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Appendices

Introduction

Background and Objectives

The Office of Public Services Reform (OPSR) commissioned the MORI Social Research Institute to conduct a survey among people who had contacted the police within the last year in order to gauge the way people felt about this contact.  We asked people about both their attitudes towards and perceptions of their contact to identify the key drivers of satisfaction and dissatisfaction.  The survey covered various aspects of the contact:

· overall satisfaction with contact;

· how people felt they were treated;

· how easy people found it to make contact;

· how quickly the police dealt with the report/enquiry;

· information supplied by the police; 

· satisfaction with and expectations surrounding the effectiveness of the police in dealing with the enquiry.

Methodology

MORI interviewed a total of 800 people (aged 16+) who had made contact with the police within the last year.  The interviews were conducted by telephone using Random Digit Dialling, and quotas were set by age, sex and Government Office Region to reflect the profile of those who had initiated contact with the police in the British Crime Survey 2000.  A screener question was included at the beginning of the interview to ensure that all respondents had made contact with the police within the last year.  At the analysis stage, the data were weighted to the British Crime Survey 2000 profile of people initiating contact with the police by age, sex, work status and Government Office Region.

Fieldwork was conducted between 11th and 22nd November 2002.

Report Layout

This volume contains the main findings from the survey, including the outputs from the key drivers analysis.  A separate volume contains the computer tabulations from the survey, breaking the answers to each question by different sub-groups.  This volume does, however, draw out particularly noteworthy differences by various types of respondent.  

Key Drivers Analysis

As part of the analysis, MORI conducted some key drivers analysis to identify those aspects of contact that are most closely linked to overall ratings of contact with the police.  Key drivers analysis is a useful way of determining which aspects of a product or service are most strongly associated with overall satisfaction.  One way of doing this would involve asking people directly which aspects of the police service (e.g. responding to calls quickly) they find the most important.  However, a more powerful way involves using Regression Analysis to enable us to see that, for example, the people who are the most satisfied overall are the ones who happen to be satisfied with aspects X and Y.  Regression differentiates the factors that are the most strongly/significantly related to overall satisfaction from those that are not related, or related only through a “third-party” factor.

The aspects included to test for their effect on respondents’ overall satisfaction with contact were:

· the way you were treated by police;

· the politeness of officers/staff;

· the sympathy and understanding shown by officers/staff;

· how well they listened to what you had to say;

· how seriously you were taken;

· how fairly you were treated;

· ease with which you could contact police;

· the choices you had in how you could have contacted the police;

· how easy it was to get hold of an appropriate person;

· satisfaction with response to initial contact;

· how quickly your call was answered;

· how quickly you got to speak to an appropriate person;

· how quickly the police responded to your call;

· not having to give the same information more than once;

· satisfaction with the way in which you were provided with information by the police;

· the usefulness of the information you were given;

· the way you were kept informed about the progress relating to your initial contact; and 

· how easy it was to understand the information.

Statistical Reliability

It should be remembered at all times that a sample, not the entire “population” of people making contact with the police, has been interviewed.  Consequently, all results are subject to sampling tolerances, which means that not all differences are statistically significant.  A guide to sampling tolerances is shown overleaf.

The respondents to the questionnaire are only samples of the total “population”, so we cannot be certain that the figures obtained are exactly those we would have if everybody had been interviewed (the “true” values). We can, however, predict the variation between the sample results and the “true” values from a knowledge of the size of the samples on which the results are based and the number of times that a particular answer is given. The confidence with which we can make this prediction is usually chosen to be 95% - that is, the chances are 95 in 100 that the “true” value will fall within a specified range. The table below illustrates the predicted ranges for different sample sizes and percentage results at the “95% confidence interval”.

Approximate sampling tolerances applicable to percentages at or near these levels


10% or 90%


30% or 70%
50%






Interviews




100 
6
9
10

200
4
6
7

300
3
5
6

400
3
4
5

500
3
4
4

600
2
4
4

700
2
3
4

800
2
3
4

Source:  MORI

For example, with a sample of 800 where 30% give a particular answer, the chances are 19 in 20 that the “true” value (which would have been obtained if the whole population had been interviewed) will fall within the range of plus or minus 3 percentage points from the sample result.

When results are compared between separate groups within a sample, different results may be obtained. The difference may be “real”, or it may occur by chance (because not everyone in the population has been interviewed). To test if the difference is a real one – i.e. if it is “statistically significant”, we again have to know the size of the samples, the percentage giving a certain answer and the degree of confidence chosen. If we assume “95% confidence interval”, the differences between the two sample results must be greater than the values given in the table overleaf:

Differences required for significance at or near 
these percentage levels



10% or 90%


30% or 70%
50%






Size of the samples compared




50 and 200
9
14
16

50 and 800
9
13
14

100 and 300
7
10
11

100 and 800
6
10
10

200 and 200
6
9
10

200 and 400
5
8
9

200 and 800
5
7
8

400 and 400
4
6
7

Source:  MORI

Interpretation of the Data

Where percentages do not sum to 100%, this may be due to computer rounding, the exclusion of “don’t know” or not stated categories, or multiple answers.  Throughout the report an asterisk (*) denotes any value of less than a half of one per cent, but greater than zero.

