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mapping system. The ACR supervisor advised they would not be putting in a notable incident 
for this advised this would be done by the Service Centre.  
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Actions Required 

The call has been fully reviewed in line with the PSSC QA 
process as an enhanced call evaluation and feed back provided 
to the Service Advisor both at the time and again by  own 
Team Leader later. 
The Service Advisor has already received the ABC 6 minute 
briefing during  training but this feed back has reminded  of 
the importance of verifying addresses and ensuring  selects 
the correct location from the command and control system using 
mapping if required. 
An assessment has been taken of Service Advisor's general call 
handling skills particularly in relation to verification of details and 
this will continue to be monitored by  Team Leader. 
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transferred direct to ACR  

 

Incident accepted at  ACR by  at . ACR supervisor now aware. SC 
team leader verbally notified by ACR Sgt. 

 

Unit dispatched at  by  and ambulance requested. 

 

 automated 'in proximity' at    traced safe and well, .  
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Rationale 
Ongoing concern for incident, not transfer by SA which had the 
potential to delay police attendance.  

Actions Required 
Call has been reviewed under SC establish process. 
 
SA is already recieveing enhanced QA due to .  
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Rationale 

Incorrect locus used for ongoing incident, with concern for caller. 
Causing a 28min delay in Police attendance and another person 
door being forced opened. Orginal caller traced safe and well but 
there was the potentional for a different outcome to be had and 
also a CAP from the incorrect door being force - Both with the 
potential to damage the reputation of the Force. 
Whilst this appears to be a typing error as address was confrimed 
and read back, SA has mixed up the flat and street number when 
entering on to STORM. 

Actions Required 

Call to be reviewed under SC established QA guidelines and to 
be fedback to  as this has been a mistype/human error. 
TL to consider if any concerns ehanced monitoring if any 
concerns with call handling performance 







OFFICIAL: POLICE ONLY 

OFFICIAL: POLICE ONLY 
031-015 Page 2 of 5 V5-A0918 

 





OFFICIAL: POLICE ONLY 

OFFICIAL: POLICE ONLY 
031-015 Page 4 of 5 V5-A0918 

completed again. 
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phoning the caller back but as the number was incorrect this was unsuccessful. 
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Actions Required 

The call has been fully reviewed in line with the PSSC QA 
process as an enhanced call evaluation and feed back provided 
to the Service Advisor. 
The Service Advisor is to receive the ABC 6 minute briefing to 
remind  of the importance of verifying addresses and ensuring 

 selects the correct location from the command and control 
system using mapping if required. 
The Service Advisor is also to receive the mapping quizzes that 
are available to provide  with additional time to practice using 
the map which will increase  confidence in 
identifying/confirming locations across Scotland. 
An assessment has been taken of Service Advisor's general call 
handling skills particularly in relation to verification of details and 
this will continue to be monitored by  Team Leader. 
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Name and Position  

Date Received  

N.I. Yes  No  

Rationale Incorrect locus - potential to delay Police Attendance 

Actions Required 

Call to be monitoried using estblished SC QA process and 
feedback to named SA. 
TL to review performance and to consider enhanced QA if 
appropriate. 
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appears to be a individual error. 
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Actions Required 

Call to be QA'd under established SC processes and fedback to 
named SA. 
 
TL to consider any concerns to completed enhanced QA.    
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Rationale 
Incorrect locus used for  incident which caused 
delay in police attendance and had the potential to have a 
negative impact on C3. 

Actions Required 

Call to be QA'd using establish QA process and feedback to 
named service advisor. 
 
Enhanced QA to be completed to ensure on other issues with 
performance 
Consideration for refresh of 6 min briefing " address best 
checked" 
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Actions Required 

Feed back has already been provided to the Service Advisor.  
 
The ABC 6 minute briefing has also been provided as a reminder 
in the process to follow for confirming addresses. 
 
No further action required at this time. 
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Actions Required 

Call to be QA'd, under establish SC QA guidelines and has been 
fedback to named SA. 
 
Consideration for 6 min briefing - Address best checked to be re-
visited by SA and perfomance plan in place due to multiple NI in 
past 3mths.  
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ACR Sergeant  brought the incident to my attention as officers had attended 
the incorrect address and placed the occupier of address  
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Actions Required 

APPROPRIATE ADVICE TO BE OFFERED TO STAFF 
INVOLVED. 
Service Advisor  to be provided with constructive 
feedback and enhanced QA to be carried out on future calls by 

 Team Leader.  
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Rationale 
Service advisor did not ask enough questions of the caller and 
failed to put accurate information onto the incident re  

. 

Actions Required 
Team Leader to provide feedback to the service advisor and 
consideration to be given to enhanced QA for future calls  
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Actions Required 

QA of call to be carried out by Team Leader and constructive 
feedback given to the service advisor.  Team Leader to consider 
enhanced QA on future calls if they feel this is appropriate based 
on this incident combined with usual day-to-day performance.  
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Rationale 
Individual learning in terms of system interogation that could have 
enabled further assessment on whether or not a police resource 
was required to attend 

Actions Required 
Feed back to RT Investigator 
Workshop incident type to ensure no further learning opportunities 
are missed 
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Actions Required All learning points and actions have been undertaken 









OFFICIAL: POLICE ONLY 

OFFICIAL: POLICE ONLY 
031-015 Page 3 of 4 V7-A1119 

Actions Required 

Shared learning with the wider team to ensure understamding of 
the THRIVE process 
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Service Centre supervisor was made aware of incident in order for liason with staff member 
involved.  

There would apear to have been no detriment to the outcome of the call on this occasion. 
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Actions Required 
QA to be carried out on the call and constructive feedback given 
to the service advisor.   
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noticed before they arrived. ACR spoke to the caller who confirmed the locus was  
.  Locus was amended and officers were dispatched to correct 

address.   
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APPARENT LOCATION HAD BEEN UPDATE WRONGLY ON INCIDENT. 

PRIOR TO CALL BEING RE-TRANSFERRED TO   
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Actions Required 
QA of call to be carried out by Team Leader and constructive 
feedback provided to the SA . 
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Service Centre Supervisor made aware. 
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Rationale   not recorded properly 

Actions Required Further review by SC managers 
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Actions Required 
QA to be carried out on the call and individual feedback given to 
the Service Advisor by  Team Leader  
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Actions Required 
TL has provided feedback to the Service Advisor, individual 
learning no other actions required.  












