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Dear Commissioner,

I attach the final report for the Queensland Police Service (QPS) Strategic Review for your attention. As intended, the focus of the Review has been to
provide an independent assessment of the QPS and to explore the challenges associated with the current operating environment, with a view to building
capacity for the future. With this in mind, the report is heavily focused on current challenges and much less so on identifying the current strengths of
the organisation.

I would like to thank all staff at the QPS for the support that they have provided in allowing this Review to be completed in such a relatively tight time
frame. The passion for the QPS and the desire to provide a service to meet the needs of the people of Queensland came across extremely strongly from
the individuals and groups that I met with, and is, in my opinion a fantastic core attribute of the QPS. Whilst undoubtedly there is significant frustration
across the organisation, particularly in Regional Operations, I also observed a real sense of optimism about the future under your leadership.

I have provided a range of recommendations to help address the current significant challenges being experienced by the QPS. These recommendations,
if appropriately implemented, will drive a level of improvement across the organisation and critically, in service delivery efficiency and effectiveness.
However, it is my professional opinion that these recommendations alone will not be sufficient to enable the QPS to respond to all of the significant
demand that is placed on the organisation.

Yours sincerely

Neil Greenfield



This report has been prepared as outlined in the The Queensland Police Service Strategic Review Section. The content, observations, conclusions and recommendations in this report
reflect a perception of the Queensland Police Service (QPS) based upon the information and data provided by the QPS as well as views conveyed by the various stakeholders engaged
with during the course of this Review. Whilst every effort has been made to triangulate the views of stakeholders, GSA cannot guarantee the accuracy of all information.

This report has been prepared at the request of QPS in accordance with the terms of GSA’s proposal dated 24 August 20189.
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The significant growth in demand volumes and complexity, which shows no
signs of abating, have resulted in a downturn in key performance measures...

DEMAND PEOPLE SERVICE DELIVERY MODEL GOVERNANCE

Changing demand on policing
globally (inc QLD) moving into
social issues (top 7 calls to
service are not crime)

48% growth in calls for service
from 14/15 to 18/19

Average of 42% of calls for
service have no resource
deployed

32% growth in demand through
Policelink with significant calls
abandoned (14.2% in 2018)

10% growth in reported crime
28% growth in reported crime against property
24% growth in reported crime against the person
7% decrease in total ‘other’ crime

PSBA

Significant dissatisfaction with PSBA services
Lack of customer focus

Beyond Blue Survey identified
QLD police have higher rates of
mental health issues than the
sector as a whole

Health and Wellbeing Model not
meeting need — more than double
injury management caseload
compared to other jurisdictions

Strong sentiment that the
organisation is overly SEQ centric
and doesn’t appreciate the
differing challenges outside SEQ

Significant reduction in unsworn
staff in 2011, 2012 and 2013
(~500) moving admin tasks to

sworn officers

Imbalance between Regional
Operations and Central
Functions optically and with
resourcing

Central Functions (2013)
delivered some benefits but
unintended consequences i.e.
deploying to holistic priorities

The impact of Domestic and Family

Violence, Mental Health, Prisoner

Transport, Court orderly and out of
hours service is significant

There are processes and ways of
working that are inefficient and
ineffective

PERFORMANCE LEVELS (Jul-Sept 15 versus Jul-Sept 19)

7% reduction in percentage of total cleared crime
3% reduction in percentage of property crime cleared
13% reduction in crimes against the person cleared

3% reduction in ‘other’ crime cleared

OUR ENABLERS

Extensive examples of success

24/7 QPS pick up responsibilities

Over servicing and underservicing is commonplace

The current performance
management framework is in
adequate in terms of the
information used and measured
to make decision, the forums that
are in place to ensure that
transparency of performance is
escalated and understood, and the
approach to managing the
performance of individuals

Seven of the eight Community Confidence
measures showing reduction — perceptions and
police and community satisfaction

HR POLICIES AND PRACTICES
Absence of resource allocation methodology
Inability to match resource and demand

... and whilst there are opportunities to drive improvements in efficiency and

effectiveness, this will not allow QPS to meet demand now and in the future




There were seven recommendation themes identified by the Review

People, Culture, Health and Wellbeing
Establishing and maintaining an organisation that supports a connected and engaged workforce,
provides an environment that aligns to the QPS Values, and supports people in delivering a
tailored service to the people of Queensland

Service Delivery Optimisation
Establishing and maintaining an integrated service delivery model that reflects the focus of QPS to
provide local solutions to local needs and maximises efficiency and effectiveness in doing so

Balancing Resource and Demand
Establishing the mechanisms to ensure that resources are allocated equitably across the service

based upon need Connected

approach to drive

Organisational Performance Management the deswlt_ed g
Establishing an approach that connects the entire organisation in direction, provides transparency outcomes aligne

of performance from top to bottom and supports a One QPS approach to solving issues and t°_ th_e
challenges Commissioners

Vision and

Strategy
Governance

Governance arrangements which supports effective prioritisation and decision making for QPS

The Importance of Implementation
A focus on implementation which ‘breaks the cycle’ and relentlessly focuses on delivering the
intended outcomes from change

PSBA
A PSBA delivery model which is customer focused and includes demand management within QPS
to support the matching of available capacity and capability to need
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The specific recommendations are...

The following recommendations have been made to help address the current significant challenges being experienced by the QPS. Whilst
these recommendations, if appropriately implemented, will drive a level of improvement across the organisation and critically, in service
delivery efficiency and effectiveness — it is unlikely that these recommendations alone will enable the QPS to address the significant demand
that is placed on the organisation.

People, Culture, Health and Wellbeing

Establishing and maintaining an organisation that has a connected and engaged workforce, provides an environment that aligns to the
QPS Values, and supports people in delivering a tailored service to the people of Queensland

It is recommended that cultural change activities are consolidated into a single program with alignment to the Commissioners vision of
a connected and engaged workforce with a clear and integrated purpose to support the achievement of this vision. This should
include a focus on the Working for Queensland survey. The formation of a single program should include consideration of new
projects to ensure that all elements required to deliver the vision are considered as well as, and equally importantly, decommissioning
projects as necessary to provide a single and holistic approach.

It is recommended that the current communication and engagement approach be redesigned, including Media, to implement a new
approach to meet the needs of the organisation and workforce. This should focus on the desired outcomes, and optimising channels
of communication to align to need.

It is recommended that the approach to health and wellbeing, including processes, ways of working and structures should be
redesigned to better meet the needs of the individuals, the organisation and legislation. This should leverage the detailed feedback
provided by the workforce during the course of this Review. It will be critical that this work is undertaken with due consideration of the
‘QPS system’ and any associated implications in terms of workload both within and external of the Health, Safety and Wellbeing team.

It is recommended that the various issues identified within the HR Policies and Practices Chapter should provide a key input to the
new People, Culture, Health and Wellbeing Governance Committee in establishing a program of work. In addition the specific issues
highlighted by this report should be rapidly evaluated to determine whether there is an opportunity for them to be progressed in
isolation i.e. no dependencies and rapid benefit.
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The specific recommendations are...

Service Delivery Optimisation

Establishing and maintaining an integrated service delivery model that reflects the focus of QPS to provide local solutions to local

needs and maximises efficiency and effectiveness in doing so

It is recommended that the Community Contact Command be moved from its current position within the Crime, Counter-Terrorism and
Specialists Operations portfolio to the Regional Operations portfolio and remains headed up by an Assistant Commissioner to ensure that
this critical function retains focus. As part of the transition the Media group should move to the temporary Culture and Engagement Unit
which will provide more commonality in delivery of functions.

It is recommended that the delivery model for Policelink, Contact Centres and Districts be redesigned based on end-to-end process
through to front line, understanding and managing demand, process optimisation and engagement. It will be critical for this to be
undertaken as a whole of QPS system perspective to optimise performance. This redesign should not be undertaken centrally and top-
down but instead should be undertaken within a District to ensure that the specific nuances of the location and understood. It is
recommended that this is undertaken in a pilot District initially (with Policelink and Communications Group concurrently), to demonstrate
the benefit of the approach and then subsequently rolled out across the State.

It is recommended that opportunities are explored which better protect General Duty resources to respond to calls for service. This will
require consultation with District Officers to determine feasible options.

It is recommended that General Duties be renamed to better reflect their specialism and their relative importance to the organisation.

It is recommended that a rapid assessment of boundaries be completed for the State to determine whether there are any additional
boundaries (beyond Moreton) which are perceived to significantly inhibit the ability of QPS Regional Operations to deliver optimal service
delivery. Following this, a more detailed assessment should be undertaken to design new boundaries for these outlying areas. This
should be undertaken considering the cost / benefit of changes.
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The specific recommendations are...

15

Balancing Resource and Demand
Establishing the mechanisms to ensure that resources are allocated equitably across the service based upon need

It is recommended that the work being undertaken in collaboration with QTC continues, seeking to improve transparency of total demand.
This should include consideration of resource utilisation to provide transparency of the relative time and effort expended in meeting the
different demand types. Critical to this is understanding any implications on officers and staff in collecting the data that will be required to
provide this information i.e. all efforts should be made to minimise any further administrative burden placed on frontline staff.

It is recommended that a consistent and transparent methodology and business practice for resource allocation be developed which
utilises the improved understanding of demand (that will be provided by the above recommendation) and considers this together with
situational challenges including geography, population, and demography and other relevant factors. The improved business practice
should then focus on ensuring resourcing matches need, across the State.

It is recommended that an initial, relatively coarse, assessment of resourcing (financial, human and equipment) should be undertaken to
rectify the current imbalance between Central Commands and Regional Operations. This should include the identification of resources
that could be redeployed to Regional Operations.

It is recommended that a more sophisticated approach to resource distribution (financial, human and equipment) based upon zero-based
budgeting should be undertaken to align budget to community outcomes and address the current imbalance longer term and in a
sustainable manner.

It is recommended to reduce the number of Commands from 9 to 6 or 7 to realign the relative importance of Regional Operations in line
with the Commissioners strategy. This should not be undertaken until detailed analysis regarding resource and demand is completed and
a better view obtained regarding State-wide need. In addition, to complete this activity an assessment of functional need should be
undertaken aligning to the QPS strategy.

It is recommended that the Central Function approach should be redesigned building on the preliminary assessment contained within this
report to transition accountability for deployment of resources to Districts. The redesign will need to adopt a whole of Service view of the
relative priorities between all Commands and Regional Operations when defining Capabilities & Targets/Outcomes to ensure that
priorities are equalised relative to funding and resourcing i.e. it is not possible to seek ‘platinum’ service across all areas, there will need
to be a prioritisation based on whole of Service needs aligning to the Commissioners vision.

This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° G SA

trademarks. Liability limited by a scheme approved under Professional Standards Legislation.

MANAGEMENT CONSULTING



The specific recommendations are...

Organisational Performance Management
Establishing an approach that connects the entire organization in direction, provides transparency of performance from top to bottom
and supports a One QPS approach to solving issues and challenges

It is recommended that a Performance Management Framework is designed and implemented drawing on the elements of leading
practice police services as described in this report including the focus on a broader set of measures and data sets to support decision

@ making. It is recommended that some immediate steps are taken to establish performance management meetings that connect the
organisation from individual Divisions / Units (as appropriate to support borderless policing) up through the organisation to the Deputy
Commissioners and Commissioner. The approach should reinforce and support accountability for the organisation whilst simultaneously
drive a whole of QPS focus.

Governance

Governance arrangements which supports effective prioritization and decision making for QPS

It is recommended that new governance arrangements be established as set out in this report, to provide improved transparency for

G decision making, and ensure key aspects of the organisation i.e. People, Culture, Health and Wellbeing, Assets, Strategic Programs have
a raised profile. This should include refinement of PSBA governance arrangements to be customer focused. Detail regarding the specific
Governance arrangements can be seen in Appendix B.

It is recommended that the focus and number of projects across the service is immediately controlled — this should include:

— suspending all current projects across the service with approval required to continue. It is acknowledged that there are likely many
critical projects that are ongoing and these will need to rapidly move on from the suspension (subject to approval)

@ — suspending all future project expenditure i.e. no further funding through the Demand and Resourcing Committee (D&RC) until further
notice (this has already been activated).

— Suspending current and future research projects with approval required to continue.
— Establish a baseline of all ongoing or potential projects.
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The specific recommendations are...

The Importance of Implementation
A focus on implementation which ‘breaks the cycle’ and relentlessly focuses on delivering the intended outcomes from change

It is recommended that an Implementation Team be established to provide the necessary focus, prioritisation, capacity and capability to
deliver the intended outcomes of any future projects (including any projects arising from recommendations accepted from this Review).
Focus should be given to the insights provided within this section of the report to ensure that the implementation team maximise the
opportunity to deliver any intended outcomes. Suggested guiding principles for implementation can be seen in Appendix C.

PSBA

A PSBA delivery model which is customer focused and includes demand management within QPS to support the matching of available
capacity and capability to need

It is recommended that once the scope and implementation plan for the PSBA Transformation Program is agreed, that QPS allocate
appropriate resources to support this embedded within the project. This will require specific focus on understanding and prioritising
demand (for PSBA services) from a QPS viewpoint. The following elements are considered for prioritisation: Human Resources service
redesign; ICT current state baseline; Assets current state baseline.

o

It is recommended that as part of the Strategic and Service Alignment project, that functions which do not have broader commonalty
across the customer base i.e. would not offer potential economies of scale, are identified and subsequently transitioned back to the QPS.

It is recommended that the immediate focus for systems and digital is directed towards understanding the foundations in this area
including clarity of service delivery model both within QPS and with PSBA, establishing a robust systems architecture and process to
effectively manage changes, and understanding ICT costs into the future.

© 0
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Executive Summary

1. INTRODUCTION
1.1 Context and focus of the Review

This Review has been initiated by Commissioner Carroll following her appointment to the Queensland Police Service (QPS) in July 2019. The
purpose of the Review is to provide an independent assessment of the QPS to explore the challenges associated with the current operating
environment, with a view to building capacity for the future. Additionally, the Review also allows QPS to examine its relationship with the Public
Safety Business Agency (PSBA) and how this service delivery model can best support the QPS in the future. It should be stated that in parallel
with this Review, work is currently underway in the PSBA in relation to a Strategic and Service Alignment Program providing refocus to customer
needs.