Throughout the report, reference is made to “net” figures.  These represent the balance of opinion on attitudinal questions, and provide a particularly useful means of comparing the results for a number of variables.  For example, in the case of a “net satisfaction” figure, this represents the percentage satisfied, less the percentage dissatisfied.  For example, if the police service records 40% satisfied and 25% dissatisfied on a particular aspect, the “net satisfaction” figure is +15 points.

Publication of the Data

As with all our studies, these findings are subject to MORI’s standard Terms and Conditions of Contract.  Any press release or publication of the findings of this survey requires the advance approval of MORI.  Such approval will only be refused on the grounds of inaccuracy or misinterpretation of the findings.  

Acknowledgements

MORI would like to thank Betsy Stanko, Georgina Barnes and Ian McDonald at OPSR for their help and assistance in the development of the project.  We would also like to thank the 800 respondents, without whose help the research would not have been possible.  

Summary 

· In line with findings from the British Crime Survey, respondents are most likely to say they contacted the police in the last year to report a crime that happened to them (44%), and are most likely to have made this contact by telephone from their landline.

· Satisfaction ratings are generally positive for most aspects of contact with the police.  Ratings are higher for the way they were treated (net satisfaction score of +66%) than for how quickly the police responded to the initial contact (+47%).  

· There are consistent differences by sub-group, with older, white British respondents tending to be more satisfied with different aspects of their contact.  This may reflect differing levels of service provision or varying expectations.

· How quickly the police respond to the initial contact emerges as a key priority among respondents since it is regarded as the most important aspect of police contact whilst achieving comparatively low levels of satisfaction.  It is also spontaneously mentioned by 36% as a general area of the police service which could be improved (higher than any other factor).

· Three times as many respondents are satisfied overall with their contact than are dissatisfied (66% very satisfied/satisfied, versus 22% very dissatisfied/dissatisfied).  Overall levels of satisfaction increase slightly at the end of the interview once respondents have given some thought to their contact with the police.  

· The main unprompted reason given for satisfaction is a quick response (37%), while those dissatisfied are most likely to feel the police had a bad attitude or were not supportive enough (30%). 

· Ratings of contact have a strong impact on perceptions of local police performance in general.  Those who have positive perceptions of their contact with the police are significantly more likely to have a favourable impression of the police’s performance in their local area than those who are dissatisfied with their police contact (85% of those who are satisfied or very satisfied with police contact also feel the police are doing a good job, compared to only 38% of those who are negative about their contact with the police).

· To find out what aspects of contact with the police are the strongest predictors of overall satisfaction, we have used key drivers analysis.  Analysis was run on both the headline factors (four pre-determined general aspects of police contact: perceived treatment by the police, how quickly the police responded to the initial contact, perceived information provision by the police, and ease of accessing the police) and sub-factors (more specific aspects which may help to identify the most relevant components of headline factors).

· Perceived treatment and how quickly the police responded
 are just as important as each other in determining overall satisfaction with police contact (both have more impact than levels of information provision).  Ease of contacting the police does not feature as a significant factor in the model, which accounts for 52% of overall satisfaction.

· Perceived fairness and how seriously the contact is taken are key determinants of overall satisfaction (this explains why ‘way you are treated’ has as much impact at a headline factor level as ‘how quickly the police responded’).

· As might be expected, there are some notable differences by demographics, reasons for contact and method of contact.  For example, while overall ratings among men tend to be influenced more by how quickly the police responded, perceived treatment by the police is more likely to impact the views of women – particularly the perceived fairness of the police.

· Among those who have reported any type of disturbance, noise or nuisance, the way they were treated by the police is the key headline factor.  This particularly relates to how well they feel they were listened to and the sympathy/understanding shown by police.  How quickly the police responded to the call is also a major factor.

· How quickly the police responded is the key headline factor determining overall satisfaction among those who reported a crime that they had seen or knew about, although aspects of police treatment such as perceived fairness and seriousness are also important predictors.  

· With regards those who reported a crime that had happened to them personally, the way in which they are provided with information has as much, if not more impact than how quickly the police responded and perceived treatment by the police.  Getting hold of an appropriate person is also key for these people.

· Interestingly, perceived treatment by the police has as much, if not greater impact on overall satisfaction than how quickly the police responded to the initial call for both non-emergency and emergency (999) calls.
· Analysis on the most polarised views – i.e. those who are either very satisfied or very dissatisfied – reinforces these findings and shows that perceptions of police treatment, how quickly the police responded and information provision are the key headline factors underlying the strongest views.  However, while each has a similar impact in making people very satisfied, dissatisfaction around police treatment is by far the most likely predictor of strong feelings of dissatisfaction overall.  

· When the same aspects of police contact are tested for their effect on overall satisfaction when asked towards the end of the interview, we find that the key drivers differ.  Typically, perceptions of information provision become a stronger predictor of overall satisfaction, once respondents have been prompted throughout the interview and have had more time to consider the full range of factors relating to police contact.

