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1.
Purpose
This National Guidance document aims to provide a consistent framework for police officers and relevant police staff involved in the process of call and incident management whilst supporting the values and objectives of the Police Service of Scotland, hereafter referred to as Police Scotland.

This guidance document also supports the Contact, Command and Control Policy as well as the following Police Scotland Standard Operating Procedures (SOPs) and National Guidance:

· Vehicle Pursuits SOP

· Equality, Diversity and Dignity (Police Officers and Authority / Police Staff) SOP

· Airwave National Guidance

2.
Contact

All our stakeholders should receive a consistent response which reflects the values of our organisation, ensuring integrity, fairness and respect. This response should be professional, knowledgeable and provide a high standard of service tailored around the needs of the individual.

In all contact with the public, staff and officers will attempt to resolve their enquiry at their first point of contact by providing advice, signposting to a partner organisation or creating an incident if necessary on STORM (the current Police Scotland national Command and Control system).

There are various methods of contact available for the public to contact Police Scotland:

· 999/112 Emergency Service

· 101 Non-Emergency Telephone Service

· SMS text reporting

· Direct Dial In (DDI) for Partner Organisations

· Face-to-Face

· Digital Contact 

· International Telephone Line for callers phoning from out with the UK

· Police Call Points – telephones with direct links to Police Scotland, located in police buildings

· By letter

· Third Party Reporting Centres

In turn, information can be provided back to the public via Social Media and other sources such as;

· The Police Scotland website (www.scotland.police.uk)

· Facebook

· Twitter

· Press Releases

Assisted Services

Deaf, hard of hearing or speech-impaired callers can contact Police Scotland using a Textphone (minicom) and should dial 1 8000 in an emergency. An SMS message can also be sent to 999 and this will be relayed to the appropriate emergency service by the BT Operator.  

Police Scotland use the services of interpreters for members of the public whose first language is not English. This includes members of the public who use British Sign Language (BSL). Full details of interpreting services used can be found via the Translation and Interpreting Services page of the intranet.

Media Releases

Any media or social media release must have a legitimate policing purpose and support the objectives of Police Scotland. Reference should be made to the Media Divisional Guidance to ensure that any messages are compliant. 

Contact Assessment Model

Under Contact Assessment Model (CAM) principles, all calls will be triaged by the Service Centres (SCs) / Area Control Rooms (ACRs) / Resolution Teams using the THRIVE (Threat, Harm, Risk, Investigation, Vulnerability and Engagement) process in conjunction with the National Decision Making Model (NDM). 

The THRIVE process provides a mechanism for the police response to be constantly re-evaluated should other information be received or circumstances change. It will take into account the needs and circumstances of every caller to ensure the most appropriate response is provided.

If a call is non-urgent, there may not be a requirement for a STORM incident to be raised. The C3 Resolution Teams (RT) can provide advice and guidance over the phone or by organising personal appointment with a local officer. The RT can also make referrals to a partner agency without the necessity of raising an incident i.e. warm transfer.

Reference should be made to the C3 Procedures Guide which can be found on the force intranet for further information.

3.
Incident Management

Prescriptive guidance cannot be given for every situation where a STORM incident should be raised, however the following should be utilised as a guide regarding the creation or management of incidents. The overriding principle is to ensure ACR staff are in a position to focus on and effectively manage the command and control of ongoing and dynamic incidents, whilst remaining compliant with the requirements of the Scottish Crime Recording Standards (SCRS).

Raising an Incident

The SC will create incidents on the Customer Relationship Management System and transpose to STORM to manage ongoing and dynamic incidents reported by the public. The ACR may also directly create such incidents on occasion where they are advised directly of an ongoing situation by on duty officers, CCTV or other police sources. Front counter staff can raise incidents on STORM or Webstorm and transfer to the relevant ACR.

Incidents should not normally be created in the following circumstances;

· Matters which would be considered as ‘normal business’ such as routine visits to licensed premises. 

· Where officers happen upon a crime or offence (e.g. drinking in public, road traffic offence) that has not been reported by the public, where no further assistance is required and no officer safety concerns exist.

· A matter being reported that is being resolved locally by the officer taking note of a minor crime which is not ongoing, the officer is not requiring to attend an incident location and therefore it would not need to be an incident requiring command and control or subject to the THRIVE process.