Framework guiding the scope of the QPS Review

The framework opposite has been used

to guide the scope of the Review, 000 /J l{‘ E\
drawing upon the following inputs to "’ =y
provide a triangulated view of challenges — XA
and opportunities: —

e Previous Reviews and / or significant

[ f work; ; :
bodies of work; og‘:‘:‘?slit?;n Processes Systems & Data Governance Serw:\:’lilgeelllvery
e QPS documentation, policies and

procedures;
) . . Organisation - Committee
e Consultations with sworn officers and structure Demand Systems & Digital Structures Partners
civilians;
e QPS data; HR Policies and Regional policing nl::rafsol:rrrézn:ned PSBA
i Practices processes framework
e Research and / or environmental
scans; and
Behaviours and ’ Regional
e Professional opinion of the Reviewer. culture Central Functions boundaries
Health and
well-being
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Executive Summary

1.2 Queensland Police Service (QPS) Responsibilities

As defined in the Queensland Police Service (QPS) Service Delivery Statements (2019-20, Queensland State Budget), and the Police Service
Administration Act 1990 and the Financial Accountability Act 2009, the role of the QPS is to provide effective, high-quality and responsive policing
services, in collaboration with community, government and non-government partners, to make Queensland safer. The department's vision is to
deliver safe and secure communities through collaboration, innovation and best practice.

The QPS contributes to the Government's objectives Our Future State: Advancing Queensland's Priorities by working to Keep Communities Safe
and to Be a Responsive Government. This is done through:

e Strengthening Relationships

— fostering collaborative partnerships with government agencies, non-government organisations and community groups to maximise
opportunities to prevent crime and enhance community safety;

— preserving the legitimacy of policing through fair and ethical service delivery; and

— strengthening positive online user and social media experiences to expand options for engagement with police.
e Making the Community Safer

— providing timely and professional responses to calls for service to maintain community confidence; and

— improving policing services to people who are over-represented in the criminal justice system as either victims or offenders, including
vulnerable persons, young people and victims of domestic and family violence.

e Equipping our Workforce for the Future

— investing in our people to meet current and future challenges through capability planning and development to position the QPS as a
learning organization;

— providing equipment, technology and facilities to support our frontline staff; and

— supporting healthy, safe and inclusive workplaces and promoting a diverse workforce that reflects the community we serve.
e Stopping Crime

— developing sustainable, effective, innovative and efficient approaches to preventing, disrupting and investigating crime; and

— addressing the threat of serious and organised crime, terrorism and radicalisation through strong collaborative partnerships with community
and other law enforcement agencies.

The QPS as an agency has responsibility for two service areas which are as follows:
e Crime and public order: To uphold the law by working with the community to stop crime and make Queensland safer.

e Road safety: To contribute to stopping crime and making the community safer through road safety relationships, reducing road trauma and
evidence-based enforcement anywhere, anytime.
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Executive Summary

1.3 Major Reviews and Organisational Changes in recent history

Since 2013, the QPS has seen five major reviews and three significant organisational changes. The timeline below highlight the main influences.

Major Changes and Reviews impacting QPS in recent history

QPS Restructure PSBA Review Enterprise Level Program Atlas
Review of the PSBA by Evaluation Five workstream program
Reduction in the number the Public Service Snapshot Review of the focusing on operationalizing
of Regions and Districts Commission QPS Transformational the core and relevant
and creation of Central Journey elements of Blueprint 2030
Functions

2013 2015 2017 2019

—

2013 2016 2018 2019

Creation of PSBA PSBA Restructure Blueprint 2030 QPS Structural &
Return of some services Future Blueprint based on Leadership Review
Creation of PSBA to support QPS, to the QPS following a First Principles CCC Review of regional,
QFES, IGEM and other customers Public Service approach district and divisional

Commission Review structure and appropriate

leadership

Legend: @ Major Change @ Major Review
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Executive Summary

1.4 Organisational Performance - Crime

Reported crime shows an increase in the total volume of reported offences at 10% comparing the period July-Sept 2015 to July-Sept 2019.
There has been significant increases during the period of property offences (28%) and offences against the person (24%). However, ‘other’
offences, have reduced by 7%. The category of ‘other’ offences differs from offences against the person and property, in that these offences
(‘other’ offences), are generally detected by police rather than reported to police by the members of the community.

Cleared crime shows a reduction in the percentage of total crimes cleared by 7%. The volume of totals crimes cleared has actually increased

during this period, however, it is offset by the growth in reported crimes.

Reported crime
Jul-Sept 15 versus Jul-Sept 19

™M10%

il

Ssasss Increase in total reported crime

128%

property

124%

the person

7%

This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered

trademarks. Liability limited by a scheme approved under Professional Standards Legislation.

Increase in total reported crime against

Increase in total reported crime against

Decrease in total ‘other’ crime

Cleared crime

Jul-Sept 15 versus Jul-Sept 19

J 7%
Reduction in the percentage of total
crimes that are cleared up

J 3%
Reduction in the percentage of
property crimes that are cleared up

Y 13%

Reduction in the percentage of
crimes against the person that are
cleared up

J 3%
Reduction in the percentage of ‘other’
crimes that are cleared up
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Executive Summary

1.5 Organisational Performance — Community Confidence

The eight performance measures regarding community confidence as set out in the QPS Service Delivery Statement are shown below.
Each of the measures demonstrate significant variability between individual reporting periods, with swings of up to 10 percentage points.
Nevertheless, of the eight measures, seven show a trending reduction in confidence from the community.

Community perceptions of police Community satisfaction with police
Q1/14 through Q4/18 Q1/14 through Q4/18

Vv 1% ™ 4%

Reduction in the perceptions - police Increase in the general community
professionalism satisfaction

v 2% b 1%

Reduction in the perceptions — police are Reduction in the satisfaction of
honest individuals that have contacted police

J 2% b 1%

Reduction in the perceptions - police Reduction in the satisfaction of police
treating people fairly and equally dealing with public order issues

4 5% J 8%

Reduction in the perceptions — Reduction in the satisfaction of police
confidence in police dealing with emergencies and disasters

0009
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Executive Summary

2. POLICING DEMANDS

The demands placed on policing services across the Globe are changing. This is also the case in Queensland. Changes in crime types as well
as increases in the complexity of social issues, supporting disaster management and increasing community expectations are all contributing
factors. There have been a range of legislative and policy changes in Queensland, that largely align to the global trends, that together with the
backdrop described above are increasing demand pressures on the QPS. As an example, a very conservative estimated 414 FTE is spent
directly dealing with domestic and family violence associated issues by the QPS.

At the present time there is not a view of the holistic demand placed on the QPS, without which it is not possible to make sophisticated decisions
regarding the prioritization and allocation of resources. The need for this holistic picture is well understood by the QPS and work is ongoing, in
collaboration with Queensland Treasury Corporation (QTC) to provide the necessary transparency.

Calls to Service by QPS District
One element of the demand placed on

the QPS, ‘calls for service’ i.e. the need 200
to provide a police response to an issue, 180
is relatively well understood and
illustrates the challenge being faced.
Calls to service have grown by 48% 140
over the period 14/15 to 18/19 with 120
data indicating that in 18/19 42% of this
demand was unmet i.e. no resources
were deployed to the incident. At the
present time it does not appear to be
possible to obtain a breakdown of the
incident types that are not being met.
There is risk posed by the lack of

160

100

20

Calls to service (Thousands)
B [e2} [0

o o o o
%
%
T
5 m
O -

understanding of the ‘unknown u
demand’ and the unmet demand W \g SRS ¢ & &
. & S QOQ‘Q & &S & & & Qo‘$ & PN
through calls to service (and GG S K RO o ¥ O &
& &S O R & B9
unknown demand). ROEN BN 5 N

W No response Responsed to
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Executive Summary

Policelink was introduced in 2010 as the Figure 14. Policelink Call Volumes and Service Level

preferred contact for the Queensland Police, to

enhance their services and enable frontline 140 80% target for Service Level (call 100%
officers to spend more time performing answered within 30 seconds)

operational duties. Since its inception in 2010 90%
Policelink has broadened the channels it offers 120
and the services it provides both to the public | [VETmmte e S e e e e e e e CETTTINTTT "1 80%
and to police officers with a view to enhancing

community engagement and satisfaction and 100
creating efficiencies for front line police

officers.

70%

60%

[0.0)
o

The combined view of phone calls, emails and
digital volumes to Policelink illustrates
significant growth in demand with total
volumes averaging ~145,000 per month in
2019. This represents a 32% growth since
January 2013. Significant performance
challenges have been experienced relating to
increased abandoned call rates (peaking at
~14% of total calls being abandoned) and
reduced Grade of Service (a low of 21% of 20
calls being answered within the target of 30

seconds).

50%

N
o

40%

30%

I
o

Total Calls (Thousands)

20%

10%

. . . , 0 0%
Whilst the introduction of a concierge process Jan-13  Jan-14  Jan-d5  Jan-16  Jan-17  Jan-18  Jan-19

has delivered significant improvement there

remain major challenges which will B Call Entered  WEEEME Calls Abandoned === % Service Level
undermine community perception of the
QPS.

Source: Folicelink data
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Executive Summary

3. CULTURE AND ENGAGEMENT

An organisation’s culture including its approach to organisational engagement is a significant determinant in a high performing organisation. The
elements of culture are multifaceted and complex and for this reason this Review does not seek to unpick and provide recommendations
regarding any potential cultural issues, instead, it focuses on the QPS approach to understanding and driving improvement in this area.

Currently there is no agreed or consistent approach to engagement within QPS, however it needs to be noted that externally facing, the
QPS engages well, particularly from a Commissioned Officers Rank, with key external stakeholders including all levels of government. There is,
however, little evidence to show where internal engagement and communications has been applied effectively across the Service.

There are currently three programs focusing on cultural change which are fragmented and appear to lead to inconsistent messaging and
understanding of the purpose. Whilst there may be a need for various workstreams (or projects or programs) there is a need for them to be
fully integrated and aligned to an overall vision or strategy.

The 2019 Working for Queensland survey provided an overall Agency Engagement scope of 53%, the same as last year and relatively consistent
across the period 2014 — 2019. The response rate for this years survey was significantly up from last year (48% to 70%) and perhaps reflects
the desire of the workforce to communicate with the new Commissioner. The results for the ten elements of the survey showed QPS scores
below the Queensland Public Sector average in all 10 elements.

In July 2019, a temporary Internal Communications and Engagement team was established with the purpose of driving greater engagement and
communication across the QPS and to facilitate engagement sessions with a focus on the Working for Queensland survey, developing new
Service values and working towards building a preferred internal culture.

4. HEALTH AND WELLBEING

In 2018 Beyond Blue undertook a detailed survey of 21,014 current and former employees from police, fire, ambulance and State Emergency
Services across Australia. This survey identified that while many employees and volunteers reported having good mental health and wellbeing
and high levels of resilience, The survey also identifies that QPS respondents have higher rates of psychological distress, higher rates of
diagnosis of mental health conditions, and higher rates of suicidal thinking and planning than the general adult population in Australia
and the police sector overall. This reflects the heightened importance of health and wellbeing within the QPS.

There were a number of themes that were identified during the Review, which are set out below:

¢ Injury management — There was significant feedback provided regarding the ineffective nature of injury management. This was reflected
across the Regions and Commands as well as the Health and Safety Management Team, responsible for delivering the service. Feedback
from Regional Operations tended to focus on the challenges associated with the current centralised model and an apparent disconnection
between the Injury Management Team and line management. This resulted in line managers not having transparency of progress with
regards to individual cases.
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¢ Injury management (continued) - The extent to which the centralised model is the root cause, in comparison to the lack of capacity of the
injury management team could not be determined. An internal audit was undertaken which highlighted numerous issues in the current
approach including excessive caseloads (131 per case manager compared to a national average of 55), limited highly experienced staff,
and a range of important administrative activities not being undertaken due to capacity constraints. QPS Rehabilitation and Return to Work
Internal Audit (2019). It should be noted that the Commissioner of Police has already approved a further 5 roles focused on injury
management to provide immediate improvement in this area.

o Fatigue management — There was significant and prevalent feedback regarding the impact of the current delivery model and excessive
demand regarding fatigue management. This was particularly acute in Regions / Districts / Divisions where numerous examples were given
regarding insufficient down time being provisioned for to manage fatigue. This included individuals being called in to cover shifts when they
were required to take a break.

o Mental health not adequate monitored and supported — Feedback from Regions / Districts / Divisions suggested that mental health was
not adequately focused on by the QPS. This view was also supported by HSOs. There was mixed feedback regarding the extent to which the
environment enabled individuals to seek help. The feedback was largely polarised with some individuals expressing their concern that ‘putting
your hand up’ would be to the detriment of ones career, versus others expressing that there had been significant improvement in this regard
over the past number of years.

e HSO role — There appears to be a lack of role clarity and conflicting expectations where HSOs are expected to operate under the policies and
procedures of the QPS but also in accordance with the respective professional bodies. There was consistent feedback from multiple
individuals regarding professional mental health advice being provided and overruled by operational police officers exposing the individuals
(HSO’s and impacted individuals) and the organisation to risk. There was extensive and significant detailed feedback provided regarding the
challenges currently being faced and the potential implications of these challenges.

e Isolation of hosted resources — It was apparent through the State-wide site visits and consultations that one of the unintended
consequences of the 2013 re-structure, establishment of central functions and the concept of ‘hosted’ resources was the creation of silos in
the Regions and Districts. In the worst instances this appeared to manifest itself in an environment that could be isolating for hosted
resources. This appeared to be exacerbated when hosted resources were in small numbers. The impact of such an environment would likely
have a significant impact on morale, health and wellbeing for the affected individuals.

e Condition of facilities — It was apparent that in some instances, that the working environment was significantly below a level that would be
deemed appropriate. In addition, there was significant variability between different locations and even within a single location in the case of
Cairns station. At present there are multiple approaches to maintaining facilities including the PSBA, Districts and Commands — it appears
that this fragmented approach has led to significant disparity in terms of investment across the State.
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5, ORGANISATIONAL STRUCTURE BASELINE

The optics of the current structure does not appear to support a community-based policing model i.e. deploying resources to support community
issues and needs. This is highlighted by the following:

e There are nine Central Function Commands compared to only five Regions to provide Regional Operations.

e Resources are distributed as follows Regions Operations 9,200 (60%) versus Central Functions (with hosted accounted for in Central
Functions) 6,253 (40%); or Regional Operations with hosted accounted for in Regional Operations 11,361 (74%) versus 4,092 (26%).

e There is a significant variance in the distribution of ranks / grades across both sworn and unsworn. Although the appropriate of this
distribution has not been assessed as part of this Review, feedback from consultations suggested that the distribution of grades across the
organization was not appropriate, nor based upon a transparent methodology.

e There is a significant variance in spans of control at an Assistant Commissioner level (AC : Officers) ranging from 1 : 78 throughto 1 :
2,136. It is acknowledged that the number of staff per Assistant Commissioner is just one means of comparison, and should also be
complemented with the consideration of technical specialism and risk. Nevertheless the variance in the ratio of Assistant Commissioners to
Sworn Officers from 1 : 78 through to 1 : 2,136 is significant.

e The intelligence function has grown by 249% from 2011 to 2019. Whilst a detailed Review of Intelligence has not been included in this
Review it is understood that separate Reviews have been completed. Ensuring that value is being delivered from the significant growth will be
critical.

e Although subjective, the challenges associated with workload that was witnessed through focus groups both at state level and in Regional
Operations across the State did not appear equitable i.e. in general terms, Regional Operations appeared to be much less well resourced
than Central Commands.

e There was a reduction of 500 unsworn FTE in 2012 and 2013 prior to the establishment of the PSBA which has significantly contributed to
the movement of administrative and support services activities being passed to sworn officers.

