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VOLUNTEERS




Volunteer Role Profile (full version)

(Subject to full local risk assessment)

Title:
Front Counter volunteer in unstaffed police station 

Responsible to:
MVP Volunteer Co-ordinator and/Response Team Inspector/or

Station Manager/or Safer Neighbourhoods Sector Inspector

Overall Purpose:
To provide an efficient and effective triaging service that will 

enhance customer care to visitors to the front of house at xxxx  Police Station

Expected outcomes:

· Increased satisfaction from the community in regard to a more 

effective police service

· Increased community information

· Provides a potential resource for encouraging higher levels

of increased community engagement

· Reduces the perception of fear of crime

· Enhances customer care available to visitors to the police station

· Reduces waiting times and improves quality of service while waiting

· Intelligence gained to be passed to BIU (Borough Intelligence Unit)

Hours required:

It would be appreciated if the volunteer can commit to a regular session, details of which can be agreed between the volunteer, MVP Volunteer Co-ordinator and the person responsible for the volunteer.  Time given must not exceed 40 hours per month (to include time given to supervision site visits and training events).  

Volunteers are requested to arrive 15 minutes prior to commencing session, to be debriefed by fellow volunteers. Volunteers should be aware that on occasion they may need to stay later in line with a customer’s requirements. 

Volunteers are requested to arrive 15 minutes prior to commencing session, to be briefed by volunteers on earlier shift, or SN team or other MPS staff.  They need to be aware that they may need to stay beyond their intended hours in line with a customer’s requirements. 

Please always feel free to contact your Volunteer Co-ordinator (name:                            ), if you have any reason to do so.

Telephone Number:



Email:




Mobile:

Main Responsibilities:

The following are tasks that a volunteer may be requested to undertake when giving time to a front counter.  It will be at the discretion of the person responsible for the volunteer and the MVP Volunteer Co-ordinator to decide which tasks will be required for each session of volunteering.

· While keeping to the private side of the counter, welcoming visitors, offering help and guidance at the front counter, informing them of potential waiting times.  Filtering enquiries to the appropriate person within the MPS or to external organisations. 
· Property lost - receiving reports and recording details in the relevant log with the exception

 of lost passports and lost GIROs (which should be referred to a main station).  Making enquiries

to check that property has not been handed in at either their own or a neighbouring police

station.  Volunteer to complete a Book 99 “Property Lost in Street” but must ensure property is lost

and not stolen, which would require completion of a crime report.  Volunteers take lost property

reports.  Paperwork is completed in all cases in accordance with MPS guide-lines so that an 

audit trail is available.  

· Property found.  Consideration should always be given to the fact that an item of property

found on the street may be suspicious or have evidential value.  Volunteers can receive 

property that is found, completing the appropriate documentation.  Paperwork is completed in all

cases in accordance with MPS guidelines so that an audit trail is available.  Found property is

 transferred to the BOCU Property Store for holding and eventual disposal.  Volunteers play no

part in the transportation of property to the main station and whilst being held on site until its 

disposal, the unmanned stations either have a safe or a lockable safe room. Where property is 

abandoned on the counter, the volunteer should seal the item in a property bag and place in 

a secure place. 

· The reporting of crime.  Unstaffed station volunteers take minor crime reports using local reporting forms (which must meet NCPS – National Crime Reporting Standards criteria).  Volunteers do not undertake any form of investigation but simply take the first report.  Details are recorded on a form which is faxed to the Criminal Justice Unit (CJU) or Crime Management Unit (CMU) for inputting to CRIS and follow up action.  This form records basic details, name, address, contact numbers and a brief description of the alleged crime.  It is dated and given a reference number.  Volunteers are trained by CJU/CMU in how to take what information and what allegations of crime it is appropriate for them to deal with.  If a reported crime falls outside these guidelines, an officer is called to attend.  Where the crime has recently been committed or where the situation is identified as being a possible ‘critical incident’, a Police Officer should be informed immediately so that all appropriate MPS resources can be deployed and the ‘golden hour’ principle can be upheld.  

Where possible, individuals who are distressed or who require privacy, should be shown to a private waiting room until a Police Officer is available.  The volunteer may need to consider alerting an Police Officer to ask for urgent assistance by dialling 999.  Consideration should always be given by volunteers to placing themselves in a susceptible position by acting alone with potentially dangerous/vulnerable customers. Under no circumstances should any support be given by volunteers acting alone who may need to deal with potentially dangerous/vulnerable members of the public.  

