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1.  Executive Summary 
 
The annual Public Consultation Survey was conducted during the period of June and 
July 2006.  In total, 6,370 surveys were distributed to members of the public. Of 
these, 3,000 were sent to Community Voice, and 370 to ‘hard to reach’ and other 
groups in order to better capture their views on policing services.  A further 3,000 
surveys were distributed as a random sample to the people of Cumbria.  2,043 
surveys were returned, a response rate of 32.1%. 
 
Due to the stratification of the sample returned, it was impossible to perform reliable 
statistical tests based on ethnicity. However, one of the actions in the Community 
Consultation Action Plan is to carry out consultation with the main minority 
communities in Cumbria and this separate consultation will begin in the second half of 
September. 
 
Section 4 of the report presents an analysis of the questions.  The data is presented 
at a Constabulary level but, where significant statistical differences exist, further 
analysis to Basic Command Unit level is included as the last page of this report.  
 
In summary, the survey highlighted:  
 

• Improvements in: 
 
1. Service Quality 
 
Replies received for 2006 show significant improvement in service quality across 
the range of questions asked, apart from follow-up action, which, although 
showing improvement, was not significantly higher than last year. Actions within 
the national Quality of Service Commitment Standard will address this area. 
 
2. Public Satisfaction 
 
People’s overall satisfaction with the service provided by the police went up, from 
an already high level (82%) last year to 87% in 2006. 
 
3. Knowing name of local officer 
 
The percentage of those who knew they had a local officer responsible for their 
area and who knew their name rose, from 21% in 2005 to 48% this year. This is 
encouraging, particularly as surveys were completed and returned before the 
circulation of the Local Policing Summaries.   As part of the themed consultation 
in October/November, there is the possibility to include an evaluation of the effect 
Local Summaries have had in this area.  
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• Areas of concern: 
 
1. BME response to the survey 
 
The BME response is not representative of the population.  In all, there were only 
9 surveys where respondents indicated they were from a BME group.  
Consultation Working Group has approved the translation of the annual survey 
into the 3 most common BME languages within the county (Chinese, Bengali and 
Polish) and these will be the subject of a specific, targeted consultation exercise 
to feed into the planning process. 
 
2. Visibility levels 
 
Public satisfaction with police officer visibility has significantly reduced.  The 
biggest single reduction has been in satisfaction with foot patrol; this has reduced 
from 50% to 27%.  Overall satisfaction has reduced from 58% in 2005 to 42.1% in 
2006. In addition, the question itself is specifically aimed at police officers, not 
PCSOs or other extended police family members. Therefore it is reasonable to 
assume that, had the question been framed in such a way as to reflect this, then 
the level of satisfaction may have been higher.  For 2007/8 this question will be 
revised to reflect the changes to policing over the past two years.    
 
A further consideration may be the timing of the survey, which was coincidental 
with a lot of media coverage regarding the amalgamation.  This may have caused 
respondents to voice their dissatisfaction with the amalgamation proposals in 
response to this question.   
 
3. Contact issues 
 
Satisfaction with ease of contact by telephone has reduced significantly, from 
86% in 2005 to 80.2% in 2006.   

 
This survey was completed before the Local Policing Summaries were distributed; 
therefore it is reasonable to assume that satisfaction levels would have increased, 
as the Local Summary sets out specifically the methods available to contact the 
Constabulary via the internet, emergency, non-emergency numbers, Local 
Policing Team inspectors and postal addresses for correspondence.  There is 
scope to include questions in the next Community Voice survey slot to evaluate 
contact issues again following the distribution of the Local Summaries.  
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2. Introduction 
 
The annual Public Consultation Survey was carried out during June and July 2006. 
 
The questions contained in the 2006/7 survey were agreed by the Police Authority 
Consultation Working Group. At the time of compiling the survey, however, the 
Constabulary was working closely with Lancashire Constabulary in view of the 
impending amalgamation. Accordingly, certain questions were framed with a view to 
allowing benchmarking; these make up the first section of the survey under the 
heading “Confidence and Feelings of Safety”. 
 