6. HUMAN RESOURE (HR) POLICIES AND PRACTICES

At present the HR function is delivered via a service delivery model which spans three organisations — the QPS (People Capability Command); the
Public Safety Business Agency (PSBA) HR Function, and Queensland Shared Services. From consultations it appears that there is an absence of
an integrated HR or People strategy that draws together the disparate parts and provides effective and efficient alignment to the overall QPS
Strategy.
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During the course of this Review, consideration has been given to any key HR policies or practices which could potentially inhibit the QPS in
supporting the Commissioners Vision of a connected and engaged workforce and efficient and effective service delivery. These are summarized
below:

e Promotion Panels - The current approach to promotion panels to the rank of senior constable (for specific roles), sergeant and senior sergeant
was moved from a central panel arrangement (pre-2013) to a District based model following the restructure. Feedback through consultations
consistently raised issues regarding this approach particularly in relation to fairness. There was a perception from those consulted with that
locally convened panels preferenced local people i.e. people already known by the District / Command. Furthermore there were numerous
anecdotes regarding the inconsistent requirements expected for the same role in different locations e.g. “for one location | am told that my CV
was very close to the mark, and in other locations | am told that | am way off the mark”.

e Unsworn staff role grading - There was significant feedback from unsworn staff regarding the lack of alignment between role grading and the
responsibilities and activities being undertaken. This was particularly prevalent at the AO2 grade. Anecdotally several individuals have
submitted their roles for evaluation through Jobs Evaluation Management System (JEMS) with some individuals experiencing success. The
issue appeared to be compounded by a perceived lack of parity with other Queensland Government organisations. This was the overwhelming
issue raised by unsworn staff with the majority stating that it reflected a lack of fairness and respect towards the unsworn cohort.

e Roles not requiring sworn officer powers - There were a number of issues raised regarding the use of sworn officers in roles that did not
necessarily require sworn police officer powers. This included:

— The lack of opportunity for unsworn staff to relieve in positions held by sworn officers, even when the role did not specifically require sworn
officer powers — for example in Organisational Capability Command and People Capability Command.

— The use of sworn officers in the watch-house, which anecdotally is applied inconsistently across the State; intelligence; court orderly and
front counter which is diverting officers from the front line.

— The broader opportunity to explore civilianisation for roles and activities which do not require sworn officer powers.

¢ Inhibited ability to move roles and locations - Feedback raised issues regarding the inhibited ability of officers to fairly and transparently
move between roles and locations This included

— Anecdotally, there can be significant challenges encountered for officers seeking to return to the broader QPS after completing a role in
remote Queensland. This challenge appearing to be exacerbated by the local panels and associated inconsistency. In addition, significant
challenges were identified by the Crime and Corruption Commission (CCC) Policing Group where a combination of the role being on a
timebound secondment as well as in the case of Witness Protection, the development of a skill-set that isn’t a requirement in the QPS i.e. a
loss of relevance for the individual within the QPS.
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¢ Inhibited ability to move roles and locations (continued)

— At present the approach undertaken by the Transfer Advisory Committee (TAC) appears to be inconsistent, resulting in officers feeling that
the approach is not transparent or equitable. This issue relates to the above in that officers seeking a return from a remote location or CCC
Police Group but also relates to officers seeking new roles more broadly. For example, in some instances officers felt that roles tended to be
filled via TAC at the expense of development opportunities for those already based at the location.

e Impacts on productivity - A number of HR policies and practices were identified as issues which impacted localised productivity and therefore
the ability for Divisions to service demand. This included:

— At present First Year Constables (FYC) are accounted for on the basis of 1 FTE from when they join a Division. This is despite the fact that
over the first 12 months, 6 months of the FYC time is spent on training and in addition FYC cannot be deployed together. Until recently, it
was the case that FYC were accounted for as surplus. The change in accounting rules exacerbates the challenges currently faced in
resourcing calls for service through General Duties. This also appears to have a knock-on impact of FYC not be rotated into other teams
e.g. CIB as part of their first-year development.

— It appears that the tenure for recruits in remote areas can be only two years in some instances. Given the challenge in attracting and
retaining people to remote areas and the fact that new recruits are required to undertake significant training in the first year means that
available productive time over a two-year period is severely diminished.

— Within Districts and Divisions the current approaches to rostering can inhibit the ability of the QPS to match resource and demand at a local
level. A variety of rostering models are utilized including matrix rosters which provide long term clarity to Officers but can undermine the
ability to match resource to demand and therefore deploy the most efficient service delivery model. In addition, significant feedback was
provided regarding the ability to comply with the flexible working policy, particularly in parts of the organisation which require 24/7 coverage
and have smaller pools of resources. Anecdotally, the policy is unintentionally further constraining the organisations ability to meet demand.

o Matching resource and demand statewide - There was a general view that resources were not allocated in a consistent manner with
demand across the State — this included comparisons between Central Commands and Regional Operations, as well as comparisons between
Divisions, Districts and Regions. Currently, the ability to move resources appropriate to need is significantly inhibited by policy and Enterprise
Bargaining Agreements whereby movements can realistically only occur as a recruit leaves the Academy or with Commissioned Officer
movements.
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7. CENTRAL FUNCTIONS

The concept of Central Functions was established from the 2013 Structural Review with the intent of ‘providing for a balance between local
policing operations and management and the requirement for centralised influence to achieve a more flexible, mobile and problem focused
organisation’.

There were a range of views on the strengths and limitations relating to the effectiveness of the Central Function Model. Many of the opinions
gathered through consultations were contradictory, reflecting the relative merits of the model from the perspective and responsibility of the
individual providing the view. This section seeks to identify common themes from a whole of QPS outcome perspective. Many of these
observations ratify the findings of the MacSporran Review (2019).

e Improvements in consistency and standards — There was a general consensus that Central Functioning had driven improvements in

consistency and standards, particularly in relation to Communication Centre’s, Forensics and Road Policing. This was one of the key drivers of
the 2013 Restructure.

General Support of Central Functions by Central Functions — Overall there appeared to be general support of the Central Function Model
by those involved in Central Functions, particularly in relation to the increased funding and capability building. However, unanimously in
Regional Operations and in pockets within Central Functions there was a perception that the focus on Central Commands versus Regions is out
of balance i.e. nine Commands versus five Regions.

Central Function Business Rules — There was broad confusion expressed regarding the Central Function Business Rules, particularly in
relation to the hosting arrangements. The main issues relating to this were:

—  The significant complexity inherent within the Business Rules which inhibited the ability for officers to clearly understand responsibilities
and allow them to operationalize the intent;

- Alack of awareness of the Business Rules by some parties;
— A perception that the intent and spirit of the Business Rules were not being complied with consistently.
— Alack of role definition and clarity for Support Inspectors.

Disconnection from local priorities — The implementation of the new structure has created silos between Central Functions and Regional
Operations undermining the ability to meet local priorities through the effective co-ordination of effort. This was observed acutely during
consultations across the State including in many instances by hosted resources where conflict regarding relative priorities between the owning
and hosting areas appeared commonplace. The extent to which this manifested itself was variable across Districts and seemed
disproportionately dependent upon the strength of relationships held and situational factors e.g. level of remoteness (where more remote areas
appear to be more collegiate), rather than overall policing priorities. There are however areas most notably Mount Isa District and Logan District
where an integrated approach to deployment appears to be more effective.
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Creation of a Divisive Environment — The execution of the new structure has had an unintended consequence in creating a divisive
environment in Regional Operations. The main issues relating to this were:

- Asignificant proportion of feedback illustrated that hosted resources often felt that they had two or more line managers, and were directed
differently based upon the priorities of those managers.

—  Some hosted resources feeling as though they didn’t receive sufficient day-to-day supervision, that they were not considered part of the
Region/ District Team and in some instances isolated.

Perceived discrepancy in budget between Central Functions and Regional Ops — The 2013 Restructure reallocated the budget rapidly
moving existing budget line items to new locations rather than a full zero-based review to reallocate budget to effort and outcomes. There were
numerous anecdotes provided during consultation regarding Regions/Districts being allocated funding by Central Functions late in the budget
year with the mandate to spend. Such an approach to spending will undermine the ability to allocate funding to priorities.

Applicability of Functions to be Centrally Deployed — Consultations highlighted that there were a number of Central Functions which were
readily accepted by Regions/Districts as requiring central deployment e.g. Homicide Group. Conversely there were a range of Central
Functions that were consistently identified by Regions/Districts as needing to be deployed locally within the District.

Lack of accountability to deliver targets — Consultations with Commissioned Officers in Regions/Districts highlighted that the current model
didn’t provide them with accountability to deliver against the breadth of targets against which their performance was assessed e.g. Random
Breath Tests.

REGIONAL OPERATIONS

A number of issues regarding the current Regional Operations service delivery model were identified:

General Duties, CPIU and CIB Capacity — A lack of capacity to deal with demand was a common theme across General Duties, CPIU and
CIB. Whilst this issue was not analysed in detail this is consistent with the significant growth in demand that was described earlier. Anecdotally,
the capacity issue is manifesting itself in high levels of stress amongst the workforce as well as a lack of confidence that the teams are
adequately and consistently serving the community.

General Duties Resource Levels — General Duties roles are being significantly impacted through the reduction of officers from the roster. This
included:

— Relieving other General Duty teams within the District; relieving in CIB and CPIU; resourcing the Watch-houses

The reduction of officers from the roster is inhibiting the ability of General Duties to provide a resource base to deal with the demand. It should
be noted that a further complexity is that the relieving of other roles by General Duties does however provide an opportunity for professional
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Demand impacts — There was significant feedback in relation to specific demand types and the impact on Regional Operations. This included:

—  Domestic and Family Violence (D&FV) - Numerous anecdotes were provided with regards to the specific impacts in terms of the time taken
in completing the administrative requirements of D&FV;

- Mental Health — Significant time expended transporting members of the community to hospital and then waiting for an assessment to be
completed (which tends to be triaged as low priority by Queensland Health). It should be noted that in many Districts a co-responder
model has been adopted between QPS and QH to allow mental health issues to be assessed without going to hospital.

—  Prisoner Transport — apparent inconsistencies in responsibilities whereby in some locations Queensland Corrective Services (QCS) pick
prisoners up while in other areas the responsibility resides with QPS,

- Youth Justice — the impacts of recidivists increasingly being managed outside of the custodial environment resulting in the offenders being
back on the street and offending in rapid time,

- Court Orderly — the provision of Court orderly services by officers which does not necessitate sworn officer status.
- Eulfilling the requirements of other public service agencies — Providing broader services outside of 9am — 5pm business hours.

Devolved decision making — Feedback regarding the push towards devolved decision-making resulting from the 2013 Structural Review was
largely positive. Feedback suggested that the journey had been a difficult one, largely due to the approach to implementation, nevertheless, in
general Senior Sergeants appeared to be thriving with the new level of responsibility. This must however be considered in relation to the
increased workload and pressure on capacity highlighted by the other themes identified.

Perceived inequity in workload — There was a strong and consistent theme arising from General Duties regarding the perceived inequity in
workload locally. This primarily focused on teams that had been created using General Duties resources (at least in part) and the fact that
these teams appeared to be able to self select whether they would respond to calls for service.

Excessive administration on Officers — There has been an apparent significant increase in administrative activities being undertaken by
sworn officers. This primarily relates to HR, Finance and Contract Management activities being placed on OICs and Commissioned Officers. In
addition broader activities such as Front Counter were identified as areas that were also unnecessarily consuming sworn officer time. All of the
above are diverting sworn officers away from front line activities.

Unsworn resource levels — Civilian staff consistently identified the fact that they were inadequately resourced to support the current service
delivery model. This included having to take responsibility for additional ‘corporate service’ tasks since the 2013 Restructure and subsequent
establishment of the PSBA and the reduction of support staff locally.