· Key driver analysis on wider attitudes towards police performance in the local area suggests that information from the police is the main headline factor influencing people’s perceptions of whether or not the police are doing a good job in their local area.  As one would expect, the strength of the model is lower here than in the previous examples because of the wider range of other factors that will impact upon attitudes (i.e. those not related to contact with the police such as fear of crime, perceived crime levels, reactions to press coverage, etc).

· In summary, the differences in underlying drivers of overall satisfaction/ dissatisfaction indicate that steps to improve ratings of police contact must be sensitive to the individual characteristics of the person making the contact, the reason for contact and the method of contact (a ‘one size fits all’ approach will not be the most successful).  However, there do appear to be some areas of consistency with the potential for significant benefits across the full range of contacts.  It is notable that perceived treatment by the police appears to have as much impact as how quickly the police responded to the initial contact, more so in some cases.

· As the key drivers analysis suggests, tackling aspects of customer contact is a fruitful area for improvement.  The research suggests that such improvement may affect overall perceptions of police performance at a local level.  This report emphasises the wider potential benefits of addressing the key factors linked to satisfaction with public interface points as mechanisms to improve police services to the public..
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Contacting the Police

The most frequent reason cited by respondents for contacting the police is to report a crime that happened to them.  At the other end of the scale, only relatively small proportions say they made contact to make a complaint against the police.     

Men are more likely than women to have made contact to report a crime that happened to them (40% versus 33%), while those dissatisfied with police contact are more likely than those who express satisfaction to have reported any type of disturbance, noise or nuisance (22% versus 15%).

[image: image2.wmf]Source: MORI

1%

9%

11%

11%

15%

21%

24%

44%

6%

Reasons for contacting the police

Base: All respondents

To report a crime that happened to you

To report any type of disturbance

To report a crime that you saw/ knew about

To ask for information or advice

To report an accident or emergency

To report a missing person/lost property

To provide other information

To make a complaint against the police

Any other type of contact


The table overleaf shows both the responses given to all reasons and the most recent reason for contacting the police.  The ‘combined responses’ column indicates the type of contact that people referred to throughout the interview – i.e. their most recent contact with the police.  For example, 36% of respondents’ last contacts had been to report a crime that happened to them.  This is lower than the 44% in total who had contacted the police for this reason because 8% of these had subsequently been in contact with the police for a different reason.

Q
I am going to read out a number of different types of contact with the police.  For each one, please tell me if you have been in touch with the police for that reason within the last year. 





All reasons 

(including more than one reason)
Most recent reason (if more than one reason)
Combined responses

Base:

All
(209)
All



%
%
%

To report a crime that happened to you

44
29
36

To report any type of disturbance, noise or nuisance – including car or house alarms

24
21
17

To report a crime that you saw or knew about

21
15
13

To ask for information or advice (including directions)

15
12
10

To report an accident or emergency

11
5
7

To report a missing person or lost or found property

9
9
6

Any other type of contact

6
3
6

To provide other information

11
5
5

To make a complaint against the police

1
1
*









Source: MORI

The majority of people made their initial contact by telephone – either a non-emergency call, or via 999.  Only relatively small proportions, on the other hand, say they initially got in touch with the police in person, by letter, by e-mail or via a community meeting.

[image: image3.wmf]Source: MORI

2%

2%

5%

7%

29%

55%

*%

*%

*%

Base: All respondents

By phone - non emergency

By phone - 999

In person at front desk of police station

In person in street or other public place

In person at another location

By letter

By email

Community meeting

Other

Q

Thinking about this contact, how did you initially get in touch with the police?


Of those who initially contacted the police by telephone, the majority rang from their landline.  However, younger people are more likely than older people to ring the police from their mobile telephones (25% of those aged 16-34).

[image: image4.wmf]Source: MORI

81%

16%

3%

Landline

Don’t know/can’t remember

Base: All who contacted the police by phone (666)

Mobile phone

Q

Can you remember if you called the police from a landline or a mobile

phone?


Treatment by the Police

The majority are positive about the way they were treated – 79% say they are satisfied or very satisfied with the way they were treated by police officers and/or staff during the course of their contact.  Around one in seven (13%) say they are dissatisfied or very dissatisfied.
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38%

7%

7%

7%

1%

41%

Neutral

Very satisfied

Don’t know

Dissatisfied

Base: All respondents

Satisfied

Very dissatisfied

Q

Thinking of your contact with the police, overall, would you say you were

very dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the

way you were treated by police officers and/or staff during the course of

your contact with them?


The chart overleaf shows that women are slightly more satisfied with the way they were treated than men (they are significantly more likely than men to say they are very satisfied – 43% versus 32%).  On the other hand, younger people aged 16-34 are more likely than older people to be negative about their treatment by the police (18% dissatisfied or very dissatisfied, compared with 11% of 35-54 year olds).  
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59%

67%

70%

71%

55%

68%

64%

66%

Base: All respondents

All

Male

Female

16-34

35-54

55+

White-British

BME

Q

Thinking of your contact with the police, overall, would you say you were very

dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the way you

were treated by police officers and/or staff during the course of your contact

with them?