The aims of the questions were the same as last year. They were to: 
  

• find out what the public think of our services, so we can prioritise what to 
improve, and enable us to be genuinely citizen-focused 

 
• provide one set of questions which can be used in a range of consultation – to 

enable comparison and help develop our understanding 
 

• include no more than 20 questions, as indicated by best practice guidance 
 

• be as simple as possible, in plain language 
 

• seek to elicit genuine opinions, rather than encourage specific answers 
 

• allow users to make free text comments, to ensure they have the chance to tell 
us what they want, to gather post codes, or alternatively to ensure we can 
analyse at least at BCU level 

 
• encourage contributors to indicate clear priorities. 

 
 
This report is presented in four sections.  Section 1 is an executive summary of the 
findings, highlighting issues relevant for the Constabulary in determining the 
alignment of policing services to public needs and expectations.  Section 2 forms the 
introduction to the report.  Section 3 sets out the demographic make-up of the 
respondents of the survey and Section 4 is a deeper analysis of the results of the 
survey. 
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3. Demographics 
 
Age
 
The distribution this year was more ‘normal’ than previously, with greater 
representation in the lower age ranges. Those under 18 are largely as a result of a 
targeted distribution to young people in Barrow by Janet Lashmar. Numbers of replies 
in the bottom three age groups remain low (17, 25 and 76) but other work to contact 
young people is progressing through arrangements made with Connexions. 
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Gender
 
The male/female split was almost identical to last year, when the figures were 46% 
and 54% respectively. 
 
Marital Status
 
Feedback indicated that, in future, an additional category of ‘Widowed’ should be 
included. 
 

Marital Status

21%

69%

10%

Single
Married
Divorced
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Ethnicity
 
Here, the distribution mirrors that of last year. The replies received from BME 
communities are not statistically valid and targeted consultation in the top three 
minority languages is currently being arranged (as mentioned above). 
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Disability
 
Last year, the percentage of replies from disabled people was 19%. 
 
 Do you consider yourself to be disabled?

13%

87%

Yes
No

 
 
 
 
 
 
 
 
 
 
 
 
 
In assessing whether this year’s percentage is representative of Cumbria’s disabled 
population, the only information available is taken from the 2001 Census, which 
states that 6.4% of the working population in Cumbria aged 16 – 74 are permanently 
sick or disabled. 
There is no data available to show the total percentage of disabled people in the 
county (Source: Cumbria Disability Network); the sample is therefore valid in terms of 
the economically active disabled population. 
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4. Analysis 
 
Analysis of the feedback will be presented in the same sections as in the survey itself, 
where the questions fell under the following headings: 
 
o Confidence and Feelings of Safety – Questions 1 - 8 
o Getting in Touch with us – Questions 9 - 12 
o Service Quality – Questions 13 - 18 
o Neighbourhood Policing – Questions 19 - 24 
o The Respect Campaign – Questions 25 -26 
o The Police Authority – Question 27 

 
a) Confidence and Feelings of Safety 
 
This section comprises those questions that were intended to allow comparisons with 
Lancashire Constabulary. 
 

How confident are you in Cumbria Constabulary?
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Under the heading of ‘Confidence’, 84.5% of people were fairly or very confident in 
Cumbria Constabulary. A second question asked if anything had happened in the 
previous three months to either increase or reduce their confidence. For both 
‘increase’ and ‘reduce’, responses were almost identical across the board. 
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• Most people were unaffected either way 
• Of those affected, nearly half (over 5%) came about from something they had 
seen, read or heard in the media. Whilst there was a positive side to this, the fact 
that confidence had reduced by 5% may point to the need for the Constabulary to 
proactively manage the way news stories are handled. 

 
An analysis of the ’free text’ boxes shows that: 
 
• People were made to feel MORE confident because of: 
 

1. positive action taken by the police (123 out of 261 responses) 
2. the merger not going ahead (69/261) 
3. increased officer presence / police availability (22/261) 

These replies made up nearly 82% of the total. 
 
• People were made to feel LESS confident because of: 
 

1. action taken by the police (82 out of 345 replies) 
2. merger suggestions (69/345) 
3. vandalism / criminal damage (26/345) 

 
Note: 

a) the greater number (345) of replies/categories indicating decreased 
satisfaction; 

b) with decreased satisfaction, the top three categories made up only 51% of the 
total; the top six, 69% (a lower percentage than the top three which indicated 
increased satisfaction). 

 
Similar questions were asked regarding how safe people felt. 
 
Q: How safe do you feel in the following 
situations? 