Perception that under valued if outside SEQ — Significant feedback was provided regarding the lack of focus and understanding of the
challenges outside SEQ (by those based in SEQ). Those based outside SEQ evidenced the above perception with resourcing numbers, lack of
development opportunities, as well as a generally feeling of not be understood or heard.
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e Disconnection with Policelink and Communications Centre — There is a clear disconnection between Policelink, Communications Centres
and Districts to maximise the efficiency and effectiveness of service delivery. This was illustrated by the recognition that the three entities
(Policelink, Communications Centres and Districts) were focused on different and often conflicting Key Performance Indicators which didn’t
necessarily align to delivering the optimal community outcomes. A further and significant complexity was the variability of expectations from
Districts i.e. some Districts are seeking low levels of triage to enable them to make local decisions while others are seeking more robust triage
to extract demand from the system prior to it arriving in the District.

o Excessive administrative burden on General Duties — Administrative tasks placed on General Duties staff in undertaking their roles is
excessive including double entry and perceived unnecessary activities in QPRIME and ITAS.

e Under valuing General Duties — Significant input was provided by the General Duties cohort regarding a perceived de-valuing of the function.
This was reflected both by the manner in which resources were taken from the function to relieve elsewhere (explained earlier). Additionally,
some officers indicated that the term ‘general duties’ does not adequately reflect the specialism or importance of the role and this contributed
towards the diversion of ‘general’ tasks to the general duties team.

e Variability in service delivery model between Districts - There is significant variability in the service delivery models that are used across
different Districts and Divisions. All Districts adopt the standard or core Service Delivery Model of General Duties, CPIU and CIB,
supplemented by a range of Hosted functions. In addition to the standard delivery models elements it is apparent that Divisions and Districts
also tend to establish a range of non-standard delivery model elements. Whilst these localised changes are undoubtedly made with the
intention of driving improvement, such changes typically result in simply moving problems and issues around, rather than providing a holistically
optimal solution.

e Lack of robust methodology and approach for resource allocation - The current model of allocation of resources is based upon a
methodology which is limited in its application not effectively taking into consideration the diverse factors of population, geographical coverage,
demographic, and calls for service etc. The absence of a robust methodology of this form undermines the ability of QPS to move towards an
appropriate State-wide resourcing model.

9. SYSTEMS AND DIGITAL

The current service delivery model for technology is a split model between the PSBA, via Frontline and Digital Services (F&DS) and the QPS. The
purpose of F&DS is to deliver governance and architecture, ICT delivery, ICT operations, platinum services and cyber security to the QPS. The
QPS has technology focused resources in several parts of the organisation including Core Systems, Digital Office and Mobility and Innovation (as
part of Organisational Capability Command), a team in Policelink (as part of Community Contact Command) and a team in intelligence.
Discussions with stakeholders highlighted that the overall approach was extremely fragmented with a lack of clarity regarding roles and
responsibilities, particularly with the PSBA, and a misalignment in expectations of services provided.
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System architecture - QPS has for many years utilised a broad ranging approach to its planning, delivery and use of ICT applications, and
despite the massive shift to the QPRIME platform many years ago where over one hundred legacy applications were successfully merged into a
singular records management system (RMS), there remain numerous additional disparate, and discrete applications used by police for
collecting, analyzing and storing, the extremely sensitive data collected or generated by the organisation. Given the fragmentation of
applications and systems across the organisation, it is essential to understand the interconnectivity when implementing changes. Feedback
from stakeholders within QPS highlighted that there was not currently an adequate understanding of the architecture, resulting in new systems
and applications continuing to be established across the organisation with low awareness of implications.

Mobility - QPS’ internationally acclaimed mobility program and the QLiTe application has been rolled out used by over 7000 first responding
police officer. Feedback from consultations was unanimously positive regarding the benefits that QLiTe has delivered to the front line in terms
of time savings for General Duties. Planning for the ‘next generation’ QLiTe is already underway seeking to build on the successes and provide
additional functionality and associated time savings.

Pressure on the Public Safety Network - Greater reliance upon ICT and web enabled approaches means an ever-increasing need for
network capacity (or bandwidth), and as a consequence, increase in the use of and pressure on the public safety network (PSN) used by QPS
and other public safety agencies to distribute hardwired data across the state. This is illustrated by the increased use of applications such as
body worn camera (which consumes significant bandwidth moving image data to the cloud) and cloud-based email and office applications
(Office 365) all putting pressure on available network capacity.

Information Security - Increased ingestion and use of information brings increased risks associated with information security. Continuing to
meet the very necessary requirements of Government’s Information Security Policy (IS18:2018) is an ongoing challenge for all agencies, and
particularly for the QPS given the numerous systems it uses, and the sensitivity of the data it collects and stores. At the same time, threats to
information security continue to evolve and the QPS and PSBA are required to continuously grow, strengthen and test their information security
practices to keep ahead of these threats.

Technology cost - There is significant cost associated with technology for the QPS. Feedback from stakeholders described a lack of
transparency of associated costs, particularly in understanding an overall technology strategy and the longer-term cost profile across both
operating cost and capital expenditure. Using capital expenditure allocations for building and maintaining large server infrastructure to host
applications or store data was previously a large part of the business of the QPS, and more recently the PSBA. However, the growth of Cloud
Based Solutions is changing the technology cost profile moving costs that would have historically been capital expenditure into operating costs.
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e Contact management systems - The QPS currently has numerous contact management options. The systems used to manage contact have
little or no integration across QPS or externally with partner agencies and organisations. The current state has the following challenges:

— Computer Aided Dispatch (CAD) — the contract with Fujitsu, for CAD, used by the Communications Group, expires in June 2022; the current
version of CAD is considered a legacy system by Fuijitsu;

— Policelink — the contract for the Customer Relations Management system at Policelink, PIMS, expires in June 2023; the system does not
integrate with CAD resulting in double handling;

— Weapons Licencing — currently uses the same Customer Relationship Managemernt system as Policelink, however, this will change in the
near future.

The QPS is currently establishing a project to further analyse the current state and provide options for the future.

e Digital Futures - As part of Program ATLAS, the Digital Futures project undertook extensive working analyzing the QPS and broader policing
landscape to develop a Digital Business Strategy. The strategy described eight future perspectives for digitally enabled service delivery.

— Environmental awareness — Autonomous Artificial Intelligence (Al) enabled tool, including intelligence and demand prediction, providing
improved environmental awareness to QPS;

— Community interactions — New, emerging channels (Voice etc), supported by an omni-channel experience to redesign the communities
interactions with the QPS;

- Demand management — Al-enabled tools, and a stakeholder case management portal to enable the QPS to more efficiently optimize
resources to respond and process demand, or divert the demand into partner agencies.

— Frontline response — Frontline officers being safer and more efficient after being equipped with contextual and pre-emptive insights and other
key tools and technologies.

— Investigation and intelligence — Human capabilities augmented with Al capabilities, would vastly improve efficiency and effectiveness.

— Partner co-delivery — A stakeholder case management platform will enable the QPS to more efficiently and effectively co-deliver services
with key partner agencies.

— Back-office operations — Digital tools, technologies and solutions would enhance the efficiency of the back office by streamlining key tasks,
activities and processes.

— Digital workforce — Enhanced digital literacy and skill-sets, and equipping the workforce with the required tools, technologies and solutions
would shift the QPS workforce to be digitally enabled.
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10. GOVERNANCE

The QPS governance framework is led by the Commissioner and Board of Management (BoM). The current Board and Committee structure was
informed most recently by two QPS governance structure reviews undertaken by Deloitte in 2013 and Board Matters in 2015. In addition, the
QPS attend a number of PSBA Boards and Committee. The following observations were made with regards to the current arrangements:

o Excessive Projects undertaken — There appears to be a culture which requires individuals to complete a project to progress in their career.
In addition there is an extremely broad coverage of projects which are often either duplicative, unconnected, contradictory or insufficiently
thought through in terms of cause and effect impacts. There appears also to be a tendency for projects to not be completed and / or
effectively implemented.

e Transparency of Committee structures and interconnectivity - There is a low level of transparency of the various Committees below the
Executive level and how the various Committees and sub-committees are required to interact with one another (Enterprise Level Review,
P2E, 2017). In addition the current Governance structure slows down decision making and is extremely convoluted.

o Difficulty in priorising expenditure - The current approach does not provide a holistic view of upcoming and competing expenditure needs
nor provide Executive with transparency of the relative costs and benefits to best inform decision making.

e People, Culture, Health and Wellbeing Focus - Currently there is no dedicated Executive Level Committee which explicitly focuses on
people, culture, health and wellbeing issues. Whilst resourcing issues are considered in the current Demand and Resource Committee
(D&RC) it could be perceived that ‘people’ issues are a lower priority.

e Asset Management - The effective planning with regards to asset management is extremely important to enable QPS to optimise spend in
the out years. Although, Assets are included for discussion in the current D&RC and may also be covered in sub-committees which were not
identified during this review, given its importance it could be argued that it requires increased prominence.

e PSBA Committees - The QPS currently attends numerous PSBA committees in which often there is little or no relevance to QPS i.e. the
focus may be on other PSBA customers. This does not reflect a good and productive use of time for QPS interests.
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11. ORGANISATIONAL PERFORMANCE MANAGEMENT
Organisational performance management was considered from the following three perspectives:

e Organisational Performance measures - A wholesale and detailed assessment of current performance measures across the QPS was not
completed as part of this Review. Nevertheless, indications suggest that in general, the performance measures that are used by the
organisation are relatively narrow and largely focused on crime statistics and road traffic statistics. Whilst these measures remain one area of
performance, the change in the demand placed on the QPS together with continued increased complexity in service delivery and the need to
drive efficiencies means that measuring performance in this way alone, is no longer appropriate. This is illustrated by the move of leading
policing organisation to complement traditional measures with other key organisational data and more holistic performance data. The
availability of this broader view of performance would support more sophisticated decision-making regarding the use of resources aligning to
service outcomes.

e Organisational Performance management structures - Although there appears to be some structures in place to support performance
management, for example the three-tiered model in Regional Operations — this doesn’t appear to be applied consistently nor provide
alignment from top to bottom of the organisation and across organisation structural boundaries. This results in a low level of transparency of
performance at the necessary levels to drive a one QPS approach. Appropriate structure in the form of meetings and processes underpinned
by a culture that reinforces accountability and provides a supportive environment is essential to drive service wide performance.

e Performance management of individuals - There is significant dissatisfaction with the current approach to individual performance
management from the workforce with overwhelming feedback suggesting that there is limited value in the current approach and that it is
merely a ‘tick and flick’ exercise. The design of the PRD, documented in the policy and supporting guidelines, provides strong alignment to
some of the attributes of high functioning performance management, however, crucially there appears to be significant variation between the
intent of the policy and how things are being undertaken in the organisation, with individuals largely seeing little value in the approach.
Embedding an effective performance management regime is very much contingent on employees (top to bottom) understanding and valuing
the process. This tends to require cultural change within organisations and as such requires significant and sustained focus in terms of
implementation, monitoring and support. Feedback from consultations highlighted that very little communication or training was provided to
support the implementation of PRD and PDA.

12. BOUNDARIES

QPS operational and administrative boundaries provide an important function in terms of statistical comparison, alignment to partners, and
potential operational efficiencies — although it should be noted that operational efficiencies are not delivered by boundaries alone but must be
underpinned by appropriate operating processes, performance measures and behaviours. Command and control models and many legal
instruments rely on appropriate definition of boundaries (e.g. the Disaster Management Act 2003).
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Consultations with sworn officers and unsworn staff provided relatively consistent views in relations to the strengths and limitations of the current
boundaries. That said, in general there was not a strong sentiment for the need for wholesale change:

e Broader than QPS — Alignment to partner agency boundaries was raised as the key opportunity through the consultations although it was
recognised that this is something that has been discussed and explored for a significant period of time. At present different agencies have
different boundaries, so holistic alignment would require change across all of these agencies.

e Primary Partners — A number of consultations raised the point that although QPS are grouped with QFES, and Inspector General
Emergency Management (IGEM) within the portfolio, these Agencies are not the primary partners for QPS in service delivery (excepting
Disaster Management). Instead interviewees and focus groups tended to identify QH, Youth Justice, Education, as the primary partner
agencies, and therefore more relevant in terms of boundary alignment.

e Moreton District — Challenges with the current configuration of Moreton District were raised, particularly by Southern, Central and Brisbane
Regions. Petrie is currently within the following QPS boundaries - Brisbane Region, North Brisbane District, Petrie Division, Pine Rivers Patrol
Group while being within the following administrative boundaries — Moreton Bay Council and the Redcliffe Disaster District.

Moreton District shares a border with Pine Rivers Patrol Group. Offenders associated with both groups travel across borders to commit
offences. Moreton District is closer to Brisbane and shares access through the Pine Rivers Patrol Group and North Brisbane District. There
may be similar issues across other areas of the State.

13. PARTNERS

The Queensland Government established ‘Our Future State: Advancing Queensland’s Priorities’ (AQPs) in 2018. This defined six themes each
containing a number of priorities, focused on confronting and tackling the major challenges facing Queensland with a strong sense of purpose,
focus and commitment. (Queensland Government, 2018). At the heart of the AQPs is the need for government agencies to work together to
provide a whole of government approach to tackling the priorities.

There is an extensive footprint of activities and initiatives being undertaken across the State which illustrate progressive multi-agency
approaches to community issues. It does appear, however, that there is an inconsistency in the approaches undertaken between different
locations across the State and generally speaking, a lack of transparency of the work being undertaken, and its relative successes and learning
opportunities. Whilst it is acknowledged that there is a strong need to provide local solutions to local issues, effectively sharing the learnings
from initiatives and pilots would enhance the ability of the QPS to deliver its intended outcomes.
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Feedback from consultations highlighted that there were a number of challenges relating to the effectiveness of delivering multi-agency solutions
to support the community. These included:

e Consistency of commitment from partner agencies — consultation highlighted challenges associated with varying levels of consistency
from other agencies in providing an integrated approach. There were numerous points highlighted regarding the effectiveness of partnering
when it the approach was fully collaborative, however, the was offset by a perception that in some instances, other agencies appeared to
deprioritize this approach.

o Lack of 24/7 focus — the typical business hours of partnering agencies is 8am — 5pm, Monday to Friday. Needless to say, the support
required by the community is not limited to this time window. As such, issues arising outside these hours appear to require the QPS to pick
up the responsibilities of other agencies.

e Policy/ legislative implications — consultations highlighted an appreciation that policy decisions from other agencies are focused more
broadly than the responsibilities on QPS and are intended to deliver far reaching outcomes. Nevertheless, numerous consultations
highlighted the fact that the implications of some policies in terms of the impact on the QPS do not appear to be fully appreciated prior to
implementation. D&FV was frequently identified as an illustrative example of this issue.

14. PSBA

The Police and Community Safety Review (PaCSR) was delivered in September 2013, making several recommendations about the current and
future operations of the police and community safety portfolio. One of the outcomes of PaCSR was the creation of an additional public service
office, the Public Safety Business Agency (PSBA), to bring together the corporate and business support resources of QPS and Department of
Community Safety (DCS), to service the whole portfolio (PSC, 2015). Prior to the establishment of the PSBA the number of unsworn staff
was significantly reduced through redundancies culminating in the reduction of unsworn staff by 332 as part of the 2013 QPS
restructure.