· Retrospective incidents, such as a positive stop search or issuing a fixed penalty notice, unless it is deemed that there is an operational requirement.

· Purely for the purposes of a Crime Report being raised.

· Administrative tasks, such as the collection of prisoner property, medication, meals, blankets, warrants etc. The local Duty Officer will allocate these tasks, ensuring that the relevant ACR have been contacted and informed of attending resource, task, location and status. 

Where there is an officer safety implication the ACR should be informed of an officer’s location prior to entering any premises.

Public Enquiry Offices / Front Counters

Where an incident cannot be effectively resolved by front counter staff, and requires the attendance of an operational resource, front counter staff should raise an incident on STORM or Webstorm and transfer to the ACR. 

Front counter staff must not contact Operational Resources directly to attend, as this is the responsibility of the ACR and will ensure a co-ordinated response. Under no circumstances should a member of the public reporting an incident be sent away from a Police Station without either the incident having been resolved locally, a response incident being relayed to the ACR or a scheduled appointment having been made.

Incident Priority Gradings

Incidents reported to the police are prioritised and managed according to the THRIVE process. The grading of response must always be based on assessment of threat, harm, risk and vulnerability and engagement and not on resource availability. Cognisance must be taken of all available information at hand including information provided by the caller’s previous calls, background checks, local policing knowledge, whether the caller is a repeat caller etc.

STORM incidents are categorised / graded as follows;

	Grade
	Definition / Action

	IMMEDIATE
	‘‘Where circumstances dictate that there is a threat to life, property or an ongoing incident that requires a dynamic policing response’.

For ongoing or dynamic incidents, the Service Advisor should carry out a THRIVE assessment and transfer the incident immediately to the relevant ACR. The ACR Controller receiving the incident, using the THRIVE model, will confirm whether the grading is correct, adding their own rationale, and dispatch the most appropriate resource to attend without delay. 

Thereafter, the controller will continue to update officers on route with any additional information as received.

Incidents that are not ongoing or dynamic but that necessitate an immediate response will be subject to a THRIVE assessment and ‘standard’ system checks (previous STORM incidents, Aspire and CAM iVPD search) by the SC prior to being transferred to the ACR. On receipt of the incident, the ACR must carry out relevant ‘additional’ system checks (Scottish Intelligence Database (SID), STORM, Criminal History System (CHS), iVPD, Crime Reports etc.) and reassess the incident using the THRIVE process based on all available information.



	PROMPT
	‘Crime / Incident where there is a degree of urgency required and a scheduled response is not appropriate based on the THRIVE assessment, dispatched as soon as possible’.     

The Service Advisor will carry out the THRIVE assessment and ‘standard’ system checks prior to its transfer to the relevant ACR. When accepted at the ACR the Controller will carry out ‘relevant ‘additional’ system checks and apply their own THRIVE rationale and assign the most appropriate resource to attend.  

If the incident is not resourced within 45 minutes then the ACR Supervisor will be required to review the incident, ensuring that the call is reassessed, the caller re-contacted and THRIVE based on circumstances not the passage of time or ability to resource.



	STANDARD
	‘Crimes / incidents which will not be prejudiced by a scheduled response, with police attendance being at a mutually agreeable time’ (includes Telephone appointments by the Resolution team or Direct Crime Recording (DCR) appointments so does not necessarily mean police attendance).

This includes incidents which may be of a criminal nature but deemed suitable for DCR and where the THRIVE assessment indicates that the matter is of low risk and there are no obvious immediate lines of enquiry
The SC should THRIVE and carry out ‘standard’ checks before transferring incidents that fit the criteria of a Local Policing Appointment to the Resolution Team where relevant ‘additional’ system checks should be carried out and a further THRIVE assessment made once all current and historic information is known. Should this THRIVE assessment result in a grading change to ‘immediate’ or ‘prompt’ then the incident will be transferred to the ACR for control, with the rationale documented.

Incidents which meet the Local Policing Appointment criteria should have an appointment booked on the Managed Call Appointment System (MCAS) for officers to call back or attend at a callers home, other designated place or at a police office or police surgery.



	OTHER RESOLUTION
	‘Incidents that can be resolved by the Service Advisor at first point of contact or by some other means which do not require police attendance, including “signposting” to a partner agency’.   




