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Introduction 

This report sets out the findings of Her Majesty’s Inspectorate of Constabulary and 

Fire & Rescue Services (HMICFRS)1 following our revisit inspection of Hertfordshire 

Constabulary on 10 and 11 April 2017. The revisit inspection assessed the force’s 

progress against the one cause of concern and the three areas for improvement in 

our 2016 effectiveness report, which we published in March 2017.2  

PEEL: Police effectiveness 2016 

In autumn 2016, as part of our annual inspections into police effectiveness, efficiency 

and legitimacy (PEEL), HMICFRS’ effectiveness programme inspected how well 

forces keep people safe and reduce crime. To reach a judgment on the extent of 

each force’s effectiveness, our inspection answered the following overall question:  

• How effective is the force at keeping people safe and reducing crime?  

To answer this, HMICFRS explored the areas of policing that we consider to be of 

particular interest and concern to the public, including in relation to the following 

question: 

• How effective is the force at protecting those who are vulnerable from harm, 

and supporting victims?  

Five forces were graded as inadequate in how effective they were at protecting those 

who are vulnerable from harm, and supporting victims. HMICFRS revisited the 

following four forces between April and June 2017 to examine progress against the 

causes of concern set out in our 2016 effectiveness inspection reports: Bedfordshire, 

Hertfordshire, Humberside and Nottinghamshire. In respect of the fifth force rated as 

inadequate (the Metropolitan Police Service), the Home Secretary commissioned 

HMICFRS to publish quarterly updates on the force's response to our inspection 

findings. 

                                            
1 This inspection was carried out before 19 July 2017, when HMIC also took on responsibility for fire & 

rescue service inspections and was renamed HM Inspectorate of Constabulary and Fire & Rescue 

Services. The methodology underpinning our inspection findings is unaffected by this change. 

References to HMICFRS in this report may relate to an event that happened before 19 July 2017 

when HMICFRS was HMIC. Citations of documents which HMIC published before 19 July 2017 will 

still cite HMIC as the publisher.   

2 PEEL: Police effectiveness 2016 – An inspection of Hertfordshire Constabulary, HMIC, 2017. 

Available from: www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-

hertfordshire/ 

http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-hertfordshire/
http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-hertfordshire/
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What we found in Hertfordshire Constabulary in 2016 

The way in which Hertfordshire Constabulary supports vulnerable victims was 

inadequate. Its assessment of risk when a call is made to the police was a cause of 

concern. It had been implementing a recognised risk assessment process since 

March 2016, but without enough quality assurance and supervision to ensure that it 

was doing so effectively. This meant that some victims were not getting the support 

when they needed it, and evidence was at risk of being lost because officers were 

not attending incidents promptly. The force was not protecting all vulnerable victims 

from harm or supporting victims adequately. 

Hertfordshire Constabulary was doing some things well to protect vulnerable people. 

It understood the nature and scale of vulnerability in its local areas, but needed to 

update its profiles. Most officers we spoke to had a good understanding of vulnerable 

people. Frontline staff had received extensive training on vulnerability, as well as 

support from specialists and external organisations, and reference documents and 

briefing notes on the intranet. The force worked closely with partner organisations to 

share information and develop initiatives to protect and support vulnerable people. It 

invested substantial additional resources in the domestic abuse investigation unit to 

provide a better service to victims. The force discussed referrals quickly and 

efficiently with partner organisations and contributed effectively to multi-agency work 

with external partner organisations. 
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Revisit findings: progress against the 
recommendations and areas for improvement from 
the 2016 effectiveness inspection  

In this section, we set out the cause of concern, recommendations, and areas for 

improvement from our 2016 effectiveness inspection, and our findings from this 

revisit inspection in 2017. 

Cause of concern from 2016 effectiveness inspection 
report 

 

Cause of concern 

It was a cause of concern to HMICFRS that some call-handlers were not correctly 

identifying or categorising the level of risk associated with incidents involving 

vulnerable people. As a result, the force was not responding to these incidents 

within the appropriate timescales and putting victims at risk.  

