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Joanne McCartney (Chair):  Our main item of business today, and we as a committee have decided 

that the support that we all give victims of crime must be one of the highest priorities that we have, that 

the Metropolitan Police Service have, and that the Mayor’s Office must have as well.  So we are going to 

start our investigation into support for victims of crime today.  Perhaps I could ask the panel members 

we have here to help us in our discussions just to introduce themselves.  Javed, perhaps I could start with 

you. 

 

Javed Khan (Chief Executive, Victim Support):  Yes, hello.  I am Javed Khan, Chief Executive of 

Victim Support. 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  I am 

Steve Ashley; I am a chief superintendent in Her Majesty’s Inspectorate of Constabulary (HMIC).  I 

should probably declare an interest in light of some of the things I would say in that I am a seconded 

officer from Merseyside Police. 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  My name is Nick Ephgrave; I am 

Commander for criminal justice and capability and support with the Metropolitan Police Service. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Good 

afternoon, Steve Kavanagh, Deputy Assistant Commissioner, and I chair the Confidence and Satisfaction 

Board for the Metropolitan Police Service. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Stephen Greenhalgh, Deputy Mayor 

for Policing and Crime. 

 

Catherine Crawford (Chief Executive, Mayor’s Office for Policing and Crime):  Catherine 

Crawford, Chief Executive of Mayor’s Office for Policing and Crime (MOPAC). 

 

Joanne McCartney (Chair):  Thank you.  Sometimes the acoustics in this Chamber is not the greatest, 

so if I could ask you to speak clearly and perhaps slightly louder than you would normally do into the 

microphone that would be useful. 

 

Perhaps I could start, and I am going to ask all of you, and when I say “all” I do not mean for two officers 

to replicate each other or for MOPAC to replicate each other, but perhaps I could just ask why is victim 

satisfaction in the Metropolitan Police Service the lowest in the country?  Perhaps, Steve, I could start 

with you. 

 



 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Thank you.  

I took over chairing the board in April of last year and what was clear was, yes, there are a number of 

systems that are dated, the crime reporting system, but actually there was a bigger underlying issue.  The 

board itself had nobody there from human resources (HR); there was nobody there from promotions or 

development.  In the best traditions of policing we were trying to do victim satisfaction through a 

method of compliance.  So what we have done since then is introduce HR, we have introduced the 

training academy individuals, we have introduced a whole range of people who will not just look at the 

individual interactions, which will break down satisfaction, but that they will also look at our promotions, 

our development processes, how we recruit, how we make sure that officers who are going out there as 

probationers are actually going to know what is being asked of them and what they are meant to be 

doing, because actually a lot of the satisfaction piece is pretty straightforward. 

 

Obviously following the appointment of the new Commissioner, the commitment to improving that 

satisfaction piece was reinforced through the Total Victim Care piece. I brought some of the authors and 

people who have helped us look at where we think we are strong and where we think we are weak, and 

we have introduced a whole range of things.  Of course, it is not just what we have done since February, 

the introducing of quality call-backs, officers actually taking ownership.  Quality call-backs; I have a list 

of the questions here that we are expecting people to -- 

 

Joanne McCartney (Chair):  Perhaps we can get on to what you are doing in a minute.  But when I ask 

why is it so low, you have obviously done some work and you are trying to do different things, which 

must have led you to do some research. You must have started by knowing what the gaps or the faults 

were.  So what did you find when you looked at it? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  What we 

found was that, in terms of ease of contact, that is quite high, it is sitting at 90%.  Some of the changes 

we have made with central command and telephone calls have helped.  What we are seeing is, both in 

terms of the initial actions that we take at the scene, some of that piece around the behaviour and 

attitude of the officers, taking victims, identifying vulnerabilities, giving practical advice, is not where 

victims of crime expect it to be.  The treatment tends to be OK but then the follow-up, in terms of 

people owning a crime, owning an incident and following it all the way through, that has clearly been 

consistent and that sits at 64% and is dragging a lot of the other issues down.  People are not being 

updated when there has been an arrest or whether we have decided there is nothing further to 

investigate.  So that is what we have been looking at. 

 

We have also done a lot of work around the black and minority ethnic (BME) gap, which continues to sit 

at 5%, and we can go later through about how we are helping boroughs.  I have come from the crime 

fighters meeting where actually every single borough is being held to account about what they are doing 

and how they are trying to make this move. 

 

Joanne McCartney (Chair):  We will come on to that.  So it is about initial contact but also the follow-

up is where you identified issues.  Perhaps I can then move to Javed next.  Victim Support has released a 

report this week looking in particular at policing in London and some of the disparities in London 

compared to other places as well.  I am just wondering, do the gaps that have been highlighted so far 

chime with what people are telling you? 

 



 

 

Javed Khan (Chief Executive, Victim Support):  Yes, I think it is fair to say that the Metropolitan 

Police Service’s analysis is accurate; that the issues that you have just heard are the issues that we would 

put on the table as well.  I think it is important to say as well, from all our experience around the country 

in supporting victims, that there are no easy answers on making sure victim satisfaction is where we 

would all want it to be.  It is very unfortunate that the Metropolitan Police Service currently has the 

record of being at the bottom of the rank order, but there are lots of positives that we are seeing as well, 

and particularly with the arrival of the current Commissioner.  All the interactions that we are having with 

him and his senior team, he is giving us greater confidence that there is a detailed analysis going on of 

the problems that victims are facing; there is an analysis going on of what needs to be done and the 

Total Victim Care approach is something that we very strongly welcome.  The various aspects of that, we 

think, are going to be able to make the right kinds of differences that victims are looking for. 

 

Our experience tells us quite clearly what victims want and it is not rocket science. It is relatively quite 

simple and it builds on what you have just heard; that victims want to know how they can report the 

crime when it has taken place, so the access to services is really important to them. Not just police 

services, but other services as well, including the voluntary sector support.  Once they have reported the 

crime, they want accurate, up-to-date, regular information on what is happening about the investigation 

of their crime.  I think what the Victims’ Services Advocates report you referred to is saying to London is 

that actually that has not been happening efficiently, it has not been happening effectively, and victims 

have been complaining and telling us about that.  I think the satisfaction indicators bear that out. 

 

Joanne McCartney (Chair):  That last point, has that been about police informing, or about the 

criminal justice system and the Crown Prosecution Service (CPS) itself, or is it a bit of both? 

 

Javed Khan (Chief Executive, Victim Support):  It is a really good question you ask because we 

would argue that it is a connected responsibility across the criminal justice system, so there are many 

agencies that are responsible.  The issue for the Metropolitan Police Service though is that they are the 

first point of contact, they are the people that everybody automatically recognises as being responsible 

for it.  But the responsibility is not theirs alone. 

 

Joanne McCartney (Chair):  Can I perhaps move to Chief Superintendent Ashley with the HMIC, 

because you obviously look at this. I can see for example that the Metropolitan Police Service’s 

satisfaction rates, compared to similar forces, are way behind as well.  Perhaps you could give us a 

flavour about why the Metropolitan Police Service is so much lower than other comparable forces. 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  I think 

the first thing to say is we have not done, at any point in the last couple of years, an in-depth study into 

victim satisfaction in the Metropolitan Police Service.  We have done thematic reports around rape and 

young victims and witnesses in the criminal justice system.  In actual fact, there the work of the 

Metropolitan Police Service is seen as ground-breaking in most cases.  I think this problem with low 

levels of satisfaction are about - and this is not a great term to use - the volume offences around 

burglary, vehicle crime and violence, and the Metropolitan Police Service do lag behind. 

 

What I would say in terms of putting stuff into context is that my experience personally, and experience 

in HMIC, is that satisfaction rates tend to turn around a lot more slowly. You get the information back a 

lot more slowly than you do, for instance, if you were looking at the moment at burglary rates.  An 



 

 

operation against burglary has a very quick turnaround effect and probably by the next month you are 

looking at it and being able to say whether things have worked or whether they have not.  With the 

satisfaction figures and the way they are published, you have a lot longer lag before you start to see 

improvements.  So the fact that already the Metropolitan Police Service are putting more concentration 

on this since the arrival of the new Commissioner will probably take some time to come through in the 

figures. 

 

This is why I mentioned at the start about having a bit of a bias on this because I would not want to walk 

out and then people find out that I am a Merseyside officer. The fact of the matter is that, in terms of 

Metropolitan Police Service forces, Merseyside Police has increased far beyond any other force. It was at 

a rate two and a half years ago that was actually lower than the Metropolitan Police Service are now. 

Obviously you will not miss the fact that the Chief Constable arrived, who was Bernard Hogan-Howe, the 

victim care strategy was put in place and now Merseyside Police are the highest satisfaction levels. 

 

I do not want to steal anyone’s thunder here because I think what you will hear is exactly what 

happened, but I think it is a simple fact that, if you do not concentrate on this as part of your 

performance regime, you will not get results.  If commanders are being held to account around 

satisfaction, then that will reflect in the responses they put into place.  You are right that follow-up 

clearly is the worst position at the current time, and again this is about having strategies in place to deal 

with the public when you are going out to take a crime.  Most victims understand and have a 

commonsense idea of what they can expect from the police, depending on the crime that they have 

suffered. I would suggest that most people, for instance, if they suffer a vehicle crime, they have a pretty 

good idea in their head about what they will expect to happen and how the police will respond and they 

are probably not expecting to get phone calls every day updating them.  But, on the other hand, a rape 

victim will expect that, and quite rightly. 

 

I think it is probably best that I say little more now, because I think if I do I will probably be stepping on 

my colleagues’ toes, because the bottom line is that Mr Hogan-Howe completely turned around victim 

satisfaction rates, and that was because - I was a borough commander in Liverpool - we had that as part 

of our performance regime and we were held to account around satisfaction. 

 

Joanne McCartney (Chair):  Can I turn now to the Deputy Mayor.  Obviously it is of great concern to 

all of us that victim satisfaction is the lowest in the Metropolitan Police Service.  Can I just ask as a 

general question, MOPAC now has a duty with regards to victims; is this something that you are giving 

great priority to as well? 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I start off by saying that this is one 

of the first few days in the job and I am delighted to be here and I think this is a very important topic.  

We have tried to define a mission for MOPAC and, I do not want to read the entire mission, but 

hopefully this will eventually be a public document, it is in draft, but we talk about: 

 

“A metropolis that is considered the safest global city on the planet.  The Metropolitan Police 

Service, we want them to be effective, efficient, respected, most loved...” 

 

But, because I think we have to look very broadly at this, we also have: 

 



 

 

“A capital city where public service agencies work together to tackle the causes of crime, seek 

justice for victims of crime, and reduce reoffending rates.” 

 

So we clearly have a core function to commission victim support services, and therefore understanding 

where we are is very important indeed.  I have the satisfaction rates across London, because London is 

obviously a big place, and what sort of sticks out is just how far ahead of the pack Sutton are compared 

to other boroughs, which is kind of -- 

 

Joanne McCartney (Chair):  We are going to be asking some questions about some of the disparities 

in some of the boroughs in a moment. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  So the quick answer is, yes, it is very 

important, and that is why I am here, and I think we have to get it right. 

 

Navin Shah (AM):  You have been generally talking about the issues about the low victim satisfaction.  

The question I have is for the panel, is both for the Metropolitan Police Service as well as Javed and is 

specific to London’s BME community.  What is the reason, or what are the reasons, behind BME victims’ 

low satisfaction levels, and what is actually being done to improve the satisfaction level? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  If you would 

like me to start; there is a 5% difference currently, as we understand it.  We have looked at this 

extensively and there are a number of reasons that sit behind it.  We do not identify people’s 

vulnerability. BME,  victims, often for a variety of reasons feel that they are vulnerable, and we are failing 

to identify those victims.  The profile of BME victims tends to be younger and again the level of 

satisfaction with younger victims tends to be lower.  The initial expectation of what to get from the 

police and the confidence in the police before they arrive is, on occasions, lower with BME victims as 

well.  So what we have is a range of issues that are not unique, but they are spreading across a whole 

range of communities. It is about how our officers identify those vulnerabilities, recognise what those 

issues might be, and deal with them more effectively.  Actually, the initiatives that we will talk about are 

exactly about making sure that we understand each individual victim and give them exactly what they are 

looking for. 

 

Navin Shah (AM):  The next follow-up is what are your doing to improve the satisfaction level? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I will go 

through the broad picture and then, if you wish me to, go into anything in particular.  One of the key 

things that caused us greatest concern - and you will see from the Deputy Mayor’s papers - when we 

had the telephone reporting investigation team based on boroughs, in terms of any of the care of 

treatment, identifying vulnerability, taking it seriously, they were off the scale in terms of the levels of 

professionalism that were not being shown.  We have now developed this specialist command called the 

Crime Recording and Investigation Bureau (CRIB), which is professionalising the way that we now deal 

with crime.  There is specific training, there are induction packages, there is a dedicated and distinct call-

back process that those supervisors do.  There is a script that they are told to use.  We are developing 

the ability for supervisors to actually live-time monitor those telephone calls so that they can quality-

assess as they are going on at the time. 

 



 

 

The other key thing that we have identified is that, for a long period - and I know it has been a concern 

of the previous Deputy Mayor - we were taking a lot of calls for crimes. We were taking telephone 

reports in relation to thefts of pedal cycles, harassment and criminal damage.  That was not giving 

people what they wanted and I do take onboard my colleague’s comment about motor vehicle crime, but 

if you ever speak to a carpenter who has had his grandfather’s plane removed from his vehicle, this is 

people’s livelihoods as well.  Often when we talk about a smashed window, getting it replaced, that is 

pretty straightforward and people understand that. But actually some of these motor vehicle crimes, it is 

about how we understand the individual impact.  So they are now being visited by officers and the motor 

vehicle crimes are now being treated as what we call ‘S-calls’, which will be attended to within one hour.  

That means we get the forensic opportunities, we see the victims as quickly as we can. 

