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Quick Check List

Keep victims updated at every stage of the
investigation

Make sure you are familiar with the Victims’ Code
and the Victim Personal Statement (VPS)

Understand the difference between the Contact
Card and Victims Leaflet and when to use them

Don’t walk past a ringing phone - pick it up and
deal with the query

Check your Bluepages entry is accurate

Review your email signature for accuracy 

Check your voicemail regularly

Use the appointment system to manage
bookings and take personal responsibility for
changing these as and when required

Take complaints seriously, record reasons for the
complaint and offer an apology when we get it
wrong

Take personal responsibility!

Consider the Code of Ethics and our values in
everything you do
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Introduction

At a time of unprecedented
change around policing, the way
that officers and staff deal with
members of the public has never
been as important as it is now. 

As an organisation we continue to do incredibly well in
lots of areas, particularly the way we tackle crime and
this has paid dividends in terms of high levels of public
confidence.

But one area which is consistently quoted by victims as
a source of real frustration is around ‘follow up’ services,
such as providing feedback. We must get better at this.  

This revised edition of Contact Counts reiterates our
expectations around contact with the public, taking into
account the Victims’ Code and the national Code of
Ethics, both of which should be at the heart of
everything we do. 

I would urge you to think about organisations which you
admire for their excellent service and think about how
you could deliver the same quality of service that you
expect as a customer to the people we serve.

Chris Sims
Chief Constable
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The national Code of Ethics, produced by the College
of Policing, sits alongside our vision and values. It is
there to support staff, to guide behaviour and decision-
making, helping you to do the right thing in the right
way. 

The Code sets out nine principles and 10 standards of
behaviour that aim to promote the highest standards
from everyone and encourages officers and staff to
challenge those who fall short of the code. 

The nine principles are:
Accountability
Fairness
Honesty
Integrity
Leadership
Objectivity
Openness
Respect 
Selflessness

The 10 standards are:
Honesty and integrity
Authority, respect and courtesy
Equality and diversity
Use of force
Orders and introductions
Duties and responsibilities 
Confidentiality
Fitness for work
Conduct
Challenging and reporting improper behaviour

Underpinning the above is the need for everyone to
make value-based decisions – in other words use our
professional judgement to do the right thing. 

Pride In Our Police - Our vision, values and ethics

• We put the public first in
everything we do

• We act with integrity,
fairness and humanity

• We are one team
working together

• We listen, learn and
strive to improve

• We do the right thing
and deliver a service
that our friends and
family would be proud of

Our vision is to ‘serve
our communities and
protect them from
harm’ and is closely
linked to our values:

Alongside the values
are our behaviours –
we need to behave in a
way that demonstrates
that:

• We do the right thing

• We keep our promises

• We involve our staff

• We involve the public

• We are productive and
efficient

http://intranet2/pdf/Code_of_Ethics.pdf
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The National Decision Model
(NDM) is suitable for all decisions
and should be used by everyone in
policing. It can be applied:

• to spontaneous incidents or
planned operations

• by an individual or team of
people

• to both operational and non-
operational situations.

Decision makers can use the NDM
to structure a rationale of what they
did during an incident and why.

Managers and others can use it to
review decisions and actions, and
promote learning.

For further guidance about the
National Decision Model visit the
College of Policing website here.
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Becoming a victim of crime can be a
distressing experience which can affect
people in a variety of ways. 

Supporting victims isn’t just the right
thing to do - the quality of our response
can have a major impact on their
decision to continue with their case and
affect their confidence in reporting future
incidents to us.

Good victim care helps improve
intelligence, evidence and with it the
chances of a successful conviction. The
way we respond to victims of crime is
also key in how people view the criminal
justice system and a vital part of
increasing overall confidence.

While it’s important to sympathise with
victims it’s also important that we don’t
make promises we can’t keep. People
become dissatisfied when the interest
and empathy we show at the early
reporting stage are not followed through
with action and feedback.

If there is likely to be a follow up
investigation to the crime, response
officers should make it clear that another
team will be contacting the victim at
some point in the future – and there may
be a short delay before they are
contacted. (See Contact Card advice.)

