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Report Author:  Chief Constable 
 
 

 
SUMMARY 
 
This report highlights the current level of performance against the various 
indicators associated with APACS & the Policing Pledge. (The latest data 
available at time of submission is for the period 1st April 2009 up to and including 
30th October 2009). 
 

 
RECOMMENDATION(S) 
 
That the report is noted and particular attention is focussed on the performance 
measures found in the appendices. 
 

 
BACKGROUND 
 
 
1 
 
 
 
 

The Local Policing Plan 2009/10 contains the single top-down Public Confidence 
Target.  This is supported by a number of performance areas which are monitored 
by the Police Authority, including: 
 

• Analysis of Policing and Community Safety (APACS) Statutory 
Performance Indicators (SPIs). 

• Quantitative measures around the Policing Pledge. 
 
This report provides information as required by the Police Authority for the 
purpose of monitoring force performance during the period Apr to Oct 2009. Police 
Authority members have also been given access to the full range of performance 
information on a real-time basis via Qlikview, to enable effective and detailed 
scrutiny. 
 

 
 
PROPOSAL FOR CONSIDERATION BY COMMITTEE/CURRENT POSITION 
 
2  This report highlights performance for the financial year to date up to the end 

of October 2009. 
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2.1 APACS Performance Indicators 

 APACS is the tool used by the Home Office to compare the performance of 
police forces. The APACS performance indicator set has been agreed 
between the Police Authority and the Force to monitor performance on an 
exception related basis as stipulated in the Local Policing Plan 2009/2010.  

 

Details of performance against the APACS SPIs are shown in Appendix 1 of 
this report.  This also provides Gwent’s performance in comparison to its Most 
Similar Forces (MSF) from iQuanta. (The Most Similar Forces groups consist 
of Forces assessed as similar on the basis of an evaluation of the cultural and 
socio-economic environments evident in each Force. The groups are 
assembled, by the Home Office, on a demographic basis regardless of their 
geographical size.) 

 

2.2 Policing Pledge Monitoring 

 A suite of performance indicators has been developed to provide a 
quantitative ‘reality check’ against the implementation of the Policing Pledge.  
This is shown in Appendix 2 of this report. 

   

 Several of the indicators are still to be fully developed but where both baseline 
and current Year-To-Date figures are available a colour coded “% change” 
value is shown to highlight improving or deteriorating performance. 

 

Of note is performance at Pledge PI Ref 9a, which shows victim satisfaction 
with provided useful information. This area is being targeted by activity within 
Administration of Justice. 

  

It should be noted that where cumulative figures for survey and dip sample are 
shown, the results will be more prone to fluctuation towards the beginning of 
the year than in the latter part of the year. This is due to the numbers being 
collected and the confidence interval. 

 

 
2.3 

Current Performance Overview 

  

Confidence and Satisfaction 

Performance towards the Single Confidence Measure (which is the only 
national top-down target in the LPP) has been very encouraging.  The findings 
of the 2008/09 British Crime Survey, which have been previously reported to 
the Authority, represent a step change in improvement from the baseline of 
39.3% to 47%.  Focused activity is under way in order to build on this success, 
with local surveys to be undertaken in Force. These will allow analysis to take 
place at a more local level, before the publication of the next BCS. It is 
planned that 600 surveys will be made per LPU, totalling 3000 surveys in all. 
The results of each LPU survey to be reported to the Police Authority. 
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Performance against the Victims of Crime surveys and LISTEN Quality 
Checks are monitored throughout the year, and remedial action taken to 
improve performance.  Performance is generally strong.   

It should also be noted that results in this area, particularly under APACS 1.2 
and 1.3 (covering satisfaction by ethnicity or for racist incidents) are based on 
low numbers because of the small percentage of the Gwent population 
classified as being of Ethnic Background, and that this can result in distorted 
percentage swings.  Performance in this area will be monitored closely. 

 

Anti-Social Behaviour 

Gwent Police is shown as having a high level of antisocial behaviour incidents 
when compared with Most Similar Forces, but these have reduced significantly 
(6.7% above this time last year, down from 13.1% in July). 
Targeted activity is taking place to reduce antisocial behaviour across the 
Force, this includes the identification of ASB Hot Spots and being prioritised 
into the Level 1 Tasking meeting.  

Local examination in Force suggests that recording procedures are leading to 
an artificially high level of incidents. Contact has been made with other forces 
to establish their recording practices; Kent, South Wales (being 2nd in our 
MSF) and Wiltshire (being best nationally) to compare their recording and 
closing procedures with ours in order to ensure that best practice is under 
taken, whilst keeping within the applicable recording guidelines. However, this 
work is still in progress and is expected to be available to the Authority for the 
next report. 

 

999 Call Data 

There has been a significant improvement in taking 999 calls in under 10 
seconds throughout September and October. The current data for October is 
93%, which is above the year to date average of 85%. This performance has 
improved due to various issues being addressed within the department, 
including evaluation of shifts and rotas, and the re-allocation of resources and 
workloads within the department. 

 

Local Crime & Policing 

Recorded crime has shown an increase during this financial year.  This 
position is comparable with most other forces, and there is some evidence that 
it is linked with the national economic situation.    

The Force is working to reduce this trend through ongoing effective tasking 
and co-ordinating, revising performance management structures and a Chief 
Officer led action plan to address the performance gap by 31/3/2010. 

The seven priority crimes, including volume crime, are highlighted in Qlikview 
via the Force Overview tab. These crimes types are a point of focus at the 
Force Monthly Performance Meeting, the resulting actions streamed into both 
Level 1 Tasking and Daily Management Meeting (DMM).  

 

Crime Types that have been identified as requiring attention through the 
Performance Meeting and tasking processes are as follows: 
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Criminal Damage 

Criminal Damage has decreased by 2.4% compared with last year. However 
this area still remains the highest volume crime for the Force and is the 
subject of continuous monitoring.  
 

Vehicle Crime 

The level of vehicle crime has shown a higher level this year compared to last 
year. When compared with Most Similar Forces, Gwent Police has shown a 
higher than average level of vehicle crime for a number of years.  

 

Domestic Burglary 

Burglaries of people’s homes have increased by over 33% compared with last 
year.   

The areas worst affected have been identified and effective procedures such 
as increased Pro-Active policing have been put in place with positive results. 

  

Non Domestic Burglary 

Other burglaries have increased by over 24% compared with last year. 

 

Other Theft and Handling 

Shoplifting shows a higher level of offending this year, however the increasing 
trend seen earlier in the year has levelled off. 

This again shows indications of being linked to the national economic 
situation. 