 

In the two weeks of this initiative that is another 2,000 calls that we have been going to, trying to 

identify specifically what those needs are and how we meet them.  In terms of motor vehicle crime 

attended it has gone up 700% since we launched this. It is getting to see people face to face; it is 

understanding what those individual needs are; and it is then exactly as we described, it is the follow-up.  

It is knowing that your sergeant, inspector, chief inspector or anybody else, all the way through to myself 

and the Assistant Commissioner could call your victim back and that they will understand and they will 

check with your victim whether or not you carried out your function properly. 

 

One of the things the Metropolitan Police Service has tried to do in the User Satisfaction Survey is deal 

with this as ethically as they possibly can. We have had a change in the last nine months where we have 

changed the profile of the people being called under the User Satisfaction Survey to properly reflect the 

profile of victims, including black and minority ethnic, because what we feel is, again, if you do not 

reflect that profile, you are not going to properly understand what different victim groups are 

experiencing and feeling. 

 

In addition to that, the foreign language ability has been increased. We now, instead of trying to hide 

this and say, “Let us not take on a more difficult profile of individuals we are calling”, we are actually 

going to find the victims we do not think are satisfied to better understand.  If that has an impact on the 

data while we get to that level of understanding then so be it.  So there is a real ethical committed 

approach to make sure we understand what is going on with victims of crime. 

 

Joanne McCartney (Chair):  If you could send us the changes you have made, perhaps the percentage 

changes, that would be useful.  Javed, did you have anything to add to this? 

 

Javed Khan (Chief Executive, Victim Support):  Thank you.  I think it is a really important question 

in a city as diverse as London, still the most diverse in the world I think. I think the fundamental principle 

from our point of view is that all victims need to be treated as individuals and any kind of ‘one size fits 

all’ blanket approach is inappropriate. It is that sort of approach that can lead to the differentiation in 

satisfaction.  I think what we are hearing from the Metropolitan Police Service is that is beginning to be 

understood, so we would encourage more of that. 

 

The Victims’ Services Advocates report that we launched this week touches on this as well of course and 

also throws into the mix the challenge that we found that there are different practices in different 

boroughs; there are different local priorities within the city.  That is part of the challenge.  How do you 

standardise and how do you have a minimum entitlement for all victims across the capital, yet ensure 



 

 

that each victim is treated as an individual and their individual needs are embraced?  Those needs could 

be around language, around culture, around age, around disability, and so on. 

 

One of the opportunities I think that exists in a city as rich and diverse as London is that a better use 

could be made of the voluntary sector in order to reach those who are too often regarded as hard-to-

reach communities or hard-to-reach victims.  I personally do not buy into that analysis because I think 

there are many communities out there; there are many people that we need to reach collectively that can 

be reached within a partnership approach.  The voluntary sector has a great deal to offer.  I think it is 

probably unreasonable for the Metropolitan Police Service to ever have the breadth of skills within itself 

to reach all people that it needs to reach, but within this great city those organisations already exist that 

we can put our hands out to and link our arms together and reach those people that need to be reached. 

 

Victim Support, for example, just to highlight one of the benefits of doing that, is that the analysis that 

has been done on victim satisfaction also tells us that those victims that have been supported by an 

agency like Victim Support actually are 36% more likely to say that the criminal justice sector is doing a 

good job, just because of the intervention of the voluntary sector.  I think there is an opportunity there 

to do more of that and do it in a standardised way that ensures minimum entitlements to all, irrespective 

of which borough they live in, but focus on the individual. 

 

Just on that point, I have a view on the victim profile issue as well.  I think there are huge risks attached 

if it is not done properly.  We unfortunately live in a society in institutions that I think have not really 

embraced the challenge of identifying who the individuals are.  We all have ethnicity profile 

questionnaires for example, but I would argue that they do not go far enough.  To just give you an 

example of some of the tick-boxes that we tick on behalf of victims, or victims tick themselves, we can 

say, “What is your ethnicity?” and somebody will have an option of ticking “African”.  If you look at the 

map of the world and see how big Africa is and the diversity that exists within Africa, Or you tick 

“Indian”.  India, which, Navin, of course you will know a lot about, India is the size of Europe, yet we 

classify people as Indians, British Indians, London Indians.  What does that actually tell us about the 

people that we are supporting and the differentiation that needs to be understood within what “Indian” 

means.  I mean India has 350-plus languages and just as many different cultural practices and so on. 

 

If we are going to tailor our services appropriately to meet the needs of the individual, according to 

minimum standards, we need to know much more about the people that we are serving.  I think the 

challenge there exists far beyond the Metropolitan Police Service about how we capture our data and 

how accurate that data is. 

 

James Cleverly (AM):  I am going to start off with Deputy Assistant Commissioner (DAC) Kavanagh on 

this one, but I think it may well be one that you touch upon as well.  One of the things that I am often 

concerned about with regard to discussions around disproportionality is that we see the big and obvious 

potential cause; that being someone’s ethnic background, as the reason why there is a disproportionality 

and we focus very much on that.  What work has been done with regard to the other factors?  We know, 

for example, that London’s ethnic communities on average tend to be younger; they tend to be more 

centrally urban rather than suburban; they tend to be more tech-savvy because of their age.  We also 

know there is a correlation between those things and levels of victim satisfaction.  So has any work been 

done to strip out the ethnicity and look at all the factors other than ethnicity, and, if so, what work has 

been done to close the gap on those? 



 

 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  The work 

has been done, both in terms of understanding the broadest levels and what drives satisfaction. It is 

exactly the point that Javed made in that officers go in and understand that particular need because, 

with the level of language, with the level of cultural difference, the fact that we have the victim care 

cards done in 20 languages, you could argue that only actually skims the surface, but it is a commitment.  

Certainly with the quality call-backs we have got officers who can speak Bengali doing it in Tower 

Hamlets and we are trying to open up that level of understanding in a way that we have not done 

before. 

 

But the breakdown is that, interestingly, contact following - and I have witnessed this with my own 

quality call-backs - when you get young people who only give a mobile number and do not give an email 

address, trying to get them to answer the phone at 6.00pm of an evening, any time during the day, it is 

really quite challenging.  That is not an excuse; that means we have to adapt the way that we do our 

business to say, “OK, we now commit to saying we will get 90% of emails on this”, because, again, the 

challenge is we are getting used to emails, and suddenly, if you are a young person, email is now an 

outdated mode of communication.  So there is something about us making sure that we can at least 

connect with them. 

 

Is there a difference between BME groups and white groups around the difference in the follow-up 

achievement?  Yes, there is.  It is specifically what I was saying to you before around they do not feel 

that their vulnerabilities are properly identified.  They do not feel that they are treated and taken 

seriously in the same way.  It is very much about us making sure officers understand that and do 

something different. 

 

James Cleverly (AM):  What are your views on Stephen’s answer? 

 

Javed Khan (Chief Executive, Victim Support):  I would support Stephen’s submissions on that, but I 

think in terms of the knowledge that we have on this issue, it is very limited.  We just have not done 

enough work and it is one of the things we are encouraging the Metropolitan Police Service to do in our 

VSA report, that a detailed analysis of victim profile and victim needs takes place.  We just need to 

understand it far better.  I think to draw any simplistic conclusions would be dangerous without the 

detailed data in the way I was describing earlier. 

 

James Cleverly (AM):  Yes, because I am very concerned that the victim satisfaction levels of, for 

example, a middleclass suburban doctor, who happens to be of Indian background; is that more attuned 

to the suburban middleclass doctor that happens to be English, and how close is that to the experience 

of a 17-year-old black West Indian kid in Peckham, and actually where is the commonality there? 

 

One of the things, going on a step further on this one, is about the use of Specials and Police 

Community Support Officers (PCSO) as part of that victim support package, because one of the things 

we do know is, within the wider Metropolitan Police Service family, those two groups tend to be more 

locally based and more immediately reflective of the age and ethnicity of the communities they serve.  

What thought has been put in about the disproportionate use of those bits of the Metropolitan Police 

Service in support of closing this gap? 

 



 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Quite a 

significant amount.  It is interesting, I was talking to Tower Hamlets where actually understanding what 

those needs are, there was a recent tragic murder in Tower Hamlets, a Bengali officer - it was not a PCSO 

- was actually used to deliver the death message.  In terms of us understanding how that can impact and 

what a difference that can make, it is absolutely clear.  Some of the surveys we are doing, we are not just 

using PCSOs and Specials, we are also using volunteers who actually understand. 

 

The User Satisfaction Survey will give us about 18,000 sets of information for us to understand. Our 

quality call-backs will not just give us more data, it will give us in the region of 50,000.  Since February, 

we have had 12,000 contacts with victims, trying to understand.  If you read this like an automaton, it 

will not encourage any understanding; it will not encourage any discourse between you and the victim.  

If you turn around and understand what the concerns are and go to the questions, that is where we 

suddenly start adding value.  So yes, we use not just PCSOs and Specials, we are also using a high degree 

of volunteers, and that includes at Central Communications Command (CCC) that deals with all the 999 

calls.  It is not just during that first contact, which again they are failing to identify the vulnerability 

feelings, or letting people know that we are taking them seriously. 

 

James Cleverly (AM):  Thank you. 

 

Jennette Arnold (AM):  James raised a number of the issues that I wanted to raise and I think Javed’s 

answer was really critical.  We do not have enough information about something that in the papers here, 

and from my experience of 12 years on the Metropolitan Police Service, has been going on and has been 

a constant, and that is the satisfaction level.  When you look at that satisfaction level with BME victims, 

it has been at the same level for six years, Stephen Kavanagh, and clearly you have been doing things in 

those six years; you have not just left it.  Are you able to identify then - over a period of six years, it has 

been a known issue, you have been working on it - are you in a position where you can say, “Some of 

these things have worked well and that is what we will do more of, and then that is what we need to 

concentrate in those boroughs or areas where there is this resistance”.  I just cannot get my head around 

the sort of flat approach that here today we have come up with the answer.  You must have been doing 

stuff over the last six years and it would be just interesting for you to acknowledge that and say, “We 

have learned some stuff”.  Like, for instance, you will have learned a lot from the support that has been 

developed for rape victims, and indeed HMIC say the Metropolitan Police Service is leading the way, and 

members of this group will have been part of helping and encouraging that, and young victims.  What 

can we learn from those constituency groups about those crimes that we can replicate to particular 

communities and in specific areas?  Because that is not what I am hearing; I am hearing you like, “Oh, we 

have this new model and it is going to be implemented today”, as if to say you have not been doing stuff 

and that you do not have a body of knowledge that you have gained from other areas of excellence, i.e. 

rape, young people, and other areas. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I think the 

Metropolitan Police Service has been doing this for a continuous period.  What it has failed to do is 

balance the need to look at the volume crime piece.  Yes, reduction in burglary; yes, protection of victims 

in burglaries is important.  Has the priority been given to the satisfaction of the burglary victim; how 

quickly we got there, whether or not the forensic officer actually turned up at the time that they were 

meant to, within four hours.  I do not think that was looked at.  We have not looked at the training that 

probationers are being given about whether you know exactly what a victim will be looking for.  Part of 



 

 

that is a bit miserable, because you think commonsense tells you what a victim will want when you turn 

up.  But actually, whether it is inspector’s training, whether it is the case builder’s training, whether it is 

the probationer’s training, none of that was addressed.  Satisfaction was not mentioned in promotion 

processes or development. It was not looked at in considering how people were developed.  It is now.  

That is a key stage, I think, that is going to shift this, because we were expecting people to adjust their 

behaviours because there was a spreadsheet. 

 

What has also taken place, is understanding how those drivers do impact on the victims of crime and 

actually - I think somebody said earlier - this is not complicated. This is actually reinforcing some of the 

behaviours.  The profile that we have seen across the satisfaction on the 32 boroughs, we do see higher 

levels of satisfaction in more suburban areas than we do in the inner cities. What we are trying to do is to 

encourage officers to understand - they might pride themselves on their ability to deal with tricky 

situations, violent and aggressive individuals - this is not ‘either/or’, you can be a tough cop, you can go 

out there and deal with the most difficult situations, but it does not stop you asking about people’s 

needs and understanding what their previous history might have been and doing something slightly 

different.  We have not pushed it hard enough; we have not trained on it. 

 

Previously, even up until today, satisfaction has been a separate section to all performance meetings. For 

instance, you will deal with burglary, robbery, motor vehicle crime, and then probably I will come along 

and say, “OK, now let us deal with satisfaction”.  That is no more.  All future crime fighter meetings will 

deal with burglary, robbery, and satisfaction will be built in as part of the assessment of that, not as an 

adjunct.  So, yes, there is lots of learning that we have picked up along the way, there is stuff that the 

borough commander of Croydon, there was surprise and delight with the interaction, every contact 

counts.  He reaffirms it in every meeting he has with his officers.  There are some very positive things 

that come from what they are doing at Sutton.  We need to replicate that in Hackney, we need to 

replicate it in Enfield and some of those other boroughs, and today it was made very clear about how 

passionate I am and the Assistant Commissioner is about getting this right. 

 

Jennette Arnold (AM):  Can I just finish by saying the other issue is about continuity. What I have seen 

and what I have experienced is that you will start off, and we have got Total Victim Care and we have a 

brilliant borough commander who is saying every contact matters, and all sorts of systems, but that only 

lasts about 18 months, two years.  Is it not an issue of continuity as well, how that can be factored in?  

Because it cannot be held by a commander who may be only located in an area for, again, a short period 

of time. 

 

Joanne McCartney (Chair):  I think we have some other questions on that in a minute so we will do 

that.   

 

Jenny Jones (Deputy Chair):  This victim profiling, I mean I had not really understood what a crucial 

component it is on satisfaction, because after being able to report the crime easily, after catching the 

criminal and after perhaps returning property or making people feel there is some restitution or 

something - whether or not they are vulnerable people and feel that they have been recognised as that is 

actually crucial to your satisfaction figures, and that is what obviously we are concerned about 

particularly today.  Javed, you have opened it up fantastically and you could be asking things like, “Are 

you an introvert or an extrovert?  Do you come from a broken home?”  You could be asking all these 

questions as well as, “How many languages do you speak in your homeland?” or whatever.  So, have you 



 

 

in your report - because, forgive me, I have not had time to read it - made some suggestions that the 

Metropolitan Police Service can use for a better form that they can ask people to fill in? 