· Where the crime is one which can be reported using the Internet or which fits the criteria for telephone reporting (if this facility is available on borough), the volunteer should advise the customer of this opportunity.  Volunteer Co-ordinators should seek guidance as to their borough’s methods of dealing with crime reporting.

· Reporting a missing person.  Every missing person is potentially a ‘critical incident’.  Where the missing person is a child, vulnerable adult or where there are unusual circumstances, the volunteer should inform a Police Officer immediately so that all appropriate MPS resources can be deployed and the ‘golden hour’ principle can be upheld.

· Reporting Traffic Accidents.  The volunteer should ascertain that details have not been exchanged (if they have, the matter is purely for attention of insurance companies and not for police to be involved further unless there are any specific allegations, e.g. driving without due care). This does not take into account however, section 170 (5) of the 1988 Act, which requires an insurance certificate to be produced if there is personal injury).  Advise the person to complete a road traffic accident self-reporting form (Form 207) at their own convenience and return to station with original copies of Driving Licence, Insurance Documents and MOT certificate.  

· When a customer is handing in the completed form 207, the volunteer should check the form has been completed correctly and that all necessary original documents are available.  Form 207 is used where there are details relating to the other motorist and where the MPS may investigate further.  The volunteers accepting the form are asked to note the details of the documentation produced and to sign the form to date/time when it is handed back.  It is then forward to the CJU.  (Volunteer Co-ordinator needs to consider page 6 section for completion by SRO and how this will be managed.)
Form 209 – Collision Proforma – is a report of an accident/collision where the other driver failed to stop and their details are unavailable.  It is a report of an incident and no further action is taken by the MPS.  The form is also not signed by anyone on behalf of the MPS.  

Form 966  :
It is not required to be signed off by anyone other than the witness. The form is handed out along with a post free envelope addressed to borough CJU Traffic. It is given to someone that has witnessed a traffic incident or collision so that the police can assess the questionnaire and try to establish the truth about what happened. The witness completes and returns within 7 days either by post/handed in at the front office; the form is self explanatory. The volunteers do not need to check any documents if it is returned by hand, they may just want to check that all the relevant boxes are completed. The form does not need to be signed off by anyone other than the witness. This form is for a witness and not the victim.
· (i. Triage role profile reads:  Requests for data checks under the Data Protection Act.  Provide the customer with blank data protection form.  On receipt of completed form, with accompanying payment £10, pass to the SRO/Station Officer. (Central Team’s advice is that for their own protection volunteers should not deal with any processes that involve cash.  It is for the Borough to decide if a volunteer can handle cash which must be subject to a local risk assessment.  Each  borough must decide the practical aspects and how it will be regulated)
· (ii. Suggested task for unstaffed role profile, which, might also be included in triage role)..
A customer seeking to request a printout of information held by MPS can make a Data Protection request (forms 3019A and 3019B) for a fee of £10.  These forms, together with the cash, are handed in at any open station.  Customer receives a numbered receipt.  Stations notify F&R on a regular basis of money taken and money, together with associated paperwork is transferred to the F&R office.  Volunteers not responsible for transferring to main station.  There is a clear audit trail.  
· Requests for property marking.  Property mark mobile phones when requested by an individual at the front counter.  Should the volunteer be in any doubt as to the ownership of the phone, they should seek the advice of a Police Officer
· Deliveries to the police station.  Volunteers should be protected from any dispute arising from a delivery nor should be placed in a situation where they are involved in security checks.
· When a customer is intending to report the loss of their wallet/purse/handbag, the volunteer can offer support by making telephone calls with/on behalf of member of public to report stolen bank cards, mobile phones etc. to the service providers.
· The opportunity, whilst customers are waiting, can be utilised to provide Crime Prevention – leaflets and advice to queues ensuring key messages delivered from Crime Prevention Officer are  available.  Mobile phone details can be taken and provided to the national database.
· HORT/2 – Production of Driving Documents
· Many members of the public prefer to produce their documents at their neighbourhood station rather than attend the main station with its frequent and lengthy queues.  Volunteers must ensure that all papers are valid, original and current and are produced in time.  In cases of concern, or when produced out of time, volunteers call for an officer or direct the customer to a main station.  The volunteer signs the HORT/2 form to confirm that they have seen the correct documents and recorded the information which the Police Officer has requested. 
· HO/RT(2) indexing grid – volunteers can complete grid based on the record of forms on the file.  
Guns, knives and drugs:  Guns, knives and drugs will be handed in to unstaffed police stations.  Volunteers can deal with them as long as they have been specifically trained to do so and operate within MPS guidelines.  Best advice is to not allow the volunteer to touch them and to close the station until a trained officer can say that a weapon is safe and not likely to have been used in crime.  