% net satisfied


With regard to more specific aspects of people’s perceived treatment by the police, respondents tend to be more satisfied with politeness than with sympathy and understanding shown by officers and/or staff (90% very satisfied or satisfied, compared with 72%).  

Women and older people are more likely than others to say they are very satisfied with aspects of the way they were treated by the police.

Q
Would you say you were very dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the following aspects of how you were treated by the police? 



Base: All
Very satisfied
Satisfied
Neutral
Dissat-

isfied
Very dissatisfied
Don’t know


%
%
%
%
%
%

The politeness of the officer/staff
53
37
4
2
2
1

The sympathy and understanding shown by officers/staff
34
38
8
7
4
9

How well they listened to what you had to say
43
41
6
4
5
1

How seriously you were taken
45
34
6
8
6
2

How fairly you were treated
38
42
6
5
5
5











Source: MORI

The majority of respondents feel that nothing could be done to improve the police’s treatment of them.  However, among those who do suggest improvements, it is felt that the response time to the query could be quicker and that customers should be taken more seriously – particularly among those initially dissatisfied with police contact (15%).  
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55%

2%

2%

2%

2%

2%

3%

3%

3%

6%

7%

Base: All respondents

Quicker/faster response time

How seriously you were taken

Better follow-up/more come-back

Sympathy/understanding shown by officers/staff

How well they listened

Officer/staff politeness

More police on the street

More/better communication

Q

In general, if only one thing about the police treatment of you could have

been improved, what would it have been?

% Top mentions

Do their job properly

More positive action/results

None, could not be improved


Ease of contacting the Police

Seven in ten (71%) are satisfied or very satisfied with the ease of being able to contact the police, while 19% are dissatisfied or very dissatisfied.
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32%

8%

13%

6%

2%

38%

Neutral

Very satisfied

Don’t know

Dissatisfied

Base: All respondents

Satisfied

Very dissatisfied

Q

Overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied or very satisfied with the ease with which you were able to contact

the police?


In contrast to findings in the previous section, men and those aged 16-34 are most likely to be satisfied:-
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54%

51%

49%

54%

52%

45%

60%

47%

55%

51%

Base: All respondents

All

Male

Female

16-34

35-54

55+

White-British

BME

Q

Overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied or very satisfied with the ease with which you were able to contact

the police?

% net satisfied

Working full-time

Not working full-time


The table below shows the ratings for individual aspects of the ease of contacting the police and illustrates that satisfaction is generally high – particularly with regard to finding the police station (among those who contacted the police in person at the front desk of a police station).   Those aged 55+ are more likely than other groups to be satisfied with the ease of finding the telephone number (85% satisfied or very satisfied).

The proportions of those contacting the police in person at another location, by letter or by e-mail are too small to be analysed closely (the base sizes for all of these methods of contact are 15 or less), although it appears that most are satisfied rather than dissatisfied with finding the place to contact the police, finding the address of where to write to the police, and finding the relevant e-mail address.

Q
Would you say you were very dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the following aspects of getting hold of the police … ? 





Very satis-fied
Satis-fied
Neutral
Dissat-

isfied
Very dissat-isfied
Don’t know


Base:
%
%
%
%
%
%

The choices you had in how you could have contacted the police
All
22
46
8
11
3
10

How easy it was to get hold of an appropriate person
All
27
40
8
14
6
6

How easy it was to find the ‘phone number
(439)
31
44
5
11
3
6

How easy it was to find the police station you attended
(59)
64
24
5
-
-
7

How easy it was to get to the police station you attended
(59)
50
33
7
5
-
5











Source: MORI

Again, when asked to spontaneously suggest an improvement, many offer no suggestion: forty-four per cent of people feel that no improvements can be made to the way they contacted the police.  However, around one in ten say that the ease of finding the telephone number and the ease of getting hold of an appropriate person are areas for improvement.

While older people are more likely than others to be satisfied with the ease of finding the telephone number (mentioned above), younger people aged 16-34 are more likely to suggest this as an area for improvement (13%, compared with 6% of those aged 55+).  
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44%

2%

2%

2%

2%

3%

4%

9%

10%

Base: All respondents

How easy it was to find the phone

number

How easy it was to get hold of an

appropriate person

Choices you had in how you could

have contacted the police

Answer phone/respond quicker

How easy it was to find the police

station

Direct number to local station if non-

emergency

More police staff/in the station

Local station open longer/more local

stations

Q

In general, if only one thing about how you contacted the police could have

been improved, what would it have been?

% Top mentions

None, could not be improved


Perceived responsiveness of Police

Two-thirds (67%) are satisfied or very satisfied with how quickly the police responded to their initial contact.  This compares with one in five (21%) who voice dissatisfaction.  
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30%

7%

11%

10%

5%

38%

Neutral

Very satisfied

Don’t know

Dissatisfied

Base: All respondents

Satisfied

Very dissatisfied

Q

Thinking now about how quickly the police responded to your initial contact,

overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied, or very satisfied?


