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Effective Practice in Engaging 
and Consulting with staff

The Organisation

• Budget £123M
– £30M from council tax precept
– £93M Central Government funding 

• Spend
– 70% : 30% split on ‘Staff’ and ‘Stuff’

• Over 2500 staff
– 1500 Police Officers
– 1000 Police Staff (including PCSOs)

• Demand
– 200,000 incidents per year
– 37,500 Crimes per year

Our Historical Priorities
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We only focus on 
meeting measures and 

targets and not on our 
strategic priorities

What’s the difference 
between NIM, Intelligence 

and Performance?

We have a wish list 
that we will never 

achieve
There are too many 
single issue leaders 

and silosEverything is a priority. We 
don’t understand what our 

priorities are and how they 
link together

The process is too 
bureaucratic 

Staff Feedback

We measure everything   
but nothing that matters

The Process
• Stage 1 –

– Organisational & Strategic Assessment

– Individual Interviews, focus groups
• Stage 2 –

– Draft Strategy Map (Balanced Score Card)
– Feedback sessions

– Sign off by FMG
– Heat map preparation (strategic risk identification)

• Stage 4 –
– Key Performance Question Definition

– Process and System Design
• Stage 5 –

– Staff involvement in strategic risks

What do you do, and 
who for?

Why does the 
organisation exist?

What do we need to be 
good at and what are 

we already good at?

We can’t do 
everything so what 

is most important?

What are the 
real drivers of 

performance?

What are the 
barriers that are 

stopping you?

Stage 1- Involving staff…

Where does 
performance most need 

to improve?

What key resources do 
you have / do you need

What is the 
organisational 

culture like?
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Key Performance Questions
‘Judge of a man by his questions rather than by his answers’  (Voltaire)

Strategic
Objective

Key Performance
Question 

Key Performance
Question 

KPI 

KPI 

KPI 

KPI 

Number of 
Indicators 

endless

Limited and focused 
number of 

Indicators 

Examples of KPQs

• CD1 - To what extent do we identify and protect 
children and other people at risk of harm?

• CD2 -How well do we prevent people from being 
criminals?

• CDa - How good are we at identifying the right 
resource to deal with a request for service at the right 
time?

• EF2 -To what extent do all of our staff know how to 
use their knowledge and initiative to best effect?

• VFM5 – To what extent are our staff productive?
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What we need to be good at – (Our Core Deliverables)

What will help us to do it (Enabling Factors)

How we will Deliver Value 

for Money

VFM1 Our Structure: 

Agree and implement our 

delivery model

VFM3 Our Processes: 

•Optimise our Support 

functions
•Drive shared service 

efficiencies

•Ensure the best 

procurement  

CDa Provide effective 

and efficient service 

response
•Prevent and reduce 
demand

CDb Conduct 

professional 

Investigations & 

ensure effective 
problem solving

VFM5 Our Resources: 

Our resource allocation and 

workforce planning is 
effective and evidence 

based

Durham Constabulary will deliver excellent policing to inspire confidence in the people we 
serve by protecting neighbourhoods, tackling criminals, and solving problems around the 
clock

VFM2 Our Finance:

Balance our budgets

VFM4 Our Project 

Management:

Manage our Projects 
effectively and efficiently to 

ensure benefits are 

realised

EF3 Deliver through Effective 

Partnerships: 

Build new and strengthen existing 

relationships / harness volunteering

EF1 Create a Citizen Focus:

Engage with, understand the needs of, 

and provide a good quality of service, 

including feedback to  our communities

EF4 Reinforce an ‘Aiming For Excellence’ Culture: We aim for an open, honest, creative and business like culture 
that is rooted in our values of integrity, inclusivity, trust, tolerance, fairness and transformational change. Our 
internal focus is on:

R1 Our staff:

•We have engaged and motivated staff

•We have highly capable staff who have access 

to, value and apply effective development  and 
learning

•We have high performing staff

•We have staff who understand their contribution

EF4.2 Accountability

EF2 Manage and use our 

knowledge: 

Collect, analyse, share and develop 

good quality data

R2 Our IT Systems:

•We have  IT systems that are fit for 

purpose
•Mobile data facilities are key to 

improving how our staff work

R3 Our Estate and 

Fleet:

•We optimise our estate
•We effectively manage 

our fleet

How we will align our Resources

CD2 Tackle Criminality

•Dealing with serious and organised crime

•Dealing with major crimes
•Counter terrorism

•Reducing problem volume crime

CD1 Protect Neighbourhoods

•Effective, community led policing to 

prevent and reduce crime and disorder

•Prevent and address Anti-Social 
Behaviour

•Protecting vulnerable people and locations

•Work with communities to address local 

problems

EF4.3 LeadershipEF4.1 Team Work EF4.4 Communication

Heat Map (Strategic Risk Register) Oct 2010

Our Philosophy

AIMING FOR EXCELLENCE

• Team Work

• Accountability

• Leadership 

• Communication

Focus Staff on Key ‘Red’ Areas

VFM1 Our Structure: 

Agree and implement our 
delivery model

VFM2 Our Finance:

Balance our budgets

R1 Our staff:
•We have engaged and motivated 
staff
•We have highly capable staff who 

have access to, value and apply 
effective development  and 
learning
•We have high performing staff
•We have staff who understand 
their contribution
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Engaging and Consulting

• Redundancy process
– Obtained feedback from staff – confidentially

– Executive responded directly to the group

– Learned from process

• New operating model
– Visits to four forces

– How it felt for their staff

– Identified problems and good practice

– Presented findings 

Altogether Different

• Empowerment

• Change management

• Experiential learning

• Moving and understanding comfort zones

• Problem solving

• Action learning

• Project ‘me’ and 360
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Our people – the good news
• 81% of respondents 

enjoy working for the 
police service

• 92% feel confident 
about using their own 
judgement at work

• 79% agree they 
would go the extra 
mile at work if it helps 
Durham Constabulary

• 71% of respondents 
are satisfied with their 
current role.

• 82% feel part of a 
team in their area of 
the force.

• 75.5% of people think 
Durham Constabulary 
is a good place to 
work

Some areas for further work…
• 80% disagree that the 

force deals effectively 
with people who 
consistently under-
perform

• Only 60% of respondents 
feel clear what the force 
vision is.

• 80% think their 
supervisors perform their 
role well but only 50% 
think Snr managers are 
doing a good job (issues 
around decision making 
and perceived fairness)

• Results are equally split that 
they are satisfied with 
opportunities for learning 
and development compared 
to others in the force.

• Results are equally split that 
respondent’s feel 
appreciated and valued at 
work.

• Results are equally split that 
decisions are made fairly

The Performance
• New operating model live (July 2011)

• ASB down 23% (13% adjusted)

• Crime down 3% (against circa 30% reduction over 4 years)

• Detections 39% and 2% RD

• Immediate Arrival – 90%plus

• Satisfaction with whole experience up from  84% to 87%  

– Updates 68% to 74%

• Confidence stable.

• £13M savings

– £7.5 Staff £5.5 Stuff

Driven by a team with 30% reduction in resource
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What we need to be good at – (Our Core Deliverables)

What will help us to do it (Enabling Factors)

Durham Constabulary Plan-on-a-Page Heat Map (V6.5 August ‘11)

How we will Deliver Value 

for Money

VFM3 Our Processes: 

•Optimise our Support 

functions
•Drive shared service 

efficiencies

•Ensure the best 

procurement  

CDb 

• Conduct professional  

Investigations 

• Ensure effective problem     
solving

Why we are here:
Durham Constabulary will deliver excellent policing to inspire confidence in the people we 
serve by protecting neighbourhoods, tackling criminals, and solving problems around the 
clock

VFM4 Our Project 

Management:

Manage our Projects 
effectively and efficiently to 

ensure benefits are 

realised

EF3 Deliver through Effective 

Partnerships: 

Build new and strengthen existing 

relationships / harness volunteering

EF4 Reinforce an ‘Aiming For Excellence’ Culture: We aim for an open, honest, creative and business like culture 
that is rooted in our values of integrity, inclusivity, trust, tolerance, fairness and transformational change. Our 
internal focus is on:

EF4.2 Accountability

EF2 Manage and use our 

knowledge: 

Collect, analyse, share and develop 

good quality data

R2 Our IT Systems:

•We have  IT systems that are fit for 

purpose
•Mobile data facilities are key to 

improving how our staff work

R3 Our Estate and 

Fleet:

•We optimise our estate
•We effectively manage 

our fleet

How we will align our Resources

CD2 Tackle Criminality

•Dealing with serious and organised 

crime
•Dealing with major crimes

•Counter terrorism

•Reducing problem volume crime

CD1 Protect Neighbourhoods

•Effective, community led policing to 

prevent and reduce crime and disorder

•Prevent and address Anti-Social 
Behaviour

•Protecting vulnerable people and 

locations

•Work with communities to address local 
problems

EF4.3 LeadershipEF4.1 Team Work EF4.4 Communication

R1 Our staff:

•We have engaged and motivated staff

•We have highly capable staff who have access 

to, value and apply effective development  and 
learning

•We have high performing staff

•We have staff who understand their contribution

EF1 Create a Citizen Focus:

Engage with, understand the needs of, 

and provide a good quality of service, 

including updates to  our communities

VFM1 Our Structure: 

Agree and implement our 

delivery model

VFM2 Our Finance:

Balance our budgets

VFM5 Our Resources: 

Our resource allocation and 

workforce planning is 
effective and evidence 

based

CDa Provide effective 

and efficient service 

response
•Prevent and reduce 
demand

EF4.3 Leadership EF4.4 Communication

CD2 Tackle Criminality

•Dealing with serious and organised 

crime
•Dealing with major crimes

•Counter terrorism

•Reducing problem volume crime

AFE into the future
• Research ongoing on ‘procedural justice’

• Assist to deliver strategic plan

• Problem solving groups to

– Creating a citizen focus

– Processes

– Resource allocation and usage

Our people ‘leading’ to resolve our problems

Gillian Porter
Head of Performance and Analysis 

Durham Constabulary
gillian.porter@durham.pnn.police.uk

ddi – 0191 3752777