 

Protection From Serious Harm 

 

Serious Violent Crime 

Serious Violent Crime is showing a 38.5% increase, with most of the increase 
in the category of Grievous Bodily Harm without Intent (64.8% of total 
increase). 
Domestic Abuse accounted for 11.4% of the total Serious Violent Crime last 
year and this has increased slightly to 12.4% this year. 
There have been 168 offences of Robbery so far this year (up 42.4%) over 
half occurred in Maindee & Central sections 
 
As stated above , Serious Violent Crime is one of the seven priority Crime 
Types and is subjected to the same level of scrutiny    
 

 
STAFFING/PERSONNEL IMPLICATIONS 
 
3 There are no specific staffing or personnel implications associated with this report. 
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FINANCIAL IMPLICATIONS 
 
4 There are no specific financial implications associated with this report. 
 
 
CONSULTATION 
 
5 This report has been considered by members of the Chief Officer team. 
 
 
PROJECT ASSESSMENT FOR EQUALITY AND DIVERSITY MATTERS 

 

6 This project/proposal has been considered against the general duty to promote 
equality, as stipulated under the Force’s Equality Schemes, and has been 
assessed not to discriminate against any particular group.  

 
 
RISK ASSESSMENT 
 
7 No additional risks have been identified which have not previously been reported 

upon. 
 
 
STAYING AHEAD (2011 REVIEW) 
 
8 The matters raised in this report have been considered in the context of the 

Staying Ahead Project and are not considered to have any direct consequences 
for the outcomes. 

 
 
CONCLUSION 
 
9 The level of confidence in the Police is shown to be high and efforts are being 

made to improve our position further still. 
Many of the crime types listed in this report display levels of crime being higher 
than the levels found over the same period last year. The reason for this is likely to 
be the effects of the current economic climate. Both Domestic and Non Domestic 
Burglaries have seen significant increases throughout the course of the current 
financial year and these crime types have been the subject of focused police 
attention intended to prevent those responsible for committing the crimes from re-
offending. It should also be noted that the Force has seen a decrease in Criminal 
Damage, which is the largest volume crime. 
This report has shown that the overall force performance has stabilised since the 
last Full Authority report and it is hoped that the stabilisation will herald a period of 
improved police performance into the New Year. 

 
 
CONTACT OFFICER 
 
10 Chief Supt Simon Prince – Service Development. 
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BACKGROUND PAPERS 
 
11 There are no background papers associated with this report. 
 
 
APPENDICES 
 
 Appendix 1: 

(APACS SPI Performance)  
 Appendix 2: 

(Policing Pledge Performance)  



 
7
 

A
p
p
e
n
d
ix

 1
 

 
S
u
m

m
a
ry

 o
f 
P
e
rf

o
rm

a
n
c
e
 a

g
a
in

s
t 
A

P
A

C
S
 S

P
Is
  

L
a
te
s
t 
D
a
ta
 f
o
r 
O
c
to
b
e
r 
2
0
0
9
 

 

P
ro

m
o
ti
n
g
 S

a
fe

ty
 

  
  
N
o
te
: 
M
S
F
 P
o
s
it
io
n
 o
f 
1
 =
 b
e
s
t,
 6
 =
w
o
rs
t 

  
B

 
2
0
0
8
/0

9
 

2
0
0
9
/1

0
 

%
 

C
h
a
n
g
e
 

M
S
F
 

S
P
I 
N

o
. 

D
e
s
c
ri
p
ti
o
n
 

Y
T
D

 
Y
T
D

 
  

P
o
s
it
io

n
 

 
 

  
  

 
 

A
P

A
C

S
 4

.1
 

P
e
rc
e
p
ti
o
n
s
 o
f 
A
n
ti
-S
o
c
ia
l 
B
e
h
a
v
io
u
r 
  
(d
a
ta
 f
ro
m
 a
n
n
u
a
l 

B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
) 

2
1
.8
%
 

2
1
.0
%
 

-0
.8
%
 

5
 /
 6
 

A
P

A
C

S
 4

.2
 

P
e
rc
e
p
ti
o
n
s
 o
f 
D
ru
n
k
 o
r 
R
o
w
d
y
 B
e
h
a
v
io
u
r 
  
(d
a
ta
 f
ro
m
 a
n
n
u
a
l 

B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
) 

3
0
.1
%
 

2
9
.0
%
 

-1
.1
%
 

4
 /
 6
 

A
P

A
C

S
 4

.3
 

P
e
rc
e
p
ti
o
n
s
 o
f 
lo
c
a
l 
d
ru
g
 u
s
e
  
  
(f
ro
m
 a
n
n
u
a
l 
B
ri
ti
s
h
 C

ri
m
e
 

S
u
rv
e
y
) 

3
4
.3
%
 

3
4
.0
%
 

-0
.3
%
 

4
 /
 6
 

N
B
: 
T
h
e
 B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
 i
s
 u
n
d
e
rt
a
k
e
n
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 f
ro
m
 t
h
e
s
e
 s
u
rv
e
y
s
 w
ill
 b
e
 f
o
r 
 2
0
0
7
/0
8
 &
 

2
0
0
8
/0
9
. 

  

 
 

 
 

 
 

A
P

A
C

S
 7

.1
 

D
e
lib
e
ra
te
 F
ir
e
s
  
(d
a
ta
  
s
u
p
p
lie
d
 b
y
 F
ir
e
 &
 R
e
s
c
u
e
 S
e
rv
ic
e
) 

8
3
 

6
4
 

-2
2
.2
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

N
B
: 
T
h
e
 F
ir
e
 S
e
rv
ic
e
 f
ig
u
re
s
 a
re
 c
o
lle
c
te
d
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 f
ro
m
 t
h
e
s
e
 s
u
rv
e
y
s
 w

ill
 b
e
 f
o
r 
 

2
0
0
7
/0
8
 &
 2
0
0
8
/0
9
. 

  
  

  
  

  
  

 
 

A
P

A
C

S
 9

.1
 

(S
e
ri
o
u
s
) 
R
o
a
d
 T
ra
ff
ic
 C
a
s
u
a
lt
ie
s
 -
 f
a
ta
l 
&
 s
e
ri
o
u
s
 c
a
s
u
a
lt
ie
s
 

p
e
r 
1
0
0
 m

ill
io
n
 v
e
h
ic
le
 k
ilo
m
e
tr
e
s
 t
ra
v
e
lle
d
 

2
.5
 

1
.1
 

-5
6
.0
%
 

3
 /
 6
 

  
  

 
 

 
 

T
a
c
k
li
n
g
 C

ri
m

e
 

 
 

 
 

  
B

 
2
0
0
8
/0

9
 

2
0
0
9
/1

0
 

%
 

C
h
a
n
g
e
 

M
S
F
 

S
P
I 
N

o
. 

