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Purpose Overview of Force Performance

Author
Performance Team, 

Strategy, Planning and Insight

Owner DCC A. Murray

Purpose

The purpose of this product is to provide a quarterly update to 

current and emerging performance issues relating to West Mercia.

Handling Instructions:

This document must be handled and stored according to the 

Government Security Classifications guidance. 

Neither the document nor any of its contents may be disseminated 

further without the permission of the Information Asset Owner.
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• Year To Date runs to last day of the previous month.

• Forces are ordered lowest to highest crimes per 1000 population - left to right.

Force KPIs - Key Crimes
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3Key crimes - OC1-8 (minus 5) – Action Taken

Disposal dates can be added retrospectively, therefore previous months data 

will be refreshed and will most likely differ from previous reports. 

• * National methodology used. This incorporates burglary of a shed or other out building not connected to the main property in to Residential 

Burglary instead of Business & Community Burglary inline with national reporting practises. 

• MSG analysis for Action Taken is currently under development therefore OC1&1A is shown above. Forces are ordered best to worse - left to right.

• Outcome rates have been calculated using LPA Geography not OIC Command. 

• Action Taken = Charge/Summons, Caution, Taken Into Consideration, Penalty Notice for Disorder, Cannabis Warning, Community Resolution. 

MSG Analysis Methodology

iquanta – A ratio is calculated by taking the outcome volumes 

divided by crimes recorded in the given time period. 

ForceSight – This uses an outcomes average and doesn’t take 

into account crime volumes.

PEEL Spotlight Report – West Mercia is in line with the national proportion rate (2022/2023) for ‘Offences Brought 

to Justice’ at 11%. However there has been a dramatic decrease for this grouping since 2015 nationally. 

Please note ‘Offences Brought to Justice’ includes OC5 – Offender has died, OC9 – Prosecution Not In the Public 

Interest (CPS) and OC22 – Diversionary, educational or intervention activity, in addition to ‘Action Taken’. 
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HMICFRS

27 Sept 2019

Legitimacy – Requires Improvement

88%Target:

= change 

since end 

Qtr. 2

4

1. Delivering a high quality, consistent service to the public

1.2 Creating public confidence

4

Confidence (Strongly Agree or Tend to Agree) West Mercia data presented uses SMSR 

Perception Survey (rolling 12-months unless otherwise 

stated)

Trend Data

83%

84%

81%

81% 83%
Rolling 12 

months (Mar 23) 

82%
Confident

(Previous 

Quarter (Q3): 

83%)

1% 82%
Confident

(Previous 

rolling period 

(Q3): 83%)

= change since end Qtr. 3

*

Discrete 

Quarter (Q4) 

Public Confidence Headlines

- As at end March 23, with a figure of 82%, the force remains significantly below the target of 88%, while confidence has decreased slightly since last quarter 

(from 83%) (this decrease is not statistically significant).

- From the period ending March 2021, there remains a statistically significant decline in public confidence – decreasing from 86%.

- From the period ending June 2021, there has been a 

statistically significant decline in all drivers.

- The decline is most marked with the drivers: ‘police can 

be relied upon to be there when you need them’ and ‘police 

have a good reputation amongst local people’ – both 

falling by 8%.

- The drivers have remained unchanged since last 

quarter, with exception of [police] ‘take people’s concerns 

seriously’, which has increased slightly (although this 

increase is not statistically significant).

Public Confidence: Drivers

82%

Female

83%

Male

Age

Disability

Vs
Without a 

disability

78% 83%

75%
B-ME

Vs 83%
White-

British

Ethnicity
Demographics

Gender

Vs

Acorn Type

57%

Acorn Type 59

Deprived areas and high-

rise flats

1%

The Crime Survey England & Wales survey was 

suspended for an extended period from March 20 

due to Covid; whilst surveying has now resumed, 

at the time of writing, force-level data remains 

unavailable. 

+1%

= change 

since end 

Qtr. 3
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5

59%

71%

78%

78%

82%

Last month’s 
attended %

71%

82%

80%

78%

83%

Last month’s 
attended %

Key Points

• 74% of Grade 1 incidents were attended within 20 minutes. This is 16 

percentage points below the target and is a decrease of 3 percentage 

points compared to the previous month.

• 79% of Grade 2 incidents were attended within 2 hours. This is a 

decrease of 2 percent points compared to the previous month.

What does this mean?

• Grade 2 ‘Dispatch time’ has remained similar to the previous month, 

recording the third lowest time since recording began in March 2022.

• ‘Officer Time’ made up the highest proportion of Grade 2 incident 

response time for the third time since recording began in March 

2022.