Recommendations  

To address this cause of concern the force should take immediate steps to ensure 

that it:  

• improves its initial assessment and response to incidents involving all 

vulnerable people, but particularly victims of domestic abuse, by ensuring 

that call-handlers understand and consistently apply the THRIIVES (threat, 

harm, risk, investigation, intelligence, vulnerability, engagement, specific 

need) decision-making model, and are supervised effectively;  

• responds to all incidents on the basis of an initial assessment of risk, rather 

than on the availability of response officers, to ensure victims are kept safe; 

and  

• improves its initial response to reports of domestic incidents, specifically to 

cases where police have been unable to attend or attendance has been 

delayed, so that it reassesses risk and takes appropriate safeguarding 

action in a timely manner.  
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Revisit findings 

Hertfordshire Constabulary has made several immediate improvements in its 

response to protecting those who are vulnerable from harm, and supporting victims; 

in particular, in how it identifies and categorises the level of risk associated with 

vulnerable people. The force has invested additional resources to provide a robust 

quality assurance process, which focuses specifically on the following types of 

incident when they are identified at the first point of contact:  

• domestic abuse; 

• sexual offences; 

• concern for welfare; and  

• missing persons.  

The risk assessment process is now THRIVE,3 rather than THRIIVES. Between 

January and March 2017, the force ran a face-to-face refresher training programme 

in THRIVE risk assessment for all control room staff. The force has also improved 

management and supervision by introducing a second daily management meeting to 

review outstanding incidents and resources.  

The force has a detailed improvement action plan and is working closely with its 

strategic alliance partner forces4 to share learning and agree improvements to 

service provision in all three of the control rooms. This includes agreeing the 

THRIVE risk assessment process at the first point of contact with the public, and 

introducing a new template to prompt call-handlers to ensure that they ask the right 

questions to inform the risk assessment and determine the most appropriate police 

response to the victim. During our revisit inspection, we found an improvement in the 

application of the risk assessment process using the new template. However, this is 

not yet consistent, and the force recognises that it has more to do to ensure it 

continues to make progress with the improvements it has put in place to provide 

protection and support to victims.  

During our revisit inspection, we spoke to experienced call-handlers in the new 

quality assurance team. We found good evidence of quality assurance checks being 

conducted during ‘live’ calls with victims, including positive interventions to ensure 

that all intelligence and information is reviewed to assess the risk to the victim and 

                                            
3 The threat, harm, risk, investigation, vulnerability, engagement, (THRIVE) model is used to assess 

the appropriate initial police response to a call for service. It allows a judgment to be made of the 

relative risk posed by the call and places the individual needs of the victim at the centre of that 

decision. 

4 The strategic alliance consists of Hertfordshire Constabulary, Bedfordshire Police and 

Cambridgeshire Constabulary. 
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ensure the right police response. In one particular case, a new call-handler dealing 

with a victim of domestic abuse did not make a thorough check of the victim’s 

previous history – this was noticed by the quality assurance auditor who, during the 

call, gave the call-handler the task of doing this check. The check identified the caller 

as a ‘repeat victim’, which increased the risk aspect of the THRIVE assessment and 

ensured a quicker police attendance at the victim’s location to put safeguards in 

place. In this case, the auditor sent a supportive email to the call-handler, copied to 

the supervisor, providing advice on how to learn and improve. This positive approach 

has been received well by call-handlers and should ensure that the force continues 

to improve its response in protecting those who are vulnerable from harm, and 

supporting victims. 

We found that there is now an emphasis on spending time making a correct THRIVE 

risk assessment, dispelling the six minutes call-time myth we identified in the 2016 

inspection. However, the force also recognises the impact of longer call-time and the 

availability of call-handlers to take non-emergency 101 calls, and there has been an 

increase in the abandoned call rate. While this is understandable as staff improve 

their capability, the force is keen to ensure victims are not let down because their call 

is not answered. The force is recruiting more call-handlers, to ensure it has 

resources available to meet demand. 

The force has reviewed its use of the appointment service for domestic abuse 

victims (which includes scheduled appointments at locations and times that suit the 

victim, made by officers driving so-called ‘diary’ cars). The control room sergeant, 

known as the Oscar 2, now reviews all appointments for domestic abuse to ensure 

that the risk assessment has been completed correctly and that the appointment is 

appropriate. During our revisit, we found good examples of the Oscar 2 review and 

good decisions supporting (or in some cases overturning) the decision to schedule 

an appointment in favour of an immediate police response. While this process is 

relatively new and needs to become a more routine part of daily practice, it is 

encouraging. 