It is essential that ACR staff continually assess / reassess all available information utilising the THRIVE model, amending incident priority gradings as circumstances dictate whilst ensuring that the police response is measured, appropriate and safe at all times. The THRIVE rationale and any reassessments of same must be logged on the STORM incident.

Details or results of standard and relevant ‘additional’ system checks must be added to the STORM incident to avoid duplication of checks.

Incident Contents and Updates

All incident information must be recorded in a concise and unambiguous manner. STORM incidents are not to be used for the recording of protracted updates if ongoing enquiry is otherwise documented on another police system.  

ACR Supervisors must ensure that only appropriate text is added to incidents. This should not include specialised information with regards to modus operandi, etc.

Under no circumstances should an officer contact the ACR or SC to dictate a lengthy incident update. More detailed or protracted updates should be completed via the working mobile device or Webstorm.

Recording Delay

The primary function of the ACR is the control of all Immediate and Prompt incidents. Where such incidents have not been assigned within an appropriate timeframe, the Controller must notify the ACR Supervisor and fully update the incident to reflect the reason why. 

ACR staff must contact and update Reporters with regards to any excessive delay in police attendance. This not only provides the Reporter with a clearer expectation of when the police may attend, but also affords the ACR with a valuable opportunity to establish if information or intelligence has changed and the incident subjected to a further THRIVE assessment. All such contact should be documented on the incident.       

Downgrading Incidents

Rationale for downgrading incidents should be documented on the STORM incident. Response supervisors should be made aware of the rationale for the downgrading of any domestic incident.

Incidents should not be downgraded purely due to a lack of resources available to attend.
If an incident is regraded after a resource has been dispatched, the resource must be updated with the new grading.

Deferring Incidents

Incidents which are to be deferred for a later time should have the approval of the ACR Supervisor and rationale applied to same detailing why the incident is being deferred.  

The preference should always be towards making a planned appointment with a reporter if the incident cannot be dealt with timeously as opposed to deferring same.

Where an officer has booked ‘off duty’ without providing a final update or result for an incident, the ACR will notify the relevant Response or Community Policing Supervisor and close the incident for divisional management. The incident should not be deferred for the officer’s return to duty.

Incidents shall not be deferred for medical updates unless there is a danger to life. Enquiries into non-life threatening injuries shall be carried out by the enquiry officer as part of their ongoing enquiry and documented on a Crime Report or other means. In circumstances where an injury has been deemed life threatening, it shall be the responsibility of an appointed officer (associated to the incident) to obtain such information and not ACR staff. Prior to any contact with the hospital, the incident should be rechecked for any pertinent ACR or recent Hospital updates. 

Incidents must not be deferred in order to facilitate routine or ongoing enquiry into crimes or offences. These enquiries can be managed locally via existing crime recording systems or local supervisors.

Restricting / View Rating Incidents

It is not possible to detail every occasion where restricting access to, or view rating a STORM incident would be appropriate, however the following test should be applied by all involved in, or responsible for, the management of an incident:

“Does the incident contain information that would be deemed operationally or personally sensitive?” 

If the answer to the above is yes, or there is any doubt as to the content of the incident, then the Duty Officer or an ACR Supervisor should review the incident and Restrict or View Rate where appropriate. When view rated, the notes tag on STORM should be added to assist with searching.       

Closure of Incidents

The correct STORM closure codes must be utilised at all times, ensuring that all relevant qualifiers are highlighted.

Final updates for any serious or significant incidents, including grave crimes, domestic incidents, sexual crimes, crimes against children, major incidents etc. must be acknowledged by a local supervisor and their name and shoulder number appended to the STORM incident prior to the incident being closed.

An incident should not remain open for the purposes of enquiry or crime scene management.

No Crime Established

Where an enquiry officer requests to dispose of an incident that was initially reported to the police as a crime or offence, which through subsequent enquiry was shown that there was ‘no crime’ established, a full update justifying the result should be placed on the incident in order to comply with SCRS.

Where such an incident does not contain such an update, then it should be closed for Divisional Management.

Cross Referencing Crime Numbers

Where a crime or offence has been detected, the crime report number must be added to the STORM incident. If the reference number is not known at the time of incident closure, the incident will not remain open solely for the purpose of appending this reference number. This number can be added retrospectively via Webstorm.