• It is almost certain that the decrease in Grade 2 incidents high

‘dispatch time’ is driven by the training and grading changes made 

on 03 April 2023. This is an improvement.

Target:

• Grade 1 - 90% attendance within target of 20 mins.

• Grade 2 - Reduction in dispatch time. 

Target has been 

reviewed and agreed 

by the subject lead in 

June 2022.

West Mercia Attended with target %
Grade 2 - Target 2 hours

West Mercia Attended within target %
Grade 1 - Target 20 minutes

2. Public Contact and Call Handling - Emergency Response Times by Grade

90%

Jun-23 13 mins

Grade 1

Median Time

Jun-23 35 mins

Grade 2

Median Time

Due to SAAB being unable to back record convert data, analysis and insight is only available from March 2022 onwards.
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2. Public Contact and Call Handling

999 Performance – Internal Data

Key points

• In June 2023 the OCC observed a 10.3% increase in 999 call demand compared to May 2023 and a 37.5% increase compared to June last 

year.

• 21,372 calls received; the highest level ever recorded by the force in one month. This was driven by national issues with Android phones

causing accidental dials, a Knife Incident at Telford Train Station on 14 June, a Staffordshire 999 fault on 16 June and national 999 outage

on the 25 June.

• 76% of 999 calls were answered within 10 seconds – a decrease of 10 percentage points against performance in the previous month and 

substantially below the target.

• 20 calls were passed onto buddy forces – 8 more than the previous month. Note that Buddy call data has a one month lag.

• Capacity of the OCC call handlers was exceeded throughout last month. PSL was continually reviewed and contingencies put in place.

• There remains a concern that a technical fault is negatively impacting performance and remains under investigation by Digital Services.

Target:

999 calls:

90% 

answered 

within 10 

seconds

Last reviewed 

by subject 

lead April 

2023
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2. Public Contact and Call Handling

101 Median Wait Time

Key points

• June 2023 median wait time was 2 minute 57 seconds, a 45 second increase on the previous month.

• It is highly probable that this is driven by the increased demand for 999 and 101 calls and the decrease in call handler resource as 999 calls will take precedence.

Data relates to answered and abandoned calls.
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8
2. Public Contact and Call Handling

101 Answered by Interval

Key points

• 38% of 101 calls were answered in 30 seconds or less last 

month. This is a decrease of 6 percentage points 

compared to previous month.

• 30% of 101 calls were answered in within 5 minutes. This 

was a decrease of 7 percentage points compared to the 

previous month.

• 30% of 101 calls were answered in over 7 minutes. This 

was an increase of 7 percentage points compared to the 

previous month.

• 101 demand increased by 5.5% compared to the previous 

month and by 8.3% compared to June 2022.

• Decreases in performance are driven by the substantially 

high number of 999 calls leading to exceeding the 

capacity of OCC call handlers.

Data relates to answered calls.

June 2023 Breakdown

Within 30 sec 38% Within 4 min 30 sec 61%

Within 1 min 42% Within 5 min 63%

Within 1 min 30 sec 46% Within 5 min 30 sec 65%

Within 2 min 49% Within 6 min 67%

Within 2 min 30 sec 52% Within 6 min 30 sec 69%

Within 3 min 55% Within 7 min 70%

Within 3 min 30 sec 57% Above 7 min 30%

Within 4 min 59%

Target:

101 calls: 60% answered within 30 seconds

Last reviewed by subject lead April 2023
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Reduction on 

2022/2023 

volumes.

Target:

Last reviewed 

by subject lead 

April 2023.

9

3. Road Safety – Killed and Seriously Injured

KSI reporting a month behind going forward due to delay between collisions 

and data being available. 

Key Points

• KSI casualties have increased 44% (12) from the previous 

month however are within the upper and lower

thresholds.

• KSI collisions have increased 60% (12) from last month 

however are within the upper and lower threshold.

• YTM 2023/2024 Fatal Casualties have increased by 38% 

(3) compared to YTM 2022/2023.

• YTM 2023/2024 Serious Casualties have decreased by 

30% (24) compared to YTM 2022/2023.

• YTM 2023/2024 45% (5) of fatalities are motorcyclists.

What does this mean?
• 28% (9) of collisions involved a motorcyclist, of which 4 occurred in Shropshire 

and 2 in North Worcestershire and Herefordshire in the previous month.

• The Department for Transport’s latest report in March 2023 on road usage shows 

that, generally, national road usage is in line with pre Covid-19 levels.

• Therefore it is probable that the increase in fuel costs are continuing to not 

impact on road usage.

