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BENEFITS REALISATION PLAN: Public Contact 

  
This Benefits Realisation Plan 

1. Summarises the work done to identify Benefits, ensuring they support the strategic 
direction given in the Change Mandate; 

2. States what the key Benefits are in the project and how they will be measured 
3. States who will be responsibilities for realising these Benefits in the project; what enablers 

need to be delivered, and how this will be tracked; 

In accordance with the Strategy for BRM used by the Strategic Alliance. 

This plan will be regularly reviewed as we move to implementation and beyond. There will be 
scheduled reviews with the project lead and with the tri-Force Public Contact team, with oversight 
coming at the Operational Support Programme Board, and routine reporting up to Joint Chief Officers 
Board (JCOB). 

The first project-level review of the plan after FBC will focus on validating and confirming Benefits 
measures, milestones, targets and baselines. This should include a more detailed consideration of the 
‘downstream’ Benefits of Public Contact, as well as articulating the Disbenefits of the new model. 

 

1. Identifying the Benefits. 
 
1.1 The Benefits were initially identified in a series of workshops with: 
 The Senior Responsible Owner (SRO), Business Change Managers (BCMs - Superintendents 

managing the daily business) and Public Contact change project lead. 
 Public Contact Subject Matter Experts (SME) and practitioners (SPOCs) 

 
1.2 These were developed and refined through ongoing liaison between the Business Benefits Lead, 
the project team, and Deloitte.  
 
1.3 Quality assurance for the Benefits was provided by the Business Benefits Lead. 
 
1.4 The Benefits were validated by the Public Contact project team as being appropriate for the 
project, and accurately representing the positive outcomes they would like to achieve. These Benefits 
are given in Table 1. 
 
1.5 This validation needs to be repeated with the BCMs for public contact, and in light of proposed 
KPIs.  
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Table 1 Benefits Summary Table, including proposed measures. 
  
  

BENEFIT DESCRIPTION Owner  Objective  Benefit 
Category 

Measure 

1. Improved staff 
satisfaction 

SRO To create a 
healthy 
culture for 
staff with 
continuous 
improvement 

2a) a. Improved staff retention. Quantitative 
measure 
b. Increase staff attendance.  Quantitative 
measure 
c. Staff survey. Qualitative assessment. 
   

2. Reduced number of 
unnecessary 
deployments 

SRO To effectively 
manage 
operational 
risk 

1b) a. Telephone resolution. Quantitative 
b. Screened out crimes. Quantitative 
c. Appointments being made wherever 
appropriate Qualitative assessment 
d. THRIVES. Qualitative assessment 
  

3. Improved public 
satisfaction with first 
contact 

SRO To deliver a 
high level of 
public and 
victim 
centred 
services 

2b) a. Surveys of public satisfaction with first 
contact. Qualitative assessment. 
 b. Complaints data. Qualitative assessment. 
c. Service recovery data and satisfaction 
follow up calls. Quantitative and qualitative 
assessment 
d. Reduction in secondary call handling/hand-
offs. Quantitative measure 

4. Fewer record 
information errors 

SRO To effectively 
manage 
operational 
risk 

2a)  a. Qualitative assessment by managers 

5. Increased public 
contact access through 
lower cost channels 

SRO To deliver a 
high level of 
public and 
victim 
centred 
services 

2b) a. Website usage-Qualitative assessment. 
b. Survey results Quantitative and qualitative 
assessment 
c. Reduced number of Non-emergency calls. 
Quantitative measure     
d. Reduce Average Handling Time 
(AHT)Quantitative measure 
e. Time Savings in telephony call handling 
Time saving Quantitative measure 
f. Telephony Resolutions. Quantitative  

6. Greater victim access 
to  information 

SRO To deliver a 
high level of 
public and 
victim 
centred 
services 

2b) a. No. of individuals accessing online crime 
tracking    Quantitative measure.  
Lead indicators would be  

 No of individuals accessing static 
content 

 No. of individuals accessing online 
directory 
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7. Better signposting to 
other agencies 

SRO To deliver a 
high level of 
public and 
victim 
centred 
services 

2b) a. New channel response data. Quantitative 
measure 

8. Lower annual staff 
cost 

SRO To deliver up 
to 30% 
savings 

1a) a. Break down various components of 
revenue budget (e.g. reduce FTE, shift 
premium, overtime). Allows for tracking of cost 
decline 