At the point of set up, a total of 1,378 QPS employees transition to the PSBA (971 staff and 407 sworn officers) together with a total of
1,032 staff drawn from the Department of Community Safety, Emergency Management Queensland, Queensland Fire and Rescue, Department
of Premier and Cabinet, State Government Security Services and Children and Young People (Blue Card).

In 2015 a review of the PSBA was undertaken by the Public Service Commission. The review recommended to retain the PSBA to perform
transactional services, some tactical services (including human resource advisory) and a portfolio coordination role. This resulted in all Police
Officer being returned to the QPS (approx. 350) and approximately 400 staff, excluding State Government Security.
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There are a range of challenges which are currently being experience in the delivery of services from the PSBA resulting in significant
performance issues, high levels of frustration, inefficiencies and an increased burden of work being placed upon the QPS. These include:

e Current service delivery model challenges - There were numerous comments regarding the challenges associated with the current
overarching service delivery model. The primary concerns included:

— Insufficient focus on providing a personal and tailored service to customers. This included a view that there were insufficient resources
providing face to face support; frustration arising from not being able to talk to individuals in the PSBA and instead being directed through
email channels; a perceived high level of turnover in PSBA roles leading to an ongoing reduction in QPS knowledge.

— Alack of transparency of progress on enquiries for customers. Anecdotally once enquiries are submitted to the PSBA all visibility is lost, it
is not clear whether the enquiry is being progressed and it is often not possible to identify a single individual who has taken carriage of the
issue.

- Observation that the PSBA functions and sub-functions appeared to work in silos and did not provide an integrated approach to service
delivery for the customer. Stakeholders pointed out that this led to duplication, inconsistent advice, and significant delays.

- Excessive layers of internal PSBA governance which significantly slowed down decision making and service delivery.

e Additional administrative burden placed on the QPS - Consistent with the observations made in the MacSporran Review, stakeholders
reported that an additional administrative burden was placed on the QPS following the creation of the PSBA. Whilst this may be accurate in
part, it should be noted that the 2013 Restructure of the QPS delivered a reduction of 332 staff member positions, prior to the establishment of
the PSBA. Nevertheless, irrelevant of the root cause there was widespread feedback regarding the building of local capability, often using
sworn officers, to deliver a range of administrative and corporate support activities. The MacSporran Review determined that there was no
specific mention of ‘transactional services’ within the PSBA Act. However, given the approval by Government of Operating Model 3 in the
PSBA Review (2015), concluded that the PSBA is from a policy and statutory basis, responsible for the delivery of transitional support
services to public safety agencies.

e Misalignment between service provision and customer needs - There is an apparent disconnect between the services needed by QPS
customers and the services which are, and / or able to be provided by the PSBA. Although there are various documents in existence
including Service Catalogues, Heads of Agreement (HoA) and Service Agreements (SA) intended to specify the services provided it was
unclear the extent to which these were current, accurate and endorsed. Anecdotally it was suggested that there were some services being
provided that were not needed, while there were other important needs, which were currently being un-serviced. This issue appeared to be
exacerbated by the apparent different needs of the QPS depending upon the particular service provided. For example, it was clear that in
some instances individuals were seeking PSBA to be the doers i.e. to complete tasks in line with direction from customers, whilst in other
instances individuals were seeking PSBA to provide technical and professional advice and direction. It appeared that it was not clearly
understood where different services sat on that continuum.
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e Low understanding of funding model - There is a low understanding of the services being provided by PSBA that are already funded by the
QPS compared to services that will require additional funding. This lack of understanding inhibits the ability of the QPS to effectively manage
budget. In addition to this, there was extensive feedback regarding the perceived disproportionate overhead costs that were applied from the
PSBA which often resulted in making projects or initiatives unviable. Examples provided through consultations included:

— An IT project to drive improvements in Policelink which almost doubled in cost to >$1m once PSBA Project Management overhead was
applied.

— Atendency for monies to be committed to projects and then subsequently not executed and / or initiated too late in the year.

— Anecdotally, it appears that the overhead costs applied by the PSBA is resulting in the QPS circumnavigating the PSBA and taking
responsibility to plan and execute activities which are clearly intended to be provided by the PSBA. This is placing further, non policing
responsibilities on sworn officers and detracting from front line duties.

In addition to these overarching themes, there were a number of additional issues identified that were specific to individual functions. These are
explored in the main report.

Since being established in 2014, the PSBA has undergone several structural changes, which have not improved the service delivery model to a
satisfactory level (McSporran, 2019). Based on previous reviews, data from Working for Queensland survey and an internal survey
commissioned by the A/COQO. six conclusions have been made regarding the issues currently faced by PSBA:

1. The PSBA value proposition needs to be defined and communicated.
2. Increased communication and engagement with the agencies is needed to understand customer views, needs/demands and expectations.

3. PSBA is made up of many formal and informal silos, which is inhibiting collaboration and communication and creating obstructions to
systems and processes.

4. The culture within PSBA is currently quite negative indicated by the declining results in the Working for Queensland surveys

PSBA staff see themselves as being under-resourced and understaffed, which in their view has resulted in unrealistic workloads and
expectations of service delivery.

6. PSBA needs to transform and find new and better ways to deliver end-to-end services.

To meet customer expectations and achieve excellence in service delivery, PSBA needs to be more closely aligned with the strategies and
needs of its customers. A Strategic and Service Alignment (SaSA) unit has been established within PSBA to consult and work closely with
customer agencies to improve service delivery.
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Given the broad scope of responsibility for the PSBA both in terms of the services provided and the customers served, the remedying of the
issues are complex and will require a wholesale redesign of service delivery. The desired outcomes will not be achieved through a structural
change. The approach proposed by the PSBA in redesigning service delivery which supports QPS strategy and is based upon understanding
customer needs and demand is robust in concept. It will require significant and relentless focus during implementation and must be supported
by the QPS if it is to succeed.

15. THE IMPORTANCE OF IMPLEMENTATION

The term ‘implementation’ tends to be used to describe different activities depending upon the individual and / or organisation perspective. This
is entirely understandable as the concept is not a one sizes fits all but must be tailored to specific changes based upon complexity. The critical
consideration is to understand the relative complexity across a range of factors and then to design the approach to implementation accordingly.
From a strategic point of view, implementation should be designed with a focus that will maximise the chance of the change sustainably
delivering the intended benefits.

Implementation in Policing Organisations
There are a number of implementation related symptoms which tend to be prevalent in policing organisation. These are explored below:

e Command and Control emphasis - Given policing organisations utilise a command and control structure in delivering operations, it is typical
for them to gravitate towards using the established command and control structure as the primary mechanism for implementing change.
Whilst this may be an effective approach in a small number of instances for simple changes, this approach will not deliver the sustainable
benefits that are desired in more complex situations.

e Disproportionate focus on structural change - There is a tendency for policing organisations, and more broadly in the public service, for a
disproportionate focus to be given to structural change in a bid to resolve complex issues. Whilst structural change is often necessary to
support the achievement of some desired outcomes, it is extremely uncommon that a focus on structure alone will deliver wholesale and
sustainable change.

e Excessive number of projects — It is common in policing for an excessive number of projects to be initiated at any one time, to have low
transparency of all of the projects that are ongoing and this to result in significant inefficiency. In the worst instances this can include
duplicate and even contradictory projects across the service.

e Emphasis on ‘Review’ not implementation — There has historically been a bias towards the undertaking ‘Reviews’ as opposed to focusing on
implementation. In more recent times this issue tends to have been exacerbated in the most acute cases by an increased focus on research
seeking global insights of leading practice. Whilst research can be extremely effective, particularly when used to support approaches such as
Evidence Based Policing, when disconnected from appropriate implementation focus it can create a cycle of ‘reviewing’.
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e Focus on ‘Point Solutions’ - Given the inherent ability of police organisations to solve problems, it is common to observe behaviours and
practices which focus on resolving a specific issue without consideration for the broader policing system. This typically manifests in simply
transferring a problem to elsewhere in the organisation and therefore significant inefficiency at a whole of service level.

These issues were extremely prevalent in the QPS and unless addressed will significantly inhibit its ability to drive sustainable change
to improve efficiency and effectiveness of service delivery

The most forward-thinking policing organisations are modifying their approach to implementation in the following ways:

e Investing in change management — breaking free from using the command and control structure for complex change implementations and
understanding the importance of genuine engagement in delivering sustainable change.

e Moving beyond structure — broadening the focus beyond structural change as the lever for reform by drawing on the tools and techniques
employed by high performing, agile organisations. This includes sophisticated stakeholder management and engagement, behavioural
change, systems thinking, co-design techniques, demand modelling and management, process improvement and robust but scalable project
management.

e Rationalising the number of projects — adopting a robust approach to prioritising and commissioning of projects to ensure that the portfolio is
understood, appropriately governed and that all projects are complementary with the achievement of the service wide strategy.

e Moving the emphasis to implementation — changing the thinking regarding ‘reviews’ and ‘research’ to ensure a much stronger link between
any work undertaken and delivering outcomes through implementation.

e Considering the full policing system in design — building awareness of the policing system and an appreciation that changes in one part may
have implications in another. This includes scoping projects to consider the broader system to provide a holistic solution where appropriate.

Moving to a more sophisticated approach to implementation can be jarring for some, appearing to challenge the command and control regime
that has been so effective in enabling policing operations. Nevertheless, leveraging these new techniques has been proven to deliver
sustainable outcomes when embraced and blended with traditional policing practices.

26 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° GSA
trademarks. Liability limited by a scheme approved under Professional Standards Legislation. MANAGEMENT CONSULTING



Executive Summary

16. RECOMMENDATIONS

The following recommendation have been made to help address the current significant challenges being experienced by the QPS. Whilst
these recommendations, if appropriately implemented, will drive a level of improvement across the organisation and critically, in service
delivery efficiency and effectiveness — it is unlikely that these recommendations alone will enable the QPS to address the significant demand
that is placed on the organization.

People, Culture, Health and Wellbeing

Establishing and maintaining an organisation that has a connected and engaged workforce, provides an environment that aligns to the
QPS Values, and supports people in delivering a tailored service to the people of Queensland

It is recommended that cultural change activities are consolidated into a single program with alignment to the Commissioners vision of
a connected and engaged workforce with a clear and integrated purpose to support the achievement of this vision. This should
include a focus on the Working for Queensland survey. The formation of a single program should include consideration of new
projects to ensure that all elements required to deliver the vision are considered as well as, and equally importantly, decommissioning
projects as necessary to provide a single and holistic approach.

It is recommended that the current communication and engagement approach be redesigned, including Media, to implement a new
approach to meet the needs of the organisation and workforce. This should focus on the desired outcomes, and optimising channels
of communication to align to need.

It is recommended that the approach to health and wellbeing, including processes, ways of working and structures should be
redesigned to better meet the needs of the individuals, the organisation and legislation. This should leverage the detailed feedback
provided by the workforce during the course of this Review. It will be critical that this work is undertaken with due consideration of the
‘QPS system’ and any associated implications in terms of workload both within and external of the Health, Safety and Wellbeing team.

It is recommended that the various issues identified within the HR Policies and Practices Chapter should provide a key input to the
new People, Culture, Health and Wellbeing Governance Committee in establishing a program of work. In addition the specific issues
highlighted by this report should be rapidly evaluated to determine whether there is an opportunity for them to be progressed in
isolation i.e. no dependencies and rapid benefit.
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Service Delivery Optimisation
Establishing and maintaining an integrated service delivery model that reflects the focus of QPS to provide local solutions to local
needs and maximises efficiency and effectiveness in doing so

It is recommended that the Community Contact Command be moved from its current position within the Crime, Counter-Terrorism and
Specialists Operations portfolio to the Regional Operations portfolio and remains headed up by an Assistant Commissioner to ensure that
this critical function retains focus. As part of the transition the Media group should move to the temporary Culture and Engagement Unit
which will provide more commonality in delivery of functions.

It is recommended that the delivery model for Policelink, Contact Centres and Districts be redesigned based on end-to-end process
through to front line, understanding and managing demand, process optimisation and engagement. It will be critical for this to be
undertaken as a whole of QPS system perspective to optimise performance. This redesign should not be undertaken centrally and top-
down but instead should be undertaken within a District to ensure that the specific nuances of the location and understood. It is
recommended that this is undertaken in a pilot District initially (with Policelink and Communications Group concurrently), to demonstrate
the benefit of the approach and then subsequently rolled out across the State.

It is recommended that opportunities are explored which better protect General Duty resources to respond to calls for service. This will
require consultation with District Officers to determine feasible options.

It is recommended that General Duties be renamed to better reflect their specialism and their relative importance to the organisation.

It is recommended that a rapid assessment of boundaries be completed for the State to determine whether there are any additional
boundaries (beyond Moreton) which are perceived to significantly inhibit the ability of QPS Regional Operations to deliver optimal service
delivery. Following this, a more detailed assessment should be undertaken to design new boundaries for these outlying areas. This
should be undertaken considering the cost / benefit of changes.
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Balancing Resource and Demand
Establishing the mechanisms to ensure that resources are allocated equitably across the service based upon need

It is recommended that the work being undertaken in collaboration with QTC continues, seeking to improve transparency of total demand.
This should include consideration of resource utilisation to provide transparency of the relative time and effort expended in meeting the
different demand types. Critical to this is understanding any implications on officers and staff in collecting the data that will be required to
provide this information i.e. all efforts should be made to minimise any further administrative burden placed on frontline staff.

It is recommended that a consistent and transparent methodology and business practice for resource allocation be developed which
utilises the improved understanding of demand (that will be provided by the above recommendation) and considers this together with

m situational challenges including geography, population, and demography and other relevant factors. The improved business practice
should then focus on ensuring resourcing matches need, across the State.

It is recommended that an initial, relatively coarse, assessment of resourcing (financial, human and equipment) should be undertaken to
rectify the current imbalance between Central Commands and Regional Operations. This should include the identification of resources
that could be redeployed to Regional Operations.

It is recommended that a more sophisticated approach to resource distribution (financial, human and equipment) based upon zero-based
budgeting should be undertaken to align budget to community outcomes and address the current imbalance longer term and in a
sustainable manner.

It is recommended to reduce the number of Commands from 9 to 6 or 7 to realign the relative importance of Regional Operations in line
with the Commissioners strategy. This should not be undertaken until detailed analysis regarding resource and demand is completed and

m a better view obtained regarding State-wide need. In addition, to complete this activity an assessment of functional need should be
undertaken aligning to the QPS strategy.