500CC Motorcycle 

Casualties

YTM 

2022/23

YTM 

2023/24
% Change

Fatal Casualties 2 3 50%

Serious Casualties 9 6 -33%

500CC Motorcycle 

Collisions

YTM 

2022/23

YTM 

2023/24
% Change

Fatal Collisions 2 3 50%

Serious Collisions 9 6 -33%
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5. Crime and Detections

Total recorded crime – West Mercia

Key Points

• Volumes of Theft from Person and Shoplifting have exceeded the upper threshold. 

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold
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5. Crime and Detections - Total recorded crime – South Worcestershire

Key Points

• Volumes of Shoplifting have exceeded the upper threshold.

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold
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5. Crime and Detections - Total recorded crime – North Worcestershire

Key Points

• Volumes of Violence with Injury, Theft from Person, Shoplifting and Serious Violence have exceeded the upper threshold.

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold
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5. Crime and Detections - Total recorded crime – Herefordshire

Key Points

• Volumes of Bicycle Theft offences have met the upper threshold.

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold
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5. Crime and Detections - Total recorded crime – Shropshire

Key Points

• Volumes of Residential Burglary and Shoplifting have exceeded the upper threshold.

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold



OFFICIAL
P

e
rf

o
rm

a
n

c
e
 R

e
p

o
rt

 Q
1

 A
p

ri
l 

–
Ju

n
e
 2

0
2

3
/2

0
2

4
 
-

S
P

I/
2

0
2

3
/2

5
8

G
O

L
D

15

5. Crime and Detections - Total recorded crime – Telford & Wrekin

Key Points

• Residential Burglary, Theft from Person and Drug Offences have exceeded the upper threshold in June.

The upper and lower thresholds are derived by calculating 2 points of Standard Deviation from the mean. The mean is fixed for the year and is based on volumes recorded in 2022/2023. It is possible for the 
previous month to be coloured differently from the month in 2022/2023 even if volumes are similar. This is due to the upper and lower thresholds changing annually based on volumes in the previous year.

Upper Threshold 

Value

Lower 

Threshold value

Exceeds Upper 

Threshold

Exceeds Lower 

Threshold
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5 . Crime and Detection – National Policing Measures Data up to March 2023

MSG: 

Regional: 

National:    34th 

(out of 42)

Homicide

MSG : 

Regional: 

National:    33rd 

(out of 37)

• 43% (15) increase in the overall volume of NHS Sharps injury admissions in February 2023 against the 2019 baseline (35).

• 24% (27) increase in the number of police recorded crime involving a firearm against the 2019 baseline (112).

Serious Violence

MSG : 

Regional: 

National:    25th 

(out of 42)

• Second highest rate in the MSG.

• Mid table for percentage decrease at 26% compared to the baseline.

• West Mercia is not an outlier as the criteria in the Early Warning System (DCPP) has not been met.

Neighbourhood: 

Burglary 

(Residential) 

Regional: 

National:    17th 

(out of 42)

• 3% increase, compared to the MSG average of 10% decrease.

• West Mercia is not an outlier as the criteria in the Early Warning System (DCPP) has not been met.

Neighbourhood:

Robbery 

(Personal)

MSG 

: Regional: 

National:    9th

(out of 42)

• 36% decrease compared to MSG average of 28% decrease.

• West Mercia is not an outlier as the criteria in the Early Warning System (DCPP) has not been met.

Neighbourhood: 

Theft from 

Person

MSG : 

Baseline comparison: January 2019 to December 2019

• Homicide rates in West Mercia are 8th highest in the country as shown Force Comparisons (PRC) measuring rates of homicide on 2 

years up to April 2023, per year per million population.

• West Mercia is not an outlier as the criteria in the Early Warning System (DCPP) has not been met.

Homicide

Key priorities of the Beating Crime Plan: murder, serious violence, domestic abuse, neighbourhood crime 

and drug supply/county lines.

Target for Homicide and Serious Violence: Reduction in volume.

Target for Neighbourhood Crimes: Reflect or better than the National picture.

Regional: 

National:    13th 

(out of 42)

• 13% decrease in West Mercia, whilst the MSG average has decreased by 18%. West Mercia is not an outlier as the criteria in the

Early Warning System (DCPP) has not been met.

Neighbourhood:

Vehicle Crime

MSG = Most Similar Group

= West Mercia position

Lowest per 100,000 pop Highest per 100,000 pop

apart from Homicide/ Drug homicide which is per million pop.
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MSG: 

Regional: 

National:    16th 

(out of 42)

Homicide

- Reporting now reflects ‘completely’, ‘very’ or ‘fairly’ satisfied’ with the overall service received. 

Therefore, satisfaction targets will need to be reviewed in due course to reflect this change.

- All sample size targets were achieved in June 2023.

