducing ASB has increased by 22%. 
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Initiative 9: Community Involvement in Reward and Recognition (West Yorkshire) 

 

This is a scheme established in one Division to both gather information about what activities 

were particularly valued by the local community and to publicise work done in the community 

(Driver: community engagement, contact with the police).  

 

Every six weeks, one NPT in the Division is selected and nomination forms are distributed 

among staff to allow colleagues to nominate each other, based on work they have undertaken 

which is considered to have been particularly good or successful. Nominations can be made 

by any individual to highlight work in any area of policing. Typically, around 25 nominations 

are gathered. The NPT Inspector will then pull together a panel of local people who will review 

the forms and select those they wish to see rewarded. This group is designed to be made up 

of members of the community who do not normally become involved in such things, so may 

include, for example, those who have expressed negative views in the local policing team and 

will tend not to include elected members.  

 

Those selected for recognition will receive either a ‘Yellow letter’ – a letter of commendation 

from the Divisional Commander, placed in a distinctive yellow envelope which is easily 

recognisable when post is distributed at team briefings – or a more formal certificate from the 

Chief Superintendent at a ceremony to which officers can invite their family. In the 12 months 

the scheme was run, confidence in the Division rose 5% (as measured by the force wide 

public perception survey managed by the Police Authority). This scheme allows the NPTs to 

focus on improving service which is of particular importance to the local community and to 

publicise the work they and colleagues have undertaken. Indeed, the meetings are also used 

as an opportunity for the community members to review all the letters of appreciation sent to 

officers across the Division during the previous six weeks - again as a way of publicising work 

that may not be published in any other way.  

 

Initiative 10: Confidence Packs (West Yorkshire) 

 

These packs are provided to NPT Inspectors and contain analysis of local confidence data 

and a local area profile. They also make suggestions on how NPTs can seek to improve 

confidence locally (Driver: police effectiveness). Specifically they provide: 

·  A demographic and socio-economic profile of the NPT areas, making use of Census 

figures, ACORN data comparing the area to the divisional averages for key indicators 

such as age structure, ethnic make up, economic activity and housing tenure.  

·  A profile based on ACORN data and the local Vulnerable Localities Index (Developed 

by the Jill Dando Institute of Crime Science at UCL) – this latter index draws together 

data on offences of burglary and criminal damage as well as data on social exclusion 
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to highlight areas which not only experience high levels of crime, but also experience 

tension, breakdown and fragmentation in communities. Those neighbourhoods 

identified may require further analysis or resourcing. These data are used to identify 

small areas within neighbourhoods or wards which will require further work and also 

makes recommendations on how best to undertake this work to achieve the most 

impact.  

·  Mapped results from the local User Satisfaction Survey and Public Perception Survey 

examine where satisfaction with various aspects of interaction with the service is an 

issue, as well as areas in which confidence (measured through a number of 

questions) in the service is low and perceptions of crime and ASB issues are high. 

·  The pack provides views from the victims of crime and ASB (taken from the User 

Satisfaction Survey) on what leads people to be satisfied and dissatisfied and makes 

recommendations for local officers on the basis of this.  

·  It also maps the locations of known local nominals and PPOs 

·  Finally, it makes recommendations for the NPT area on the sorts of issues which 

need addressing both internally (the attitude of officers) and externally (local ASB 

problems for example) and advice on what sort of activities will work to improve 

confidence.  

 

These were initially rolled out in one NPT area but have since been expanded to include 

another four. These areas have experienced a rise in local levels of confidence (as measured 

by the Police Authority’s public perception survey) of 12% - the biggest rise in the level of 

confidence seen across the force and favourably comparable to a rise of between 4-5% seen 

across the force.  

 

Initiative 11: Increasing Public Confidence Project (West Yorkshire) 

 

Together with the police authority, the force is undertaking work to examine the impact on 

levels of confidence of the provision of a force wide newspaper compared with a locally 

tailored newsletter, as well as comparing two methods of delivery - by hand or using Royal 

Mail (Drivers: community engagement and contact with the police).  

 

The pilot was initially trialled in two NPTs - one that experienced relatively high levels of public 

confidence in the police and one experiencing relatively low levels. An initial postal survey 

was conducted in the two areas to gather baseline data.  

 

In the NPT area with higher levels of confidence, three combinations were tried (1. local 

newsletter delivered by PCSO, 2. local newsletter delivered by Royal Mail, 3. generic force 
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wide newspaper delivered by Royal Mail) as well as a control area where no information was 

delivered. In the other NPT, which experienced lower levels of confidence, the force wide 

newspaper was delivered both by Royal Mail and by PCSO, and a control area was used, 

which again received no information. Altogether the test sites in the two NPTs contained the 

same number of households. 

  

The Authority’s public perception survey was then mailed to all 1,400 households in the two 

NPTs who had been part of the trial four and six weeks following delivery. Analysis of the 

results showed that in the NPT where both the local newsletter and force wide newspaper 

were delivered, respondents were more likely to recall having received the local newsletter 

and to report having read all of it. However, results showed no statistically significant 

differences in the levels of confidence reported by respondents depending on either the type 

of information they received or the method of delivery (using the question how good a job are 

the police doing in your local area). Those who did not receive any information reported lower 

levels of confidence than those who had received any information.  

 

Likewise, in the area which only received the force wide newspaper, reported levels of 

confidence were higher for those who reported having read it. In addition, respondents in both 

NPTs who reported having had a conversation with the PCSO who delivered the information 

(newsletter or newspaper) reported statistically higher levels of confidence than those who did 

not, and those who did not receive any information.  