Officers and staff as victims
We should also be mindful that serving
officers and staff can also be victims of
crime or subject to an investigation. The
same level of professionalism and victim

care should also be given to them as is
given to other victims.

Lack of feedback from officers is the
number one cause of anger and
frustration from the public.

Victims’ Code 
The needs of the victim should be at the
forefront of any investigation as laid
down in the Victims’ Code. Visit 
west-midlands.police.uk/victims

We must also manage expectations by
being honest about what we can and
can’t do.

We will:
3 Give all victims of crime a victims

leaflet (MG11-VC)
3 Identify and support vulnerable and

intimidated victims and children
3 Offer victims the opportunity to make

a Victim Personal Statement and
establish if they wish to read it out in
court

3 Agree with victims at the earliest
opportunity how we are going to keep
them informed and what will happen
next

3 Discuss any options available to deal
with the matter and involve them in
the decision making

3 Tell them if someone is arrested,
interviewed under caution, released
either without charge or on bail, or
prosecuted for an offence

3 Assign a family liaison officer to
families of victims of murder,
manslaughter or fatal road accidents
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Dealing with victims of crime

http://www.west-midlands.police.uk/victims
http://intranet2/pdf/MG11-VC.pdf
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“To be honest when it 
happened I was wary of going to the
police - on the telly you always seem

to hear that they take ages to
respond. But I was seen in about two

minutes and they took everything I
said on board.”
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Victim Personal Statement 
(VPS)
The Victims’ Code entitles all victims
of crime to make a Victim Personal
Statement (VPS). This allows victims,
where applicable, to tell the court and
parole board how the offence has
affected them personally and/or their
family. This gives victims a voice in the
criminal justice process. 
Victims can ask to read their
statement aloud in court or have it
read out on their behalf if the
defendant pleads or is found guilty.  

The decision as to whether the
individual can read it out will ultimately
be made by the court.
To find out more visit: 
west-midlands.police.uk/victims 

Keeping victims informed
The most common reason for
dissatisfaction among victims is not
being told what has happened -
contrary to their expectations.
You must:

1) Comply with the Victims’ Code
(search ‘victims code’ on the
intranet or visit 
west-midlands.police.uk/victims

2) Show interest, empathy and treat
victims sensitively. If we are not
attending the scene tell them why
not.

3) Manage expectations by clearly
outlining what the police can and
cannot do and by making realistic
timescales.

4) Keep victims updated of progress
throughout an investigation. Let
them know, no later than one
working day, of any significant
developments (including when
someone is arrested, bailed,
charged/cautioned or when an
enquiry is concluded).

5) Make monthly contact with the
victim during the lifetime of an
investigation, even if there is no
significant progress with their
case.

6) Prioritise feedback for repeat
victims and those who are
particularly vulnerable and give
them an ‘enhanced service’ as
defined by the Code.

7) Only make promises that you
know you will deliver – don’t make
promises on behalf of other
officers, departments or LPUs.

8) If there are no leads in their case,
tell victims they may not be
contacted again.

9) Inform victims that any
information they give us will be
retained on our IT systems and
may be fed into our intelligence
systems, if relevant, even if an
incident is unlikely to generate a
police response or lead to an
arrest.

10) Ask victims about their preferred
method of contact and use it.

http://www.west-midlands.police.uk/docs/advice-centre/help-and-advice/victims-code/How%20to%20make%20a%20victim%20personal%20statement.pdf
http://www.west-midlands.police.uk/victims
http://www.west-midlands.police.uk/victims
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11) Tell people where to get crime
prevention advice and support,
such as giving them details about
their local neighbourhood policing
team.

Vulnerable victims
Under the Victims’ Code police
officers must make a ‘needs
assessment’ of the victim to establish
the help and support they may
require.

Someone can be a ‘vulnerable adult’ if
they are aged 18 years or over and
are:
• In need of community care services

due to mental health, sensory or
other physical impairments, learning
difficulties, frailty or confusion or
another illness AND

• Unable to take care of themselves
against significant harm or
exploitation.

These cases should be recorded as a
crime, non-crime or on the OASIS log
to ensure the report goes to the
correct department. 