Quality Assurance

Quality assurance is conducted at a local level (i.e. by SC, Resolution Team and ACR supervisors) and at a national level by the C3 Quality Assurance Unit to ensure that incidents are managed consistently and appropriately and any individual or organisational learning captured and acted upon.

ACR, RT and SC Supervisors should regularly quality check ACR managed incidents to ensure the following:  

· Call is correctly THRIVE assessed according to information available;

· THRIVE assessment / confirmation is clearly marked on the incident;

· Incidents are being tasked within appropriate timescales;

· Incidents contain all necessary information; and

· Correct closure codes are applied.

4.
Duty Management

Operational and Departmental Supervisors must ensure the accuracy of their respective Duty Management System (SCoPE). Supervisors must also ensure that all deployable resources under their command are ‘marked on duty’ prior to undertaking patrol / duties. Although this function primarily falls to Supervisors, individual officers in their absence have personal responsibility to ensure they are correctly ‘marked on duty’. 

All changes to personnel during their tour of duty must be communicated to the ACR in order for STORM to be updated accordingly. 

Local supervisors must ensure that all officers under their command are correctly marked ‘off duty’ at the conclusion of their tour of duty. Officers otherwise detained have personal responsibility to ensure that they are marked off duty in order that they can be accurately deployed at the commencement of their next tour of duty. Officers must then switch off their terminal on conclusion of duty.

5.
Control of Resources

The ACR are responsible for the command and control of all deployable resources to incidents within their control area.  

This should not be confused with the Divisional Supervisors responsibility for the deployment or redeployment of operational resources throughout their respective Policing Areas in support of local policing initiatives etc.

The ACR will assess all incidents transferred to them and establish if a police resource is required to attend or if the incident can effectively be dealt with by other means (transfer of incident to Resolution Team etc.). 

Utilising the Correct Resources

In general, the ACR will allocate incidents to the ‘most appropriate resource’ equipped to deal effectively with that specific incident type, whether this be a divisional resource or a specialist unit. It is recognised that the nearest available resource will not necessarily always be the most appropriate to deal with any particular incident for a number of reasons. The following factors must therefore be taken into account by ACR staff when determining the ‘most appropriate resource’:

· Resource proximity to call;

· Call type and priority;

· Speed of response required;

· Skill and experience of officers within resource;  (including specialisms e.g. Specially Trained Officer (STO))

· Resource status and availability; and

· Officers tour of duty.

On consideration of the above factors, the decision to allocate a specific resource to attend an incident is the Controllers alone.   

Tasking Resources

The ACR will action incidents on a ‘Task not Ask’ basis.
Once tasked by the ACR the resource is required to attend. 

It is recognised that individual local supervisors may wish to influence who the ACR tasks to a particular type of call for training or experience. This should be communicated to the ACR at the start of each tour of duty and should not be allowed to impact on service provision to the public.  

The ACR will ensure that sufficient resources have been allocated to an incident, taking into account any subsequent updates from either the reporter or officers at the scene.

On occasion, the police response to major or serious incidents may be enhanced by the attendance of response or specialist resources from out with a particular ACR’s control area. Such requests should be made through the Overview or ACR that has the management of said resource prior to any direct tasking taking place.

All queries relating to call resourcing should be directed to the ACR Supervisor in the first instance and not individual Controllers.

Status & Maintaining Resource Availability

To ensure efficient and effective use of resources, Controllers must be in contact with operational resources and aware of their status at all times. It is imperative that all deployable resources update their status with the ACR by use of Airwave Status Updates.

The ACR should maintain an awareness of the availability of units to attend emergency incidents. A balance needs to be drawn between responding to all incidents and maintaining availability to resource and attend urgent calls. All resourcing issues are to be brought to the attention of the ‘on duty’ Response Inspector, who has overall responsibility for the deployment / redeployment of resources throughout the Local Policing Area (LPA) or mutual aid requests if deemed appropriate. 