- From April 2023, due to reductions in target survey samples sizes (necessary as a result of 

reductions in staff numbers within SP&I’s Telephone Interviewing Team), it should be noted 

that only those results at force level are statistically valid; all data at LPA should be treated as 

being indicative only.

- There are no statistically significant changes in satisfaction over time for any of the crime 

types, either at force or LPA level.

Satisfaction in 

Victims

• Since the baseline (January 2019 – December 2019), there has been an average of 4.5 drug related homicides per year per 

million.

• It’s not possible to compare to MSG average.

Drug Homicides*

• Further police held proxy measures are being developed. 
Cyber Crime

5 . Crime and Detection – National Policing Measures Data up to March 2023

* Drug related homicides: homicides that have involved drug users or dealers or have been related to drugs in any way.

Measured in per year per million on Homicide factor over time (HI) on the DCPP.

Baseline comparison: January 2019 to December 2019

MSG = Most Similar Group

= West Mercia position

Lowest per 100,000 pop Highest per 100,000 pop

apart from Homicide/ Drug homicide which is per million pop.
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6. Domestic Abuse

Volume of DA Crimes / Crimed Incidents

Target:

Last reviewed 

by subject lead 

April 2023

Key Points

• Domestic Abuse Crimes and Crimed Incidents 

volumes have decreased by 1% (28) from the 

previous month.

What does this mean?

• North Worcestershire saw the only increase 8% (39), driven by an 

increases in Domestic Abuse Investigation 29% (41) and Stalking 51% 

(21).

• Herefordshire saw the largest decrease of 9% (25) last month, driven by 

decreases in Domestic Abuse Investigations, 16% (16) and Public Fear, 

Alarm and Distress 92% (11).

• 18% (372) of crimes relate to Stalking and Harassment, a decrease of 7% 

(28) from the previous month. Decreases were recorded in all LPAs except 

North Worcestershire.

5% increase 

on 

2022/2023
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19Force KPIs - Service Users – Satisfaction

Completely, Very and Fairly Satisfied

Green denotes above Target.

Note – this table shows Year to Date and therefore will differ from the rolling 

average in the LPA Satisfaction charts in section 9.

Further 

satisfaction data 

– pages 55 - 56

Change heading

Burglary Residential - Rolling 6 

month
Violent - Rolling 6 month Hate - Rolling 12 month DA - Rolling 12 month

Target 80% 70% 70% 80%

West Mercia 87% 73% 74% 78%

Last six months

South Worcestershire 86% 77% 63% 68%

Last six months

North Worcestershire 90% 74% 79% 82%

Last six months

Herefordshire 91% 77% 73% 80%

Last six months

Shropshire 81% 70% 73% 80%

Last six months

Telford & Wrekin 84% 67% 83% 82%

Last six months

Satisfaction - Year To Date (Apr 2023 - June 2023)
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209. Service Users - Satisfaction

* Change over reporting period shown is statistically significant

Targets:

Burglary – 80% 

Violent – 70%
Hate – 70% 

DA – 80%

Victims Completely / Very/ Fairly 

Satisfied (rolling 6 months)

All Charts: % Completely, Very or Fairly Satisfied
Rolling data (burglary and violent = 6 months rolling; hate crime = 12 months rolling; 

DA = building up to 12 months rolling).

West Mercia
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21* Change over reporting period shown is statistically significant

Targets:

Burglary – 80% 

Violent – 70%
Hate – 70% 

DA – 80%

9. Service Users - Satisfaction Victims Completely / Very/ Fairly 

Satisfied (rolling 6 months)

All Charts: % Completely, Very or Fairly Satisfied
Rolling data (burglary and violent = 6 months rolling; hate crime = 12 months rolling; 

DA = building up to 12 months rolling).
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22

Outcomes

Data based on Disposal Dates.

This can be added retrospectively, therefore previous months data will be refreshed and will most 

likely differ from previous reports. 

• * National methodology used. This incorporates burglary of a shed or other out building not connected to the main property in to Residential 

Burglary instead of Business & Community Burglary inline with national reporting practises. 

• MSG analysis for Action Taken is currently under development therefore OC1&1A is shown above. Forces are ordered best to worse - left to right.

• Outcome rates have been calculated using LPA Geography not OIC Command. 

MSG Analysis Methodology

iquanta – A ratio is calculated by taking the outcome volumes 

divided by crimes recorded in the given time period. 

ForceSight – This uses an outcomes average and doesn’t take 

into account crime volumes.
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Please forward any feedback in relation to this report to 

SPIPerformance@westmercia.pnn.police.uk

mailto:SPIPerformance@westmercia.pnn.police.uk