D
e
s
c
ri
p
ti
o
n
 

Y
T
D

 
Y
T
D

 
  

P
o
s
it
io

n
 

A
P

A
C

S
 5

.2
 

R
a
te
 o
f 
S
e
ri
o
u
s
 A
c
q
u
is
it
iv
e
 c
ri
m
e
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

9
.2
 

1
1
.1
 

2
0
.5
%
 

6
 /
 6
 

T
h
is
 

c
h
a
n
g
e
 

c
o
u
ld
 

b
e
 

a
tt
ri
b
u
te
d
 

to
 

th
e
 

c
u
rr
e
n
t 

e
c
o
n
o
m
ic
 
d
o
w
n
tu
rn
. 
T
h
e
re
 

is
 a
 c
o
rr
e
la
ti
o
n
 b
e
tw
e
e
n
 t
h
e
 

e
c
o
n
o
m
ic
 c
lim

a
te
 a
n
d
 a
 r
is
e
 

in
 a
c
q
u
is
it
iv
e
 c
ri
m
e
. 



 
8
 

A
P

A
C

S
 5

.3
 

R
a
te
 o
f 
A
s
s
a
u
lt
s
 w

it
h
 l
e
s
s
 s
e
ri
o
u
s
 i
n
ju
ry
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

5
.6
 

5
.3
 

-4
.9
%
 

5
/6
 

 
 

 
 

 
 

A
P

A
C

S
 6

.2
 

P
e
rc
e
n
ta
g
e
 o
f 
S
e
ri
o
u
s
 A
c
q
u
is
it
iv
e
 O

ff
e
n
c
e
s
 r
e
s
u
lt
in
g
 i
n
 

c
o
n
v
ic
ti
o
n
, 
c
a
u
ti
o
n
 o
r 
ta
k
e
n
 i
n
to
 c
o
n
s
id
e
ra
ti
o
n
 a
t 
c
o
u
rt
 (
L
C
J
B
) 

1
1
.1
%
 

1
0
.1
%
 

-1
.0
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

T
h
is
 

d
a
ta
 

is
 

p
u
b
lis
h
e
d
 

a
n
n
u
a
lly
. 

A
P

A
C

S
 6

.3
 

S
a
n
c
ti
o
n
 D

e
te
c
ti
o
n
 R
a
te
 f
o
r 
R
a
c
ia
lly
 &
 R
e
lig
io
u
s
ly
 A
g
g
ra
v
a
te
d
 

O
ff
e
n
c
e
s
 

4
1
.9
%
 

3
6
.7
%
 

-5
.2
%
 

5
 /
 6
 

 
 

 
 

 
 

A
P

A
C

S
 1

0
.1

 
T
h
e
 c
h
a
n
g
e
 i
n
 c
o
n
v
ic
ti
o
n
s
 f
o
r 
P
ro
lif
ic
 &
 o
th
e
r 
P
ri
o
ri
ty
 

O
ff
e
n
d
e
rs
 (
P
P
O
s
) 
o
v
e
r 
a
 1
2
 m

o
n
th
 p
e
ri
o
d
  
**
 

**
 

**
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

 
 

 
 

 
 

A
P

A
C

S
 1

1
.1

 
A
d
u
lt
 r
e
-o
ff
e
n
d
in
g
 r
a
te
 (
i.
e
. 
ra
te
 o
f 
p
ro
v
e
n
 r
e
-o
ff
e
n
d
in
g
 b
y
 

a
d
u
lt
s
 u
n
d
e
r 
P
ro
b
a
ti
o
n
 s
u
p
e
rv
is
io
n
) 
 *
* 

1
1
.9
%
 

1
0
.8
%
 

-1
.1
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 1

1
.2

 
Y
o
u
th
 r
e
-o
ff
e
n
d
in
g
 r
a
te
 (
i.
e
. 
ra
te
 o
f 
p
ro
v
e
n
 r
e
-o
ff
e
n
d
in
g
 b
y
 

o
ff
e
n
d
e
rs
 a
g
e
d
 1
0
-1
7
) 
 *
* 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

**
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 1

1
.3

 
F
ir
s
t 
T
im

e
 Y
o
u
th
 o
ff
e
n
d
in
g
 r
a
te
 (
i.
e
. 
n
u
m
b
e
r 
o
f 
fi
rs
t 
ti
m
e
 

e
n
tr
a
n
ts
, 
a
g
e
d
 1
0
-1
7
, 
to
 t
h
e
 Y
o
u
th
 J
u
s
ti
c
e
 S
y
s
te
m
) 
 (
L
C
J
B
) 

1
,5
2
5
 

1
,7
0
4
 

1
1
.7
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

T
h
is
 

d
a
ta
 

is
 

p
u
b
lis
h
e
d
 

a
n
n
u
a
lly
. 

N
B
: 
**
 t
h
e
s
e
 i
n
d
ic
a
to
rs
 r
e
q
u
ir
e
 d
a
ta
 f
ro
m
 e
x
te
rn
a
l 
o
rg
a
n
is
a
ti
o
n
, 
w
h
ic
h
 i
s
 n
o
t 
y
e
t 
a
v
a
ila
b
le
. 

  

N
B
: 
T
h
e
 L
C
J
B
 f
ig
u
re
s
 a
re
 c
o
lle
c
te
d
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 a
b
o
v
e
 w

ill
 b
e
 f
o
r 
 2
0
0
7
/0
8
 &
 2
0
0
8
/0
9
. 

  
  

 
 

 
 

 
 

S
e
ri

o
u
s
 C

ri
m

e
 &

 P
ro

te
c
ti
o
n
 

 
 

 
 

  
B

 
2
0
0
8
/0

9
 

2
0
0
9
/1

0
 

%
 

C
h
a
n
g
e
 

M
S
F
 

S
P
I 
N

o
. 

D
e
s
c
ri
p
ti
o
n
 

Y
T
D

 
Y
T
D

 
  

P
o
s
it
io

n
 

A
P

A
C

S
 5

.1
 

R
a
te
 o
f 
S
e
ri
o
u
s
 V
io
le
n
t 
c
ri
m
e
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

0
.5
 

0
.7
 

3
9
.6
%
 

5
 /
 6
 

A
 
c
h
a
n
g
e
 
in
 
re
c
o
rd
in
g
 
o
f 

In
fl
ic
ti
n
g
 
G
B
H
 
w
it
h
o
u
t 
In
te
n
t 

h
a
s
 g
re
a
tl
y
 c
o
n
tr
ib
u
te
d
 t
o
 t
h
e
 

c
h
a
n
g
e
 i
n
 f
ig
u
re
s
. 