Geographical Responsibility

The table below details the areas of responsibility for each ACR and relevant Overview;

	Territory
	Division
	Local Policing Area
	ACR
	Overview

	North
	A
	Aberdeen City
	 Dundee
	North Overview (NOV)

	
	
	Aberdeenshire
	
	

	
	
	Moray
	
	

	
	D
	Dundee City
	
	

	
	
	Angus
	
	

	
	
	Perth and Kinross
	
	

	
	N
	Inverness
	
	

	
	
	North Highlands
	
	

	
	
	South Highlands
	
	

	
	
	Western Isles
	
	

	
	
	Orkney Islands
	
	

	
	
	Shetland Islands
	
	


	East
	C
	Falkirk
	Bilston Glen, Edinburgh
	East Overview (EOV)

	
	
	Stirling
	
	

	
	
	Clackmannanshire
	
	

	
	P
	Fife
	
	

	
	E
	Edinburgh City
	
	

	
	J
	East Lothian
	
	

	
	
	Midlothian
	
	

	
	
	West Lothian
	
	

	
	
	Scottish Borders
	
	

	West
	G
	Glasgow City
	Govan, Glasgow
	Service Overview (SOV)

	
	
	East Dunbartonshire
	
	

	
	
	East Renfrewshire
	
	

	
	U
	North Ayrshire
	
	

	
	
	East Ayrshire
	
	

	
	
	South Ayrshire
	
	

	
	L
	Argyle & Bute
	
	

	
	
	West Dunbartonshire
	
	

	
	K
	Inverclyde
	
	

	
	
	Renfrewshire
	
	

	
	V
	Dumfries & Galloway
	
	

	
	Q
	North Lanarkshire
	Motherwell
	

	
	
	South Lanarkshire
	
	


6.
Airwave Communication

The Airwave National Guidance should be referred to for detailed information and guidance in relation to the use and functionality of handheld, mobile and desktop terminals as well as talkgroup and communication protocol.

Automatic Resource Location

Automatic Resource Location System (ARL) allows ACR Staff to make more accurate and informed decisions when managing resources and to improve officer safety.

ARL does not replace the standard Officer Safety tactic of verbally updating the ACR with actual location when coming into contact with potential conflict situations. ACRs should be notified at the earliest opportunity in order that an incident can be created and managed dynamically. 

Vehicle Affiliation / Fleet Numbers

On entering a police vehicle, officers (including CID, Proactive Officers, Divisional Admin etc.) must inform the ACR of their vehicle fleet number for affiliation. 

Vehicle Airwave Sets should always remain on the Local Roaming Hailing Group (RHG). 

Emergency Activations

In the event of a user pressing the emergency button on the Airwave terminal, a positional update will be sent to the ACR identifying the resource location on the map. Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 39 Environmental Information exemption.
Access to the real time application is strictly limited to ACRs. Controllers will be able to view the resources within the map, have the ability to split call signs and track officers in real time if required.

7.
Talkgroups

Unless there is a clear operational requirement to do so, Police Officers and Controllers must not monitor any other talkgroup other than their own local operational talkgroup and / or RHGs. Unnecessarily listening to other talkgroups uses up mast capacity that may otherwise be required for important transmissions, cause officer safety implications and divert Airwave traffic across the network representing an unnecessary cost to the service.

Serious and Dynamic Incidents

The relevant Overview or ACR supervisors will decide when it is appropriate for a ‘serious’ or ‘dynamic incident’ to be allocated a dedicated talkgroup. Such a decision will take into account the operational needs of the officers involved in the incident and the service provision to the rest of the Local Policing Area. 

Police Incident Officers (PIO) may request the use of dedicated talkgroups. Such requests should be granted unless there are specific operational reasons for refusal which should be communicated to the PIO to avoid conflict. However it should be appreciated that the Overview / ACR Supervisor will be best placed to make a full evaluation of the circumstances. Consideration should always be given to consulting an on duty Communications Tactical Advisor where any communications difficulties arise.

All serious incidents and associated dynamic updates will be broadcast simultaneously on the local patrol talkgroup and RHG. This will ensure that all local operational resources and specialist roaming resources within the area are aware of the incident.   

Planned Events and Operations Talkgroups

Talkgroups for events, planned operations, or slow time enquiries must not be directly allocated for use by the ACR or Overviews. Requests for use of channels in these circumstances will entail completion of an Airwave Talkgroup Request (Form 031-001) detailing the circumstances and purpose for the dedicated talkgroup(s) which will then be forwarded to C3 Division Operations Planning for processing.

Correct use of this procedure will ensure that there is no duplication in the use of channels and that dedicated channels are correctly monitored (where required) with appropriate ACR resources assigned to said event or operation, should the need necessitate.