If the individual doesn’t fit the
definition of a ‘vulnerable adult’ but
requires support e.g. those who self-
abuse, abuse alcohol or drugs or have
deteriorating mental or physical
health, they will still need ‘signposting’
(with their consent) to the appropriate
support agency. 

Victim
Support
We operate a
policy of
automatic victim
referral to Victim
Support unless
the person
specifically tells
us they don’t
want this to
happen. You should seek explicit
consent from victims of domestic
violence and sexual offences, and
bereaved relatives that they wish to be
referred.

Victim Support is an independent
organisation that offers a free,
confidential service to victims and
their families whether or not the crime
has been reported and regardless of
when a crime happened. 

They offer victims:
• Long-term support
• Someone to talk to in confidence
• Information on police and court

procedures
• Help in dealing with other

organisations
• Information about compensation

and insurance
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Contacting us
We are committed to ensuring
that our services are easily
accessible to members of the
public and details of how to
contact us are widely available.

We will:
3 Provide a personal, personable and

professional response in all contact
with the public

3 Take the time to understand the
needs of the person you are
speaking to

3 Provide easy access to our services
and information

3 Provide different ways to access
our services that meet a range of
needs 

3 Publicise how members of the
public can access police services in
their area

3 Ensure systems such as email and
voicemail are run efficiently and
effectively

3 Respond to all queries in a timely
fashion

3 Maintain corporate standards in our
use of letters, email signatures and
the force crest

Email
Every LPU has a generic email
address which members of the public
can use. The force also has a main
email address – 
contactus@west-midlands.police.uk. 

Local email addresses are advertised
on the internet site neighbourhood
pages and all neighbourhood teams
have email accounts which should be
monitored regularly. 

Email accounts are the responsibility
of the user. To ensure corporacy, your
email signature should include the
following information:

• Full name (and rank where
appropriate)

• Job title (where appropriate)
• West Midlands Police
• Switchboard: 101 (+ full extension

number)
• Mobile: (where appropriate)
• Direct Line: (where appropriate)

Do you...?
n Access your email daily?
n Use the corporate signature on your

emails?
n Only use email for police or work-

related matters?
n Ensure your reply reflects a

professional image when using
‘auto-reply’?

n Make sure you don’t use ‘auto-
delete’ as it gives a poor impression
to members of the public?

10
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Website
The force’s website – www.west-
midlands.police.uk – attracts almost
10 million hits every year, with many
visiting local neighbourhood pages.
People only return to websites if they
are updated regularly and the
information shown is up-to-date.

Ensure your neighbourhood pages are
professional by:

• Making sure your pages are updated
regularly with priorities, meeting
dates and the activities you are
undertaking locally.

• Ensuring your updates are friendly
and jargon-free, avoiding acronyms
that are meaningless to members of
the public.

Voicemail
One of the biggest sources of
frustration for members of the public
is when messages are not returned.

Do you…?
n Check your voicemail at least once

per tour of duty and respond
promptly to messages?

n Record a personal greeting on
voicemail so callers know they are
leaving a message for the right
person and update this regularly?

n Ask someone to manage your email
or record a message advising
callers if you’re going to be away
from work for some time?

Phone calls
Our non-emergency number is 101 

It’s your responsibility to ensure your
Bluepages entry is updated regularly
with contact details. (To refresh your
details click on the ‘Update’ icon on
Bluepages).

Where possible, staff should adopt a
‘one stop’ approach to calls and deal
with the caller at the initial enquiry
stage. Callers should not be
transferred around the organisation.
Instead, if necessary, their details
should be taken and passed to the
relevant person to call them back.

If the identity of the caller is in doubt,
identification must always be
confirmed and call back used.

Remember - don't just walk past a
ringing phone, even if it isn't yours. It
might be a member of the public who
needs help, so answer it and deal with
the query.

Responding to letters and emails
Force policy is to respond to letters or
emails within 10 days, giving an
accurate and meaningful reply. 