A
P

A
C

S
 5

.4
 

R
a
te
 o
f 
D
o
m
e
s
ti
c
 H
o
m
ic
id
e
s
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

0
.0
0
 

0
.0
0
 

0
.0
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 5

.5
 

R
a
te
 o
f 
G
u
n
 C
ri
m
e
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

0
.0
9
 

0
.0
6
 

-3
3
.3
%
 

5
 /
 6
 

A
P

A
C

S
 5

.6
 

R
a
te
 o
f 
K
n
if
e
 C
ri
m
e
 p
e
r 
1
,0
0
0
 p
o
p
u
la
ti
o
n
 

0
.2
1
 

0
.2
0
 

-2
.6
%
 

3
 /
 6
 

T
h
is
 f
ig
u
re
 i
n
c
lu
d
e
s
 i
n
s
ta
n
c
e
s
 

o
f 
G
la
s
s
in
g
s
 a
s
 p
e
r 
th
e
 H

o
m
e
 

O
ff
ic
e
 c
o
u
n
ti
n
g
 r
e
q
u
ir
e
m
e
n
t 
 

 
 

 
 

 
 



 
9
 

A
P

A
C

S
 6

.1
 

P
e
rc
e
n
ta
g
e
 o
f 
S
e
ri
o
u
s
 V
io
le
n
t 
O
ff
e
n
c
e
s
 r
e
s
u
lt
in
g
 i
n
 c
o
n
v
ic
ti
o
n
, 

c
a
u
ti
o
n
 o
r 
ta
k
e
n
 i
n
to
 c
o
n
s
id
e
ra
ti
o
n
 a
t 
c
o
u
rt
  
 *
* 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

2
0
.1
%
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 6

.4
 

P
e
rc
e
n
ta
g
e
 o
f 
S
e
ri
o
u
s
 S
e
x
u
a
l 
O
ff
e
n
c
e
s
 r
e
s
u
lt
in
g
 i
n
 c
o
n
v
ic
ti
o
n
, 

c
a
u
ti
o
n
 o
r 
ta
k
e
n
 i
n
to
 c
o
n
s
id
e
ra
ti
o
n
 a
t 
c
o
u
rt
  
 *
* 

2
7
.7
%
 

3
7
.9
%
 

1
0
.0
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

 
 

 
 

 
 

A
P

A
C

S
 8

.1
 

V
a
lu
e
 o
f 
c
a
s
h
 f
o
rf
e
it
u
re
 o
rd
e
rs
 p
e
r 
1
0
0
0
 p
o
p
u
la
ti
o
n
  

7
7
4
.0
 

7
6
2
.6
 

-1
.5
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

T
h
is
 
fi
g
u
re
 
is
 
d
e
p
e
n
d
a
n
t 
o
n
 

th
e
 

c
o
m
p
le
ti
o
n
 

o
f 

P
o
lic
e
 

O
p
e
ra
ti
o
n
s
 
w
h
ic
h
 
m
a
y
 
ta
k
e
 

s
e
v
e
ra
l 
m
o
n
th
s
 
to
 
c
o
m
p
le
te
 

a
n
d
 

o
c
c
u
r 

a
t 

ir
re
g
u
la
r 

in
te
rv
a
ls
. 

N
B
: 
**
 t
h
e
s
e
 i
n
d
ic
a
to
rs
 r
e
q
u
ir
e
 d
a
ta
 f
ro
m
 e
x
te
rn
a
l 
o
rg
a
n
is
a
ti
o
n
, 
w
h
ic
h
 i
s
 n
o
t 
y
e
t 
a
v
a
ila
b
le
. 

  

N
B
: 
T
h
e
 L
C
J
B
 f
ig
u
re
s
 a
re
 c
o
lle
c
te
d
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 a
b
o
v
e
 w

ill
 b
e
 f
o
r 
 2
0
0
7
/0
8
 &
 2
0
0
8
/0
9
. 

  
  

  
  

 
 

 
 

C
o
n
fi
d
e
n
c
e
 a

n
d
 S

a
ti
s
fa

c
ti
o
n
 

  
  
N
o
te
: 
M
S
F
 P
o
s
it
io
n
 o
f 
1
 =
 b
e
s
t,
 6
 =
w
o
rs
t 

  
B

 
2
0
0
8
/0

9
 

2
0
0
9
/1

0
 

%
 

C
h
a
n
g
e
 

M
S
F
 

S
P
I 
N

o
. 

D
e
s
c
ri
p
ti
o
n
 

Y
T
D

 
Y
T
D

 
  

P
o
s
it
io

n
 

A
P

A
C

S
 1

.1
 

P
e
rc
e
n
ta
g
e
 o
f 
u
s
e
rs
 t
h
a
t 
a
re
 s
a
ti
s
fi
e
d
  
w
it
h
 t
h
e
 o
v
e
ra
ll 
s
e
rv
ic
e
 

p
ro
v
id
e
d
 b
y
 t
h
e
 P
o
lic
e
 

  
  

  
  

  
C
o
m
p
le
te
ly
 a
n
d
 V
e
ry
 s
a
ti
s
if
ie
d
 

6
6
.1
%
 

5
9
.9
%
 

-6
.2
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

  
  
A
ll 
S
a
ti
s
fi
e
d
 g
ra
d
e
s
 

8
2
.2
%
 

8
0
.9
%
 

-1
.3
%
 

1
 /
 6
 

A
P

A
C

S
 1

.2
 

S
a
ti
s
fa
c
ti
o
n
 o
f 
v
ic
ti
m
s
 o
f 
ra
c
is
t 
in
c
id
e
n
ts
 w

it
h
 r
e
s
p
e
c
t 
to
 t
h
e
 

o
v
e
ra
ll 
s
e
rv
ic
e
 p
ro
v
id
e
d
 

  
  

  
  

  
C
o
m
p
le
te
ly
 a
n
d
 V
e
ry
 s
a
ti
s
if
ie
d
 

4
2
.9
%
 

3
3
.3
%
 

-9
.5
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

T
h
is
 
fi
g
u
re
 
h
a
s
 
a
 
v
e
ry
 
lo
w
 

s
a
m
p
le
 

ra
te
, 

th
e
re
fo
re
 

s
k
e
w
in
g
 t
h
e
 f
ig
u
re
s
 

  
A
ll 
S
a
ti
s
fi
e
d
 g
ra
d
e
s
 

6
6
.7
%
 

3
3
.3
%
 

-3
3
.3
%
 

4
 /
 6
 

A
P

A
C

S
 1

.3
 

C
o
m
p
a
ra
ti
v
e
 s
a
ti
s
fa
c
ti
o
n
 o
f 
m
in
o
ri
ty
 e
th
n
ic
 g
ro
u
p
s
 w
it
h
 r
e
s
p
e
c
t 

to
 t
h
e
 o
v
e
ra
ll 
s
e
rv
ic
e
 p
ro
v
id
e
d
 b
y
 t
h
e
 f
o
rc
e
 

  
  