8.
High Vulnerability / Risk Incidents

The C3 Procedures Guide is the point of reference for specific action that should be taken in relation to particular crime types or incidents.

The ACR must notify Local Divisional Supervisors of all ‘serious’ and ‘significant / major incidents’. These specifically include all firearms incidents, domestic incidents, vulnerable missing persons, hate crimes, sudden deaths, robberies, major incidents and serious road traffic collisions. This list is not exhaustive and ACR staff should consider individual circumstances when deciding to inform Supervisors. 

Such notification must be broadcast on the open radio, and not by telephone and acknowledgment of same recorded on the STORM incident.

9.
Firearms Incidents

Initial Assessment

All reported incidents involving a firearm, regardless of circumstances, must be firstly assessed by the Duty Officer in the respective area Overview before any units are considered for deployment (Or an alternative Overview if circumstances dictate as per Business Continuity). 

In addition, any deployment of unarmed police officers to reported high threat situations should be advised to the Duty Officer of the relevant Overview.

Roles and Responsibilities

	ACR Controller 
	· On receipt of a firearms incident or a high threat incident the ACR Controller or Supervisor will immediately ensure the Overview Duty Officer is aware.

· The Controller must notify the Divisional Sergeant and Inspector, as they will have responsibilities as the PIO. 

· Controllers should broadcast on local operational and RHGs informing all resources of the ongoing firearms incident (once declared). This is to prevent resources either inadvertently attending, or intentionally migrating towards the scene without being specifically tasked. Officers are also to be reminded that Point to Point communication is prohibited during the incident.

· A check of any CCTV in the area should be carried out. 

· Undertake any further actions (as per the STORM log) that may be identified by the Duty Officer, Overview.

	Overview
	· The Duty Officer and Overview team will undertake initial actions as per their training, these are likely to include, but not exhaustively:-

· Capture the original call, re contact the caller or review the original call recording if contact is not possible;

· Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 35 Prejudice to prevention and detection of crime; apprehension of offenders.
· Develop the available intelligence picture, background checks on police systems and open source;

· Ensure the ‘Stay Safe’ message has been broadcast on appropriate talkgroups

· Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 35 Prejudice to prevention and detection of crime; apprehension of offenders.
· Identify a Rendezvous point (RVP);

· Additional resources considered and tasked / requested as appropriate – Dog Handler, Air Support, Negotiators, Scottish Ambulance Service (SAS), Special Operations Response Team (SORT) team, National Inter-Agency Liaison Officer (NILO), Corporate Communications etc.

· Appoint an ACR Single Point of Contact (SPOC) who will ensure that a PIO has been identified and establish Estimated Time of Arrival (ETA) to RVP. Ensure sufficient unarmed officers identified to RVP or as tasked by Overview. 

	Duty Officer Responsibilities
	· Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 35 Prejudice to prevention and detection of crime; apprehension of offenders. 


Research

· Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 35 Prejudice to prevention and detection of crime; apprehension of offenders.
Information Flow
The incident should be updated timeously with every action or allocation of resources, inclusive of any general intelligence updates from the scene or intelligence from background checks, which could impact upon the requirement for police use of firearms, tactical options or police powers. 

Emphasis on Safety

Dealing with firearms incidents requires staff to exercise the utmost professionalism to minimise risks in what can often be dynamic environments. ACR staff involved in such incidents must ensure that all operational personnel involved are aware of the Stay Safe at Firearms Incidents guidance, following the See, Tell, Act advice below:  

· STAY SAFE Think about your own and the public’s safety;

· SEE What is happening and where;

· TELL Communicate, describe incident/type of weapon;

· ACT Stay Safe, update, observe/contain.

Point-to-Point Communication

For the protection of the officers and to ensure operational effectiveness, controllers must be kept aware of operational decisions and developments as they occur.  

The use of Point-to-Point Communication is prohibited by officers involved in an ongoing firearms incident.

10.
Support Functions and Additional Tasks

PNC / CHS
The National Database Enquiry Unit (NDEU) will carry out all PNC / CHS checks for officers during ‘live time’ operational duties, supported by officers use of mobile devices and ACR where required.

Any requests required for administration purposes or ‘slow time’ enquiries, i.e. for the completion of police reports etc. will not be performed by the NDEU / ACR. In these instances, officers must contact locally trained staff in order to request said checks.