In the case of emails reporting crimes
or incidents, queries should be
flagged on the appropriate system –
eg. OASIS logs, IMS, CRIMES etc to
ensure compliance with the National
Standard of Incident Recording and
Home Office Counting Rules.
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Contact Cards
All officers must leave a copy of the
Contact Card at victims’ addresses if
the person is NOT available at the
time of visiting or if the person the
officer is calling in on is not the victim
(eg. they are a witness). 

The card gives details of what is going
to happen next and a space for
officers to record a crime reference
number, their name and contact
number and details of the team who
will be investigating the crime. 

Don’t just leave a card – you need to
talk through what’s on the card to the
person so they are clear what will
happen next. 

Contact Cards can be ordered from
Design and Print quoting WG503.
If the victim IS available to talk to
when visiting, a Contact Card isn’t
required and victims should be given
a ‘victims leaflet’. This gives
information about the Victims’ Code,
the criminal justice system and has
contact details for external charities
and organisations that can give help
and support, such as Victim Support.

Victims leaflets can be ordered from
Design and Print quoting MG11VC
and are available on Standard Forms:
MG Pre-trial documentation - MG11
Victims leaflet and witness statement.

Ask the Police
Often, many of the questions that
members of the public want answered
are available on the national frequently
asked questions database –
www.askthe.police.co.uk. This
provides answers to hundreds of
queries, from crime prevention to
traffic and anti-social behaviour.

Social media
Social media such as Twitter and
Facebook are the fastest growing
communication tools and can be a
good way of engaging with
communities. 

As well as providing a good
opportunity to spread positive
messages about what you are doing
in your local community, social media
can also be an excellent investigative
tool and can help you solve crime.

Do you…?
• Make best use of social media such

as Twitter and Facebook? (See
Corporate Communications for
further information)

• Monitor what people are saying
about us on social media and
respectfully challenge things which
are incorrect?

• Take every opportunity to advertise
the ‘Ask the Police’ website?
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Telephone interpreting
The force subscribes to a telephone
interpreting service which provides
access to over 150 languages where a
non-English speaking person needs to
communicate immediately and the
attendance of an interpreter to the
scene is not required.

For details of how to use the service,
search for “language services” on the
intranet or visit the Criminal Justice
Services site.

Emergency language information
guides
The force’s website includes
a leaflet in 14 different
languages offering essential
information about the law and
some practical advice about
living and working in Britain.
You can find the guides under
‘Contact Us’.

Police station opening
times
The location of all our
stations – including opening
times – is published on the
force’s internet site under
‘Contact Us’.

Disabilities
Minicom is a keyboard-based
telephone to enable the deaf/hearing
impaired/speech impaired to make
phone calls using text. Our 'Minicom'
number is 0121 609 1797. To use this
service both the person calling and
receiving must use a compatible
device.
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Dealing with enquiries
Everyone who contacts us with a
query (not just victims of crime or
ASB) should receive a response which
is professional and courteous.

Many queries fall outside our
responsibility and require referral to
another agency. Even if we can’t help,
do you...

n Ensure you properly understand
what members of the public are
telling us?

n Tell them if there is another
organisation that can help and how
to get in touch with them?

n Consider whether the person is
vulnerable and needs specific
support?

n Ensure the person understands why
we will not be assisting with their
query?

Where we can deliver a service, we
will:
n Explain how we are going to deal
with their enquiry

n Respond within 15 minutes in an
emergency or within 60 minutes to
priority calls

n Arrange to visit members of the
public or make an appointment for
them to visit a police clinic or
surgery at a time or location of their
choice when we need to see them
but our response time is not critical

n Make an appointment to see them.
Aim to offer an appointment within
48 hours at a time suitable to them

n Provide them with a reference
number

n Provide specialist knowledge or
expertise when needed

n Maintain contact and deliver
feedback if required

Appointments
Pre-booking appointments to see
people at a suitable and fixed time
using a diary system improves
customer satisfaction. 

Appointments are also a cost effective
way to ensure that callers are
responded to diligently and efficiently.

A well run appointment system will
avoid the wasted time of visiting
people who are not available. In the
first instance we should seek a station
based appointment, then an
appointment at another location if this
is not possible.