 

Javed Khan (Chief Executive, Victim Support):  There are a number of points on that.  Firstly, I 

think it is important to note also that the picture around victim satisfaction in London is actually 

incomplete for a number of reasons, not just that.  Because, however disappointing the performance at 

the moment is that you have in front of you, it is worth also pointing out that some vulnerable victims 

are actually completely excluded already, and that is based on Home Office guidance.  So the survey 

excludes domestic and sexual violence victims, and victims under 16, as well as anyone else who the 

force things would be too distressed to take the survey. 

 

Jenny Jones (Deputy Chair):  Anyone who does not have a phone? 

 

Javed Khan (Chief Executive, Victim Support):  Quite possibly, if phone is the only method.  So, 

none of those categories of victims are in the survey results anyway.  If they were in, would it be better, 

would it be worse?  Who knows?  So it is not complete and that is the first point. 

 

My second point would be that, when you are reflecting on this, to remember also that, as I have said 

and Stephen (Kavanagh) said, some of the interventions that need to be made are not complicated, they 

are actually quite simple.  Victims say they want information, they want regular information, they want 

accurate information, through to the point of conclusion.  We did some work last year and launched a 

report called Left in the Dark. It was a national report, so not just around the Metropolitan Police Service, 

and it concluded, based on the evidence that we had, that only half of victims who report a crime say 

that they are satisfied with the follow-up that took place and a third actually say they never hear 

anything.  That is just not acceptable.  So the Total Victim Care programme that now is talking about 

every victim receiving a home visit is something we are very pleased about.  Doing it is harder than 

saying it, but, if it can be done, I think it will be very positive, obviously with all the sensitivities about 

who you are visiting and who does the visits and hopefully making best use of partners as well. All of 

those issues need to be taken into account when you think about what you are going to do. 

 

We would strongly encourage MOPAC in its ongoing work that it works with the voluntary sector. We 

stand ready to help and support, as I know many other organisations will as well, to get underneath the 

surface of some of these issues, based on the real living experience and in our case the 300,000-plus 

victims that we support every single year. 

 

Jenny Jones (Deputy Chair):  Is MOPAC going to do that, Stephen [Greenhalgh]? Are you going to 

do the sort of analysis and -- 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Yes.  I was struck by the comment 

about the need to do the basic research into needs in more detail. My background is obviously not in 

victim support, but if you are a marketer and a young brand manager at Procter & Gamble, the first thing 

you try and do is understand the needs of the consumer, and in this case it will be the victim. I think that 

is the bedrock of any sensible analysis or any sensible programme, so that is a good place to start.  I 

think that is a very good point. 

 



 

 

Jenny Jones (Deputy Chair):  Javed, have you actually made recommendations about the 

programme? 

 

Javed Khan (Chief Executive, Victim Support):  We made recommendations on the needs analysis 

that is required and we offered to be part of that work. 

 

Jenny Jones (Deputy Chair):  Brilliant, well I am sure they will take you up on it. 

 

Caroline Pidgeon (Deputy Chair):  I am not sure if this is going to be to Nick [Ephgrave] or Stephen 

[Kavanagh]. It is to the Metropolitan Police Service about this Total Victim Care strategy and it states 

very boldly in it, 

 

“The Metropolitan Police Service want to achieve the highest level of victim satisfaction in UK 

policing.” 

 

So quite a bold statement in there.  Do you have a timescale of when you hope to achieve this goal? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  The obvious answer is, as soon as it 

can be done and within this Commissionership tenure.  There are huge challenges that we need to 

overcome to even overtake our nearest competitor, which I think is Warwickshire; there is something like 

a 7% difference between us and the next worst.  So to get up to Northumbria, which I think is the best 

performing in the 90%’s, is an enormous challenge, you are quite right.  However, I do not think there is 

anything wrong with being very ambitious about where you want to get to because it really does 

galvanise all of us in the senior management team and, through us, the borough commanders, to be 

serious about this very serious subject.  So the timescale is, I do not know by when that will be delivered, 

but within this Commissionership.  We focus on it relentlessly, as Mr Kavanagh has said, at crime fighters 

meetings, which is all about performance management.  I think the point that he made about the 

approach we are taking with this subject is very valid and that is what is going to make the difference.  

We have never before used performance management techniques to deal with victim satisfaction issues 

and that I think is what the new Commissioner has brought in with his arrival.  It was not that we were 

blind to these issues before but we have not addressed them in the way that we are addressing them 

now.  So, while we do have a very ambitious target to hit, I am confident that the measures we are 

taking, the approach we are taking, is significantly different to deliver the stepped change that we need 

to have. 

 

Caroline Pidgeon (Deputy Chair):  Do you think that these four pages in this strategy really are 

enough, there is enough in there that is going to make the Metropolitan Police Service the best police 

force in the country for victim support? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  No, not on 

its own.  I think one of the big key things that we are very keen to do, we have seen already, is the role 

of these new victim call centres on each of the boroughs, which are only an interim measure. This is 

about having people monitoring what calls officers are going to and it is about live-time understanding.  

We have certain boroughs now who, as officers are being sent to calls, knowing what that call is, they 

will remind them about what the drivers for that individual’s satisfaction will be, and they will be doing 

follow-up very quickly.  So I think it is really interesting how quickly that has changed. 



 

 

 

If a scenes of crime officer does not attend, we suddenly have a live-time monitor who is saying, “Why 

was that not attended in time?  Where was the scenes of crime officer?”  When you bring all of that 

together into this local policing model that we are now developing and increasing the number of people 

in neighbourhood policing teams by 2,000, and giving them some of these crimes to investigate, I think 

that is a fundamental shift in the way the Metropolitan Police Service has done business. 

 

The one thing that has happened previously is, I think Javed referred to it, you have one person who will 

take the phone call, you have another person who sends the officer, you have the officer who maybe 

completes the report.  They then hand it over to somebody to do a crime assessment, or screening in 

old-fashioned language.  They might then give it to an investigator.  Heaven knows how many times, by 

the time somebody else has been arrested, this person would have been spoken to.  By giving the 

officers back some responsibility and saying to neighbourhood policing teams they will still do the 

reassurance, they will still do the meetings, they will still get into the meetings, but actually they will own 

some of their crimes, they will own some of their issues.  That, together with that live-time 

understanding, that holding people to account, will bring Total Victim Care in to a reality rather than a 

policy document. 

 

Javed Khan (Chief Executive, Victim Support):  We are very enthusiastic about Total Victim Care 

actually and we cannot celebrate its launch enough.  Time will tell how quickly it delivers and how it 

delivers, but we strongly welcome it.  We hope that it is going to raise satisfaction levels, but also hope 

that it will increase the Metropolitan Police Service’s compliance with the Victims’ Code.  This is 

fundamental as a cornerstone of how victim satisfaction can be improved we believe, although the 

government is currently reviewing the Victims’ Code. We hope it is not going to be watered down as part 

of this review and, if anything, it is going to be strengthened and the victims will have more rights.  But 

those rights only mean anything if there is compliance from the agencies that need to follow that code, 

and it does not always happen. 

 

One of those rights that victims are supposed to have is the opportunity to make a victim personal 

statement1, to express the impact the crime has on them.  You may come to this later. 

 

Caroline Pidgeon (Deputy Chair):  We are coming on to that in a minute. 

 

Javed Khan (Chief Executive, Victim Support):  OK.  Just to finish off, as part of our enthusiasm, 

the reason it is there is that, in the time that the new Commissioner has been here, I personally have had 

three opportunities to meet with him and talk to him and that is quite a rare opportunity from the past. 

We are really pleased about the access that he is giving agencies like ours to help inform an intelligent 

response from the Metropolitan Police Service.  Just last week, the Commissioner visited one of our sites, 

the London centre where we handle the 300,000-plus referrals in a year and where we then do the needs 

assessment. He sat with our workers and talked to our volunteers and the operational staff, just to get a 

better understanding of how it works in practice.  That kind of commitment from the Commissioner gives 

me some confidence that there is some real drive behind this and it is more than just fine words. 

 

                                                 
1
 Javed Khan has indicated, since the meeting, that Victim Personal Statements are not mentioned within the 

Victims’ Code. 



 

 

Caroline Pidgeon (Deputy Chair):  That is great to hear and great to hear that there is such leadership 

on this issue, but what I am trying to work out is, if you do not have specific targets or measures and a 

timescale that you are working to, then how are you really going to show progress?  That is the thing. I 

can see that this has some great ambition in it and it is very exciting, but unless you have that, how are 

you going to make sure it is properly implemented.  I was reading, you have Territorial Policing (TP) 

writing the strategy, borough operational units are then tasked with implementing it.  Alongside that, 

other business units are developing their own part.  How are you going to really make sure you have 

some very clear targets and timescales so that we can be sure you are making progress? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  If I may, 

there are two key things in terms of bringing this to life.  When a senior leadership team on a borough 

sits down and reviews the quality call-backs - I have copies of this for those of you who would wish to 

have it - it breaks down the different key areas of what a victim is looking for, you may or may not be 

able to see the colours, red and green and black.  This goes down to the officer’s individual name and 

details, and every month there is the opportunity to go through these, including comments from the 

victim about what went particularly well.  I have personally called officers who have done outstandingly 

well and I have also spoken to an officer who let himself and the service down.  In terms of that level of 

detail that we have never had before, when the borough commanders, again on a monthly basis, they 

will get the Total Victim Care performance pack, which will break down the User Satisfaction Survey data, 

it will break down the quality call-back data, down to individual officers. 

 

It then looks at the different crime types, because it might be that, as we have described, burglary or 

robbery victims have been treated particularly well, but there is an increasing BME gap.  I remember, 

while I have been doing this, Hackney removed the BME satisfaction gap.  It was not through anything 

good, they had a 6% reduction in the white sample.  So the key to this is, we could reduce this and 

remove this, we have to do it with ethical processes, and that is the way it will come to life; every 

borough having every month a borough commander who will be held to account by me and the Assistant 

Commissioner and who will hold their own teams to account and bring this to life, instead of it just being 

a document, as we have discussed. 

 

There are specific targets for the boroughs and I thought it was within six years.  I am looking at Richard.  

Is it by 2016 we would be the best? 

 

Richard Gittings, Head of Customer Service of Territorial Policing:  Yes. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  As you say, 

an ambitious target, but we have to be passionate. 

 

Joanne McCartney (Chair):  Yes.  Steve Ashley, you wanted to come in? 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  It is, I 

suppose, a note of caution based on the experience of some other forces.  West Midlands policing area, 

which is the second largest policing area, had a similar change - I suppose you would call it - to their 

approach to victims on the arrival of a new chief constable. Their satisfaction levels are only just now 

starting to change and that is after probably a two-year programme, and they have only just seen real 



 

 

solid turnaround.  I think the reason I would put some caution into play here is that there is an awful lot 

of work to be done when you change emphasis so radically. 

 

If you just look, for instance, when you talk about training, because you are talking about every member 

of staff that will have to go through some form of training, and it might not be expensive or lengthy 

training, but it is everybody.  Then, for the sort of top-down filters to kick in until really people are 

understanding that it is not just about whether they are arresting people, it is about how they are dealing 

with people, they are cultural issues, which will not change at your next meeting.  I think the experience 

of other forces, Merseyside I suppose turned their figures around in about 18 months, and much of what 

has been said is a sort of similar model.  West Midlands, as I say, now after two years are seeing big 

changes in satisfaction.  In a rural force like Norfolk, which I accept is not really comparable, but again it 

is a small force where you think you would have the impact very quickly, it took near enough 18 months 

for changes in the way victims were being focused upon to filter through into these figures. 

 

I think the other thing to remember is that these are percentage figures and what you say around the 

BME figures is quite an interesting one in that if you concentrate solely on statistical analysis, which 

clearly you are not on the basis of what is being said here, there are ways to concentrate in the areas that 

have the biggest effect.  It might not be the best total package.  I think that pushing too hard, too 

quickly, can lead people to concentrate on things that make the biggest difference quickly to the 

statistics, rather than, for instance, the work that I can say with some degree of knowledge would be 

ground-breaking if the victim analysis that you are proposing and has been discussed takes place, it 

would be way ahead, I think, of any other force that I have heard of.  But that again is time-consuming 

to get a better final result, rather than just a quick hit. 

 

My summary on that is, the evidence is that these statistics will not change in six months; you will be 

looking at a year to 18 months and I think, given the size of the task, that is understandable. 

 

Caroline Pidgeon (Deputy Chair):  We have seen the figures and we started touching on earlier the 

variation between boroughs in London and places like Sutton being the top, if you like, and Hackney at 

the bottom, but actually most of them are very close in the middle.  You have touched on the stuff that 

is going on in Croydon I think, but what are you doing generally to tackle some of the perhaps poorer-

performing boroughs and what are you learning from the better-performing ones to share out?  Or is it 

that actually, as I think Jennette [Arnold] hinted at, that you really need very different approaches to 

different boroughs and of course different communities? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I think what 

we have all acknowledged is the 12 boroughs who are at the tail end of satisfaction in London are 

subject to an intervention process with me, where they come in on a monthly basis to discuss what has 

taken place.  That is only one month in, but again it is about showing that this is as important as 

anything else.  The borough commanders who, interestingly for me, the commitment to this is very 

quickly seen through the quality call-back process. I had one borough today that I identified that their 

senior management team in the last month had done four quality call-backs.  That does not indicate to 

me a high level of commitment about bringing this to life.  A forthright conversation is then had and 

hopefully those figures will change.  You had others with 30-40 plus. And that is what you want to 

know, is that when you get a phone call from a chief superintendent or a borough commander saying, “I 



 

 

heard you were robbed last week, how did that go?  What took place?” and you then ring the officer.  