With the exception of those aged 55+, there is little variation in opinion among specific groups within the sample.  Black and minority ethnic (BME) residents appear less satisfied than others, although this result is not statistically significant and therefore must be treated as an indicative finding only.
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37%

48%

46%

47%

57%

45%

42%

46%

48%

47%

Base: All respondents

All

Male

Female

16-34

35-54

55+

White-British

BME

Q

Thinking now about how quickly the police responded to your initial contact,

overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied or very satisfied?

% net satisfied

Working full-time

Not working full time


Among those who contacted the police by telephone, satisfaction is higher with how quickly their call was answered (79% satisfied or very satisfied) than with how quickly the police responded to their initial call (64% satisfied or very satisfied).

Older people are more satisfied than those aged 16-34 with not having to give the same information more than once (75% of those aged 35-54 satisfied or very satisfied compared with 64% of 16-34 year olds), while Black and ethnic minorities are more likely than others to be dissatisfied (16% versus 9% among white British respondents). 

Q
Would you say you were very dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the following aspects of how quickly the police responded to your initial contact … ? 





Very satis-fied
Satis-fied
Neutral
Dissat-

isfied
Very dissat-isfied
Don’t know


Base:
%
%
%
%
%
%

How quickly your call was answered
(666)
36
43
5
7
6
2

How quickly you got to speak to an appropriate person (by phone)
(666)
28
44
6
11
7
4

How quickly the police responded to your call
(666)
30
33
7
12
11
6

How quickly you got to see an appropriate person
(59)
39
39
7
6
7
2

Not having to give the same information more than once
All
27
45
8
10
5
5











Source: MORI

Although the majority say that nothing could be improved about the speed of response (particularly among those over 55), one in seven spontaneously mention that responses to calls could be quicker.
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53%

2%

2%

3%

6%

7%

13%

Base: All respondents

How quickly the police responded to your call

How quickly you got to speak to/see an appropriate

person

How quickly your call was answered

Lack of response/slow to respond

How quickly the police let you know they had heard

from you

Recruitment/more police on the streets

Q

In general, if only one thing about the speed of response could have been

improved, what would it have been?

% Top mentions

None, could not be improved


Information from the Police

People are generally positive about the way in which they were provided with information by the police – 70% satisfied or very satisfied, compared with 15% dissatisfied or very dissatisfied.
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29%

6%

10%

5%

9%

41%

Neutral

Very satisfied

Don’t know

Dissatisfied

Base: All respondents

Satisfied

Very dissatisfied

Q

Overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied, or very satisfied with the way in which you were provided with

information by the police?


The chart below shows that perceptions are fairly consistent across different groups within the sample, with the exception of Black and ethnic minorities who appear less positive than others (60% satisfied or very satisfied, versus 71% among white British respondents):-
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45%

56%

56%

53%

61%

51%

56%

55%

55%

55%

Base: All respondents

All

Male

Female

16-34

35-54

55+

White-British

BME

Q

Overall, would you say you were very dissatisfied, dissatisfied, neutral,

satisfied or very satisfied with the way in which you were provided with

information by the police?

% net satisfied

Working full-time

Not working full-time


The majority of people tend to be satisfied with most aspects of the way the police provided them with information, with the exception of being kept informed about progress (29% dissatisfied or very dissatisfied).  However, more people are inclined to say they don’t know about aspects relating to information, than with other aspects of police contact (this will reflect the wide range of different types of contact with the police – some of which people may not relate to receiving any information).

Q
Would you say you were very dissatisfied, dissatisfied, neutral, satisfied or very satisfied with the following things about the way the police provided you with information … ? 



Base: All
Very satisfied
Satisfied
Neutral
Dissat-

isfied
Very dissatis-fied
Don’t know


%
%
%
%
%
%

The usefulness of the information you were given
23
35
8
9
5
20

The way you were kept informed about the progress relating to your initial contact
16
24
7
16
14
23

How easy it was to understand the information
33
40
4
2
2
19











Source: MORI

Being kept informed about progress is also felt to be an area for improvement by 16% – particularly among those aged 16-34 (22%).  On the other hand, those over 55 are more likely than others for opt for nothing (60% say ‘none, could not be improved’) when asked what could have been improved about the information from the police.
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Just over a quarter say they were referred by the police to other sources of information or people who might be able to help with the enquiry.  Half of these followed-up the referral.  

Those who were referred to other sources appear more satisfied overall with police contact than those not referred (73% versus 63%), although this is likely to reflect the types of contact made rather than referrals since there is no significant difference in levels of satisfaction between those who did and those who did not follow-up the referrals.  
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Referrals are also felt by the majority of people who were referred to have been useful, with over half saying the referral was very useful.  
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Perceptions of police effectiveness

Satisfaction with the effectiveness of the police in dealing with reports, queries or complaints is slightly lower than with other aspects of police contact.  Sixty-three per cent are satisfied or very satisfied, compared with 24% who say they are dissatisfied or very dissatisfied.
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The chart overleaf shows that those aged 55+ are more likely than others to be satisfied with police effectiveness, along with white British respondents (although this finding is not statistically significant).
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Were service expectations met?