Very 
safe 

 

Fairly safe Total 
% 

In own home during the day 70.2 28.6 98.8 
Out and about in neighbourhood during the 
day 59.8 37.2 97.0 

Out and about in nearest town centre during 
the day 42.8 50.1 92.9 

In own home at night 48.2 44.8 93.0 
Out and about in neighbourhood at night 21.8 50.0 71.8 
Out and about in nearest town centre at night 6.7 36.5 43.2 
 
Feelings of safety moved from very high percentages during the day to lower ones at 
night, in line with the progression from the safety of one’s home through their 
immediate neighbourhood towards town centres. 
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Has anything happened in the last three months to 

make you feel any more or less safe?
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When asked if anything had happened in the previous three months to make them 
feel more or less safe, the vast majority (89%) were unaffected.  
 
Of the remainder, most felt less safe (9.8%). From the 269 replies (spread over 27 
categories), the top three reasons (44.6%) for feeling unsafe were: 
 
1. Youths/groups (64); 
2. Violence (32) 
3. Drunken behaviour/drink-related (24) 
 
 
b) Getting in Touch with us 
 
This section aimed to examine people’s experiences of contacting the Constabulary. 
The findings could be summarised as follows: 
 
 
 

0%
20%

40%
60%
80%

100%

Do you know how to contact us ...

Unsure 3.5 17.9
No 2.6 10.2
Yes 94.0 71.9

In an emergency? For any other 
reason?
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• The survey indicates that 6% of people do not know how to contact us in an 
emergency. (The figure last year was 5%). Further analysis has been carried out to 
identify these, but the results do not point to any sector of the population or age 
group. There may, therefore, be a need to reinforce public awareness generally in 
this area. 
• The percentage of people who know how to make contact in a non-emergency 
has also gone down, by 5% (from 76.6% last year). 

 
 
Q: How easy is it for you to 
contact us in an emergency 

Very easy Fairly easy Total % 

By phone? 67.2 22.5 89.7 
In person? 10.5 32.7 43.2 
 
• Nearly 90% found it fairly or very easy to contact to contact us in an 
emergency (86% in 2005). Those contacting us in person reduced, from 51% last 
year to 43.2% this. 

 
 
Q: How easy is it for you to 
contact us in a non 
emergency 

Very easy Fairly easy Total % 

By phone? 47.3 32.9 80.2 
In person? 16.5 39.4 55.9 
In writing? 36.6 33.5 70.1 
On the internet? 14.1 17.1 31.2 
 
• In a non-emergency, there was a significant reduction in the numbers finding it 
easy to contact us by phone. (80.2% this year, 86% last). The number finding it easy 
to contact us in person rose, from 51% last year to 56%. 
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21.1

59.6

10.4
2.1

6.8

0.0

10.0

20.0

30.0

40.0

50.0

60.0

70.0

Very satisfied Fairly satisfied Fairly
dissatisfied

Very
dissatisfied

Don't know

Level

%

 
 
 
 
 
 
 
 
 
 
 
 
 
 
• Overall satisfaction with the ease of contact was 80.7%. (79% in 2005). 6.8% 
‘Don’t Knows’ perhaps reflects those who have had no need to make contact. 
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Which Method of Contact to Improve
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• When asked which method of contact needs to be improved, the results were 
very similar to last year; half wanted personal contact in neighbourhoods to improve, 
with nearly a quarter favouring contact by phone. 

 
 
c) Service Quality 
 
Questions 13 to 18 of the survey asked people how they had found our service. 

In the past year, have you been in contact with us
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• 70% of those replying to the survey had not been in touch with us. (62% in 
2005). 
• All the reasons for contacting us showed reductions: 

1. Victims   by 4% (from 14% in 2005) 
2. Witnesses   by 2.2% (from 8% in 2005) 
3. Other reasons by 1.3% (from 16% in 2005) 

 
 
• For those who had made contact, all stages of the contact process recorded 
sizeable increases in satisfaction from last year except for follow-up action (itself up 
2.4%, from 51% in 2005). 
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When you were in contact with us, how satisfied 
were you with

41.7 32.8 24.5 33.3 36.9
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 First contact Actions taken Follow-up Way treated Overall 
service 

2005 79% 67% 51% 78% 69% 
2006 90.6% 72.1% 53.4% 86.9% 74.9% 
 
• ‘Free text’ replies showed that feedback/follow-up action was the most 
important aspect to improve (26.7%), followed by increased officer 
presence/availability (10.6%) and action taken by the police (10.1%). 
The next three categories were: satisfaction with service (8.7%), initial contact/advice 
(5.3%) and local beat police/stations/knowledge (4.6%). 
 