That is what will really help to bring the understanding about. 

 

We always do this, we focus on the errant.  Actually, there is a lot, 75% of our victims are satisfied, there 

are a lot of officers doing a really good job and we need to capture them and we need to reaffirm the 

positive behaviour. However, while we do it, what meets Sutton’s needs will not always meet Hackney’s 

needs, but we need to give those officers the confidence that within this process they can allow their 

officers to understand what is driving it and make their own decisions. 

 

Caroline Pidgeon (Deputy Chair):  OK.  Can I move on to Operation Promote, which is part of this 

package, it has been touched on earlier. What sort of guidelines about the timescales are you issuing for 

these home visits?  Because I think Victim Support, particularly, was mentioned - or I have read 

somewhere - that it has to be really soon after the crime is reported for it to be of value. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  It has to be 

according to what the victim wants.  So these are about giving that victim the offer.  A lot of the victims 

are turning around to us and saying, “Thanks ever so much, but a smashed car window, I am a busy 

person, just give me a crime number and let me get on with my life”.  There was quite a powerful article 

by somebody in the [Evening] Standard, Mr Jenkins, who turned around and said he was almost stalked 

by the Metropolitan Police Service trying to get how well did they do, eight visits I think it was.  That 

cannot be right for the victim and it is certainly not right for us when we have to look at how we are 

using our resources.  So the Promote piece is, go and do the initial investigation, make sure you 

understand what the victim’s needs are, launch an investigation - which are the basics - it is not 

complicated, closed-circuit television (CCTV), forensic, witnesses and suspects are all asked about. 

 

That will then allow us to make a much clearer and more timely decision for the victim to say, “Do you 

know what, we are really sorry, we have no CCTV, we have no witnesses, we have no suspects”, and a lot 

of victims say, “If you are not going to go anywhere with this and there are no valid lines, just tell us.  Do 

not waste my time or your time; have the confidence to call us and tell us, and we respect you for that.  

We do not expect everyone to end up going to Crown Court.”  So it is about timely decisions and 

honesty from the police officers and giving them the confidence to ring up.  They think it is bad news 

when they have not arrested somebody.  If they have done a proper investigation sometimes it is about 

updating them. 

 

The motor vehicle intention is that we visit them within the hour to try and preserve forensics.  Again, 

that is not what all victims need, but that has led to - I think I mentioned earlier - a 700% increase in the 

number of officers going to motor vehicle crime scenes.  We have changed the shift pattern for forensic 

officers, because again they were working more traditional hours and that was not allowing them to get 

to see the victims of an evening when the demand was at its highest.  We are trying to make sure that 

we get there as promptly as the victim will allow us.  If they still choose to report it on the telephone, we 

are now making sure that process is professionalised and actually they get a quality of service when they 

are on the phone as well, and not treated as a mere tick in the box. 

 

Caroline Pidgeon (Deputy Chair):  It is very useful and interesting what you are saying.  What would 

concern me is that you put all this effort in now and how confident you are going to be that you are 

going to have the capacity to deal with this.  This is huge numbers of additional visits you are going to 



 

 

be making potentially; you have already said you have had to change the shift pattern for the forensics. 

How are you going to be able to maintain this level of service and are you confident you are going to 

have the officer numbers to be able to do that over the next few years to 2016 and beyond? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Yes. 

 

Caroline Pidgeon (Deputy Chair):  Just yes?  You have no concerns?  The budget does not look 

particularly good at the moment.  I know Stephen [Greenhalgh] has come in to do all sorts of things to 

try and work miracles to get through the budget, but it is very tough. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  It is 

extremely tough. I had a conversation with the borough commanders today and the interesting thing 

that they are saying is nobody is disagreeing with officers going to criminal damage, the pedal cycles, the 

harassments, they are saying this is the right thing.  They are stretched, but what we have initially sought 

is that with the call centres, instead of just patching somebody straight through to a telephone report, 

having to take the details to allow an officer to come, make sure you know where they are, and that is 

taking on average another 100 seconds.  So our call centre seems to be under more pressure and is 

taking longer, and we have to watch the speed we get to the 999 calls that we are not tying it up with 

this process. 

 

We were up to an average of 440 seconds; it is now down to about 400 seconds, still about 80 seconds 

longer than it was before.  But we think that process will work through.  The standard calls that the 

motor vehicles are going to is probably about two or three on a borough.  At different times, on the big 

boroughs, it can go up to about eight or more, and it is causing them some issues.  But we are 

determined to make sure that, both with this and the local policing model, there will be sufficient.  Then 

it is about us using our resources more effectively, it is not just the patrol officers and the Response 

Teams who can take crime reports and do the investigations.  We have to be better at getting the 

Robbery Teams, the Burglary Teams, the Safer Neighbourhood Teams if necessary, if they are close by 

and it is the right type of crime, to actually show themselves on duty, know where they are actually 

available and get them to go and visit the crime.  We have to use our resources more effectively, but we 

are confident at the moment we think we can deliver through Promote and continue to do. 

 

Victoria Borwick (AM):  OK.  Finally, my final area of questions, I have talked about learning between 

boroughs, what are you doing to learn from the best forces in the UK and also whether there is any good 

practice internationally that is out there that you can learn from? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Well, it is 

nice that Mr Gittings (Richard Gittings, Head of Customer Services for Territorial Policing) is actually in 

the room today, because he has been to West Yorkshire, Merseyside.  We are going in the borough with 

pride the whole time.  We think Total Victim Care is hugely energetic.  It is using some fantastic analysis.  

We are fortunate enough to have Betsy Stanko, a really well-esteemed professor who has worked in 

these areas for a long time, to be working with us on this. Actually, we are still finding Richard’s visits to 

other forces are both showing us greater opportunities and also some of the stuff that when I say to you 

we are doing Promote, Promote will not impact on the User Satisfaction Survey, because those crime 

types do not naturally map across.  It is about us doing this for the right reasons, knowing we are getting 

to victims.  I actually think we are going to get centre detections, we are going to get more forensics, we 



 

 

are going to get more people to court, but actually it is doing it because we believe in it, not just 

because it is going to change it statistically, as I think Stephen said earlier. 

 

Victoria Borwick (AM):  And internationally are you looking at anything or not at the moment? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Richard, 

internationally?  He keeps asking for California, but not at the moment. 

 

Victoria Borwick (AM):  No, no. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  One of the ideas we have had, I 

think this is really important -, because as a son of a professional, they have an inbred desire to travel 

and learn and they go to meetings across the world and speak and learn from that - I think that in this 

case we have got a global city, so we think there is an opportunity for us to attract people to come to us 

to talk about what they have learnt. I think this is an area where potentially under the auspices of a 

convention here in London, we should learn from international experience.  I mean, there will be stuff 

that is written down, but it is always good to hear from the experts themselves.  I think you are 

absolutely right.  We need to have much more than a national view, but an international view on how we 

can improve victim support and share best practice. 

 

Victoria Borwick (AM):  OK, excellent.  I am just going to move, just to conclude my section, about 

what good practice do you think either from other forces or, Javed, from your role as Victim Support, 

that you think the Metropolitan Police Service should be considering to adopt.  Javed, do you want to 

go first? 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  I will 

be very brief, because I think that has been covered.  Those are the forces to go and visit currently.  The 

only thing I would probably add is - I suspect you will be doing it - the private sector tends to have a lot 

to offer because victims, to them, are put into a customer focus rather than victim focus. The big 

international companies have spent a huge amount of time and they also spend a lot of time adjusting 

their service to the areas in which they are putting a shop or providing another service, so I would just 

suggest that some of the private sector companies are worth looking at. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  We should not forget Avon and 

Somerset because one colleague of mine, who I know quite well within the police service there, started a 

Track my Crime type thing, so you can report that. Rather than working through a call centre, you are 

able to just log on and find out what is happening, which seems like a sensible use of IT. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  It does.  We 

have been looking at that.  It is worthy of note, because it has received some press coverage recently. To 

adjust the software for Avon and Somerset was £8,000.  For the Metropolitan Police Service to do so on 

the existing Crime Report Information System (CRIS) is currently deemed at £300,000 with about 

£100,000 a year on costs. Of course CRIS is updated in July around the Victims’ Code of Practice (VCoP) 

process, which will update officers to remind them about what they have to do.  It was compared to 

Outlook earlier, that officers will have it pinging up ready to remind them, instead of trying to remember 

all 40 crimes that they have to deal with.  Of course CRIS is fundamentally being booted out and a whole 



 

 

new system is being brought in in three years. So I have taken to the management board a decision, “Do 

we spend £400,000 now in light of the VCoP changes that next month and the full change in three years 

which will bring the best features of Track my Crime in anyway?”  We just have to make some pretty big 

decisions around some of the budget issues at the moment. 

 

Javed Khan (Chief Executive, Victim Support):  On best practice, a number of comments really.  I 

would support the Track my Crime opportunity.  That is something that we have been saying nationally is 

an example of best practice in Avon and Somerset and it has had a number of benefits there for victims, 

from our point of view.  In terms of the visits challenge, I hope MOPAC does encourage that approach, 

because in terms of looking at best practice, we are an organisation that already does visits and just in 

the last year our staff, and largely our volunteers, conducted nearly 22,000 visits to victims. We have a 

lot of experience about how to differentiate between those who need the support and those that do not. 

It all depends on a good quality needs assessment, and that is what the Commissioner was looking at last 

week. We have that experience and we can share it.  Obviously we do not do crime investigation, but this 

is about responding to the varying needs of victims and the support that we give them, the particular 

type of support, and the police will do what they do. 

 

Also in terms of best practice, I think something that could make a real difference here, at the moment 

we get, as I said, about 320,000 referrals of victims every year.  That is about 76% of that that we should 

be told about, so it is not complete.  There are other parts of the country where we are working with 

police forces where it is 100% and an example of that is Leicestershire.  We have a model there where we 

ran a 12-month pilot with Leicestershire Police Force where at the point of the victim reporting the crime 

to the police, the follow-up contact, rather than the police force or an officer sitting in an office making 

that call, they handed that over to Victim Support for 100% of reported crime. Then we officially 

contacted the victims on behalf of Leicestershire Police and Victim Support and told them about the 

next steps.  It was monitored for 12 months by the police.  It resulted in between a 6% and 7% jump in 

victim satisfaction.  It was approved by the Information Commissioner and has now been supported by 

the Association of Chief Police Officers (ACPO) as a model that other forces should think about, and 

there are discussions ongoing with the Metropolitan Police Service about how quickly we could try and 

introduce that for the Metropolitan Police Service.  We would strongly encourage that to happen here 

because there are over 30 forces around the country now that are beginning to use a similar model and 

the big benefit is increase in victim satisfaction. 

 

Steve O’Connell (AM):  Thank you very much.  I will focus my comments - this is for Stephen and Nick 

initially - how important I believe that the confidence is with our residents.  I mean, we all have 

examples, quite depressing examples, of talking to residents who say, “Well, I have had a crime 

committed” and they are pretty much resigned that they are not going to hear anything, or some bad 

news or anything at all. I have heard that too often. If we can turn that sort of thing around for all our 

residents in London, that will be absolutely fine. I know my Borough Commander will be delighted - they 

have both been mentioned today, brilliant, Borough Commander of Croydon, thank you, Jennette 

(Arnold).  This has nothing to do with the inspiration of whoever their Link members, of course. 

 

Moving on, if I may, I am going to finish off particularly the comments on Operation Promote, because 

we are elected to be a bit contrary, and it is a concern about resource. The promise or the offer that 

there will be a visit to every victim of crime is reassuring, but the point that was brought up earlier by 

Caroline (Pidgeon) is around resources, which is going to be a challenge. Many residents will want to 



 

 

know particularly that whoever committed a crime will be caught and nicked and their property returned.  

That is, I would suggest, what all our residents across all our communities want.  My only worry I have 

initially, and you have touched upon it, but to expand a little bit upon, is the issue about resources. It is 

about visit versus investigation versus do you have resources, because Javed pointed out quite properly - 

and I respect all the work he is doing - that yes, perhaps we should investigate more fully about the 

background ethnicity and there is a whole lot of sense behind that, but already you are adding work, you 

are adding perhaps more forms to be filled in. This is a bit of a contrary view, but Steve in particular, I 

would be interested in your comments around that before I ask you some more questions. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  You are 

absolutely right, and I was not being flippant, you know, am I committed to this and I said just a 

straightforward yes.  We have to be!  It has to be a step change in the way that we are doing policing 

because withdrawing from going to see the victims of criminal damage, thefts of pedal cycles, 

harassment and so on, was an abrogation of our responsibility and we have not found a police officer yet 

who does not say this is worthwhile.  What we found is that too often, if you look at -- this then links 

into the performance regime that we do have.  You know, how quickly do we get to emergency calls, 

how long?  The difference between one borough is, I think, 40 minutes against 4 hours in the amount of 

time, officers showing on their computers - these Mobile Data Terminal (MDT) screens in their cars - 

about how long they are at scenes.  Now, that is not because they are spending different amounts of 

time, it seems.  That is because they are not showing any discipline and showing themselves available, 

ready to take on the next call.  So whether it is through better use of people who previously have not 

responded to these types of crimes, the Crime Investigation Department (CID), the squads and Safer 

Neighbourhood Teams, or whether it is through better use of the data that is available to us, we can now 

see on a computer screen, according to the automatic vehicle location piece, exactly where the vehicles 

are and when somebody says they are not available we now challenge them and say, “You will take that 

call”. 

