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Public Contact Collaboration Design Vision and Principles  

 

Purpose of Paper 

This discussion paper: 

 

 Outlines the collaborated public contact vision; 

 Sets design principles for collaborated public contact to be applied to the ICT 

business requirement; 

 Invites the board to adopt these principles. 

 

Actions required  

The board is invited to review this paper. It is recommended that these design principles 

are agreed and adopted to enable design and ICT costing activities.   

 

The board is invited to consider applying these design principles to other areas of 

collaborated public contact. 

 

Introduction 

Drivers for change 

Bedfordshire Police Cambridgeshire Constabulary and Hertfordshire Constabulary (BCH) 

must make significant changes because: 

 

1. Significant spending cuts through Comprehensive Spending Reviews mean we 

must do more with less; 

2. The rapidly changing external environment and operational constraints means we 

have to adopt and leverage innovation to deliver a better service. 

 

Collaboration across the three forces will enable us to meet these challenges more 

efficiently. 

 

The BCH Public Contact Collaboration project has outline business case approval and 

design activity is underway.  In order to ensure we are moving towards a common 

objective and framework for the design effort, we have developed a vision and 

supporting design principles.  

 

The vision and design principles were written to inform the development of the ICT 

business requirements but the board may wish to consider applying them across the 

project. 
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The purpose of the vision statement is to provide a high level purpose and direction of 

travel for the project to ensure all business change supports its aims.  

 

The Vision of Collaborated Public Contact 

 

"Providing the right service to citizens and other customers at the right time, enabling 

the organisation and our partners to deliver that service and manage risk all in a cost 

effective manner" 

 

Design Principles 

The vision for public contact is supported by a number of design principles; these have 

been developed to support the development of a design for the future Target Operating 

Model (TOM) for Public Contact.  The design principles: 

 

1. Provide an agreed set of guidelines to enable the design of the Public Contact 

TOM;  

2. Provide a mechanism to assess whether the design will deliver to the Vision;  

3. Drives clarity around the expected capabilities and benefits the future model can 

deliver within agreed constraints.  

 

While the principles themselves provided a set of guidelines, there are a number of 

internal and external constraints that will challenge these principles. These are weighed 

against  

 

1. Quality;  

2. Cost;  

3. Efficiency/Time. 

 

Where these external constraints weigh against the design and the operating principles, 

a decision process will be escalated to agree along which of these dimensions the design 

will be compromised.  

 

This approach reflects the operating reality; whereby the three forces must reduce 

spending, while maintaining service delivery.  

 

Collaborated Public Contact must also ensure it is able to support localism and differing 

policing priorities and requirements across the three forces. 
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Design Principles for Collaborated Public Contact 

There are four key pillars that will enable the delivery of the Public Contact Vision. A 

number of design principles are linked to each of those pillars.  

 

1. Deliver the right service to citizens/customers 

1.1. We will response to citizens in a way that is appropriate to their needs;  

1.2. We will provide citizens with an appropriate channel choice;  

1.3. We will provide the same citizen experience through all channels;  

1.4. We will develop channel options to manage service to our internal and external 

customers in the most effective way  for Public Contact;  

1.5. We will deliver service within the agreed performance framework;  

1.6. We will deliver a digital service that considers the risk environment in which we 

operate; 

1.7. We will support local police commanders in delivering their priorities. 

 

2. Enable service delivery 

2.1. Digital channels will enable demand reduction and not demand shift to another 

department;  

2.2. The design will enable the right people to access the right data at the right 

time;  

2.3. Process harmonisation where appropriate will be adopted for Public Contact;  

2.4. The design must support different policing requirements and performance 

management regimes across the three force areas;    

2.5. The design must be scalable to address changing demand needs over time;  

2.6. The design must be flexible to adapt to operational changes; 

2.7. The design must allow local commanders to deliver against their priorities;  

2.8. While both scalability and flexibility are key principles, these must be 

considered within operational constraints of cost, proportional to benefits and 

achievability; 

2.9. Resources should be omni-skilled facilitating job enrichment and operational 

flexibility; 

2.10. The design must be easy to use and intuitive, supporting user centric design;  

2.11. The design must support speed of use; 

2.12. Service delivery to partners will be supported with more self-service capability; 

2.13. Service delivery to internal customer will be supported with more self –service 

capability; 

2.14. Operational needs will be balanced against staff wellbeing. 
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3. Manage Risk  

3.1. Operational risk mitigation is based on access to the right Force specific data in 

order to make the most effective decision at the right time;  

3.2. Staff will be empowered and trusted to use information to make the right 

decision at the time; 

3.3. Clear accountability and management structures will be in place to monitor and 

manage operational and data management risk;  

3.4. Citizen and partner data will adhere to strict information / risk management 

compliance policies; 

3.5. A high degree of resilience is required for business critical services;  

3.6. The operating model will not introduce additional layers of operational risk 

through manual processes and handoffs. 

 

4. Cost/effective delivery 

4.1. Value for money:  The future operating model will deliver both cost efficiency 

and cost reduction; 

4.2. Cost reduction: the future model will deliver a cost reduction of  up to 30%;  

4.3. Investment cost must be proportionate to future efficiencies / benefits;  

4.4. Operating cost must be proportionate to service delivery and operational risk;  

4.5. The operating model will deliver downstream savings and operational efficiencies 

for Local Area Policing. 

4.6. Speed of delivery?  If we can quickly deliver and accrue benefit? 

 

Conclusion  

The vision and design principles are a key project management tool that will support: 

1. Agreement of a common direction of travel for the design of Public Contact across 

three Forces; 

2. A mechanism to assess constraints and trade-offs to the design;  

3. A transparent mechanism to address changes to the design and associates risks 

to the project timeline;  

4. Development of high level ICT solution and costs to feed into the Full Business 

Case (FBC). 

 

Recommendation 

It is recommended that these design principles are agreed and adopted to enable design 

and ICT costing activities to proceed. 