It is recommended that the Central Function approach should be redesigned building on the preliminary assessment contained within this
report to transition accountability for deployment of resources to Districts. The redesign will need to adopt a whole of Service view of the

@ relative priorities between all Commands and Regional Operations when defining Capabilities & Targets/Outcomes to ensure that
priorities are equalised relative to funding and resourcing i.e. it is not possible to seek ‘platinum’ service across all areas, there will need
to be a prioritisation based on whole of Service needs aligning to the Commissioners vision.
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Organisational Performance Management
Establishing an approach that connects the entire organization in direction, provides transparency of performance from top to bottom
and supports a One QPS approach to solving issues and challenges

It is recommended that a Performance Management Framework is designed and implemented drawing on the elements of leading
practice police services as described in this report including the focus on a broader set of measures and data sets to support decision
making. It is recommended that some immediate steps are taken to establish performance management meetings that connect the

G organisation from individual Divisions / Units (as appropriate to support borderless policing) up through the organisation to the Deputy
Commissioners and Commissioner. The approach should reinforce and support accountability for the organisation whilst simultaneously
drive a whole of QPS focus.

Governance

Governance arrangements which supports effective prioritization and decision making for QPS

It is recommended that new governance arrangements be established as set out in this report, to provide improved transparency for

G decision making, and ensure key aspects of the organisation i.e. People, Culture, Health and Wellbeing, Assets, Strategic Programs have
a raised profile. This should include refinement of PSBA governance arrangements to be customer focused. Detail regarding the specific
Governance arrangements can be seen in Appendix B.

It is recommended that the focus and number of projects across the service is immediately controlled — this should include:

— suspending all current projects across the service with approval required to continue. It is acknowledged that there are likely many
critical projects that are ongoing and these will need to rapidly move on from the suspension (subject to approval)

@ — suspending all future project expenditure i.e. no further funding through the Demand and Resourcing Committee (D&RC) until further
notice (this has already been activated).

— Suspending current and future research projects with approval required to continue.
— Establish a baseline of all ongoing or potential projects.

30 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° GSA
trademarks. Liability limited by a scheme approved under Professional Standards Legislation. MANAGEMENT CONSULTING



Executive Summary

The Importance of Implementation
A focus on implementation which ‘breaks the cycle’ and relentlessly focuses on delivering the intended outcomes from change

It is recommended that an Implementation Team be established to provide the necessary focus, prioritisation, capacity and capability to
deliver the intended outcomes of any future projects (including any projects arising from recommendations accepted from this Review).
Focus should be given to the insights provided within this section of the report to ensure that the implementation team maximise the
opportunity to deliver any intended outcomes. Suggested guiding principles for implementation can be seen in Appendix C.

PSBA

A PSBA delivery model which is customer focused and includes demand management within QPS to support the matching of available
capacity and capability to need

It is recommended that once the scope and implementation plan for the PSBA Transformation Program is agreed, that QPS allocate
appropriate resources to support this embedded within the project. This will require specific focus on understanding and prioritising
demand (for PSBA services) from a QPS viewpoint. The following elements are considered for prioritisation: Human Resources service
redesign; ICT current state baseline; Assets current state baseline.

3

It is recommended that as part of the Strategic and Service Alignment project, that functions which do not have broader commonalty
across the customer base i.e. would not offer potential economies of scale, are identified and subsequently transitioned back to the QPS.

It is recommended that the immediate focus for systems and digital is directed towards understanding the foundations in this area
including clarity of service delivery model both within QPS and with PSBA, establishing a robust systems architecture and process to
effectively manage changes, and understanding ICT costs into the future.
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1. Introduction

1.1 The Queensland Police Service Strategic Review

1.1.1 Context and focus of the Review

This Review has been initiated by Commissioner Carroll following her appointment to the Queensland Police Service (QPS) in July 2019. The
purpose of the Review is to provide an independent assessment of the QPS to explore the challenges associated with the current operating
environment, with a view to building capacity for the future. Additionally, the Review also allows QPS to examine its relationship with the Public
Safety Business Agency (PSBA) and how this service delivery model can best support the QPS in the future. It should be stated that in parallel
with this Review, work is currently underway in the PSBA in relation to a Strategic and Service Alignment Program providing refocus to customer
needs. This will be explored in Chapter 14.

Figure 1. Framework guiding the scope of the QPS Review

The framework in Figure 1 has been
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1. Introduction

1.1 The Queensland Police Service Strategic Review

1.1.2 Consultations and Email Submissions

Engagement and consultation was a key part of the QPS Strategic Review and included the following:

STATE FUNCTIONS REGIONAL OPERATIONS OPEN MAILBOX
Focus Groups Focus groups Email submissions

State Crime Senior Cohort
Command Non senior cohort

Security & CT Senior Cohort e
Command Non senior cohort General
Intel & Covert Senior Cohort Duties
Services Command Non senior cohort
Operations Support Senior Cohort
Commal Non senior cohort
Road Policing 4:: Senior Cohort
Comm

Non senior cohort

Senior Cohort

Non senior cohort

Senior Cohort

Non senior cohort

Senior Cohort

Non senior cohort

Senior Cohort

Non senior cohort

CCC Police Group — .
Non senior cohort Commiss

-ioned
Senior Cohort )
Legal Division . Officers
Non senior cohort
Policy & Performance Senior Cohort

Command Non senior cohort

Community Contact
Command

People Capability
Command

Organisational
Capability Command

Ethical Standards
Command

Note: Senior Cohort is Commissioned Officers and Director and above; Non senior cohort are those not included in senior cohort 0 G S A
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1. Introduction

1.1 The Queensland Police Service Strategic Review

1.1.3 Limitations
The following limitations should be noted with regards to the undertaking of this Review:

e The timeframes of this Review have been aggressive, purposefully to support the organisation in setting a way forward in a reasonable
timescale. Limitations associated with this are as follows:

— Face to face consultation has been limited to align to the capacity of the Reviewer given the timeframes. Recognising this, a route was
opened to allow anyone from across the QPS to submit their perspectives to a confidential mailbox. This route has been a key input in
helping shape the Review.

—  The depth of the Review has been commensurate with the timeframe and capacity.

e The Review has focused primarily on opportunities to support QPS in the timeframe of 3-5 years. These opportunities have been reflected in
the recommendations.

e The Review has been predicated on the accuracy of information provided to the author during the course of the Review by QPS.

e The Review has been predicated on the basis that structural change alone, will not drive sustainable reform across the QPS to deliver
increased capacity and cultural change.

1.1.4 Structure of this Report

This report has been structured around the components of the scope as illustrated in Figure 1 on page 34. Each chapter contains its own
conclusions. Given some issues and opportunities cut across the individual chapters, recommendations are not included within each chapter but
instead included in a final chapter (Chapter 16).
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1. Introduction

1.2 Organisational Context

1.2.1 Queensland Police Service (QPS) Responsibilities

As defined in the Queensland Police Service (QPS) Service Delivery Statements (2019-20, Queensland State Budget), and the Police Service
Administration Act 1990 and the Financial Accountability Act 2009, the role of the QPS is to provide effective, high-quality and responsive policing
services, in collaboration with community, government and non-government partners, to make Queensland safer. The department's vision is to
deliver safe and secure communities through collaboration, innovation and best practice.

The QPS contributes to the Government's objectives Our Future State: Advancing Queensland's Priorities by working to Keep Communities Safe
and to Be a Responsive Government. This is done through:

e Strengthening Relationships

— fostering collaborative partnerships with government agencies, non-government organisations and community groups to maximise
opportunities to prevent crime and enhance community safety;

— preserving the legitimacy of policing through fair and ethical service delivery; and

- strengthening positive online user and social media experiences to expand options for engagement with police.

e Making the Community Safer
— providing timely and professional responses to calls for service to maintain community confidence; and

— improving policing services to people who are over-represented in the criminal justice system as either victims or offenders, including
vulnerable persons, young people and victims of domestic and family violence.

e Equipping our Workforce for the Future

— investing in our people to meet current and future challenges through capability planning and development to position the QPS as a
learning organization;

— providing equipment, technology and facilities to support our frontline staff; and
— supporting healthy, safe and inclusive workplaces and promoting a diverse workforce that reflects the community we serve.
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1. Introduction

1.2 Organisational Context

e Stopping Crime
— developing sustainable, effective, innovative and efficient approaches to preventing, disrupting and investigating crime; and

— addressing the threat of serious and organised crime, terrorism and radicalisation through strong collaborative partnerships with community
and other law enforcement agencies.

The QPS as an agency has responsibility for two service areas which are as follows:
e Crime and public order: To uphold the law by working with the community to stop crime and make Queensland safer.

o Road safety: To contribute to stopping crime and making the community safer through road safety relationships, reducing road trauma and
evidence-based enforcement anywhere, anytime.
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1. Introduction

1.3 Organisational Changes

1.3.1 Overview of major Reviews and Organisational Changes in recent history

Since 2013, the QPS has seen five major reviews and three significant organisational changes. The timeline below highlight the main influences.

Figure 2 Major Changes and Reviews impacting QPS in recent history

QPS Restructure PSBA Review Enterprise Level Program Atlas
Review of the PSBA by Evaluation Five workstream program
Reduction in the number the Public Service Snapshot Review of the focusing on operationalizing
of Regions and Districts Commission QPS Transformational the core and relevant
and creation of Central Journey elements of Blueprint 2030
Functions
2013 2015 2017 2019

— | | |

2013 2016 2018 2019
Creation of PSBA PSBA Restructure Blueprint 2030 QPS Structural &
Return of some services Future Blueprint based on Leadership Review
Creation of PSBA to support QPS, to the QPS following a First Principles CCC Review of regional,
QFES, IGEM and other customers Public Service approach district and divisional

Commission Review structure and appropriate

leadership

Legend: @ Major Change @ Major Review
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1. Introduction

1.3 Organisational Changes

Each of the Reviews referenced on the previous page have been summarised in the following pages:

QPS Structural Review — QPS
Restructure

The QPS Structural Review was
completed in January 2013 and led to
a restructure which was implemented
on 01 July 2013. The restructure was
undertaken in accordance with the
guidelines set out by the Public
Sector Renewal Program (PSRB)
established under the previous
Government.

Policing and Community Safety
Review — Creation of PSBA

The Policing and Community Safety
Review (PACSR) was completed in
August 2013 by Mr Mick Keelty, AO,
APM providing 91 recommendations.
This was established under the
previous Government.
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Key aspects of the restructure were:

Reduction of policing Regions from 8 to 5.
Reduction of policing Districts from 31 to 15.

Establishment of new operations Commands (Road Policing; Community Contact;
Strategy, Business Review and Intelligence; and Counter-Terrorism and Major Events).
This increased Central Commands to 9.

Reduction of staff member positions by 332.

Reduction of 110 commissioned officer police positions and subsequent replacement
with officers of a lower rank.

Key aspects of PACSR were:

Driving alignment of the portfolios to Queensland Government priorities.

Driving improved performance across operational structures including cross agency co-
ordination and prioritization.

Driving improved efficiency and effectiveness of capital infrastructure procurement.
Driving improvements in current policy and legislation.

The establishment of the Public Safety Business Agency (PSBA) including the
movement of 2,500 staff and Officers from QPS to the PSBA organization.
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1. Introduction

1.3 Organisational Context

PSBA Review — PSBA Restructure Key aspects of the Review were:

The PSBA Review was completed in e The reintegration into QPS of parts of PSBA Strategy Division, Media, Calibration
2015 by the Public Service Laboratory, Information Security, Library Services, Training & Development, Police
Commission with a view to optimize Recruiting, Safety & Wellbeing, Legal Services, Right to Information, Executive

the service delivery of the PSBA to its Services, Cabinet Legislation and Liaison, Frontline Programs F&DS, Frontline
customers. Enhancement, Workforce Engagement, and Drug and Alcohol Co-ordination Unit.

e The return of 900 officers and staff relating to the above functions.

e Commitment for further investigation as to the optimal service delivery model for Police
Airwing.

Enterprise Level Evaluation

In 2017 an Enterprise Level Review Key aspects of the Evaluations were:

was undertaken primarily based on e Findings were categorized as follows:
the views of the organization (via

interviews and surveys) to assess the
effectiveness of the 2013 structural - Area requiring some focus: Borderless Policing, Equipment, Rapid Action Patrol.
review.

— No immediate concerns with: Mobility.

— Area requiring attention: Strategic Alignment; Governance; Performance
Management; Structural Integrity; Span and Control; and Central Functions.

— Area of concern: PSBA support services.
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1.3 Organisational Changes

Blueprint 2030

The Blueprint was prepared largely on o Three key drivers were identified that were deemed to necessitate the design of a long-
a ‘first principles’ basis, in term plan for policing:

consultation with key stakeholders

providing a framework to meet the

predicted future environment within
policing operations will occur.

Key aspects of the Blueprint were:

— Demand for policing services is growing faster than is known including — domestic
violence (DV), methyl amphetamine usage, mental health related issues,
cybercrime, terrorism, organised crime.

— Current operating model including physical footprint and workforce structure has in
some facets become outdated.

— The growing need for a system-based approach to community needs.

Key aspects of Program ATLAS were:
Program ATLAS

Program ATLAS was established as a
program of work seeking to reform the
Queensland Police Service. The
program focused on some elements e Digital Futures — providing a digital business strategy for 2023 and 2030.
that had been contained within
Blueprint 2030.

e PRISM — design of a Policing Regional Integrated Service Model for the QPS.

e Business Optimisation — the identification and quantification of opportunities to release
capacity across the service.

o Workforce and Culture — providing a view on the skillsets and capabilities required for
QPS to become more prevention focused.

e |Infrastructure — review of the QPS asset portfolio exploring opportunities for
rationalisation.
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1.3 Organisational Changes

QPS Structural & Leadership Key aspects of the Review were:

Review . S . . o

e No obvious or significant performance issues or consequential negative impacts on the
Taskforce Review by the Crime and QPS workforce as a result of the 2013 organizational restructure (in relation to the
Corruption Commission to investigate amalgamation of the Northern and Far Northern Regions) and therefore recommended
the structural integrity of the 2013 against separation.