 

What we regularly see on probably 28 out of 32 boroughs is the response time and turnaround for a 

burglary emergency call are a lot quicker than a domestic violence call.  Well, that is utterly wrong and 

we have to challenge that and make sure if officers are available, they are going to whatever call is 

necessary.  It is about us making sure we use our grip and pace teams, that they intervene when they do 

not think there are people available. What we have started doing for the first time effectively is doing 

cross-border deployments. So when you have somebody who is in the neighbouring borough, but 

actually it is only 50 metres away -  the victim of crime does not care what numerals an officer has on 

their shoulders - we will do cross-border deployments., The work that is being done in CCC, three times a 

day, they review the resourcing of the different boroughs and if, for example - it would not happen in 

Sutton - but if there was a terrible critical incident, a murder, and all of the teams are tied up, then 

suddenly what we have for the first time is the ability to turn round to the neighbouring boroughs, and 

we have actually done it and said, “You are going to send some cars over and get ready to take those 

calls”.  That is what is going to make sure, using those resources, knowing where they are is going to be 

the difference that hopefully allows us to continue to meet the needs of those victims, get there more 

quickly and make sure forensics are properly taken. 

 

Steve O’Connell (AM):  Lastly on that point, and by extension, the review or the restructuring of the 

local policing model that I know you are looking into in consultation will be helpful on this, because you 

said earlier yourself you may like to expand on it.  You are aiming to give the Safer Neighbourhood 



 

 

Teams more ownership around crime, and indeed, they also - and it is quite controversial - may be able 

to reach across their own borders to support victims of crime.  Would you like to comment on that? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Yes.  It is 

trying to stop police officers looking at what their specific role is, but actually look at what the needs of 

the local communities are; whether that is a licensing need on the boundaries of a Safer Neighbourhood 

Team or whether again it is the transport route.  Often people who are committing anti-social behaviour, 

are bothering local communities, will be doing so across another part of a borough.  How they come 

together more effectively. We know - and we have modelled it - that we think we will need 2,000 extra 

officers if they are continue with the strengths of what we have seen in the Safer Neighbourhood Team, 

that then builds.  What people also want, and it was clear when I was Borough Commander of Barnet, 

they don’t just want you turning up at street surgeries and reassuring them.  They love seeing you go 

through the front door of the person who has been causing chaos in their estate, who has been dealing 

drugs to their children or causing havoc.  So it is that, bringing that level of enforcement so they have 

credibility, they do understand what is going on and they have ownership, they have responsibility for 

the crimes they take and the people they are working with. 

 

Steve O’Connell (AM):  On the ground the feedback I would give you is that  this has been something 

that has been lacking for some time. Both the residents and I believe the officers, many officers and 

teams have wanted this, and I think this will be welcome. 

 

I would like to move on now, and again probably to yourselves, Stephen, or particularly Nick, is about the 

set of standards that victims would expect, and in essence, a published set of standards.  You mentioned 

within your paperwork that there is going to be preparation of an information pack, a Victim Care card.  

Within those mechanisms, will you be publishing the actual standards? Will you be handing a card out or 

will your officers be handing a card out saying, “You will get a visit by a certain time.  We will come back 

to report to you on the crime” and is there going to be a published set of standards as part of this?  

Nick? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  The Victim Care card gives a broad 

outline of what a victim can expect, as you know and you have already identified. Those are being 

distributed through front counters and through personal visits. We are setting out in broad terms what 

victims can expect. Of course in previous times, we had the policing pledge with a whole series of 

commitments, which was then withdrawn.  Digging into the details of what is on the victim’s card, I think 

it would be sensible for that expectation to be made publicly available by more means than just 

distributing the cards, so I do not see any reason why not.  I am not briefed to know whether that has 

happened now, other than the cards or not.  I could find out for you and come back to you. 

 

Steve O’Connell (AM):  It is not just the cards, Nick.  I mean, obviously you could publish it on a 

website, but we are saying is how you publish it is really sort of neither here nor there, so that the 

community has an expectation, because you are saying, “We are not good at this at the moment”. 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  That is right. 

 



 

 

Steve O’Connell (AM):  “We are going to get better.  This is how we are going to get better and if you 

do suffer, God forbid, a crime, this is the standard that you can expect and we will be held to that 

standard.”  So you would have an expectation that you publish things like timescales and so on? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  Well, we are going to have to do that, 

because what we know about victim satisfaction from the research that has been done by Betsy’s 

[Stanko] team and everything else is that a victim’s level of expectation defines, to a certain extent, how 

satisfied they are at the end of the process. If they are clear about what they are going to get at the 

beginning and then they get it, they are going to be satisfied and vice versa, so it is absolutely essential 

for us, if we are going to deliver improved satisfaction, that we do do that.  You are absolutely right. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  One of the 

opportunities we have is an online survey, so it is not that we rely just upon the quality.  What we have 

said, I think the one consistency is we get better when we understand exactly what the experience is like.  

What victims want and how we are falling short or how we are meeting it or going ahead and actually 

exceeding - heaven forbid - what their actual needs are.  So the next stage, and we are anticipating, I 

think, in the next six weeks is the launch of the online survey, which will be on the Victim Care card. 

They will actually then be able to look at it, a bit like a restaurant, something else that you go to and you 

get the bill and you have the opportunity to feed back on what you have actually experienced.  It will not 

just be the people we call, every victim who gets a card will then have the capacity to come in and give 

us direct feedback. 

 

Steve O’Connell (AM):  OK, that is very helpful.  My next question is for Stephen and MOPAC.  

MOPAC, clearly you have a duty of care to hold the service to account and particularly for this aspect of 

the responsibilities.  You have heard about the plans, you know about the plans, you know what they 

aim to do.  How will you personally hold them to account to make sure that we do improve satisfaction? 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  We had the first meeting of what we 

called the Accountability Board and it was in private. We have stopped that, so that has been the last 

meeting of the Accountability Board. We would like to have a much more open and public approach to 

challenge and we would want to focus on victim support, as you have done today, as an area. So that has 

to be part of the work programme.  I have taken a lot of points on board from this, frankly.  It has 

actually been a huge learning curve for me just to see what has been going on and I think we need to 

develop a set of strategies that wrap this far broader than the process improvements that I think are - 

very, very welcome - that are going to ensure that every single victim of crime is going to get the 

support and care that they need.  It reminds me a bit of social care, that a lot of this personalisation 

agenda is applicable for this area as well. We should think about how we do that and how we commission 

that, whether it is commissioning or personal support, because actually the victims themselves probably 

know best at what would be helpful to them. I am glad we are past the days of running around, but no, I 

think we need to have a plan in place.  It is fair to say that we have not yet developed the plan, and you 

would not think that I would have done, but I have to say, I think we just need to underline that the 

Commissioner has a record of success and he has done it, he has done in Merseyside.  I understand it 

took about 12 months, not 2 or 3 years, and he got a step change improvement in satisfaction levels. It 

seems to me that should give us the greatest confidence that things will improve firstly, and secondly, 

MOPAC, as part of our police and crime plan, which you will be able to scrutinise, will have to address 

this issue in full, and I undertake to do that. 



 

 

 

Steve O’Connell (AM):  It will be clearly within the emerging plan, you will be publishing some work 

around this and with the Metropolitan Police Service. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Absolutely. 

 

Steve O’Connell (AM):  I mean, the comment that I made earlier, and it would not have been lost on 

you, that aspirations as wonderful as these do sometimes have unintended consequences around 

resources. Your responsibilities are around reducing crime for Londoners as well as including satisfaction 

in others, but you as the Deputy Mayor, that wouldn’t be lost on you when you scrutinise the 

Metropolitan Police Service. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  No, it is not lost on me. 

 

Steve O’Connell (AM):  OK. 

 

Tony Arbour (AM):  I just wanted to flag up that we did hear you say, DAC Kavanagh, that people will 

be crossing borders to actually fulfil this new commitment.  Can I take it that that will be extended to 

other areas of police activity? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Yes.  I think 

one of the things we are trying to encourage, it is not just within the borough make up, it is not just 

within the unit make up on the borough, but it is about the organisation. Therefore, if we have a traffic 

unit or another unit that is nearby and has the skills to deal with a crime, actually the whole of the 

organisation’s resources should be more visible and more easily applied to what is going on, so yes. 

 

Tony Arbour (AM):  I am happy to hear that.  It seems me, Chairman, that this is something that we 

would want to look at, because in the long run it does seem as though there is going to be a breakdown 

of borough commands if in effect we are going to have a pan-London police force, which clearly that is 

what you are indicating, or at the very least, there is going to be brigading.  I have to say, I welcome this 

because Kingston is a very peculiar shape and it is possible for it to take far, far longer to get from one 

end of the borough to the other, so we can have somebody even coming in from Hammersmith to visit a 

crime. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  After a wrong turning, Tony. 

 

Tony Arbour (AM):  It is a serious point and I think that is the first time I have ever heard of such a 

meeting that there is going to be this happiness to cross borders. 

 

Joanne McCartney (Chair):  I am going to ask Tony to hold that question because at our next meeting 

in July we are looking precisely at the changes that are going to be made, so I think that is some valid 

questions to put then. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  If I may, it is 

really important when we do this that there is fairness.  If we have boroughs that put too few people on 

to cover a busy Friday evening and then they expect the surrounding boroughs to continually pick them 



 

 

up and help them out, it develops bad faith and what we have seen is - and I have picked it up through 

the daily returns that I receive - the clear expectation from me that they take responsibility and that 

there should be an equal application of this. For instance, if Sutton is continually helping Kingston out, 

that is not right, but it is about that balancing of resources, so when things get tight, they look after 

each other.  The next stage, I talked about the local policing model and the commitment to 

neighbourhood policing teams and response teams, but actually in terms of the broader 

Metropolitan Police Service piece we are looking very much about how we reduce the duplication of 

units being close by and not taking on different levels of calls. 

 

Victoria Borwick (AM):  One of the things that has come up is that of course in order that victims have 

confidence in both telling the police what has happened and giving confidence, as we have talked about 

today, is that we have heard in the past about the number of crimes that are actually screened out and 

not actually investigated at all.  In fact, the Commissioner himself has said that that wasn’t a satisfactory 

figure.  Could we just go back to that briefly, because I think we worked out, I think it was last year, that 

72% - almost actually 73% - of thefts or handling cases were screened out last year.  That does seem 

phenomenally high, and over 25% or 26% of burglary cases were also screened out.  It is quite difficult 

to get victim confidence if people actually think their crime is being screened out.  As I say, I have had 

previously some support on this point by the Commissioner, but I would welcome your input. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I banned 

the expression “screening out” in terms of the language.  Victims hate it because officers were calling up 

or writing letters saying, “We have screened you out”.  There is an investigative assessment that has to 

take place.  Nobody wants us running around after investigations that do not have those opportunities 

to continue.  What we have found though is that the initial investigations that have been taking place up 

until now have not looked at some of those lines.  The crime assessment is an absolutely valid process 

because we do not have the resources to go and follow up every single victim in the way that we would 

like.  However,  what we are finding is we are having to follow up again on CCTV.  We are having to 

clarify the names of suspects, we are having to look and do again, go back to do house to house 

inquiries.  If what we do through this and we do through Promote is an effective initial investigation, 

what it means is the victim feels valued. We can then come back to them and say, “Actually, the 

assessment means there is an image on the CCTV.  We are going to circulate it.  We will come back to 

you” or actually, do you know what, a timely, “We have got no further lines of investigation.  This is 

going to end”. 

 

One of the things we have looked at is the wording of the letter.  Historically, if any of you have had 

members of your community come to you, the wording was crass, it was insensitive.  The letters have 

been personalised to the boroughs, they have been given that, which sounds a simple thing, but it took 

us quite a time to organise.  What we are also trying to do is to increase the number of officers and we 

are monitoring the number of officers who get online contact details so that we can actually keep people 

more up-to-date.  What we have already seen this week, and I have been looking at, is burglary 

screening rates, which range from 40% to 100%.  Some boroughs automatically want another 

investigation to take place.  That can not necessarily be a good thing, but what we do know is that lack 

of consistency is wrong for London. We are doing some work as we speak around making sure that crime 

assessment is done in a more consistent way, particularly on burglary and robbery. The screening as it 

was has to become more consistent and it is not there yet, Victoria.  We do not think it is.  There is more 

work to be done. 



 

 

 

Victoria Borwick (AM):  Following on that from that, also involving the victim, particularly in a victim 

witness statement or other statements that they wish to make, that has also been an area that has been 

of concern and reported to us and victims in our casework.  When are victims allowed to give a witness 

statement and when are they not, and how can you fine-tune, because if somebody feels they want to 

give a witness statement as part of an investigation and then find that actually that is not asked for, it 

again does not give them the confidence that the police are responding in the individual way that you 

have set out for us this afternoon. 

 

Joanne McCartney (Chair):  Can I perhaps ask Javed to address that first, because I think you have 

done some work on that. 

 

Victoria Borwick (AM):  Well, I was asking about police procedures.  All right, but I want to ask about 

police procedures.  That was the question. 

 

Joanne McCartney (Chair):  No, it’s about the findings, I think the Metropolitan Police Service has 

fewer personal statements. 

 

Javed Khan (Chief Executive, Victim Support):  I am happy to.  I mean, we are of the firm view that 

all victims should have the chance to make a victim personal statement.  Some of them may choose not 

to, but they should all have the chance and that is what the victim’s code as it currently exists actually 

ensures2 -- 

 

Joanne McCartney (Chair):  I will come on to that. 

 

Javed Khan (Chief Executive, Victim Support):  -- but in practice, it is not happening and the 

London statistics unfortunately are as low as 29% of London victims recalled being given the chance.  

This was in 2009/10.  That has to change and we are hopeful that the Total Victim Care approach may 

actually change that, but it has to be one of the key areas of focus for that to happen.  It is often the 

only opportunity, we have to remember, for victims to actually say publicly what impact the crime has 

had on them, because the material system that we work within, once you report the crime, it is no longer 

about you, it is the State versus the alleged offender from that point onwards, and you are a distant 

relative at best.  Now, victims are complaining about that and I am sure that contributes to a lack of 

satisfaction too, so that has to be addressed within this. 