 
Q: Which of the following services that we provide are 
most important to you? 

Very or fairly 
important (%) 

1 Catching criminals and bringing them to justice 99.8 
2 Protecting children and vulnerable people from abuse 98.8 
3 Patrolling the streets 97.6 
4 Working in partnership with communities, local 

councils and other agencies to solve problems that 
cause crime 

95.0 

5 Ensuring your neighbourhood feels safe through 
partnership working with communities, local councils 
and other agencies 

94.9 

6 Maintaining order when there are a large number of 
people in the street 

94.3 

7 Helping and protecting the public when there are 
emergencies such as flooding 

91.5 

8 Improving road safety 90.8 
9 Providing information and advice to members of the 

public 
84.1 

10 Preventing terrorist attacks 81.3 
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• People were asked which of the services we provide were most important.  
They are ranked in order of importance. The top three are:  
 
1. catching criminals;  
2.  protecting children and vulnerable people;  
3.  patrolling the streets. 
 
Note, however, the relative position of ‘Preventing Terrorist Attacks’ at number 10, 
below ‘Improving Road Safety’ and ‘Providing Information’. 
 
• Within the ‘free text’ boxes, other areas people considered important were: 
 

1. Roads policing/driving offences  (35/215 – 16.3%) 
2. Schools and education issues  (32/215 – 14.9%) 
3. Increasing officer presence/availability  (25/215 – 11.6%) 

 
The next three were: 

4. Crime prevention  (18/215) 
5. Drugs  (11/215) 
6. Community policing  (9/215) 

 
These top six made up 60.5% of replies; there were 38 other categories, with 18 
attracting only one vote. 
 
 Very 

satisfied 
Fairly 

satisfied 
% satisfied 

Q: How satisfied are you with the 
opportunities you have to tell us about the 
things that concern you the most? 

16.2 56.3 72.5 

When you tell us about your concerns, 
how satisfied are you with the way we 
respond to them? 

11.1 43.5 54.6 

 
• There was significant improvement in the percentage of people satisfied with 
the opportunities they have to tell us about the things that concern them the most (up 
from 64.4% in 2005).  The second question, about the way we respond revealed that 
a comparatively low percentage (54.6%) were satisfied (54% in 2005). 
 
Effective implementation of the Quality of Service Commitment programme will be a 
vital tool in improving public satisfaction rates. 
 
 
 
d) Neighbourhood Policing 
 
Note: It must be borne in mind when looking at the results in this section that surveys 
were completed and returned before Local Policing Summaries began being 
delivered in week commencing Monday 31 July. 
 
 



Public Consultation Survey 2006 
Not Protectively Marked 

 15

 Yes No Don’t know 
Q: Do you have a 
police officer 
responsible for your 
local area? 
 

34.8% 
 

(37%) 

4.6% 
 

(7%) 

60.6% 
 

(56%) 

Q: Do you know the 
name of that local 
officer? 
 

48.3% 
 

(21%) 

51.7% 
 

(65%) 

 

 
• The percentage of people who said they had a police officer responsible for 
their area went down, from 37% in 2005 to 34.8%. However, of those people, a much 
higher percentage than last year – 48.3% - (21% in 2005) knew the name of that 
officer. This equates to 16.8% of people (7.8% in 2005). 
 
It remains to be seen how effective the advertisement of LPT officers in this year’s 
Local Policing Summaries has been, as a larger percentage (60.8%) than last year 
did not know there was an officer responsible for their area. 
 
• Satisfaction levels with how often people had seen police officers in their local 
area reduced significantly in all areas over the past year. (Note: the question did not 
ask about PCSOs). 

 
The comparisons are: 

 2005 2006 
Foot patrol 50% 27% 
Mobile patrol 69% 51% 
Overall 58% 42% 

 
Worry Address Q: Which of the following worry you the most in 

your local neighbourhood and which would you 
like us to address next year? 
 