 

Respondents in the NPT which received both types of information reported being more 

satisfied with the local newsletter than with the force wide newspaper, with more respondents 

reporting that they felt it was relevant to their local area and stating they would be willing to 

receive such information again. However, respondents in the NPT where only the force wide 

newspaper was delivered reported higher levels of satisfaction than those in the other NPT 

(however it was noted that there was an article on this area in the force newspaper).   

 

Overall then, provision of any information impacts positively upon confidence, and this seem 

to be especially so if the information is locally tailored and if it is hand delivered. The project 

has now been rolled out to the other six NPTs in the Division. In these areas, around 128,000 

homes are visited every quarter to deliver the different newsletters. All ranks of police officers 

have become involved in the delivery, starting with PCSOs but now including PCs, even local 

Superintendents and office based staff. The visits have also led to the discovery of cannabis 

factories as well as individuals wanted on warrants. There are now plans to link this with the 

local neighbourhood management geography and involve partners to a greater extent. Other 

divisions across the force are considering rolling out a similar scheme.    
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Initiative 12: Changes to Force NPT website (West Yorkshire) 

 

The force has built new technology into its NPT website to allow NPTs to produce bespoke 

local newsletters and posters on the site which can then be printed off and used to publicise 

local events and work undertaken  (Drivers: community engagement and contact with the 

police). Training and road-shows have been delivered to enable NPTs to use this function 

effectively. Given the findings of the Increasing Public Confidence project (above) the new 

functionality should help NPTs to improve local levels of confidence.  

 

Initiative Summary 

 

These initiatives tackle a number of different aspects of the work undertaken by police forces 

and authorities and provide examples of work on all of the six identified drivers. Some 

similarities in the initiatives being carried out in different parts of the country will be clear. For 

example Initiatives 1 and 7 are similar projects tackling most of the same drivers. Both seek to 

engage with part of the community where confidence has been identified as low, find out why 

this is, tackle these issues and report back success in these areas. Similarly Initiatives 1 and 

10 both show the impact that the provision of hand delivered and locally tailored newsletters 

can have.  

 

It is interesting to note that all bar two of the Initiatives impact upon the drivers of community 

engagement and contact with the police, whereas only two seek to affect dealing with ASB 

and targeted foot patrol. This suggests that at present more attention is being paid by forces 

and authorities to liaising with the community and getting contact with them right, than on 

undertaking activities which seek to reduce low level crime and ASB. This is perhaps due to 

an awareness that such business-as-usual work is being done well, but that the contact and 

engagement around it, is not.   

 

Targeting key populations: towards to plan of actio n 

 

The starting point for improvement confidence should be to focus initially on the areas where 

you have the most control and then move out in to less certain territory. Figure 4.1 gives an 

overview of an approach to targeting different populations. This should start with police 

employees. Building confidence in the organisation among this group is key as they will act as 

the ‘ambassadors’ for the force.  

 

This should be followed by building confidence among partners in order to increase the pool 

of professionals working in the community who can act as ‘ambassadors’ for the force. This 

obviously highlights the importance of partnership working. Where possible, potential sources 
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of distrust between partners need to be addressed head on in order to avoid differences of 

opinion damaging partnership working.  

 

Once confidence has been built among the ‘professionals’ (police and partners) attention can 

be paid to the public. The evidence is weak in relation to differences in confidence between 

different socio-economic groups, but we know that there can be significant differences by 

geographic area. 

  

There may also be groups that have different perceptions and experience of policing and this 

may be an alternative way to focus efforts. For example, analysis of survey data by the 

Metropolitan Police have identified four distinct groups of Londoners17: 

·  The Supporters  (making up 49% of the population). These are the most satisfied 

and confident about policing. They believe the police will be fair and respectful, and 

feel positive about improvements in policing. They will have little direct experience to 

draw on and few of this group will be victims or have contact with the police. 

·  The Contents  (making up 13% of the population). This group is largely satisfied with 

policing, but less effusive. They have low levels of victimisation and police contact 

and tend not to express strong opinions on any matter. 

·  The Needy  (making up 16% of the population). This group expect policing to get 

worse and only a quarter are satisfied with policing. They experience higher levels of 

victimisation and higher levels of police contact. They also have high worries about 

crime and ASB. 

·  The Demanding  (making up 22% of the population). This group are less likely to be 

victims or to be worried about crime than the ‘needy’, but have similar levels of police 

contact. Less than half are satisfied with policing, but are more likely to feel informed 

about and know about neighbourhood policing.   

 

This approach can help to identify different approaches to improving confidence for different 

groups. For example, ‘Supporters’ may need a relatively light touch to maintain confidence in 

the police, while the ‘Demanding’ may need much more intensive activity. 

 

                                                      
17 See Bradford, B., Stanko, E.A. and Jackson, J (2009) ‘Using Research to Inform Policy: The role of public attitude 
surveys in understanding public confidence and police contact’ Policing. Vol 3 (2) pp139-148 
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Figure 4.1: Proposed model of the progressive focus es of confidence activity 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The point of this discussion is to highlight the importance of building confidence from within 

and then extending this approach out into the community. Figure 4.1 also shows a feedback 

arrow from the community and back into the force.  This is to highlight the fact that, by 

building confidence in the community, this will help to further legitimate the role of the police, 

which will in turn help to increase the confidence that police officers have to make a 

difference. Initiative 8 above is an example of an approach that aims to build confidence 

among police officers while at the same time raising the profile of the work undertaken by 

individual officers among members of the community. Initiative 1 above found that allowing 

officers the time to build up their community engagement skills raised their own levels of 

confidence in undertaking their work. These examples reflect the feedback mechanism 

embodied in Figure 4.1.  
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