Most people feel they received the service they expected to receive from the police (73%), compared with a quarter who disagree.  Fewer, however, feel they received the service they felt they deserved.  

These views are broadly consistent across most sub-groups within the sample.
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Potential areas for improving public initiated contact with police

For most specific aspects of contact with the police, the majority are unable to spontaneously suggest potential areas of improvement.  However, when asked to think about improvements to the police service in general, most put forward at least one suggestion.  The area felt to be most in need of improvement is the speed of initial response, suggested by over twice as many as any other single area for improvement.  

While those aged 55 or over are most likely to be positive and say that nothing needs improving (24%), younger people are more likely than others to feel that improvements can be made to how they are treated (11%).
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Overall satisfaction with police contact

Overall satisfaction

People were asked towards the beginning of the interview how satisfied they were with their contact with the police.  Two-thirds (66%) say they are satisfied or very satisfied, compared with 22% dissatisfied or very dissatisfied.

Satisfaction ratings do, however, increase slightly after people have been asked to think about their contact with the police in more detail.  Towards the end of the interview, people were again asked how satisfied they were overall with police contact: satisfaction levels rise to 73%, while 19% remain dissatisfied.  This is not uncommon in MORI’s experience of gauging attitudes towards different organisations and levels of services received.  People are made aware of the full range of responsibilities during the interview and provide a more informed view at the end of the interview.  
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Throughout the key drivers analysis we have tended to focus more on overall satisfaction levels at the beginning of the interview since this is a purer, more spontaneous measure.  Attitudes at the end of the interview will have been influenced by the interview process and are, therefore, less representative of the views of the wider population who have contacted the police.  

The charts below show that opinions remain broadly consistent across various sub-groups.  Although not statistically significant, white British respondents appear more satisfied than Black and ethnic minority respondents.
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Spontaneous reasons for (dis)satisfaction

Among those satisfied with their contact with the police (at the start of the interview), the main unprompted reasons given for satisfaction include a quick response from the police and that the police were understanding and helpful.
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On the other hand, those who are dissatisfied overall tend to criticise the police for having a bad attitude and for taking too long to respond or not responding at all.
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Overall attitudes towards the police

Although focusing on contact with the police, we also gauged attitudes towards local police performance in general.  Around three-quarters (72%) feel the police are doing a good or very good job in their area, while 21% believe the police to be doing a poor job.  Women are more likely than men to be positive (+55% net saying the police service are doing a good job versus +47%), as well as people aged 16-34 (+58%).

Ratings of contact have a strong impact on overall perceptions of the police.  Those who have positive perceptions of their contact with the police are significantly more likely to have a favourable impression of the police’s performance in their local area than those who are dissatisfied with their police contact (85% of those who are satisfied or very satisfied with police contact also feel the police are doing a good job, compared to only 38% of those who are negative about their contact with the police).
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Key Drivers Analysis

Background

Key drivers analysis is used in this instance to identify which aspects of contact with police are most likely to influence overall ratings of the contact.  For example, if people who are satisfied with aspect x of the contact are also consistently likely to be satisfied with the contact overall (and if those who are dissatisfied with aspect x are consistently likely to be dissatisfied overall), then it can be said that there is a strong correlation between aspect x and overall satisfaction.  In other words, ratings of aspect x are a strong predictor of overall satisfaction (because we know if someone is satisfied about aspect x they are also likely to be satisfied overall).

Using these regression techniques, we are able to investigate the ‘key drivers’ of overall satisfaction with contact with the police.  These drivers can also be interpreted as ‘predictors’ of satisfaction, in as much as a high positive (negative) score on one of these factors is associated with a relatively high (low) level of satisfaction.  Key drivers analysis also calculates the overall ‘fit’ of the model, which is displayed as a percentage.  The nearer this percentage is to 100, the better the fit of the model, in terms of the power of the included ‘predictors’ in explaining overall satisfaction.

The results presented in this section of the report show the relative importance of the statistically significant factors in each model in ‘explaining’ or ‘predicting’ the variation in the dependent variable (e.g. overall satisfaction with police contact), scaled to 100.  A minus sign illustrates that the factor is negatively related to satisfaction, a plus sign reflects a positive relationship.

In the analysis we have separated out the “headline factors” from the “sub-factors”.  The headline factors are those four key aspects of police contact which are assumed to represent the main areas of satisfaction and/or dissatisfaction.  Within each of these, there are a range of sub-factors which may help to explain the rating of the headline factor, and consequently, the overall satisfaction rating.

We have kept the headline and sub-factors independent from each other so that we can gain understanding at two levels: Firstly, which of the four key areas of contact have most impact on overall ratings, and which sub-factors have most influence in driving these ratings.  

Headline factors
The way you were treated by police officers and/or staff during the course of your contact with them
The ease with which you were able to contact the police
How quickly the police responded to your initial contact
The way in which you were provided with information by the Police

Sub-factors
· The politeness of the officer/staff?

· The sympathy and understanding shown by officers/staff?

· How well they listened to what you had to say?

· How seriously you were taken?

· How fairly you were treated?


