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APPENDIX A 
 

User Satisfaction Survey - briefing note on community representation 
 
 
Strategic context 
 
The Commissioner has set four strategic outcomes for the MPS Total Victim Care 
Strategy 2012-16: 
 
1. Victim care is central to MPS activity and culture 
2. The MPS achieves the highest level of victim satisfaction in UK policing 
3. Satisfaction of victims is consistent across London 
4. Satisfaction of victims is consistent across communities 
 
The Total Victim Care strategy is informed by the direct feedback from victims of crime 
in London. In order to achieve the strategic outcomes, the MPS needs to capture the 
feedback from as representative a sample of London’s communities as possible. 
 
 
The User Satisfaction Survey 
 
The User Satisfaction Survey (USS) is a feedback tool used by the MPS on a rolling 
basis, gathering the views of victims from a specific subset of volume offences. The 
results of the survey are the primary means of assessing the success of the Total Victim 
Care strategy.  
 
Each year, the MPS surveys 18,000 victims of crime, making the USS the largest 
survey of its kind in the UK. Victims of violence, burglary, vehicle crime, racially 
motivated crime, and road traffic collisions are surveyed. The survey is mandated by the 
Home Office and victims are contacted between 6-12 weeks after the crime or collision. 
 
The USS has taken the form of a telephone interview since financial year (FY) 2004-05. 
The MPS commissions a market research company to conduct the fieldwork on its 
behalf. Market Research UK (MRUK) was awarded the contract for the USS until 
Quarter 3 2010-11. MRUK were then unable to fulfil their obligations and the MPS was 
forced to change provider to Opinion Research Services (ORS). ORS will be 
responsible for data collection for the USS until at least the end of FY 12-13. 
 
The MPS has always tried to ensure that the captured sample for the USS is as 
representative as possible. Since the start of telephone surveying the MPS has 
monitored the demographic characteristics of the respondents so that this can be 
compared to the victim population of USS crimes. As such, a key aspect of the contract 
tendering process in 2010-11 was the requirement for the new market research 
company to gather the views of traditionally hard to read groups, particularly non-
English speaker and BME victims. The graph below shows how the sample has 
changed over the course of time: 
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Ethnic breakdown of USS respondents
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As can be seen from the graph, the MPS has succeeded in consistently increasing the 
proportion of surveys that are of BME victims.  A profile of the most recent reporting 
period (Quarter 4 2011-12) shows that ORS achieved a 59:41 split in terms of 
interviewing white and BME victims. This compares favourably to the 61:39 split for 
victims within USS crime groups as a whole, and with the 70:30 split for the final quarter 
of data collection by MRUK. The proportion of “White Other” interviews has also 
increase under ORS. The increase in BME and White Other interviews can be attributed 
partly to an increased number of foreign language interviews. Since awarding the 
contract to ORS, the MPS has increased the number of surveys of foreign language 
victims from an average of 30 per month, to 80 per month. This has been driven by 
more robust sampling, and an increased budget for these calls from the MPS Diversity 
Directorate. Data indicates that whilst BME groups want the same high standard of 
service as White victims, cultural and language barriers can make it more difficult to 
provide a satisfactory service. Therefore a higher proportion of BME victims present 
within the sample is likely to lower the satisfaction with overall service score. 
 
Applying the learning 
 
The survey team in the Department for Strategy, Performance and Planning provide 
quarterly analyses of survey data. Detailed analysis of feedback from BME victims is 
undertaken on a quarterly basis and is used to inform the Total Victim Care action 
plans. For example, the TP Total Victim Care action plan highlights those activities that 
are expected to have a positive impact on BME satisfaction levels and therefore help to 
reduce the gap between white and BME satisfaction. The white-BME satisfaction gap is 
a KPI for the MPS during 2012-13. 
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