% Rank % Rank

Anti-social behaviour on the street 43.1 1 41.4 1 
Dangerous driving 35.7 2 33.3 3 
Criminal Damage (Vandalism) 33.6 3 34.0 2 
Drug/substance misuse and drug dealing 28.8 4 27.4 4 
Disorder involving groups of people 23.2 5 22.3 5 
Being a victim of crime outside your home 19.4 6 12.0 9 
Vehicle-related nuisance 16.1 7 17.4 6 
Street drinking 14.2 8 14.2 8 
Street cleanliness and tidiness 13.8 9 16.4 7 
Being a victim of crime inside your home 13.8 10 7.9 12 
Terrorism 10.5 11 8.6 10 
Noise 9.2 12 8.2 11 
Lighting 7.4 13 7.7 13 
Abandoned vehicles 3.4 14 4.8 14 
Begging 2.5 15 2.9 15 
Other (please specify) 2.2 16 2.9 16 
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• The top three issues that people said they were worried about and wanted the 
police to address were: 

1. Antisocial behaviour on the street 
2. Dangerous driving 
3. Criminal  Damage (Vandalism) 

This mirrors last year’s results and the local priorities currently being addressed. 
Worry about Terrorism is 11th (below Street Cleanliness and Tidiness), but rankings 
for ‘worry’ and ‘address’ are, for all categories, very similar. 
 
 Taking everything into account, how satisfied are 

you with the police service provided to the people 
of Cumbria?
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• Overall, 87% of people are fairly or very satisfied with the police service 
provided. This is up on the 2005 figure of 82% and is a statistically significant 
improvement. 
10.4% of people, however, are either fairly or very dissatisfied (10% in 2005). 1 in 10 
people dissatisfied with our service gives cause for concern and could be addressed 
by holding focus groups or carrying out further, targeted consultation. Again, ‘Don’t 
Knows’ might represent people unaffected by the presence or availability of police 
officers and staff. 
 
e) The Respect Campaign 
 
This question was included to try to gauge the effectiveness of the campaign. 
 

Before receiving this survey, how aware were you 
of the campaign?
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According to marketing professional standards, a response of 27.2% for those fairly 
or very aware is very good and indicates a successful marketing campaign, 
particularly as Local Policing Summaries had not been distributed prior to the survey. 
 
 
f) The Police Authority 
 

Do you understand what the role of a police 
authority is?

28.5
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This was a useful question in attempting to assess people’s prior knowledge – 71.9% 
- and is a good marker, if the question were to be repeated next year. 
1 in 5 people (21.8%) now have some knowledge of the Authority, having completed 
the survey. 
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Where analysis of survey results highlighted differences in overall percentages that 
were statistically significant, these were further broken down by BCU in order to 
assess whether people’s experiences might differ according to where in the county 
they happened to live. 
 
Highs (green) and lows (red) are highlighted for quick reference. 
 

Question  North West South 
  % % % 

Very or Fairly 
Confident 86.7 81.4 87.7 1 How confident are you in 

Cumbria Constabulary? 
Not Very or Not 
At All Confident 11.4 15.0 9.8 

10 
(2)b 

How easy is it for you to 
contact us in a non-
emergency by ‘phone? 

Very or Fairly 
Easy 84.4 78.9 78.2 

16 
(c) 

How important to you is 
preventing terrorist attacks? Very or Fairly 

Important 76.9 82.6 85.0 

16 
(j) 

How important to you is 
helping and protecting the 
public in emergencies e.g. 
floods? 

Very or Fairly 
Important 93.7 92.5 87.4 

Yes 42.1 25.8 37.1 

No 3.0 4.8 6.1 

19 Do you have a police officer 
responsible for your local 
area? 

Don’t Know 54.8 69.4 56.8 
Very or Fairly 

Satisfied 26.6 22.8 33.0 
21 
(a) 

How satisfied are you with 
how often you have seen 
police officers in your local 
area – on foot patrol? 

Fairly or Very 
Dissatisfied 60.5 69.5 59.9 

Very or Fairly 
Satisfied 44.7 36.0 45.6 21 

(c) 
        - overall? 

Fairly or Very 
Dissatisfied 46.9 58.2 48.3 

Very or Fairly 
Satisfied 88.5 84.8 90.3 24 How satisfied are you with 

the service provided to the 
people of Cumbria? Fairly or Very 

Dissatisfied 9.3 12.3 7.6 

Very or Fairly 
Aware 31.6 29.5 21.0 

25 Before receiving this survey, 
how aware were you of the 
(Respect) campaign? 

Fairly or Very 
unaware 66.1 66.6 75.1 
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