Where a Local Policing Area intends to carry out an operation or event then prior contact must be made with the NDEU to ensure that there is sufficient resilience to provide the required PNC / CHS support.

Incidents involving Vehicles

Guidance on Vehicle Pursuits should be sought from an accredited vehicle pursuit tactical advisor and the Vehicle Pursuits SOP.

Any incidents involving a motor vehicle on STORM should have a vehicle tile raised to reflect the vehicles involvement. This helps ensure that duplicate incidents are not created and provides up-to-date information on particular vehicles.  

Notification of a recently stolen motor vehicle, including an accurate description of same, should be broadcast via the ACR for the information of all personnel at the earliest opportunity. Consideration should also be given to notifying ACRs in adjacent policing areas. 

Person Tiles

Person Tiles will be created by SC, Resolution Team or ACR staff on STORM for all vulnerable, missing, at risk, repeat victim or noteworthy persons.

Requesting other Emergency Services

Police officers will periodically be called to the locus of an incident where a person present requires immediate medical attention. The ACR will facilitate contacting SAS, however, officers dealing with such incidents (where operational circumstances permit), are encouraged to contact SAS directly on their Airwave handset in order to:

· Free up ACR Controllers to perform other duties;

· Better inform SAS triage and appropriate response processes;

· Provide officers with vital first hand patient care advice; and  

· Fully inform/update SAS on condition of injured party. 

It is neither recommended nor conducive to officer safety that solo officers engage in the process of contacting the SAS direct on their Airwave terminals, as this would disengage them from contact with the ACR for the duration of the call. In such circumstances officers must requests medical assistance and additional police resources via the ACR.

Where an ambulance is requested directly in such circumstances, the ACR should be notified immediately to avoid unnecessary duplication. 

Telephone calls will not be made by ACR staff for ambulances required for incidents within Police Offices, including custody centres or cell blocks. This should be completed by officers or staff within the location.

Complaints, Conduct and Quality of Service

The C3 Procedure Guide contains a flow chart and details all actions that should be taken in the event of a Complaint about the Police (CAP) being received whether it be a criminal, non-criminal or a quality of service complaint.

Further information can also be found in the Complaints about the Police SOP.

Custody Notifications

ACR staff should not routinely contact offices or custody facilities by telephone to inform of incoming custodies. This may only be required if officers are on-route with a prisoner that is particularly aggressive, has special requirements or other unique circumstances that the receiving custody centre need to be made aware of in advance.

Divisional Appointments

It is the responsibility of the local operational supervisors to reschedule any pre-arranged appointments that their officers (for whatever reason) were unable to meet. This is not a function of the ACR and as such, staff should not be unduly distracted by this process.   

Printing Incidents

In order to adhere to the Record Retention SOP, incidents will not be printed by the ACR to local police office printers. In circumstances where a copy incident is required, this may be e-mailed to the requesting officer directly, providing an audit trail. Access to view rated incidents must be requested via the Duty Officer or ACR Supervisor.

Scene Examination Services

The services of Scenes of Crime officers are provided by Scottish Police Authority (SPA). The Duty Officer for the relevant Overview is responsible for requesting any such out-of-hours call out, in consultation with the PIO.

Business Continuity

Should any circumstance arise whereby it appears necessary to instigate a C3 Division Business Continuity Plan then guidance should be sought in the first instance from the Duty Officer, ACR Supervisor or SC Manager for the relevant business area. 

Audio Recordings

Requests to obtain either a digital copy or a disk copy of a call recording or airwave transmission for the purpose of an enquiry or other legitimate policing purpose must be made on the appropriate form and submitted to the email address detailed on said form.  

This process ensures there is an audit trail and applies regardless of whether the matter relates to a CAP, Procurator Fiscal request, Subject Access Request (SAR), PIRC investigation or other enquiry.

Should the request relate to a ‘live’ or dynamic enquiry where there is an operational need to urgently listen back to a call or transmission then contact should be made with an ACR Supervisor who can facilitate replaying such call either directly or via the telephone to the enquiry officer. Such request does not require the submission of a form, however, if the audio file is subsequently sent electronically then this would require the retrospective submission of a form.
11.
Key Contacts

For additional advice and information please contact:

Information has been removed due to its content being exempt in terms of the Freedom of Information (Scotland) Act 2002, Section 30 Prejudice to effective conduct of public affairs.
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