· The choices you had in how you could have contacted the police?
· How easy it was to get hold of an appropriate person?
· How easy it was to find the phone number?

· How easy it was to find the police station you attended?

· How easy it was to get to the police station you attended?

· How easy it was to find the place where you contacted the Police?

· How easy it was to find the address of where to write to the police?

· How easy it was to find the fax number for the police?

· How easy it was to find the email address for the police?

· How easy it was to find the Police website?
· How quickly your call was answered?

· How quickly you got to speak to an appropriate person?

· How quickly the police responded to your call?

· How quickly you got to see an appropriate person?

· How quickly the police let you know that they had heard from you?

· Not having to give the same information more than once?


· The relevance of the information you were given?

· The way you were kept informed about the progress relating to your initial contact?

· How easy it was to understand the information?



The results of the key drivers analysis are presented as arrow diagrams, showing which of the above factors (in each case for each model) are significant drivers.  The analysis of headline factors are shown first, followed by the sub-factors.  For example, three of the four headline factors are significant drivers of Q2 (overall satisfaction with police contact); the strongest ones being “the way you were treated” and “how quickly the police responded to initial contact”.  The percentages on the arrows show the relative strengths of the drivers.

The Relative Strength figures on the arrows have been created in a standard/conventional way, in that they represent the (standardised) coefficients from the chosen multiple regression model, apportioned to 100%.  The table below lists these for the Q2 model.  For the strongest driver, the coefficient is 0.36.  This means that a 1-point improvement in satisfaction with the way one was treated (e.g. an improvement from “very dissatisfied” to “fairly dissatisfied”, or from “neutral” to “fairly satisfied”) could be predicted to relate to a 0.36-point improvement in overall satisfaction with the contact (Q2).

Question
Standardised Coefficients
Percentages

Q4 x Q2 Overall satisfaction with way treated by police
0.36
36%

Q23 x Q2 Satisfaction with response to initial contact
0.36
36%

Q31 x Q2 Satisfaction with way in which you were provided with information by the police
0.29
29%


1.01
100%

The sum of the coefficients from the significant factors (those not shown are not statistically significant) was calculated and each aspect was expressed as a percentage of the sum (final column).

Also shown on the diagram is the percentage of the variation in Q2 which is explained by the eight factors in the model (technically known as the R-squared value); in this case 52%, which is high compared to many seen in market research.  This suggests that the model is a fairly strong one.  There will always be a certain amount of any such model which is unexplained, no matter how many possible drivers are included.

Presentation of analysis

For the purposes of this report, we have presented the outputs from the key driver analysis in three distinct sections:

1. Overall satisfaction with contact with the police (at the start of the interview).  This section contains the findings from analysis showing which aspects of contact are the strongest predictors of overall satisfaction when asked at the beginning of the interview.  For reasons explained within the section, we feel that this analysis is key to understanding the most salient factors underlying overall perceptions among those who have contacted the police.

2. Overall satisfaction with contact with the police (towards the end of the interview).  This section shows outputs from key driver analysis using on overall satisfaction question at the end of the interview.  This therefore shows which aspects have the most significant effect on overall perceptions once respondents have been prompted.

3. Overall attitudes towards the police.  This section shows which aspects of police contact are the strongest predictors of wider attitudes towards the police – specifically how good a job people believe the police to be doing in their local area.

1.  Overall satisfaction with contact with the police (at the start of the interview)

People were asked at the start of the interview how satisfied or dissatisfied they were overall with their contact with the police.  They were then asked to rate specific aspects of their contact and then at the end of the interview, were once again asked to rate the contact in overall terms.

Since the initial question (Q2 in the questionnaire) is based on unprompted and uninformed opinions, then we would argue that findings at this question are more likely to reflect the opinions of the majority of those people in the population who have contacted the police (since they will not typically have the opportunity to consider different aspects of the contact).  In contrast, the answers to the question at the end of the interview (Q39) will be driven to some degree by the interview process and will reflect the types of questions asked. One could, therefore, argue that the answers at this follow-up question provide a more considered, informed view. 

For these reasons, we would suggest that analysis of the initial question relating to overall satisfaction (contained in this chapter) have more direct relevance when making assumptions about how people contacting the police form their overall opinions.

Overview of key drivers

The following chart shows the headline factors that are most important in terms of predicting initial overall satisfaction with contact with the police.  It should be noted that all respondents are covered by the model, regardless of demographics, reason for contact, and method of contact.

Perceived treatment and how quickly the police respond to the initial contact
 are just as important as each other in determining overall satisfaction.  Ease of contacting the police does not feature as a significant factor in this model, which accounts for 52% of overall satisfaction.
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In terms of the sub-factors, the following chart shows that perceived fairness and how seriously the contact is taken are key determinants of overall satisfaction (this explains why ‘way you are treated’ has as much impact at a headline factor level as ‘how quickly the police responded’).
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Men vs Women

The numbers of interviews allows us to analyse the views of male and female respondents separately.  For both men and women, perceptions of police treatment, how quickly the police responded and information provision are all significant headline factors.  While overall ratings among men tend to be influenced more by how quickly the police responded, perceived treatment by the police is more likely to impact the views of women – particularly the perceived fairness of the police.
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Those reporting a disturbance, noise or nuisance

Not surprisingly, the key drivers of satisfaction vary according to the reasons for contacting the police.