Structural Review, with particular
focus on QPS Northern Region
(previously Northern and Far Northern e Noted a range of issues relating to services provided by PSBA, particularly in relation to
Region) Human Resources and Finance.

e Suggested a review of the Central Function Policy.
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1. Introduction

1.4 Organisational Performance

1.4.1 Overview

To provide additional context to the Review, this section provides a high level view of trends in crime numbers and clear up rates as well as
performance against the Service Delivery Statement measures regarding community trust and confidence.

1.4.2 Crime trends

The percentage change across total reported offences, property, against the person and other is shown below with trend charts on the following
page.

Comparing Jul-Sept 2015 to Jul-Sept 2019 shows an Figure 3. Comparison of reported crime Jul-Sept 15 versus Jul-Sept 19
increase in the total volume of reported offences at
10%.

™M0%

There has been significant increases during the period of: I]H[I [[I
Increase in total reported crime

e property offences (28%)
e offences against the person (24%)

However, ‘other’ offences, have reduced by 7%. The
category of ‘other’ offences differs from offences against
the person and property, in that these offences (‘other’
offences), are generally detected by police rather than
reported to police by the members of the community.

1™28%

Increase in total reported crime against property

The charts on the following page show a steady
increasing trend over the period for total, property, and
offences against the person, as well as a steady
decrease in ‘other’ offences.

1™24%

Increase in total reported crime against the person

Detailed analysis of the trends and potential drivers has
not been provided by this review.

7%

Decrease in total ‘other’ crime

000
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1.4 Organisational Performance

Monthly crime trends for total offences, property, against a person and other can be seen below from July 2015 through to 2019.

Figure 4. Trends in crime — total offences, offences against property, offences against the person, and ‘other.

Rate of total offences, Queensland, July 15 to September 19 Rate of total offences against property, Queensland,
1000 July 15 to September 19
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1.4 Organisational Performance

1.4.3 Clear up rates

The percentage change in clear up rates across total reported offences, property, against the person and other is shown below with trend charts
on the following page.

Comparing Jul-Sept 2015 to Jul-Sept 2019 shows a
reduction in the percentage of total crimes cleared by 7%
points. The volume of totals crimes cleared has actually
increased during this period, however, it is offset by the
growth in reported crimes.

There was a small reduction in the percentage of
property crimes cleared (3%) however this does not
reflect the significant increase in the number of reported
crimes that are being cleared (15,402 in Q1/15 compared
t0 19,317 in Q1/19).

There was a sharp reduction in the percentage of crimes
against the person that were cleared (13%) as well as a

small reduction in the clear up rate of ‘Other’ crimes (3%).

The charts on the following page show a steady
decreasing trend over the period for cleared crime.

Detailed analysis of the trends and potential drivers has
not been provided by this review.

Figure 5. Summary change in % clear up rates

i)

b 7%
Reduction in the percentage of total crimes that are
cleared up

J 3%
Reduction in the percentage of property crimes that
are cleared up

J 13%

Reduction in the percentage of crimes against the
person that are cleared up

J 3%
Reduction in the percentage of ‘other’ crimes that are
cleared up

This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° GSA

trademarks. Liability limited by a scheme approved under Professional Standards Legislation.

MANAGEMENT CONSULTING



1. Introduction

1.4 Organisational Performance

Comparison of clear up rates for total offences, property, against a person and other can be seen using data from July-Sept in each year.

Figure 6. Trends in cleared crime — total offences, offences against property, offences against the person, and ‘other.
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1.4 Organisational Performance

1.4.4 Community Confidence

The eight performance measures regarding community confidence as set out in the QPS Service Delivery Statement are shown below. Each of
the measures demonstrate significant variability between individual reporting periods, with swings of up to 10 percentage points. Nevertheless,
of the eight measures, seven show a trending reduction in confidence from the community.

Figure 7. Changes in community confidence measures between Q1/14 and Q4/18

™ 4%
Increase in the general community
satisfaction

4 1%
Reduction in the perceptions - police
professionalism

J 2%
Reduction in the perceptions — police are
honest

b 1%
Reduction in the satisfaction of
individuals that have contacted police

b 1%
Reduction in the satisfaction of police
dealing with public order issues

J 2%
Reduction in the perceptions - police
treating people fairly and equally

J 8%
Reduction in the satisfaction of police
dealing with emergencies and disasters
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Reduction in the perceptions —
confidence in police
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1.4 Organisational Performance

Comparison of a range of trust and confidence measures as included in the Service Delivery Statement is shown below

Figure 8. Trends in community perceptions of police

Perceptions of police professionalism Perceptions of police honesty
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X WX XD RO OO W00 NN DD WD WD WD U T TN TV T T A B T < T T, W, W W WA - T - T - T -3
NAANZRNR AR S A S A A 2R A N 2 S SRR S SR SR R S A S A N A N 4 AR N RN A N A TR N R R A R PR N R N 2R R A S 2 N R R N R N AR S 2 N
PF PRSP ISP SIS SIS FIHS PSP S PSP I IS RSP S

Perceptions of police confidence
82.0% 92.0%
80.0% 90.0%
78.0% 88.0%
76.0%
86.0%
74.0%
84.0%
72.0%
70.0% 82.0%
68.0% 80.0%
66.0% 78.0%
TN T A T T - T T B - T T T WG WG WG WA - B - T I -3 Ul N T T R T - T - B ' B - TG WG WG WG WS - S T B -3
NARANZR R 2R R A N TR 2R N A N PR N R N 2R S 2R S PR N R SR N R S 2R N AR SARANAR RN 2R N A AN TR N R N A R PR R R N R 2R S 2R S R SR R N SR
S T s o e o e S S g s e o s e

48 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered u GSA
trademarks. Liability limited by a scheme approved under Professional Standards Legislation. MANAGEMENT CONSULTING



1. Introduction

1.4 Organisational Performance

Comparison of a range of trust and confidence measures as included in the Service Delivery Statement is shown below

Figure 9. Trends in community satisfaction with police

General Community Satisfaction Satisfaction with public order problems
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2. Policing Demand

2.1 Major Influences on Policing Demand

2.1.1 Factors influencing policing demand globally

Internationally, there is an emerging recognition that police demands have changed, with growth and diversification in the types and volumes of
demand placed on police. This includes:

Figure 10. Global drivers of policing demand

Increase in recorded crime and incidents relating to rape and public safety and welfare

Increased time spent on emerging complex crimes such as child sexual exploitation

Emergence of mental health issues among members of the public Growth and
diversification
Increase in disputes and domestic incidents in the demand
placed on
Tendency for police to pick up broader public service activities due to 24/7 model poli ce service

Increase in technology enabled crime such as cyber crime

Increased transparency of issues and crimes through social media

Source: UK College of Policing, 2015; Boulton et al, 2017; Terrill, Rossler and Paoline (2014)

The profile of crime and disorder in many western countries is dynamic, and with many policing agencies facing budgetary constraints, this places
substantial pressure on the police to develop innovative ways to meet demands in addition to meeting their traditional policing responsibilities
(Loveday, 2017).
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2. Policing Demand

2.1 Major Influences on Policing Demand

2.1.2 Demand influences in Queensland

The changes in Queensland are largely common with global trends. To address these trends, in recent years Queensland has been subject to a
range of legislative and policy changes that have significantly impacted the demand placed on the QPS. In addition there are a number of
environmental factors, such as the bushfire emergencies, which have also been shaping demand. These are summarised below. Note, this does
not intend to provide an exhaustive list.

Figure 11. Factors shaping demand on QPS

Policy & Legislative

Environmental Factors

Domestic and Family
Violence (D&FV)

Changes and
refinements in legislation
(Domestic and Family
Violence Act 2012) as
well as the establishment
of QPS policies to govern
the way D&FV is
managed.

Terrorism

Increased threat and
risk of terrorism
globally including
Australia
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Mental Health

Child Abuse

Range of changes and

Road Safety

Range of action plans

Changes to legislation interventions including including Safer Roads,
and complexities in new Child Alert System, Safer Queensland Road
service delivery model Child Protection Offender Safety Action Plan,
and responsibilities Reporting, High Risk Increased roadside drug
between Queensland Missing Persons, Royal testing, Heavy Vehicle
Health and QPS. Commission, and Anti- Safety Action Plan
cyberbullying taskforce.
Drugs Increased Social Media and Disaster
demographic hyperconnectivity Management
diversity
Increased
prevalence of drug Growth in social
use in the community Continued growth in media and more Continued State-
(particularly ice) and population and broadly the internet wide support for
the implications of demographic diversity providing disaster
this on crime and hyperconnectivity management

mental health

Youth Justice

Enhanced focus on
Youth Justice in the form
of Queensland Youth
Strategy Action Plan,
Youth Justice Strategy,
Youth Justice Action
Plan and Youth Justice
and Other Legislation
Amendment Act 2019

One Government

Queensland
Government focus
on a One
Government solution
aimed at providing a
fully integrated
approach to
community needs
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2. Policing Demand

2.2 Understanding of Demand Placed on QPS

This section provides an overview of the demands placed on the QPS gleaned from consultations and document review.

2.2.1 Limitations in understanding demand placed on QPS

A full picture of the demands placed on the QPS is not well understood at present, particularly in relation to the demands that are placed on the
QPS that are beyond calls for service, the resource that is required to meet that demand and the relative priority between these different demands.
The importance of this is however well understood by QPS executive and work is already ongoing together with Queensland Treasury Corporation
(QTC) to better understand demand to assist in strategic and operational decision making.

2.2.2 Consultations with Regional Operations

Feedback from consultations in Regional Operations consistently identified the impacts of demands placed on QPS which is outside legislative
responsibility. This appeared to impact the QPS most acutely outside the business hours of partner agencies i.e. 8am — 5pm, Monday to Friday.
In addition, consultations consistently highlighted the significant impact of D&FV legislation, mental health issues and prisoner transport on
capacity. The relationship between some of these demand types and capacity is explored later in this section.

2.2.3 Consultations with Central Functions

The demand placed on QPS outside of Regional Operations and calls to service is, in general, the least well understood. In many instances
understanding, prioritising and quantifying these demands becomes increasingly complex. Nevertheless understanding this and thus supporting
the QPS in effective decision making in terms of resourcing remains a key requirement — particularly when considering the relative priority in
resourcing allocation between Central Functions and Regional Operations.

2.2.4 Consultations regarding the take up of ‘Administrative Functions’

There was significant feedback across the organisation regarding the increase in demand placed upon the organisation in relation to services that
‘are the responsibility of PSBA’, including Finance, Human Resources, Contract Management, Fleet and Asset Management. This was not
investigated in detail during this Review but is discussed in more detail in the PSBA Chapter (Chapter 14).
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2. Policing Demand

2.2 Understanding of Demand Placed on QPS

2.2.5 Demand placed on Regional Operations

At present demand is placed in Regional Operations through four core contact mechanisms — 1) Tripe Zero; 2) Policelink; 3) Front Counters; and
4) ‘Other’ — which includes but is not limited to airports, Crime Stoppers, other jurisdictions, Queensland Ambulance Service, Queensland Fire
and Emergency Services, National Security Hotline. The schematic below provides a simplistic illustration of the journey from demand input

through to potential deployment.

Triple Zero - demand directed to triple zero is
well understood in terms of volume of calls
entering the system, the volume that translate
into ‘incidents’ and the distribution across
priority coding. Incidents are captured in
QCAD which also captures whether resources
in the Regions / Districts are deployed.

Policelink — demand directed to Policelink
comes via calls, emails and digital.
Information is captured in a CRM system.
Inputs requiring deployment are transferred to
Tripe Zero through a warm handover.
Policelink demand is explored in the next
section.

Front Counter — demand entering the front
counter is not well understood. A proportion
of demand requiring deployment is included in
QCAD - however this does not provide a
holistic picture.

Other — demand entering via ‘Other’ is not
well understood and can enter to different
layers of the organization. A proportion of this
demand is included in QCAD. This is likely the
least understood input.

Demand input

1131

Contact Mechanism

=
> 000 -«
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-
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131444

for oan-arger
aatac

R et
Policelnk

-

-

Front Counter

Other

Figure 12. Schematic of Community Contact to Deployment
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2. Policing Demand

2.3 Policelink

2.3.1 Policelink Overview

Policelink was introduced in 2010 as the preferred non-emergency contact for the Queensland Police, to enhance their services and enable
frontline officers to spend more time performing operational duties.

Since its inception in 2010 Policelink has broadened
the channels it offers and the services it provides both Figure 13. Schematic of Policelink customers and channels
to the public and to police officers with a view to

enhancing community engagement and satisfaction

and creating efficiencies for front line police officers. Customer

Channel

Channels

Channels offered to both the public and police officers
now includes telephone, email and a range of digital
options including smart forms.

=

Services

Policelink now complete a range of activities for front —
line officers including but not limited to, adding report of Digital }A‘{ a
suspected harm; adding/modifying the offence type or
occurrence details; Cancelling, deleting or merging
duplicate occurrences; completing locate stolen vehicle
form; and withdrawing an occurrence. In addition,
Policelink has been introducing additional services
direct from the public including completion of property
crime reports.

Digital a

The relationship between Policelink and Districts,
as well as the Community is a critical one.
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2. Policing Demand

2.3 Policelink

2.3.2 Call Volumes and Service Level

The chart below illustrates the trends in call volumes placed on Policelink from January 2013 through to October 2019.

Call Volumes
Figure 14 shows a steady increase in call volumes from
2016 as well as an increase in volumes of abandoned

Figure 14. Policelink Call Volumes and Service Level

calls over the same period. The percentage of total 140 80% target for Service Level (call 100%
calls that were abandoned averaged 3.3% over the answered within 30 seconds) 0%
period Jan 2013 — Dec 2015, and then increased

significantly 6.1% (2016), 7.2% (2017) and peaked in [ A0V AN JV N I R |1 P

2018 with an average of 14.2%. In April 2019
‘Concierge’ was initiated which has driven the average
abandoned calls percentage down to 6.4% (April 19 —
Oct 19).

70%
| !