 

Joanne McCartney (Chair):  Steve. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  We have 

introduced a mandatory statement form, and the interesting thing I just need to clarify as well, there is a 

mandatory statement form that we now require from burglary victims, because what we have also found 

is that when the forensics come back a few months later, we are then delaying the process of arresting 

and dealing with it while we have to take additional statements.  So we are now making sure that 

burglaries are specifically dealt with.  It is a pro forma statement that allows someone to make a timely 

one.  If we are talking about impact statements, or actually what we forget is sometimes this about 
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 Javed Khan has indicated, since the meeting, that Victim Personal Statements are not mentioned within the 

Victims’ Code. 



 

 

businesses, it is about retail areas as well that are being impacted upon by the different crimes.  That 

should be followed up and I am not sure exactly where we are in terms of making sure impact statements 

are taking place.  I know some have been done recently around various crime types in Westminster which 

don’t affect individual groups but affected a broader environmental area and businesses. We are looking 

at the statement piece but if it is about the impact statement, a good impact statement can take hours 

to take from a victim and is actually quite an intense process for them if we are going to draw out 

everything that maybe has been going on between them and neighbours over a period. 

 

Victoria Borwick (AM):  Yes, actually - although you are right to raise that, because it is of concern to 

us here - I was actually talking just basically about victim witness statements to, for example, car 

accidents.  You know, there is a constituent who writes to many of us who was hit by a bus and he feels 

it is extremely odd that he was not interviewed and asked to give his account of the accident.  We have 

separately seen your traffic department who have agreed that this should be an opportunity for people 

who are able to complete such procedures and wish to.  It is again going back to the point, and I think 

the Deputy Mayor touched on it by talking about the individual approach that is needed if that is what 

that particular victim wishes to do and to make sure that his views of the accident are also included 

alongside with others.  It is part of that reinforcing of confidence in policing. When you go and do these 

surveys, you know, whatever the thing is, you tell ten people if something is wrong and you only tell one 

person if something is right.  All these things make up the total package of people having confidence 

and telling you who has done the crime and helping you solve other crimes. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  We had a Challenge Board this 

morning which unfortunately got scheduled just at the time that you were doing your crime fighters, so 

it wasn’t the greatest timing, but what struck me were the numbers, which is at the heart of this, and 

there are too many numbers when you try and look at these things, but the sanction detection rates are 

low.  I mean, essentially they are around the 20% mark, in other words, 80% of crime is not getting 

solved, the sanction detection rates, which if you are a victim, I am not sure they know those figures, but 

you get a feeling that you want to know. 

 

Victoria Borwick (AM):  I mean, crime gets solved because the public help the police catch the person 

who has done it. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Well, that is right. 

 

Victoria Borwick (AM):  This is the nub of what we are talking about. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Absolutely and there is going to be 

lots of ways of being able to improve that. The first challenge is how you get to an end point where you 

are getting up to the 50%, so it is one in two, and it is not going to be you on your own, it is going to be 

you looking as widely as possible to get as much help as you can to solve those crimes and people then 

having the confidence that something is going to happen and that it is not going to be screened out and 

not looked at. 

 

Victoria Borwick (AM):  I mean, the other thing that also came up was some Sapphire officers, I 

believe, wrongly telling victims that they had been screened out.  I appreciate that is a word we are not 

allowed to use now, but again, this a whole package of information that we have reported to us through 



 

 

our constituency work. We can only throw back at you and say I have absolutely listened to what you 

have said this afternoon and been very, very impressed that the intention is going in the right way, but I 

regret to say there is still unfortunately quite a lot of work to be done elsewhere in the organisation. 

 

Joanne McCartney (Chair):  We are going to be raising that issue with the Commissioner next week as 

well.  Sorry, hang on, I know Javed and Steve Ashley want to come in, Victoria, as well. 

 

Victoria Borwick (AM):  I want to hear from Victim Support a bit more on the actual code. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I could not 

agree more in relation to those other crime types and the other areas of the Metropolitan Police Service 

that need to take this more seriously.  Again, in terms of launching the Victim Satisfaction Board, the 

number of other business groups that had plans and actually were driving around victim satisfaction was 

not consistent.  What we have done now is the Sapphire units, the other specialist crime teams now have 

their own Senior Management Team (SMT) leads who are looking at these issues, and if that is not 

taking place, that is my role very much on that board to find out why it is not taking place and I will take 

it away as an action around the Sapphire issue. 

 

Victoria Borwick (AM):  Thank you very much indeed.  I think Javed is going to come in a bit more 

detail about the Victims’ Code of Practice. 

 

Javed Khan (Chief Executive, Victim Support):  Yes.  Can I just come back on the victim personal 

statement?  Firstly, in the spirit of partnership, because the issue of resources has come up a number of 

times, there is an alternative way of doing this.  The Metropolitan Police Service could work with the 

voluntary sector to actually take victim personal statements from victims and Victim Support can offer 

that.  I mean, we come into contact with them directly to the tune of tens of thousands and we have 

highly trained volunteers who could easily be additionally trained to help with that and that would help 

solve some of the problem. 

 

If I could also make a comment on this issue about screening out, we, as you might expect, do not 

believe that any victims should be screened out. Again on resources, I think if additional resources are 

required, then where they are best invested is on high-quality needs assessment.  That is the challenge. 

Not every victim requires the visit, you are absolutely right, but if the needs assessment is good, you 

then identify those who need it most and go to them.  One word of caution though in that needs 

assessment, that this can get delivered in an inappropriate way, because we have to be sure, there are no 

easy ways of identifying who needs support.  Crime type alone is not a good indicator of need. For 

example, a common example, burglary has been mentioned. Non-aggravated burglary is often regarded 

as a low-level crime.  Well, our experience with hundreds of thousands of burglary victims is that there is 

no such assumption that you can make.  There are no crude factors that you can deploy here, so high-

quality needs assessment as opposed to a list of crimes that we will support and a list that we will not. 

Unfortunately we are in a state of play at the moment where the current Government is actually 

reviewing its view of future policy around which type of victims should be supported and which shouldn’t 

and that specific mistake is very likely to be made.  I have every confidence that the Deputy Mayor in 

London, that Steve, will not make that kind of mistake here, because we would be dead against it.  Any 

kind of crude needs assessment would be a huge mistake and millions of victims will lose out. 

 



 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  Just 

on victim personal statements, that has been an issue nationally for a number of years and I think victims 

have been entitled since 2001 to make a personal statement.  We have done reports in 2009 and 2012 

and nationally they do not happen to the degree that they should do.  The one point I would make is 

that the best forces are ones that engage with Victim Support to assist them and the other thing is that 

prosecutors have a duty to consider the victim personal statement when they are making a decision 

whether to charge or what type of disposal they are going to look at. Quite often whilst an impact 

statement can take a long time, there are training methods that can be done where officers can put a 

paragraph on just a straightforward witness statement to say the effect this has had on the witness, on 

the victim, so that when the initial prosecution is being made by the CPS, at least there is something 

there on which to base that decision. 

 

Joanne McCartney (Chair):  Interesting, and then Victoria, you wanted some comments on the Code 

of Practice. 

 

Victoria Borwick (AM):  Only just to ask about the Code of Practice, but I appreciate we have time, so 

if you want to move on, that is fine. 

 

Joanne McCartney (Chair):  I think perhaps we will move on, because I think you have something in 

your report on that, but James, you wanted to quickly make a point? 

 

James Cleverly (AM):  Yes, just quite quickly going back to the phraseology around screening out. I 

think one of the things that has been an issue up until this point is that when someone from 

Metropolitan Police Service has screened out - or whether we want to change the phraseology so it is a 

little less abrupt - it is bearing in mind that just because the likelihood of a successful investigation does 

not exist that the person at the other end of the phone has not stopped being a victim. I think one of 

the things that have been a problem in the past is at the point where the Metropolitan Police Service has 

said, “We cannot take this further in the investigation”.  That person drops off their radar and I think 

what should happen is when the chances of a successful investigation become zero, the needs of that 

victim should be escalated, because if I get a bit of an abrupt response from the police officer that I 

interact with, but the person is brought to justice, you know what, I will still bank that as a good result.  

If the person is not being brought to justice, I think it is even more important that they are managed 

through this process successfully.  I think that is one of the things that I would very much like to see 

embedded in whatever process moves forward. 

 

Joanne McCartney (Chair):  Murad. 

 

Murad Qureshi (AM):  Thank you, Chair.  Sorry I was not at the previous meeting.  It is a long day for 

most of us here.  My ears were pricked about the detection rates and I was just trying to establish what is 

the connection between the detection rates in the various local authorities and the satisfaction rates, 

because in my observation, the satisfaction rates appear extraordinarily high in comparison to what I 

think most victims of crime want, which is their crimes solved and the perpetrators pursued. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  I have not 

done a piece of analysis, but there is no correlation in my mind between the high levels of satisfaction in 

Kingston, Twickenham, Sutton and that area and their sanction detection rates.  What is interesting to 



 

 

me is yes, it is our job to put bad people before the criminal justice system for a decision to be made, but 

what we are absolutely seeing with victims, and it is not a cop out, is the reality of victims are saying, 

“Yes, we would like you to arrest the person who has done this, but if you don’t, understand what my 

personal needs are.  Treat me with a level of courtesy, update me and then let me get on with my life” 

and it is a lot easier to do when you have put someone before the Old Bailey and they have gone down 

for a long time. But actually not all victims expect it. But when we do fall short, we don’t arrest 

somebody, then we have to get better at treating them in a timely, courteous way. 

 

Murad Qureshi (AM):  OK, if it is reflected in that, I understand that, but the last time I was a victim of 

crime was when my car got burgled on Christmas Day two years ago, and I was very reassured that the 

police actually came knocking on my mum’s door to tell me that my car had been burgled.  What I was 

not very satisfied with was the fact that actually, there was a whole spate of burglaries in that 

neighbourhood all the way over that Christmas period and none of them were solved. I felt during that 

time that it was a bit like a waiter coming to you during a meal, asking, “Are you happy with the meal?” 

and I have never told a waiter that I am not happy with a meal and I am not going to, so I just think that 

that needs to be -- 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Absolutely. 

 

Murad Qureshi (AM):  Well, I just want to be reassured we are not suffering from that symptom, if you 

see what I mean. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  Honestly, I 

genuinely think everything that we have talked about in terms of the processes, the training, the better 

understanding, it is exactly to address that type of experience. Can I guarantee that that will never 

happen again?  No, I cannot.  Nick challenged an officer walking past the front of City Hall without a hat 

on, you know, tucked under his arm.  And somebody then turned to me recently and said, “But this 

could be a six-month project and then we can release the resources for something different” and I said, 

“No.  This is going to require a continuous commitment.  Every time we think we have something right 

there will be additional needs, there will be additional analysis and our commitment to this has got to be 

enduring if we are going to follow through consistently and make sure officers believe we are serious 

about it”. 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  Chair, can I just add one more thing to 

what has been already said about the potential link between sanction detection rate and victim 

satisfaction, because there is some very interesting work been done in Lambeth over the last couple of 

months looking at exactly that.  Now, at the start of this piece of work, Lambeth had a pretty low 

detection rate for robbery, personal robbery and a not particularly impressive satisfaction rate amongst 

robbery victims.  The work that was done there was to try and separate out the issues around solvability 

of a crime with the issues around victim care, which is exactly the point that has been made a couple of 

times elsewhere in this forum. The approach that was taken was a very balanced decision was made 

about the viability of further investigation and the victim - as the point I think Mr Cleverly made - was 

told at a very early stage exactly why that investigation was not going to go any further. An extra layer 

of victim care was wrapped around them at that point to address the disappointment and all the rest of 

it.  That then allowed the investigators to focus much more effort on the crimes that were viable for 

solving.  I admit it was on our own dip sample, but not only did our experience suggest that victim 



 

 

satisfaction for unsolved crimes went up, but the detection rate for crimes that we did pursue also went 

up.  In fact, it doubled, it went from 9 and a bit to 18 and bit.  So there is some real good stuff there in 

Lambeth that suggests if you do the extra wraparound and are very upfront and honest with victims that 

their crime is not going to be solved, that tends to increase satisfaction levels, because you are being 

upfront.  It also addresses the resourcing issue that we have heard about, because it frees up your 

officers, not to try and please everybody a little bit, but to really focus on where they are going to get 

maximum return from their efforts.  I see that as a really important and positive piece of work which I am 

going to take further on. 

 

Joanne McCartney (Chair):  We are going to move now, because I know Jennette and Jenny want to 

ask about feedback and engaging with victims.  Jennette. 

 

Jennette Arnold (AM):  Yes, thank you, Chair.  My first question is to Javed, and Javed, if you feel 

that you have answered it, then we can move on, but in your report, Listening and Learning, you say that 

the Metropolitan Police Service should consider making their feedback mechanisms more inclusive.  

What more should the Metropolitan Police Service do to ensure that all victims can give feedback about 

their experiences? 

 

Javed Khan (Chief Executive, Victim Support):  There are many things that they could do.  I will just 

focus on one really, and perhaps a more obvious one, that I think there is a huge untapped resource in 

the voluntary sector out there that is extremely concerned about crime in the capital, whether it is about 

helping victims in the way that we do, or whether it is community support mechanisms of some other 

sort. I just think it is an untapped resource, that the Metropolitan Police Service needs to do more. It 

needs to perhaps break free of some of the shackles of history and the past way of doing things at a 

borough level.  I have said already a number of times that we feel quite enthused by what we are hearing 

at the very senior level and we just want to see it filtered down to borough commands where the 

voluntary sector are embraced as a key partner, not a second or third option, as is often the case. I think 

there are great opportunities there for real victim engagement to take place.  There are many 

communities in this diverse capital, as you said already.  There are cultural practices and so on, and 

people react differently.  Often they turn to their own for the support that statutory services are there to 

give.  Their natural response is not to turn to the statutory agencies. 