  
  

  
(M

in
o
ri
ty
 E
th
n
ic
 G

ro
u
p
s
) 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
 C

o
m
p
le
te
ly
 a
n
d
 

V
e
ry
 s
a
ti
s
if
ie
d
 

3
7
.1
%
 

5
0
.8
%
 

1
3
.6
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

  
A
ll 
S
a
ti
s
fi
e
d
 g
ra
d
e
s
 

6
3
.2
%
 

6
7
.5
%
 

4
.4
%
 

3
/6
 

T
h
is
 
fi
g
u
re
 
h
a
s
 
a
 
v
e
ry
 
lo
w
 

s
a
m
p
le
 

ra
te
, 

th
e
re
fo
re
 

s
k
e
w
in
g
 t
h
e
 f
ig
u
re
s
 



 
1
0
 

  
(W

h
it
e
 U
s
e
rs
) 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
 C

o
m
p
le
te
ly
 a
n
d
 V
e
ry
 

s
a
ti
s
if
ie
d
 

6
4
.8
%
 

5
4
.9
%
 

-1
0
.0
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

  
A
ll 
S
a
ti
s
fi
e
d
 g
ra
d
e
s
 

8
0
.3
%
 

7
2
.3
%
 

-8
.0
%
 

3
/6
 

A
P

A
C

S
 1

.4
 

S
a
ti
s
fa
c
ti
o
n
 w

it
h
 C

J
S
 s
e
rv
ic
e
  
  
 (
d
a
ta
 c
o
m
e
s
 f
ro
m
 a
n
n
u
a
l 

B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
) 

7
8
%
 

7
9
%
 

1
.0
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

N
.B
. 
F
o
r 
A
P
A
C
S
 1
.2
 &
 1
.3
, 
M
in
o
ri
ty
 E
th
n
ic
 r
e
s
p
o
n
s
e
s
 a
re
 a
t 
a
 l
o
w
 r
a
te
. 
D
a
ta
 s
h
o
u
ld
 b
e
 v
ie
w
e
d
 w
it
h
in
 t
h
a
t 
c
o
n
te
x
t.
 

  

N
B
: 
T
h
e
 B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
 i
s
 u
n
d
e
rt
a
k
e
n
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 f
ro
m
 t
h
e
s
e
 s
u
rv
e
y
s
 w
ill
 b
e
 f
o
r 
 2
0
0
7
/0
8
 &
 

2
0
0
8
/0
9
. 

  

  
 

 
 

 
 

A
P

A
C

S
 2

.1
 

(A
g
e
n
c
ie
s
) 
U
n
d
e
rs
ta
n
d
in
g
 L
o
c
a
l 
C
o
n
c
e
rn
s
  
  
  
 (
d
a
ta
 c
o
m
e
s
 

fr
o
m
 B
C
S
) 
 (
*N

B
 I
n
it
ia
l 
d
a
ta
 r
e
la
te
s
 t
o
 p
o
lic
e
 o
n
ly
) 

5
7
.0
%
 

3
8
.0
%
 

-1
9
.0
%
 

4
/6
 

T
h
is
 

d
a
ta
 

is
 

p
u
b
lis
h
e
d
 

a
n
n
u
a
lly
. 

A
P

A
C

S
 2

.2
 

(A
g
e
n
c
ie
s
) 
D
e
a
lin
g
 W

it
h
 L
o
c
a
l 
C
o
n
c
e
rn
s
  
  
  
  
(d
a
ta
 c
o
m
e
s
 

fr
o
m
 B
C
S
) 
  
  
(*
N
B
 I
n
it
ia
l 
d
a
ta
 r
e
la
te
s
 t
o
 p
o
lic
e
 o
n
ly
) 

4
2
.0
%
 

4
8
.0
%
 

6
.0
%
 

4
 /
 6
 

A
P

A
C

S
 2

.3
 

P
u
b
lic
 C

o
n
fi
d
e
n
c
e
 i
n
 P
o
lic
e
 i
.e
. 
"d
o
in
g
 a
 g
o
o
d
 j
o
b
" 
 (
d
a
ta
 

c
o
m
e
s
 f
ro
m
 B
C
S
) 

3
9
.0
%
 

4
7
.0
%
 

8
.0
%
 

5
 /
 6
 

A
P

A
C

S
 2

.4
 

E
ff
e
c
ti
v
e
n
e
s
s
 o
f 
C
J
S
  
(d
a
ta
 c
o
m
e
s
 f
ro
m
 B
C
S
) 

3
5
.0
%
 

3
1
.2
%
 

-3
.8
%
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 2

.5
 

F
a
ir
n
e
s
s
 o
f 
C
J
S
  
(d
a
ta
 c
o
m
e
s
 f
ro
m
 B
C
S
) 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

5
2
.1
%
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

*N
B
: 
T
h
e
 2
0
0
8
/0
9
 d
a
ta
 r
e
fe
rs
 t
o
 P
o
lic
e
 o
n
ly
, 
th
e
 2
0
0
9
/1
0
 d
a
ta
 r
e
fe
rs
 t
o
 P
o
lic
e
 a
n
d
 L
o
c
a
l 
C
o
u
n
c
ils
 

  

N
B
: 
T
h
e
 B
ri
ti
s
h
 C
ri
m
e
 S
u
rv
e
y
 i
s
 u
n
d
e
rt
a
k
e
n
 a
n
n
u
a
lly
 a
n
d
 s
o
 t
h
e
 r
e
s
u
lt
s
 f
ro
m
 t
h
e
s
e
 s
u
rv
e
y
s
 w
ill
 b
e
 f
o
r 
 2
0
0
7
/0
8
 &
 2
0
0
8
/0
9
. 

  
  

 
 

 
 

O
rg

a
n
is

a
ti
o
n
a
l 
M

a
n
a
g
e
m

e
n
t 

 
 

 
 

  
B

 
2
0
0
8
/0

9
 

2
0
0
9
/1

0
 

%
 

C
h
a
n
g
e
 

M
S
F
 

S
P
I 
N

o
. 

