 
Improvements to Control Room Services in the spotlight 

We’re working with Forces to provide better service for the public    


For most people force control rooms are the single point of contact with the police when they have a problem.  Over 12.5 million 999 calls and over 19.5 million 101 calls were received between April 1, 2023, and March 31, 2024. Add to this online contact, as well as social media conversations, and the increasing volume of contact becomes clear.  At the same time the issues dealt with are becoming more complex, posing significant challenges for those in control rooms. 
 
How people communicate in society is changing. Digital advances mean the public expect choice, a range of ways to contact the police. They rightly demand outstanding levels of customer service and when we fall short it has a direct impact on public trust and confidence.  

The PEEL inspection reports published in 2021/22, identified that most forces require improvements. The National Police Chief’s Council’s (NPCC) Contact Management Strategy recognises the challenges faced, but also the opportunities to update policing’s approach to contact management.  


In response, the College of Policing, working with the NPCC, is publishing an online resource, “Improving Force Control Room Services”, focussing on:
 
 
· Public focussed contact management  
· Recruiting, looking after and leading control room teams 
· Demand management in force control rooms 
· Using technology to improve contact management 
 
  
Each area highlights positive initiatives, practical tools, examples of innovative practice and signposts to relevant guidance, standards and resources.   

Forces are encouraged to use the resources to review their approach and make the transformative changes necessary to improve the service. It can be accessed here.


National Performance Improvement Lead, T/Det Ch Supt Jon Hull commented:  “Control rooms are the engine rooms of every force. They provide vital services in emergency and priority situations saving lives every day. How a contact is handled often sets the tone for the rest of the policing response. We all want the best service for the public and, while there will be local variations, there are consistent improvement themes running throughout all contact management. Sharing best practice and practical tools is one of the easiest ways to improve how forces deliver those services.

“Both serious crime and more minor matters are reported through all the available channels. The aim is to resolve issues at the first point of contact, identify those at risk of greatest harm, whatever channel they use, and respond appropriately, sending a police response when needed.”  
  
Collaboration with other services, in particular health and social care, is a key part of managing demand and ensuring a right care, right person approach.  
 
There is an acceptance that telephone and voice will continue to be the public and policing’s channel of choice for emergency contact. However, digital advances, specifically in the areas of automation and AI, offer opportunities to provide additional capacity to compliment the service provided by control room teams. 
 
The guidance also focusses on how to support teams and protect their wellbeing recognising control rooms are challenging and, at times, stressful environments with recruitment and retention of teams a priority. 
 
This work is carried out in collaboration with NPCC, IOPC, HMICFRS and Digital Public Contact (DPC).   
 

 
 
 
 

 
 