The force is reviewing how it manages the outstanding incident list currently 

overseen by the incident response team (IRT). Positively, the IRT workload has 

reduced, due to call-handlers applying THRIVE more effectively. However, the force 

cannot yet be confident that it is prioritising this list effectively, and needs to do more 

to improve in this regard.   
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Areas for improvement from 2016 effectiveness inspection 
report and revisit findings 

 

Revisit findings 

The force has made positive progress in the supervision of initial investigations 

within the force control room. In addition to the new quality assurance teams, the 

control room police sergeant, known as the Oscar 2, takes a more robust approach. 

Oscar 2 reviews all domestic abuse incidents to ensure that the right resource has 

been allocated correctly. As part of our autumn 2017 effectiveness inspection, 

HMICFRS reviewed the force's progress with improving the quality of 

itsinvestigations and how effectively it supervises them. 

 

Revisit findings 

As part of our autumn 2017 effectiveness inspection, HMICFRS assessed the force's 

progress with reviewing how it makes the best use of preventative measures. 

 

Revisit findings 

The force is in discussions with Hertfordshire Children’s Services to agree how to 

share information with schools more effectively. 

 

Area for improvement 

• The force should review its process for sharing information with schools 

about children affected by domestic abuse incidents so that it can do so as 

quickly and effectively as possible. 

Area for improvement 

• The force should review its use of domestic violence prevention orders, 

domestic violence prevention notices, and Clare’s Law to ensure that it is 

making best use of these powers to safeguard victims of domestic abuse.  

Area for improvement 

• The force still needs to improve the investigation of cases involving 

vulnerable victims, specifically the quality of investigations and how 

effectively they are supervised.  
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Conclusions and next steps 

Conclusions 

Hertfordshire Constabulary has made good progress to improve its response to 

protecting those who are vulnerable from harm, and supporting victims – in 

particular, in how it identifies and categorises the level of risk associated with 

vulnerable people.  It immediately put in place a robust quality assurance process, 

investing substantial additional resources, with improved management and 

supervision, and it has provided control room staff with additional risk assessment 

training. While this is positive, the force recognises that it will take some time for the 

improvements to become standard practice. Therefore this remains a cause of 

concern.  

During our revisit, we found an improvement in the understanding and application of 

the THRIVE risk assessment at the first point of contact with the public. While this is 

not yet consistent, we found encouraging progress and a clear commitment for it to 

become so. 

The force recognises that the impact of improving the service to victims and 

increased time spent on a call, to ensure the risk assessment is completed, has 

resulted in longer call time and an increase in non-emergency 101 abandon rates. 

The force is committed to ensuring that this temporary setback is addressed quickly 

without compromising call quality and service provision to victims. Part of the force’s 

response is to increase the number of control room staff, and it has a recruitment 

plan in place to ensure it has sufficient resources on duty at times of peak demand.  

The force has improved its use of the appointment service for victims of domestic 

abuse. It has additional supervision in place to ensure that the risk assessment and 

decision to make an appointment is appropriate. 

Next steps  

HMICFRS will continue to monitor Hertfordshire Constabulary’s progress against the 

cause of concern set out in this report and previously in our autumn 2016 

effectiveness report,5 published in March 2017. We have also assessed progress in 

our autumn 2017 effectiveness report, published in March 2018.6 

                                            
5 PEEL: Police effectiveness 2016 – An inspection of Hertfordshire Constabulary, HMIC, 2017. 

Available from: www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-

hertfordshire/ 

6 PEEL: Police effectiveness 2017 – An inspection of Hertfordshire Constabulary, HMICFRS, 2018. 

Available from: www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2017-

hertfordshire/  

http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-hertfordshire/
http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2016-hertfordshire/
http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2017-hertfordshire/
http://www.justiceinspectorates.gov.uk/hmicfrs/publications/peel-police-effectiveness-2017-hertfordshire/
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Annex A – Methodology 

The revisit inspection methodology included: 

• a presentation by the force on progress since the original inspection;  

• a review of supporting documentation provided by the force;  

• a focus on the progress the force has made addressing the cause for concern 

and areas for improvement to be assessed in our effectiveness inspection in 

autumn 2017; and  

• reality testing in the force control room. This was to test the force's progress 

with the new quality assurance processes to ensure that THRIVE was being 

applied consistently and the assessments were accurate. As part of this, we: 

• looked at a range of incidents focusing on vulnerability, including domestic 

abuse; and   

• assessed decisions for the categorisation of the incident to ensure the right 

resource was deployed in a timely manner, reflecting the level of risk 

assessed. This included the initial investigation at first point of contact. 

 

 

 