D
e
s
c
ri
p
ti
o
n
 

Y
T
D

 
Y
T
D

 
  

P
o
s
it
io

n
 

A
P

A
C

S
 3

.1
 

P
ro
p
o
rt
io
n
 o
f 
p
o
lic
e
 r
e
c
ru
it
s
 f
ro
m
 m

in
o
ri
ty
 e
th
n
ic
 g
ro
u
p
s
 

c
o
m
p
a
re
d
 t
o
 t
h
e
 p
ro
p
o
rt
io
n
 o
f 
p
e
o
p
le
 f
ro
m
 m

in
o
ri
ty
 e
th
n
ic
 

g
ro
u
p
s
 i
n
 t
h
e
 e
c
o
n
o
m
ic
a
lly
 a
c
ti
v
e
 p
o
p
u
la
ti
o
n
 

7
.7
%
 

- 
N
/A
 

* 
N
o
t 

A
p
p
lic
a
b
le
 

A
P

A
C

S
 3

.2
 

P
e
rc
e
n
ta
g
e
 o
f 
fe
m
a
le
 p
o
lic
e
 o
ff
ic
e
rs
 c
o
m
p
a
re
d
 t
o
 o
v
e
ra
ll 
fo
rc
e
 

s
tr
e
n
g
th
 

2
4
.7
%
 

2
5
.7
%
 

1
.0
%
 

* 
4
 /
 6
 

*N
.B
. 
N
o
 r
e
c
ru
it
m
e
n
t 
h
a
s
 t
a
k
e
n
 p
la
c
e
 t
h
is
 f
in
a
n
c
ia
l 
y
e
a
r.
 

  
  

A
P

A
C

S
 1

2
.1

 
D
e
liv
e
ry
 o
f 
c
a
s
h
a
b
le
 &
 n
o
n
-c
a
s
h
a
b
le
 e
ff
ic
ie
n
c
y
 t
a
rg
e
ts
 (
%
 o
f 

n
e
t 
re
v
e
n
u
e
 e
x
p
e
n
d
it
u
re
) 
 

  
  

  
  

  
 C
a
s
h
a
b
le
 g
a
in
s
 

2
.1
%
 

0
.0
%
 

-2
.1
%
 

6
 /
 6
 

  
N
o
n
-C

a
s
h
a
b
le
 g
a
in
s
 

1
.6
%
 

0
.0
%
 

-1
.6
%
 

3
 /
 6
 



 
1
1
 

  
  

 
 

 
 

A
P

A
C

S
 1

3
.1

 
P
e
rc
e
n
ta
g
e
 o
f 
w
o
rk
in
g
 h
o
u
rs
 l
o
s
t 
th
ro
u
g
h
 s
ic
k
n
e
s
s
 b
y
 p
o
lic
e
 

o
ff
ic
e
rs
 

4
.9
%
 

3
.0
%
 

-1
.9
%
 

6
 /
 6
 

A
P

A
C

S
 1

3
.2

 
P
e
rc
e
n
ta
g
e
 o
f 
w
o
rk
in
g
 h
o
u
rs
 l
o
s
t 
th
ro
u
g
h
 s
ic
k
n
e
s
s
 b
y
 p
o
lic
e
 

s
ta
ff
 

4
.5
%
 

4
.6
%
 

0
.1
%
 

4
 /
 6
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

N
E
W

 I
N

D
IC

A
T
O

R
S
 F

O
R

 2
0
0
9
/1

0
 

 
 

 
 

A
P

A
C

S
 1

1
.4

 
T
h
e
 v
o
lu
m
e
 o
f 
p
ro
v
e
n
 o
ff
e
n
d
in
g
 i
n
 a
 f
o
llo

w
-u
p
 1
2
 m

o
n
th
 p
e
ri
o
d
 

b
y
 (
C
la
s
s
 A
) 
d
ru
g
 m

is
u
s
e
rs
 i
d
e
n
ti
fi
e
d
 i
n
 t
h
e
 c
o
u
rs
e
 o
f 
th
e
ir
 

c
o
n
ta
c
t 
w
it
h
 t
h
e
 c
ri
m
in
a
l 
ju
s
ti
c
e
 s
y
s
te
m
  
**
 

**
 

**
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

A
P

A
C

S
 1

4
.1

 
R
e
p
e
a
t 
In
c
id
e
n
ts
 o
f 
d
o
m
e
s
ti
c
 v
io
le
n
c
e
 c
a
s
e
s
 r
e
v
ie
w
e
d
 a
t 

M
A
R
A
C
  
**
 

**
 

**
 

N
o
t 

A
p
p
lic
a
b
le
 

D
a
ta
 N
o
t 

P
u
b
lis
h
e
d
 

   

   



 
1
2
 

 A
p
p
e
n
d
ix

 2
 

 
S
u
m

m
a
ry

 o
f 
P
e
rf

o
rm

a
n
c
e
 a

g
a
in

s
t 
P
o
li
c
in

g
 P

le
d
g
e
 

L
a
te
s
t 
D
a
ta
 f
o
r 
O
c
to
b
e
r 
2
0
0
9
 

 
1
. 
W

e
 w

il
l 
a
lw

a
y
s
 t
re

a
t 
y
o
u
 f
a
ir
ly

 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

1
a
 

V
ic
ti
m
s
 o
f 
C
ri
m
e
 s
u
rv
e
y
 -
 %

 s
a
y
in
g
 t
h
e
 o
ff
ic
e
r 
w
a
s
 p
o
lit
e
 &
 c
o
u
rt
e
o
u
s
 

9
8
.6
%
 

9
8
.1
%
 

-0
.5
%
 

1
b
 

S
a
ti
s
fa
c
ti
o
n
 o
f 
n
o
n
-e
m
e
rg
e
n
c
y
 c
a
lle
rs
 

9
5
.0
%
 

9
3
.3
%
 

-1
.7
%
 

1
c
 

V
ic
ti
m
s
 o
f 
C
ri
m
e
 s
u
rv
e
y
 -
 %

 s
a
y
in
g
 t
h
e
y
 w
e
re
 s
a
ti
s
fi
e
d
 w

it
h
 t
h
e
 5
 u
s
e
r 
s
a
ti
s
fa
c
ti
o
n
 

a
re
a
s
 (
a
s
 b
e
lo
w
) 

  
  

  

  
E
a
s
e
 o
f 
C
o
n
ta
c
t 

9
4
.7
%
 

9
5
.6
%
 

0
.9
%
 

  
A
c
ti
o
n
 T
a
k
e
n
 

8
0
.9
%
 

7
8
.5
%
 

-2
.4
%
 

  
F
o
llo

w
-u
p
 

6
6
.1
%
 

6
3
.3
%
 

-2
.8
%
 

  
T
re
a
tm

e
n
t 

9
2
.3
%
 

9
2
.1
%
 

-0
.2
%
 

  
O
v
e
ra
ll 

8
2
.2
%
 

8
1
.4
%
 

-0
.8
%
 

1
d
 

th
e
 n
u
m
b
e
r 
o
f 
c
o
m
p
la
in
ts
 f
o
r 
in
c
iv
ili
ty
, 
im

p
o
lit
e
n
e
s
s
 &
 i
n
to
le
ra
n
c
e
 

D
a
ta
 b
e
in
g
 

e
s
ta
b
lis
h
e
d
 

P
ro
c
e
s
s
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 

  