 

There are people living in housing estates in this capital who suffer very violent crime but do not turn to 

the police.  We know that, it is unreported.  They do not turn to any other support mechanism.  Most 

seriously particularly around some young crime like serious youth violence.  Work that I have done in the 

past on serious youth violence, before I joined Victim Support, told me very clearly that young people 

were being victims of serious crime, but they did not turn to the police. Some said they were not 

confident in the response they were going to get, some said that they lived in a place where you do not 

grass, some said that they did not know how to, so knowledge, access and awareness campaigns and so 

on.  Often particularly those who then would turn to a life of crime themselves said the only people that 

were there to support them were the perpetrators in the first place.  

  

We think about gang culture and so on and it develops. The only people putting an arm around this 

young person who is going to Accident and Emergency and being stitched up and coming out was the 

person who inflicted the crime in the first place.  That was part of the initiation of getting them into that 

way of life.  These young people are then going on to be either killed or to kill.  It is that blunt. 



 

 

 

So how do you break into that?  How do you cut into that where there is a generational issue about lack 

of engagement, lack of trust, a lack of confidence?  I think the voluntary sector offers an inroad in a way 

that I do not think has been tapped.  I think there is some good work, it is not to say it is not happening 

anywhere, there is good work.  But that would be our offer. 

 

Jennette Arnold (AM):  Thanks for that.  Then next question I have, or a couple of questions I have 

got, it is to either Commander Ephgrave or DAC Stephen Kavanagh and it is about the different survey 

methods that you are committed to and that we all have shown our appreciation of:  the User 

Satisfaction Survey, the new online victims’ survey and the quality call-backs that we have heard of 

today.  Can you just give us a brief explanation about how you combine the victim feedback from these 

different surveys so that you can get an overall sense of performance, because you would not want these 

three surveys to be running in their chimneys, would you?  How are you going to bring all that together 

and with whom? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  That is an excellent point and it is 

something we have been thinking about because it gives us the opportunity for the first time - I suppose 

the term that people use is - to triangulate data, particularly about an individual officer. You can add to 

that list of three that you described complaints data, because that is the fourth aspect that we can look 

at and bring together at borough level.  The pack that Mr Kavanagh referred to earlier gives Borough 

Commanders the ability to drill right down to individual officers and to bring together the unit 

satisfaction survey results, the quality call-back results, the VCoP compliance, which is the thing on the 

crime reporting system and the complaints data.  By using those four different sources of information 

you can focus right in on the officers that are causing a lot of the dissatisfaction, either deliberately or 

through indifference, poor training or whatever it might be.   

 

Our expectation through crime fighters, which you have heard a lot about already is to drive compliance 

around the use of those four sources combined together to give that real focus.  We were holding 

Borough Commanders to account today on how many times they had spoken to officers they had 

identified through this method and of those conversations what was the result.  It is not, of course, just 

about rooting out people that are not doing a good job, that the converse is also very useful.  It is 

identifying very, very good performance and rewarding it because apart from the process, we need to 

change the culture of our officers and I think one way you address that is by rewarding and celebrating 

people who do things very, very well.  It is a combination of process and culture.  The four things that I 

have described, and you set out at the beginning, are the things that we use to drive that. 

 

Jennette Arnold (AM):  I think my colleagues will share my view that where they have seen major 

changes, certainly from a constituency level, is where the lock has been great within commander and 

borough, because that commander can look over the boundaries because you have the commonalities at 

those boundary borders. If you get it right in those boroughs, in the boundary area, you get it right for 

both boroughs.  Do you see what I mean?  So would it that be the area, is that the point of 

responsibility?  I am really concerned about - and I used the phrase earlier today with another 

organisation - where the buck stops.  We know about the Commissioner’s total engagement.  The other 

feather in his hat is that he was HMIC for Metropolitan Police Service, so I think it must be fabulous 

knowing that you cannot be fooled by your own service because you were once its inspector.  That gives 

me some faith in what he is doing.  But is the best place not at the commander level where, in terms of 



 

 

the performance of these surveys, that is where the accountability should be and then the MOPAC can 

know where to go to ask about these questions? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  Absolutely, they are on various levels 

of accountability.  Ultimately, as you said, the buck stops with the Commissioner. We all know that but 

we need to understand below that where this happens.  Crime-fighters has different levels as well where 

views are taken at different levels of granularity.  For instance, the meeting that Steve (Kavanagh) and I 

attended this morning was focusing on the Borough Commanders’ ability to drive performance in their 

individual Borough Operational Command Units (BOCU).  Separate to that BOCU focused crime-fighter’s 

meeting, each area commander, which is I think the point you alluded to, holds their own area by area 

crime-fighters meeting where they choose which areas that have been raised at the big meeting, they 

really need to focus in on because, of course, performance varies across the Metropolitan Police Service 

as we have heard.  So what is important for one borough and area to focus on may not necessarily be the 

same for another area.  There is very much a responsibility at area commander level to drive performance 

in their area and they will do that through monetary compliance with their Borough Commanders.  The 

whole thing is brought together on a monthly basis at the overall crime-fighters meeting.   

 

I think it is true to say that area commanders definitely understand their responsibilities around driving 

performance in all areas, including satisfaction. 

 

Jennette Arnold (AM):  They will have access to this information at the same time as it is being fed to 

the yard, to Steven’s office, so that they can make sense of it? 

 

Nick Ephgrave (Commander, Metropolitan Police Service):  Absolutely.  The way we have 

approached the information is we have made it available to pretty much any employee of the 

Metropolitan Police Service by publishing it on our internal system.  So a constable or the chief constable 

or the Commissioner can access directly through the intranet the various performance reports they wish 

to see.  So you are absolutely right, the information goes to all of the people to whom it affects at the 

same time. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  If I can, we 

are very fortunate to have people of Adele’s [Brydges, Project Implementation Manager, Directorate of 

Information, Metropolitan Police Service] quality because you rightly asked, you three, four, potentially 

more strains of information. There is lots of academic work that is going on in relation to this.  There are 

partner agencies that are coming up with equally valid positions.  I have been hugely impressed with the 

quality of analysis, the distillation of ideas that comes out of Adele and her team, and they have then 

handed that over to Richard in terms of helping us to deliver the total victim care piece.  So, you are 

absolutely right, how do borough commands have this tsunami of information distilled for them? We 

have a monthly package that they now get. It drives down into individual officers and teams, so if there 

is a team that is going off the rails they will know it very quickly.  They get it on a monthly basis, the 

area commanders get it, and we will now be able to use all of that analysis, all of that information and 

the facts to get back in on a monthly basis.  It is a big shift in what we have been doing. 

 

Jennette Arnold (AM):  Thank you.  A quick one now about a particular survey.  You talked about the 

development of your online victim survey and when we first heard of this many of us raised the concern, 

and we raise it today again, what mitigation or what has been the thinking about some populations not 



 

 

having access to internet so they are less likely to be able to use this particular survey?  Or did you 

develop it and you are going to use it specifically for a community that you have profiled and you know 

that their internet access is fine? 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  It is trying 

to get the Metropolitan Police Service to come into the 21st century to a certain degree because there 

are big chunks of people who are very busy who will not spend time with us on the telephone, who, 

when we say, “Would you mind if we just go through a quality call-back with you?” they are too busy.  

This does open up another section that we might not have access to, you are absolutely right.  That is 

why we have introduced the foreign language process with the quality call backs.  That is why the 

operation at the moment of actually getting out and seeing people in the first instance, getting them the 

card and that ability to phone in as well, all of these things together are going to make a difference, not 

one of them on their own.  But there will still be different sections of the community that we need to 

identify if we are not making a connection, absolutely. 

 

Jennette Arnold (AM):  Chair, can I suggest I have a question for HMIC but it might be a very detailed 

answer, and the question was what do other police forces do to ensure that they gather feedback from 

the so-called hard to reach groups?  Maybe we could get that answer in writing in detail, Steve, if you do 

not mind. 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  No 

problem at all. 

 

Jennette Arnold (AM):  I think we would like a really detailed answer to that because it is so 

important. 

 

Joanne McCarthy (Chair):  Very helpful I think.   

 

Jenny Jones (Deputy Chair):  I just have a couple of quick questions because they are directed at the 

Deputy Mayor and you are in new in post and I want to be gentle to start with it. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Just to start with? 

 

Jenny Jones (Deputy Chair):  Just to start with, yes.  Your police and crime plan it has a specific duty 

that you have to consult and clearly that means consulting, because a lot of the consultations that we do 

in this building, I would say they do not reach the sort of people that you need to reach with this 

particular consultation.  So I think you need to think quite hard about how you get there and I am sure 

you have not had time to think about that yet.  Obviously the work that Javed (Khan) does and the 

information that Steve Ashley can give us will help on that.  I am wondering, Javed also raised the point 

about not using other organisations as much, are you going to set up an advisory board?  I did ask you 

this at the confirmation hearing and wonder if you have given any more thought to that, because that is 

a way of getting instant expert advice. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I have a sense, and I think this goes 

with the grain of the questions at the confirmation hearing about how you structure and get advice.  I 

am still thinking that through.  There is no doubt we need something.  I do not want to give you how we 



 

 

are going to do that but we do need to do something like that.  What I do not want to do is create 

something that is just an opportunity for us to all talk and chat, it has to be something that is going be 

helpful and be action orientated, be linked potentially to the consultation.  You know, not necessarily be 

a standing committee forever.  But I think that is good advice and I am still thinking it through so give 

me just a little bit more time. 

 

Jenny Jones (Deputy Chair):  Perhaps have a Victim Support member on the board so that you can go 

directly ... I think it is not enough to ask the experts, you have to ask individuals themselves. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I agree.  I think consultation cannot 

just be through intermediaries, you are going to have to go to people who ... but I think getting the 

consultation right, which is your first point, is going to be something that needs to be thought through 

and very comprehensive, and we are obviously going to lean on organisations that are experts in the 

area. 

 

Javed Khan (Chief Executive, Victim Support):  If I may, just on that, I think this is going to be 

really difficult, not just here but for Police and Crime Commissioners (PCCs) across the whole of the 

country because the very nature of victimisation leads to victims not having a voice because they are 

traumatised individuals to whatever degree. So they do not exercise their voice, they do not speak up, 

they do not campaign in the way that other folk in society might and are loud and proud with their 

issues.  I think it is going to be really difficult for PCCs to get underneath the surface.  I am glad you 

think that an organisation like Victim Support can help, I think we can and the offer is there.  There are 

other organisations as well.  Intermediary organisations are the way to do it because I think it is easier to 

tick the box and say that you consulted with victims, focus groups and whatnot but it is not just 

consultation that is required, the action to follow it up is what we are going to be watching very 

carefully. 

 

Jenny Jones (Deputy Chair):  I think on the Police and Crime Plan it is going to be even more difficult 

to actually speak to victims, of course it is, rather than just talking about their individual crime. They 

have to read the plan and understand it, very tough. 

 

Steve O’Connell (AM):  Stephen this is going to be for you talking about the Safer Neighbourhood 

Boards, Deputy Mayor, but I have just had an unusually piece of clear thinking, really for you, Steve 

Ashley.  CPS’s role in this; we talked about the Metropolitan Police Service and it is within their 

empowerment to give feedback, etc, but the victims of crime will be interested to know the areas that 

relate to the CPS.  Are we confident that the CPS will join in this brave new world of keeping our people 

up to date, because they could let the process down?  Just a quick answer on that one.  What are your 

thoughts around that? 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  Yes, 

they could let the whole process down.  The fact of the matter is that the further victims get into the 

criminal justice process the less satisfied they become.  The difficulty is that the CPS have far less 

control, I suppose, over victim satisfaction by the time they are engaged but we have done joint 

inspection with the Crown Prosecution Service Inspectorate (CPSI) and the CPS equally are trying to 

improve how they deal with victims nationally.  But you are right in that it does have a massive influence 

which unfortunately the police take the brunt of. 



 

 

 

Steve O’Connell (AM):  Because this may affect Stephen’s ratings of course. 

 

Joanne McCarthy (Chair):  Can I just ask, sorry, to follow on, Steve.  Is it also correct that the CPS and 

the courts are judged on how they deal with offenders and not how they deal with victims as well. 

 

Steve Ashley (Chief Superintendent, Chief of Staff for Joint Agency Inspection, HMIC):  That is 

correct. 

 

Stephen Kavanagh (Deputy Assistant Commissioner, Metropolitan Police Service):  It is very, 

Chair, as you highlighted there.  It is not just about the CPS, this is about the courts process as well. One 

of the things we have been looking at is how we work more closely and aline ourselves.  You have to 

stop delaying justice which the Minister of Justice (MOJ) are dealing with currently.  We have had 

meetings with them because there is a commitment across the criminal justice system to try and address 

this more effectively and we have now tried to build within our systems that we keep people updated 

from the moment they report through to the end of the criminal justice system.  Again, there has been 

an inclination towards up until the point of charge and then the core process gets forgotten for victims. 

 

Steve McConnell (AM):  Stephen, one for you, if I may.  Thank you, Nick, sorry to interrupt you.  The 

Mayor’s manifesto commitment about the Safer Neighbourhood Boards which we are all very excited 

about, want to learn more about, part of their remit was to monitor complaints and look into customer 

satisfaction.  Probably that is correct.  Stephen, what are your thoughts on how we are going to deliver 

that, or is it too early for you? 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  All I can say is that I know that most 

of London is in the process of setting them up and my borough is an outlier because they are trying a 

different approach to the standard Safer Neighbourhood.  I am just trying to get my head around it at 

the moment, Steve.  I think it is very, very important we have a way of building a network right across 

London that gets a handle on these things and allows us to approach things in a particular way.  

Hammersmith and Fulham seems to be going on an issue led approach at a ward level.  We have a lot of 

burglaries in a particular ward near where I live in Munster and they are trying to use it almost by inquiry.  

A bit like this, focused on victim support rather than a generic meeting about a purpose.  I am not sure 

that is going to work but that is what they are trying out.  I think I just need to get my head around it.  I 

think it is very, very important that we get that right and we hear those voices right across London.  But 

it may be that boroughs have a different approach under the umbrella of a Safer Neighbourhood Board 

for how they do that. 