Among those who have reported any type of disturbance, noise or nuisance, the way they were treated by the police is the key headline factor.  This particularly relates to how well they feel they were listened to and the sympathy/understanding shown by police.  How quickly the police responded to the call is also a major factor.
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Those reporting a crime that they had seen or knew about

How quickly the police responded is the key headline factor determining overall satisfaction among those who reported a crime that they had seen or knew about, although aspects of police treatment such as perceived fairness and seriousness are also important predictors.  The ease of contacting the police also has some significance in predicting overall satisfaction among these people, although it does not for other types of contact.
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Those reporting a crime that had happened to them

With regards those who reported a crime that had happened to them personally, the way in which they are provided with information has as much, if not more impact than how quickly the police responded and treatment by the police.  Getting hold of an appropriate person is also key for these people.
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999 vs non-999 calls

As well as the reasons for contact, the methods used to contact the police also has a bearing on what drives overall satisfaction.  

Interestingly, perceived treatment by the police has as much, if not more impact on overall satisfaction than how quickly the police were perceived to have responded for both non-emergency and emergency (999) calls.
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Underlying reasons for strong views

A previous research review that MORI conducted for OPSR showed that the views of people who feel strongly enough to be either very satisfied or very dissatisfied are of particular interest.   

The following chart shows those aspects of service that most closely influence the views of those who say they are either very satisfied or very dissatisfied overall with their contact with the police.  

Perceptions of police treatment, how quickly the police responded and information provision all have similar levels of impact in making people very satisfied overall with their contact.  However, while each has a similar impact in making people very satisfied, dissatisfaction around police treatment is by far the most likely reason for strong feelings of dissatisfaction overall.  If people do not feel they have been fairly treated, that they have not been taken seriously or that they have not been listened to, then they are particularly likely to be negative overall towards their contact with the police.
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Men vs Women

This correlation between perceptions of police treatment and overall ratings of contact are apparent for both men and women.  
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BME vs White groups

In line with the majority, perceived fairness is also a key predictor of high levels of dissatisfaction among BME groups.  How quickly the police were perceived to have responded is also a key predictor of strong views among BME groups, although it should be noted that the base size for BME respondents is not particularly high and findings are indicative only.
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2.  Overall satisfaction with contact with the police (towards the end of the interview)

As mentioned previously, we used the same aspects of police contact to test for their effect on overall satisfaction with contact with the police when asked towards the end of the interview.  As mentioned earlier, the correlations between different factors and overall ratings at this follow-up question will reflect the fact that respondents have been prompted throughout the interview.

Overview of Key Drivers

The key drivers of overall satisfaction now appear in a different order – information provision now has the strongest influence.  These differences reflect the fact that respondents are better informed about the full range of aspects of contact at the end of the interview.  Information provision appears to become a more salient factor when respondents have the opportunity to consider these different aspects.  Ease of contact now also has a significant impact (although still less than the other headline factors).
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Those reporting a disturbance, noise or nuisance

Again, we tested for differences according to the reason for contact.

Among those who reported any type of disturbance, noise or nuisance, how quickly the police responded and perceived information provision are now stronger predictors than the way people are treated.
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Those reporting a crime that they had seen or knew about

Among those who reported a crime that they had seen or knew about, overall perceptions are also now more likely to be influenced by information provision.  In contrast, how quickly the police were perceived to have responded does not have any significant impact.  
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Those reporting a crime that happened to them

As with the other reasons for contacting the police, perceived levels of information provision now has the most impact on overall levels of satisfaction among those reporting a crime that happened to them.  
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3.  Overall attitudes towards the police

We also identified key factors behind overall attitudes towards police performance in the local area.  As one would expect, the strength of the model is lower here than in the previous examples because of the wider range of other factors that will impact upon attitudes (i.e. those not related to contact with the police such as fear of crime, perceived crime levels, reactions to press coverage, etc).

Overview of Key Drivers

Information from the police is the main headline factor in the model which influences people’s perceptions of whether or not the police are doing a good job in their local area – particularly among those who had contacted the police to report any type of disturbance, noise or nuisance.  
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Those who reported a crime they saw or knew about
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Appendices

�:  The factors linked to people’s satisfaction with how quickly police respond include how quickly the call was answered, how quickly they got to speak to (or see) an appropriate person, how quickly the police responded to the initial call, and not having to give the same information more than once. 





� The factors linked to people’s satisfaction with how quickly police respond include how quickly the call was answered, how quickly they got to speak to (or see) an appropriate person, how quickly the police responded to the initial call, and not having to give the same information more than once. 








PAGE  
1
[image: image72.png]M@






[image: image72.png][image: image73.png]M@




[image: image74.png]M@




[image: image75.png]M@




_1101552117.doc
[image: image1.png]The Prime Minister’s

OFFICE OF PUBLIC
SERVICES REFORM