1
e
 

L
IS
T
E
N
 d
a
ta
 Q

1
 (
O
ff
ic
e
r 
lis
te
n
e
d
) 

9
6
.5
%
 

9
8
.2
%
 

1
.7
%
 

1
f 

L
IS
T
E
N
 d
a
ta
 Q

5
 (
In
s
ti
lle
d
 C

o
n
fi
d
e
n
c
e
) 

9
4
.2
%
 

9
5
.2
%
 

1
.0
%
 

 
 

 
 

 
2
. 
W

e
 w

il
l 
m

a
k
e
 s

u
re

 y
o
u
 k

n
o
w

 h
o
w

 t
o
 c

o
n
ta

c
t,
 a

n
d
 w

o
rk

 w
it
h
 N

P
T
’s

 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

2
a
 

D
ip
 S
a
m
p
le
/ 
D
e
s
k
to
p
 r
e
s
e
a
rc
h
 -
 %

 o
f 
N
P
T
 s
it
e
s
 t
h
a
t 
s
h
o
w
 u
p
-t
o
-d
a
te
 c
o
n
ta
c
t 

in
fo
rm

a
ti
o
n
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

2
1
 c
h
e
c
k
s
 m

a
d
e
, 

u
n
a
b
le
 t
o
 m

a
k
e
 

c
o
n
ta
c
t 
in
 7
 c
a
s
e
s
 

  

 
 

 
 

 
3
. 
T
h
o
s
e
 t
e
a
m

s
 w

il
l 
b
e
 w

o
rk

in
g
 f
o
r 

y
o
u
 8

0
%

 o
f 
th

e
ir

 t
im

e
 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

3
a
 

%
 t
im

e
 a
b
s
tr
a
c
te
d
 f
ro
m
 N
P
T
s
 

3
.1
%
 

4
.0
%
 

0
.9
%
 

3
b
 

%
 s
ta
ff
 t
u
rn
o
v
e
r 
b
y
 N

P
T
 

D
a
ta
 b
e
in
g
 

e
s
ta
b
lis
h
e
d
 

P
ro
c
e
s
s
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 

  

 
 

 
 

 



 
1
3
 

4
. 
N

P
T
s
 r

e
p
ly

 w
it
h
in

 2
4
 h

rs
, 
if
 n

e
c
e
s
s
a
ry

 p
ro

v
id

e
 m

o
re

 d
e
ta

il
e
d
 r

e
s
p
o
n
s
e
 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

4
a
 

D
ip
 S
a
m
p
le
 –
 e
ff
e
c
ti
v
e
 u
s
e
 o
f 
m
e
s
s
a
g
e
 b
o
o
k
e
d
 b
y
 N
e
ig
h
b
o
u
rh
o
o
d
 P
o
lic
in
g
 T
e
a
m
s
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

2
1
 c
h
e
c
k
s
 m

a
d
e
, 

u
n
a
b
le
 t
o
 m

a
k
e
 

c
o
n
ta
c
t 
in
 7
 c
a
s
e
s
 

  

4
b
 

M
y
s
te
ry
 c
u
s
to
m
e
r 
s
a
m
p
lin
g
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

N
o
t 
c
u
rr
e
n
t 

  

4
c
 

S
a
ti
s
fa
c
ti
o
n
 o
f 
n
o
n
-e
m
e
rg
e
n
c
y
 c
a
lle
rs
 

9
5
.0
%
 

9
3
.9
%
 

-1
.1
%
 

 
 

 
 

 
5
. 
A

n
s
w

e
r 
9
9
9
 c

a
ll
s
 w

it
h
in

 1
0
 s

e
c
s
. 
A

tt
e
n
d
 e

m
e
rg

e
n
c
ie

s
 a

s
 s

o
o
n
 a

s
 w

e
 s

a
fe

ly
 c

a
n
. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

5
a
 

%
 9
9
9
 c
a
lls
 a
n
s
w
e
re
d
 w

it
h
in
 s
ta
n
d
a
rd
 

9
1
.5
%
 

8
8
.3
%
 

-3
.2
%
 

5
b
 

%
 e
m
e
rg
e
n
c
y
 r
e
s
p
o
n
s
e
 (
a
tt
e
n
d
e
d
 w

it
h
in
 1
5
 m

in
u
te
s
) 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

7
6
.5
%
  

  

 
 

 
 

 
6
. 
A

tt
e
n
d
 f
o
r 
n
e
ig

h
b
o
u
rh

o
o
d
 p

ri
o
ri
ti
e
s
 w

it
h
in

 a
n
 h

o
u
r.
  
O

th
e
rw

is
e
, 
p
ro

v
id

e
 a

p
p
o
in

tm
e
n
t 
w

it
h
in

 4
8
 h

o
u
rs

 o
f 
y
o
u
r 
c
a
ll
, 
o
r 
g
iv

e
 y

o
u
 a

d
v
ic

e
. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

6
a
 

%
 n
o
n
-e
m
e
rg
e
n
c
y
 c
a
lls
 a
n
s
w
e
re
d
 w

it
h
in
 3
0
 s
e
c
o
n
d
s
 

9
1
.8
%
 

8
8
.0
%
 

-3
.8
%
 

6
b
 

%
 n
o
n
-e
m
e
rg
e
n
c
y
 c
a
lls
 w
h
e
re
 a
n
 E
T
A
 i
s
 p
ro
v
id
e
d
 t
o
 t
h
e
 c
a
lle
r 
o
r 
a
n
 a
p
p
o
in
tm

e
n
t 
is
 

s
c
h
e
d
u
le
d
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

P
ro
c
e
s
s
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 

  

6
c
 

P
ri
o
ri
ty
 c
a
lls
 a
tt
e
n
d
e
d
 w

it
h
in
 6
0
 m

in
u
te
s
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

7
1
.2
%
 

  

6
d
 

%
 o
f 
c
a
lls
 w
h
e
re
 a
tt
e
n
d
a
n
c
e
 i
s
 n
o
t 
n
e
c
e
s
s
a
ry
 b
u
t 
a
d
v
ic
e
 e
tc
 i
s
 p
ro
v
id
e
d
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

C
lo
s
in
g
 c
a
te
g
o
ry
 

o
f 
g
iv
in
g
 a
d
v
ic
e
 –
 

b
u
t 
n
o
t 

a
tt
e
n
d
a
n
c
e
 n
o
t 

n
e
c
e
s
s
a
ry
 

  

 
 

 
 

 
7
. 
W

e
 w

a
n
t 
to

 m
e
e
t 
w

it
h
 p

e
o
p
le

 i
n
 y

o
u
r 
n
e
ig

h
b
o
u
rh

o
o
d
 a

t 
le

a
s
t 
o
n
c
e
 a

 m
o
n
th

 –
 e

it
h
e
r 
in

 f
o
rm

a
l 
P

A
C

T
 m

e
e
ti
n
g
s
 o

r 
p
le

a
s
e
 i
n
v
it
e
 u

s
 t
o
 y

o
u
r 
g
ro

u
p
. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

7
a
 

D
ip
 s
a
m
p
le
 -
 %

 N
P
T
 w
e
b
s
it
e
s
 c
h
e
c
k
e
d
 w
h
e
re
 r
e
le
v
a
n
t 
d
e
ta
ils
 e
x
is
t 
o
n
 p
u
b
lic
 m

e
e
ti
n
g
s
, 

s
tr
e
e
t 
b
ri
e
fi
n
g
s
 e
tc
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

S
e
e
 N

o
te
 b
e
lo
w
. 