 

Steve O’Connell (AM):  Concerning my point on that, Chair, is interestingly your approach may be to 

see what works for each borough, not necessarily a blanket directive that this is how it -- 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Well, I do not want to order them 

and that is exactly right.  It should be -- 

 

Joanne McCarthy (Chair):  I think we are at cross purposes here because I think you are talking about 

crime and disorder boards not the Safer Neighbourhood Boards that -- 

 



 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Are they different? 

 

Joanne McCarthy (Chair):  Yes. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Sorry, Chair.  It shows you that I am 

still very much --  

 

Joanne McCarthy (Chair):  It is the Mayor’s manifesto. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  There are too many boards. 

 

Steve O’Connell (AM):  That may be my fault, but the Safer Neighbourhood Boards are the amalgam 

of the custody visitors, independent advisory groups (IAG), ward panels and the Mayor’s manifesto 

commitment was to bring them altogether in a new piece of work, which is something I have some 

concerns about but we will have further debates around that.  But one of the remits for this residents 

group that at the moment is dispirit, one of their responsibilities was to be a champion for complainants 

and to keep a tag on complaints.  That is the particular board we are talking about. 

 

Catherine Crawford (Chief Executive, Mayor’s Office for Policing and Crime):  I think it is fair to 

say we have done some preliminary thinking at officer level.  This is day 3½ and we have not had a 

chance to put the proposals to the Deputy Mayor but we are very alive to the fact that whatever is 

created as an amalgam and whatever is dissolved in order to make that amalgam we will have to consult 

on.  We have committed to the budget to keep things ticking over for the time being while that is 

finalised and the whole business of dip sampling complaints and involving victims will be very much part 

of the final picture.  But the Deputy Mayor has not had an opportunity to look at the detail of that yet. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  We are openly saying I am unbriefed 

but what would be helpful is what is your key concern at the moment? 

 

Joanne McCarthy (Chair):  We have several. 

 

Steve O’Connell (AM):  This is probably for another day because it is around for example the fact -- 

 

Joanne McCarthy (Chair):  I think we are going to have a debate on this in future and we will have to 

call you back. 

 

Steve O’Connell (AM):  Okay.  There are some less than successful and successful examples of 

engagement out there and the worry is there will be various babies thrown out with various bath water, 

but we will pursue this another day, Chair. 

 

Jenny Jones (Deputy Chair):  These Safer Neighbourhood Boards are combining a lot of different 

roles, Mr Deputy Mayor, and the victim aspect is still important but, of course, when you break things 

down into 32, the number of victims in each borough will be much fewer, it will be more difficult for 

them to make their voices heard, whether they are young people, whether they are disabled, whatever.  I 

am going to urge you to create some sort of mechanism that will hear these voices, even though they 

are -- 



 

 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I think that is a challenge.  I think I 

said that MOPAC is obviously -- you are the accountable body, you are holding us to account but 

equally we are trying to hold the Metropolitan Police Service to account and we are doing this on behalf 

of London, and therefore we need to find the mechanisms where these voices can be heard.  I 

completely agree with you, that a job of work that clearly on day 3½ I have not resolved, but I accept 

the challenge and we will do our best to work with you to get that right. 

 

Jenny Jones (Deputy Chair):  I am just trying to make the point that as you break down into smaller 

little unit it is smaller numbers and so harder and harder to reach them. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Yes.  I know breaking down you get 

smaller numbers but I am interested that there is the difference across the 32 boroughs where Sutton is 

outlier at one end and it is Hackney and Enfield at the other end.  When you look at satisfaction, I think 

that does start to throw up some questions about why that might be.  If you look at the spread at any 

moment, there is basically almost like a granite middle where everyone is broadly the same but there are 

some clear outliers at both extremes and that, in and of itself, I think needs further investigation and 

understanding.  But I take your point, the further you break things down you are talking about fewer 

numbers, are you not? 

 

Joanne McCarthy (Chair):  Navin, is your question on victims? 

 

Navin Shah (AM):  No, it was about Safer Neighbourhood Boards. 

 

Joanne McCarthy (Chair):  Can we return to that one? 

 

Navin Shah (AM):  No, just to offer a bit more clarification because the Mayor’s commitment to these 

Safer Neighbourhood Boards is very, very wide-ranging in terms of what they will do.  For example, it 

says it will establish local policing priorities, undertake the role of independent custody visitors, etc -- 

 

Joanne McCarthy (Chair):  Navin, we are going to have a session on the Safer Neighbourhood Boards 

but we have to focus on victims today. 

 

Navin Shah (AM):  Yes.  The question is, how, in addition to all of this, it will also manage to look at 

the monitoring aspects of victims?  That is what it says, that is what the concern is. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I think you will have to leave a 

considered answer for another day.  I think we have openly said that I have not been briefed even on 

what the initial thinking is from officials within MOPAC.  Clearly this is not something that is going to be 

easy to get right and I think I would prefer to talk to all of you and get an understanding of what we can 

take from what has been out there in the past and take that forward into the future, and also address 

some of the things that have not worked.  I think it is a job of work to do at the moment. 

 

Clearly the intention from the Mayor is to have a board, if you like, at every single level of every single 

borough that can reflect and provide what is needed, including victim support but also the intelligence 



 

 

that you are talking about and reporting mechanisms and that connection with the citizen with what is 

going on. 

 

Joanne McCarthy (Chair):  I think we are going to have to return to this when we have a few firmer 

plans. 

 

Jenny Jones (Deputy Chair):  But you can do exactly what we tell you and then you will be fine. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I am always open to instructions, 

Jenny. 

 

Fiona Twycross (AM):  My question relates to some of the gaps in provision that are identified in the 

report by Victim Support and it is a question for MOPAC really, which is that it highlights a number of 

gaps and inconsistencies in the provision of services for victims.  If you are granted powers to 

commission victim care services, do you agree that it would be an important first step to undertake a 

London-wide assessment of the provision of victim care services as a report from Victim Support 

recommends?  A question for you, Stephen, or for Catherine. 

 

Catherine Crawford (Chief Executive, Mayor’s Office for Policing and Crime):  The 

commissioning responsibilities that the new legislation introduces are clearly going to be extremely 

important. That is going to be a high priority to make certain that we get that right and we properly 

involve a full range of third sector partners and take through a properly controlled process.  It is new 

territory for police authorities as was, it will be new territory for Police and Crime Commissioners and for 

MOPAC in that context.  I am expecting to see guidance come forward from government on that but it is 

not a responsibility we are going to want to shirk. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  That is the key difference between 

the past and the present and future, if you like, that we have a budget of about £16 million, I think, but 

it is about £35 million with the commissioning budgets.  Having the capability of commissioning services 

with third sector, with other organisations, is a very important duty and one to get right.  It is absolutely 

core to the mission of MOPAC.  Some experience where I, as a councillor, have obviously commissioned 

lots of services, you get used to that but what I would say is I am not convinced it all should be 

commissioned services.  I think we need to look at personalisation, the ability for victims themselves 

clearly to direct some of that as well so there can be self-directed support, if you like.  I think we have to 

be quite creative in how we think because otherwise you get into the realm of take it or leave it 

commission services.  But that is a job of work, it is absolutely critical. 

 

Fiona Twycross (AM):  It was particularly around the assessment of where the gaps are, I think the 

question may be in the report, so it was looking at whether that would be something that you would see 

as a priority? 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Yes, absolutely. 

 

Fiona Twycross (AM):  Okay.  Then just leading on from that, some of the gaps identified by Victim 

Support relate to some services that would be of particular benefit to people who have suffered 

particularly sensitive crimes, for example hate crimes. I would just be interested to know how you think 



 

 

you would be using your proposed commissioning powers to enable all victims to have good access to, 

for example, third party reporting and support services that may enable them to come forward and report 

crimes that they might not otherwise. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  In reading the papers for this 

Committee meeting I recognised that third party reporting is very, very important and that is something 

we want to progress.  There has been a pretty good record of improving detection rates when there has 

been access for certain types of crimes to third party reporting mechanisms. I think that is clearly very 

much at the heart of what we will be looking to continue to build on. 

 

Joanne McCarthy (Chair):  Can I ask, with commissioning, and you will be used to this as council 

leader, often the criticism for the voluntary sector is a one or two year window where funding is no good 

at all and actually we need something more in the lines of four or five years.  Is that something that you 

will be taking on board? 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I think that is right.  Typically when 

we commissioned -- and we had quite a large voluntary sector grants pot within Hammersmith and 

Fulham and then we also had a small pot, which you call the small grants funding pot which really was 

for smaller organisations who find the whole bureaucracy of drawing down cash just too great and you 

wanted to create a simple form. I would want to investigate whether that is appropriate here because I 

would be very worried - as much as I want you, Javed, to go back a wealthy man to Victim Support and 

the refuge - there will be other providers out there that clearly need to have the ability to be able to 

access the services potentially that can help victims if that is appropriate.  I just do not know.  I would 

have to find out. 

 

The other real issue, apart from longevity, it would be once every four years typically, not twice.  Subject 

to performance would be the point.  I do think we cannot just hand out money to organisations and not 

see results.  I think the monitoring of performance and ensuring that people are delivering what it says 

on the tin, delivering on their contracts, is absolutely critical.  That is almost as important as giving 

people the breathing room that they have, the cash flow, they also have to deliver.  There may even be 

an element which is payment by results. 

 

Joanne McCarthy (Chair):  I think in other spheres we have come across issues where we have been 

told, for example from the voluntary sector, that often actually it is those schemes that are very 

community-based, very grass roots that necessarily do not have their ability to fill in complex forms or 

even to fill in complex monitoring forms as well that may have the best ideas, but at times, because we 

are guarded with taxpayers’ money, we are very reluctant to give out and there is quite a conflict there. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  Yes, you have answered the 

question.  Clearly I understand all of that, that is why we approached it with a two-tiered approach 

between small grants where you could have some innovation but ultimately when it comes to taxpayers’ 

cash you do need to make sure that you are getting what you are paying for effectively.  That is our 

public duty to ensure that happens, I am afraid. 

 

Joanne McCarthy (Chair):  Javed, can I just ask for your comments, particularly on the length of 

funding and some of the commissioning arguments that have been made so far. 



 

 

 

Javed Khan (Chief Executive, Victim Support):  Yes, in terms of length I think you are absolutely 

right, there is an issue because short-term thinking will lead to worse service and ultimately lower 

satisfaction, I believe.  So longer-term should be the view in any kinds of commissioning.  In terms of the 

commissioning approach in general, I think there is a role for Police and Crime Commissioners in 

commissioning some aspects of local provision, particularly specialist bespoke services.  In a city the size 

of London it could be particularly sub-regional aspects of services in a particular borough, for example, 

that are most appropriate based on needs analysis.  Victim Support are on the record nationally to say 

that there needs to be a minimum entitlement for all victims wherever they are in this country and that 

should not be commissioned locally by any one PCC. With great respect to Stephen, anything he is going 

to do, I am sure he is going to do it well for the right reasons, but core entitlement should be a minimum 

entitlement for all victims wherever they live.  Remember, where they live is not necessarily where they 

are victimised.  Victims move, they travel.  There could be a person coming to London, for example, on a 

day out to visit the Tower of London who gets mugged on the street and gets a particular level of service 

here but they actually live in Cornwall and when they go back to Cornwall there is no service there 

because that local PCC has decided not to fund services that support that victim, and vice versa could 

happen too. 

 

I think it would potentially create a dog’s breakfast and run the risk of dismantling what is world renown 

in terms of victim services in this country.  We are the gold standard, not just this organisation but this 

country’s approach to victim support services is the gold standard and that is the language people across 

the world use.  I would love to work with MOPAC and make sure that we do not damage and throw out 

the babies with the bath water with a new approach to commissioning that does not build on the 

strengths of what already exists.  I think there is a role, I think it is absolutely right, that PCCs have an 

overview of this and do commission particular services but the minimum entitlement can only work 

consistently if it is done to a national consistent standard. 

 

Jennette Arnold (AM):  It was linked to the questions and it was to Stephen of MOPAC, that is, we 

have not spent any time talking about them but it is witnesses, because in the documentation that we 

see it is about victims and witnesses but we have not spent any time at all picking up their issues today. I 

would just like to put on record that the only organisation that actually does support witnesses, I know 

from my own experience of being a witness, is Victim Support.  I just hope you are not blind to that in 

your thinking and planning around commissioning of services. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I am unencumbered by prejudice, so 

I do not have a back story. Frankly I only heard about Victim Support because of your meeting today 

because I am learning the turf, if you like, reading the papers and that is helpful because I am 

approaching this issue with fresh eyes.  I do understand commissioning, I understand how you might 

approach this, I understand how to do all of that but this is an area where I do not come in with any bias 

or prejudice. 

 

Jennette Arnold (AM):  Witnesses are so important. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  I completely agree with you, yes.  I 

think you normally need witnesses, do you not, to solve crimes. 

 



 

 

Jennette Arnold (AM):  Absolutely, but their treatment is pretty poor. 

 

Stephen Greenhalgh (Deputy Mayor for Policing and Crime):  That is regrettable because that 

clearly might also be one of the factors, not the only factor, on why we see disappointing sanction 

detection rates because we do need witnesses to come forward and who feel comfortable to come 

forward and explain what they have seen, not feel intimidated but also feel that their confidences will be 

respected and they can do that in a safe way. 

 

Jennette Arnold (AM):  Thank you. 

 

Joanne McCarthy (Chair):  Can I just ask, do any Members have any further questions that we have 

not covered?  No?  Can I just thank the members we have here today.  Thank you so much for coming.  

As I said at the start, this is the start of our investigation into victim support, we will be making 

recommendations to the MOPAC and the Metropolitan Police Service in due course but what we also 

want to do is to get out and actually talk to some organisations and victims of crime themselves.  So we 

will be conducting that work over the next couple of months and we will then bring back the finality of 

that work here, but thank you very much.  Members, we have dealt with all of our other business earlier 

so I am going to formally close the meeting.  Thank you. 

 