· Volunteers can record messages and process information for the attention of MPS personnel.  Wherever possible this to be undertaken by accessing AWARE to provide an audit trail as well as by telephone.  Ideally this should be conducted via emails.

· Visitors to the station.  The volunteer should ascertain the identity of the individual and the identify of the member of the MPS they have come to see.  Inform the member of staff of the attendance of their visitor.  When the visitor does not have an MPS pass allowing for their unescorted entry, the volunteer should arrange for an escort into the building.  Ensure that the Visitors’ Book is completed; a badge is  provided with the date, their personal details and the name of the MPS staff member they are coming to visit, and provide them with Health & Safety advice – such as what to do if the fire alarm sounds.  The H&S aspect is even more important if the visitor has special needs.
Further optional tasks 

· Maintain the tidiness of both the police and customer reception areas.  Where there is a clear breach of Health & Safety, and a need for the reception to be cleaned immediately, inform  contract cleaners.  
· Citizen Focus Questionnaire (documents attached)  For queries please contact Dave Whitmore of DCC4 Diversity and Citizen Focus (NSY) on 62091.
· Dogs lost and found.  
To be re-directed to the Borough’s station that deals with lost and found animals.  Volunteers should not touch animals brought into any police station.  Local procedures need to be in place for those circumstances when dogs are simply “dumped” at the front counter.

· Despatch -  faxes etc.

A volunteer can be of great assistance in sorting out despatch – putting post into correct pigeon holes if the borough deems this appropriate.  They can ensure that all faxes are forwarded to the correct recipient.  
ALL OTHER TASKS SHOULD BE PASSED TO THE CORRECT UNIT WITHIN TH E BOROUGH.

When undertaking front counter support tasks, volunteers should never hesitate, if ever in any doubt at all, to dial 999.  The responsibility for volunteers and the quality of the tasks they undertake, rests firmly with the MVP Volunteer Co-ordinator.  Volunteers must be sure to keep their Volunteer co-ordinator advised of any queries, issues or concerns.

Person specification:

Skills & knowledge:

· Good interpersonal skills

· Good written communication skills  

· Good telephone techniques with welcoming manner

· IT competency where relevant

· Aware of good customer care practices

Attitude and Personal Qualities:

· To be aware of and uphold the MPS mission and values
· As an ambassador of the MPS, there is an expectation to behave in an appropriate manner at all times and to uphold MPS principles

· A willingness to be flexible and perform varied tasks, reacting appropriately to varied situations

· Open minded, with the ability to see past initial observations – never making assumptions.

· A volunteer should never place themselves in situations of personal risk

· Able to give time while meeting MPS procedures. Volunteers are expected to withdraw from any situation where they fear for their own well-being.

· Must be able to deal with sensitive and confidential information in an appropriate manner whilst always remaining courteous, even in the most difficult circumstances, mindful of equal opportunities and respecting cultural differences

· Must be an effective team player, who is willing to give time on a reliable and punctual basis.

Training:

Mandatory


Role specific



Optional

MVP Induction day


Conflict Management


Bombs and packages

ELS


Diversity



Bail 41 procedure

Health & Safety


Customer care


Manual Handling



Critical incident awareness

Communication skills




Authenticating documents

Fire training




Crime Prevention


Dog handling




CS Awareness


Dynamic risk assessment




Handling guns and knives


As good practice, it is suggested that a poster be placed clearly outside the unstaffed police station to inform members of the public the exact tasks that can be performed for them by Met Volunteers.  It should also state exactly where they should attend for the tasks that cannot be undertaken in an unstaffed police station.
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