  

N
o
te
: 
6
6
 W

a
rd
 w
e
b
s
it
e
s
 c
h
e
c
k
e
d
, 
a
ll 
h
a
v
e
 m

e
n
ti
o
n
 o
f 
P
A
C
T
 b
u
t 
2
1
 h
a
v
e
 T
B
A
 f
o
r 
d
a
te
 o
f 
n
e
x
t 
m
e
e
ti
n
g
 

  
 

 
 

 



 
1
4
 

8
. 
W

e
’l
l 
p
ro

v
id

e
 u

p
d
a
te

s
 e

v
e
ry

 m
o
n
th

 o
n
 l
o
c
a
l 
is

s
u
e
s
. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

8
a
 

D
ip
 s
a
m
p
le
 -
 %

 N
P
T
 w
e
b
s
it
e
s
 c
h
e
c
k
e
d
 w
h
e
re
 r
e
le
v
a
n
t 
d
e
ta
ils
 a
re
 p
ro
v
id
e
d
 

B
a
s
e
lin

e
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 2
0
0
9
/1
0
 

S
e
e
 N

o
te
 b
e
lo
w
. 

  

N
o
te
: 
6
6
 W

a
rd
 w
e
b
s
it
e
s
 c
h
e
c
k
e
d
, 
a
ll 
h
a
v
e
 m

e
n
ti
o
n
 o
f 
lo
c
a
l 
p
ri
o
ri
ti
e
s
 a
n
d
 w

h
a
t 
h
a
s
 b
e
e
n
 d
o
n
e
 a
b
o
u
t 
th
e
m
. 
 S
o
m
e
 u
p
d
a
te
s
 d
o
 n
o
t 
c
o
v
e
r 
e
v
e
ry
 p
ri
o
ri
ty
 a
n
d
 

u
p
d
a
te
s
 a
re
 n
o
t 
ti
m
e
 s
ta
m
p
e
d
 -
 s
o
 c
a
n
't
 c
h
e
c
k
 f
re
q
u
e
n
c
y
. 

 
 

 
 

 
9
. 
F
o
r 
v
ic

ti
m

s
 o

f 
c
ri
m

e
, 
a
rr

a
n
g
e
 t
o
 v

is
it
 (
if
 r
e
q
u
ir

e
d
).
  
A

g
re

e
 h

o
w

 o
ft

e
n
 y

o
u
 w

a
n
t 
in

fo
rm

a
ti
o
n
 o

n
 h

o
w

 t
h
e
 c

a
s
e
 i
s
 p

ro
g
re

s
s
in

g
 –

 i
t 
c
o
u
ld

 b
e
 e

v
e
ry

 
m

o
n
th

. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

9
a
 

L
IS
T
E
N
 d
a
ta
 –
 Q

3
 (
P
ro
v
id
e
d
 u
s
e
fu
l 
in
fo
rm

a
ti
o
n
) 

9
1
.4
%
 

8
2
.4
%
 

-9
.0
%
 

9
b
 

L
IS
T
E
N
 d
a
ta
 –
 Q

4
 (
E
x
p
la
in
e
d
 n
e
x
t 
s
te
p
s
) 

8
0
.7
%
 

9
3
.9
%
 

1
3
.2
%
 

9
c
 

L
IS
T
E
N
 d
a
ta
 –
 Q

6
 (
K
e
p
t 
w
e
ll 
in
fo
rm

e
d
) 

6
6
.1
%
 

7
2
.1
%
 

6
.0
%
 

9
d
 

%
 o
f 
p
e
o
p
le
 w

h
o
 w

e
re
 s
a
ti
s
fi
e
d
 w
it
h
 ‘
h
o
w
 w

e
ll 
y
o
u
 w
e
re
 k
e
p
t 
in
fo
rm

e
d
 o
f 
p
ro
g
re
s
s
’ 

6
5
.6
%
 

6
3
.3
%
 

-2
.3
%
 

 
 

 
 

 
1
0
. 
If
 y

o
u
 a

re
 n

o
t 
h
a
p
p
y
 w

it
h
 o

u
r 
s
e
rv

ic
e
, 
w

e
’l
l 
w

o
rk

 w
it
h
 y

o
u
 t
o
 r
e
s
o
lv

e
 t
h
in

g
s
. 

P
le
d
g
e
 

P
I 
R
e
f.
 

P
e
rf
o
rm

a
n
c
e
 I
n
d
ic
a
to
r 

B
a
s
e
lin

e
 R
e
s
u
lt
s
 

(Y
e
a
r 
E
n
d
 2
0
0
8
/0
9
) 

2
0
0
9
/1
0
 Y
T
D
 

%
 

C
h
a
n
g
e
 

1
0
a
 

L
IS
T
E
N
 d
a
ta
 –
 Q

7
 (
P
ro
v
id
e
d
 c
o
m
p
le
te
 s
e
rv
ic
e
) 

8
0
.2
%
 

9
3
.3
%
 

1
3
.1
%
 

1
0
b
 

L
IS
T
E
N
 d
a
ta
 –
 Q

8
 (
M
e
t 
e
x
p
e
c
ta
ti
o
n
s
) 

9
0
.1
%
 

9
5
.8
%
 

5
.7
%
 

1
0
c
 

L
IS
T
E
N
 d
a
ta
 –
 Q

9
 (
s
a
ti
s
fi
e
d
 w
it
h
 t
h
e
 o
v
e
ra
ll 
e
x
p
e
ri
e
n
c
e
) 

9
0
.7
%
 

9
3
.0
%
 

2
.3
%
 

1
0
d
 

P
ro
fe
s
s
io
n
a
l 
S
ta
n
d
a
rd
s
 i
n
fo
rm

a
ti
o
n
 

D
a
ta
 b
e
in
g
 

e
s
ta
b
lis
h
e
d
 

P
ro
c
e
s
s
 t
o
 b
e
 

e
s
ta
b
lis
h
e
d
 

  

 