9. Lower overall annual 
tri-force estates cost 

Estates 
Depart
ment 

To deliver up 
to 30% 
savings 

1a) a. Revenue measure Quantitative measure 

10. More effective 
management of demand  

SRO To deliver up 
to 30% 
savings 

2b) a. No. of contacts to resolve call. Quantitative 
measure 
b. No. or proportion of first point of contact 
resolutions  Quantitative measure 

11. More effective use of 
estates  

SRO To deliver up 
to 30% 
savings 

1a) a. Reduction in estate costs. Quantitative 
measure 

12. Increased flexibility 
to changes in demand 

SRO To create a 
healthy 
culture for 
staff with 
continuous 
improvement 

2a) How well does the new model cope with 
unexpected incidents Qualitative assessment 
or 
Shift pattern/changes to ways in working. 

Staff survey Qualitative assessment 

  
1.6. Benefits will be measured by a variety of methodologies. These methods will be developed once 
the measures are confirmed, and as we move towards implementation. 

 
1.7. Measurement of benefits will be resourced by the tri-Force Public Contact function, with expertise 
provided by the Change Portfolio Office. The costs for these are given in section 2.  
 
1.8. Benefit measures will be merged with Strategic and Tactical Key Performance Indicators (KPI). 
That is, proposed or existing KPIs that can measure a Benefit will be approved; and where a Benefit is 
shown but no KPI exists we will consider whether an additional KPI is needed. This will reduce the cost 
of measurement, and ensure a clear focus on meeting the strategic aims of change.  

 
1.9. Benefits measures and KPIs will be subject to the same process of scrutiny and validation with 
stakeholders, data providers, and BCMs. They will be approved through the existing project and 
programme boards. 
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2. Delivering the Benefits 
  

2.1. The Benefits will be delivered by working towards the Objective and to the project Vision. 
 
2.2. The Benefits Dependency Map at Figure 1 shows the enablers and business changes needed to 
deliver the Benefits. 

  
 

2.3. The Benefits Dependency Map was created in collaboration between the project team and the 
Benefits team, and validated by the BCMs. It will be used to guide implementation so that benefits 
are realised. 

 
2.4. Benefits tracking will start as soon as practicable after FBC. It will be repeated at milestones in 
the Implementation, as well as 6 and 12 months after Implementation as the basis for the project's 
Post Implementation Review (PIR).  

  

 Milestones for some Benefits (for example, cashable savings) have begun to be defined. 
These milestones will be defined in more detail, alongside those for all other Benefits, as 
part of the Implementation plan. 

 
2.5 The tri-Force Public Contact team will be responsible for providing the data required to track the 

Benefits. The cost of Benefits Realisation refers here to the time taken and resource required to 
track Benefits appropriately. This cost cannot be estimated until benefits measures and KPIs are 
confirmed. This will be after FBC, as we move towards implementation. 
 

2.6 The Head of the tri-Force Public Contact team will be responsible for ensuring that the necessary 
business changes take place to ensure Benefits are realised, taking remedial action where 
necessary. 

 

2.7 Progress towards Benefits will be tracked at the Operational Support Programme Board. There 
may also be a requirement to report progress at local performance boards. The SRO will be the 
chair Organisational Support Programme Board. The SRO is responsible for ensuring benefits are 
realised in their programme, and dependencies are managed. 

 

2.8 The SRO is in turn accountable to the Joint Chief Officers Board (JCOB). 
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To create a healthy 
culture for staff with 

continuous 
improvement

Improve staff 
satisfaction 

Lower annual staff 
cost

Improved Public 
satisfaction with first 

contact

Increased public 
contact access 

through lower cost 
channels

To deliver a high 
level of public and 

victim centred 
services

Greater victim 
access to 

information

Lower overall 
annual tri-force 

estates cost

SavingsSavings

ServiceService

Introduction and 
marketing of Self- 

Service

Clear focus on 
training, staff 

development and 
progression

BC

BC

Phase 5 Phase 6

To deliver up to 30% 
savings

Fewer record 
information errors

To effectively 
manage operational 

risk

Better signposting 
to other agencies

Rationalisation of 
Public Contact staff 
to fewer locations

More effective use 
of estates

Increase flexibility to 
changes in demand 

New shift pattern 
and ways of working

BC

BC

Phase 1 - 4

Delivery of a fit-for-
purpose ICT solution

Consistent use of 
THRIVE across all 

three forces driving 
contact response

BC

BC

More effective 
management of 

demand 

Reduced no. of 
unnecessary 
deployments

 

Figure 1 Benefits Dependency Map 
 