Missed appointments and broken
promises are a common source of
dissatisfaction so a commitment to
visit (or call) at an appointed time
should be taken seriously.

Do you...?
3 Use the appointments system to
book calls?

3 Make every effort to keep an
appointment once made?

3 Explain the reason and rearrange if
you have to break an appointment? 

14



Contact Counts

Demonstrating our
professionalism
The appearance of staff, facilities and
equipment sends powerful messages
about the competence,
professionalism and values of our
organisation. You only get one chance
to make a first impression.

Front offices
Front offices are managed by Force
Contact, but if you see anything in the
front office that needs attention, make
the front office staff aware. 

Uniform and appearance
Our uniform is designed to portray a
professional image which instils
confidence and respect in our
partners, colleagues and the public. 

Force policy is clear around uniform
and appearance and can be found on
the policy portal here.

Advice is also available on the Pride In
Our Police intranet site here.

Driving and cycling
Your standard of driving and cycling
should set an example to other road
users. 

Police drivers who break speed limits,
fail to observe parking restrictions or
wear seatbelts or use Airwave radios
and mobile phones are all subject of
regular complaints from members of
the public. 

Likewise, police employed drivers are
very much in the public view and
should appreciate their standards are
being observed.

If your vehicle is double crewed, the
passenger/observer MUST operate
the Airwave radio leaving the driver to
concentrate on driving. A vehicle
driver should ONLY use the Airwave
radio while driving if it is connected to
hands free equipment.

You can find more information about
driving standards on the Pride in Our
Police intranet site.

Signage
To ensure consistency and corporacy,
all external signage should be agreed
with the Corporate Communications
Department.

To make sure signage is up-to-date
and relevant, the location of external
signage such as A frame trailers and
advertising banners should be
recorded by Corporate
Communications, together with an
agreed date for removal.
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Gifts and hospitality
All staff are expected to maintain the
highest level of integrity at all times
and to act in accordance with force
values, the Code of Ethics and
National Decision Model. It isn’t
practical to provide a comprehensive
list of what is and is not acceptable,
instead officers and staff who are
offered gifts or hospitality should ask
themselves ‘what would the public
think?’ if they were accepted. 

In cases of doubt, advice should be
sought from line management or refer
to the policy which can be found on
the policy portal here.
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Concerns and Complaints
If members of the public feel we have
failed to deliver on aspects of our
commitment, we will give them an
opportunity to talk to someone about
their concerns and agree a course of
action to try and solve their problem.

We will:
3 Listen, address, investigate and
record appropriately

3 Wherever possible, resolve concerns
or complaints locally and as soon as
possible 

3 Be open and transparent and
demonstrate our accountability

3 Use what members of the public tell
us to improve our service

3 Increase public confidence in our
ability to deal effectively with
concerns

3 Adhere to the values and guidance of
the Independent Police Complaints
Commission

Resolving complaints
The most common complaints from
members of the public about police
conduct are:

• Unnecessary or excessive use of
force

• Officers failing to listen
• Failure to investigate or a poor quality
investigation

• Rudeness and incivility
• Lack of any contact
• Inappropriate use of police computers
• Unnecessary or excessive speeding
by officers in marked cars

The vast majority of complaints could
be dealt with at the outset by way of
local resolutions – simply by listening to
the complainant and explaining our
actions where necessary. 

In these discussions it is important to
show that you take the complaint
seriously and acknowledge any impact
on the individual. They may be nervous
about making a complaint or already be
in a high state of frustration and anxiety.

When dealing with a complaint you
should seek to establish what outcome
the complainant would like to achieve;
in many cases this is just to be heard
by the right person at the right level of
seniority. Most members of the public
will accept an explanation if we take the
time to offer one.

If we get it wrong, say so and offer an
apology.

By nipping things in the bud as and
when they occur we can usually resolve
issues quickly. This avoids low level
problems escalating into formal
complaints which can be time
consuming and usually not what
members of the public want.

Complaints are a specific and
‘concentrated’ form of feedback, and
can be very valuable to an organisation
that is seeking to improve its service –
don’t shy away from them!

For further information see the
Professional Standards Department
website.
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