N[ 60%
Service Level & 50%
Service Level (Grade of Service (GoS)) is measured by
the percentage of calls answered within 30 seconds.
The target is for 80% of calls to be answered within this
timeframe. The chart illustrates that performance
through to the middle of 2015 was largely above target.
Since then, performance against GoS has deteriorated 20%
significantly dropping to a low of 21% for the month of 20
November 2018. Performance has shown strong 10%
recovery since the introduction of Concierge,
nevertheless performance remains well below target. 0 0%
This represent a significant risk to community Jan13  Jan-14  Jan-15  Jan-16  Jan-17  Jan-18 - Jan-19

2]
o

40%

30%

N
o

Total Calls (Thousands)

satisfaction. I Call Entered I Calls Abandoned = === % Service Level

Time (years)

Source: Policelink data
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2. Policing Demand

2.3 Policelink

2.3.3 Segmentation of Calls and Email / Digital Volumes

The charts below illustrates the trends in calls volumes and email / digital volumes placed on Policelink from January 2013 through to October
2019, segmented by Police and Public.

Call volumes Figure 15. Policelink Call Volumes (Public and Police)

Figure 15 shows a reduction in total call volumes from 120
a high of ~110,000 in January 2013 to a low of ~74,000

in June 2015. Since that point, the volume of calls has 100
trended upwards and has averaged ~101,000 per 80
month in 2019.
- 60
Police call volumes shows a high of ~25,000 calls in g 40
January 2013 (24% of total call volumes) with reducing 2 .
volumes averaging ~3,000 per month since 2017. =
S o
Email / Digital Volumes fgbg Jan-13 Jan-14 Jan-15 Jan-16 Jan-17 Jan-18 Jan-19
Figure 16 shows the slow growth of the email channel - m Public Calls  # Police Calls
since 2013 which correlates with the reduction in police
call volumes in the upper chart. The introduction of Figure 16. Policelink Email / Digital Volumes (Public and Police)
digital channels for both police and the public has show
significant growth in total volumes averaging more than 120
40,000 since January 2016. o
The combined view of call, email and digital S 80
volumes illustrates the significant growth in é 60
demand placed on Policelink with total volumes 8
averaging ~145,000 per month in 2019. This £ 40
represents a 32% growth since January 2013. This s
growth provides some insight with regards to the g |
I C I A i l. AR
Jan-13 Jan-14 Jan-15 Jan-16 Jan-17 Jan-18 Jan-19

abandoned call rates and reduced Grade of
Service_ M Public Digital Police Digital Emails
Source: QPS Policelink data
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2. Policing Demand

2.4 Calls for Service

2.4.1 Trends for Calls for Service volumes

The chart below illustrates the trends in call to service volumes from 2014/15 through to 2018/19 across the four main channel categories
introduced on the previous page.

Figure 17 shows an overall growth in calls for service of

48% for the period 14/15 — 18/19. This represents a Figure 17. Trends in Calls for Service by Channel category
range of 7% growth through the ‘Other’ category 489 crowth i total call for
channel through to 64% growth in the Policelink 1600 e 15 1o 18119

channel. The majority of volume enters the system via

Triple Zero and Policelink. 1400

Tripe Zero — Growth in triple zeros calls for service

have grown by 59% over the period. 1200
Policelink — Growth in Policelink inputs have grown by 1000
64% during the period.

800
Front Counter — Growth in Front Counter is at 58%
over the period although as mentioned on the previous 600
page, anecdotally there is significant demand that isn’t
captured through QCAD.

400
Other — Growth in the ‘Other’ category is at 7%
although this channel appears to be the least likely to 200
be captured in QCAD.

Demand (Thousands)

0
Effective m_teractlon with t'he |nd|V|du_aI ra|§|ng t'he 14/15 15/16 16/17 17/18 18/19
call to service, together with appropriate triage is
critical to community satisfaction and for ensuring Time (years)
efficient and effective service delivery within
Regional Operations B Tripe zero M Policelink M Front Counter M Other

Source: QPS QCAD data
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2. Policing Demand

2.4 Calls for Service

2.4.2 Trends in Calls for Service Code Levels

The chart below illustrates the trends in the coding of calls for service volumes from 2014/15 through to 2018/19. Code 1 — 4 represent the priority
of the incident (with 1 being the most urgent and 4 being the least urgent. A Broadcast is used to communicate information to police resources
such as wanted person(s) or wanted vehicle(s). A File Incident is created to record action taken but where a resource is not dispatched.

Growth by Code Levels shows significant variability from 14% in the Figure 18. Trends in Calls for Service by Code Levels
‘Filing Incident’ category through to 112% growth in Code 4s. :

1600 48% growth in total calls for
. service 14/15 to 18/19
Code 1 — Grown by 73% over the period but represent less than 1%

of the total calls for service (therefore not visible in the chart). 1400
Code 2 - Grown by 86% over the period and represent less than 8% 1200
of the total calls for service. I
Code 3 — Grown by 45% over the period and represent by far the 1000
greatest proportion with 71% of the total calls for service. .
800

Code 4 — Grown by 112% over the period and represents 9% of the §
total calls for service. 8 600

o

ey
Broadcast — Grown by 37% over the period and represents 4% of L;— 200
the total calls for service. 2

@
File incident - Grown by 14% over the period and represents 9% of 5 2
the total calls for service. ©

s , L ] ] ]
The root cause for variable growth across the different Code 14/15 15/16 16/17 17/18 18/19
Levels has not been investigated, however, consistency and
optimisation of coding is critical for efficient and effective Time (years)

service delivery within Regional Operations
B Code 1l m Code?2 Code3 mCode4 MBroadcast M FileIncident
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2. Policing Demand

2.4 Calls for Service

2.4.3 Unmet demand

The chart below shows the volume of Calls for Service by District for the year 18/19 showing the relative proportion that received a response i.e.
resource allocated versus those which did not.

On average, across the Districts, 43% of calls Figure 19. Calls for Service by QPS District

for service are not responded to. This ranges 200
from 26% in Mount Isa through to 66% in Wide
Bay Burnett.

180

160

Detailed analysis of the types of incidents that
have not been responded to has not been 140
included within this Review.

__ 120
Given the significant growth in demand, it g 100
is acknowledged that there will be an acute 3
need to prioritise resources for efficient § 80
and effective response. In conjunction with g
any such decisions, the effective S €0
interaction with the community with be 3 a0
critical in managing community %
perceptions of police. E 20 I I
Calls for Service only provide a partial 0 Z : : /\* — Z /T — — — /\*
picture of demand as referenced in 2.2.1. S I A ééx L&Y F S @0‘\ &S &

F & T FT LTSS E LIPS
SR R IS 2R MK SR N o ¥ © &
R (}g oS X « N N & \}$ Y
K N W
< ) ) \$\0 Q

QPS District

B Noresponse M Responsed to

Source: QPS QCAD data
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2. Policing Demand

2.3 Calls for Service

2.4.4 Resource Effort — illustrative example

The chart below seeks to understand the indicative resource effort that is expended dealing with Domestic and Family Violence.

Figure 20. Indicative effort expended on dealing with domestic and family violence issues

.‘ Approximately 52,000 Average CAD on-scene time of 3.2 hours['] On-scene time 405.000 hours
calls for service finalised is not a full account of time expended. ITAS data suggests ’

. as DV (312) 3.9 hrs. 3.9 hours x 2 officers is assumed per 312 incident. 232 FTE®
Calls for Service

time is assumed. Private orders are entered into QPRIME

m 21,027 QPS applications Additional 30 mins in document handling and prosecutions 14.500 hours

by police so an additional 30 mins is assumed for private 8.3 FTE

Applications 7,975 private applications applications.

E Each service task may represent multiple attempts to serve 70.306 hours “

46,871 DV service tasks a document. 90 mins in officer time is assumed for each
. service task 40.2 FTE
Document Service

414 FTE

regérzzzrgga?:;nttr?eir preparation of full briefs of evidence, court attendance and 9.2 FTE
Application Hearings casefiles prosecuions fime .

An extra 6 hours (beyond time in calls for service) is
@ 27,458 reported breaches assumed for each breach to account for investigation, ! 63’4828;_:_0; s

m 2,020 DV orders had trial 8 hours of time is assumed to be associated with the 16.160 hours

Breach investigation QP9/brief preparation, watchhouse and prosecutions.

Due to the complexity and involvement of specialist
Q 1,096 Strangulation resources— 8 hours x 2 of officer time is assumed for 26,304 hours eeve I3]
offences response and 8 hours x 1 of officer time is assumed for brief 15 FTE $635 ml"lon
Strangulation Offences preparation with respect to each strangulation offence

00 54,186 DV referrals It is assumed that each referral takes 30mins 27,093 hours

DV Referrals

completed 15.4 FTE

[ SER Call for service average on-scene time;; 14 FTE calculated at 38 hours per week — 6 weeks annual leave = 1748 hours per officer annually; ¥l Cost is calculated at SCON6 with on costs — $153,263 ° G S A
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2. Policing Demand

2.4 Conclusions

2.4.1 Conclusions

The demands placed on policing services across the globe are changing. This is also the case in Queensland. Changes in crime types as well
as increases in the complexity of social issues, together with increasing community expectations are all contributing factors.

There have been a range of legislative and policy changes in Queensland, that largely align to the global trends, that together with the
backdrop described above are increasing demand pressures on the QPS.

At the present time there is not a holistic view of the demand placed on the QPS, without which it is not possible to make sophisticated
decisions regarding the prioritisation and allocation of resources. The need for this holistic picture is well understood by the QPS and work is
ongoing, in collaboration with Queensland Treasury Corporation (QTC) to provide the necessary transparency.

One element of the demand placed on the QPS, call for service, is relatively well understood and illustrates the challenge being faced. Calls
for service have grown by 48% over the period 14/15 to 18/19 with data indicating that in 18/19 42% of this demand was unmet. At the present
time it does not appear to be possible to obtain a breakdown of the incident types that are not being met.

The combined view of phone calls, emails and digital volumes to Policelink illustrates significant growth in demand with total volumes averaging
~145,000 per month in 2019. This represents a 32% growth since January 2013. Significant performance challenges have been experienced
relating to increased abandoned call rates and reduced Grade of Service. Whilst the introduction of Concierge has delivered significant
improvement there remain major challenges which will undermine community perception of the QPS.

There is risk posed by the lack of understanding of the ‘unknown demand’ and the unmet demand through calls for service (and unknown
demand).

A very conservative estimate of 414 FTE is spent directly dealing with domestic and family violence associated issues by the QPS.
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3. Culture and Engagement

3.1 Culture and Engagement Current State

3.1.1 Overview

An organisation’s culture including its approach to organisational engagement is a significant determinant in a high performing organisation.
The elements of culture are multifaceted and complex and for this reason this section does not seek to unpick and provide recommendations
regarding any potential cultural issues, instead, it focuses on the QPS approach to understanding and driving improvement in this area.

3.1.2 Engagement and Communication

Currently there is no agreed or consistent approach to engagement within QPS, however it needs to be noted that externally facing, the QPS
engages well, particularly from a commissioned officers rank, with key external stakeholders including all levels of government. There is,
however, little evidence to show where internal engagement and communications has been applied effectively across the Service.

An Internal Communications Project team was stood up in October 2018 and while the team conducted workshops with around 700 sworn and
non-sworn staff from the South Eastern Region, there was limited progress from the findings and recommendations that arose from these
sessions.

In July 2019, a temporary Internal Communications and Engagement team was established with the purpose of driving greater engagement and
communication across the QPS and to facilitate engagement sessions with a focus on the Working for Queensland survey, developing new
Service values and working towards building a preferred internal culture.

Through consultation with sworn officers and staff across the State it was raised on a number of occasions that QPS employees often found out
about key issues and changes in the service through external means (media) first rather than hearing about it through internal communications.

3.1.3 Culture

There are three main projects which are ongoing focused on driving cultural change (Our People Matter, Juniper and ATLAS’s Workforce
Culture stream). Below is a summary of the three main projects:

e Our People Matter - Our People Matter is a strategy aimed at improving the health, safety and wellbeing of the QPS, their families and the
broader workplace. The strategy is made up of four key pillars being Healthy Bodies, Healthy Minds, Safe Workplaces and Fair and Positive
Workplaces.
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3. Culture and Engagement

3.1 Culture and Engagement Current State

e Juniper - Juniper is a restorative justice initiative that also has a cultural reform element (at the time of this report being written the culture
element of Juniper has been moved into the temporary Culture and Engagement Unit). The core reasoning behind Juniper is to provide
current and former members with the confidence and confidentiality to report issues of workplace bullying, unlawful discrimination, sexual
harassment and predatory behaviour. The project focuses primarily on reforming workplace conduct, investigation and discipline.

e ATLAS (Workforce and Culture) - Within the ATLAS report it defines the Workforce and Culture Sub-Program as presently considering the
best blend of skillsets and capabilities required of the workforce to support a transition to a more prevention-focussed posture. It also
considers the workforce processes that support future training delivery and how the organisational culture might evolve to achieve a greater
prevention focus.

3.1.4 Working for Queensland Survey

The 2019 Working for Queensland survey provided an overall Agency Engagement scope of 53%, the same as last year and relatively
consistent across the period 2014 — 2019. The response rate for this years survey was significantly up from last year (48% to 70%) and perhaps
reflects the desire of the workforce to communicate with the new Commissioner.

Figure 21 Working for Queensland 2014 to 2019
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3. Culture and Engagement

3.1 Culture and Engagement Current State

The results for the ten elements of the survey can be seen below together with a comparison against last year and against the Queensland
Public Sector as a whole. The QPS scores below the Queensland Public Sector average in all 10 elements.

Figure 22 Working for Queensland comparison score and comparison to QLD Public sector
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Further analysis of the results showed a significant disconnect in levels of engagement between ranks. This was particularly the case with
Senior Constables and Sergeants showing significant lower levels of engagement compared to the rest of the organisation.
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3. Culture and Engagement
3.2 Exploring Effective Culture and Engagement

3.2.1 Effective Engagement and Communications

The International Association for Public Participation (IAP2) is recognised as foundational when it comes to meaningful and purpose driven
engagement. IAP2 uses a participation spectrum to define a stakeholder’s role (both internal or external) in the engagement process.

Strong engagement requires a coordinated approach, including
aligning engagement efforts, and sharing and pooling
information and resources into a central accessible area. Key

There are significant workplace benefits of embedding
effective engagement in an organisation:

elements include:

committed to delivering a planned and coordinated engagement
process with a focus on continuous improvement;

inclusive, clear and concise in engagement design, approach
and processes;

proactive in approach, providing early and ongoing engagement
opportunities transparent in stating engagement objectives and
intentions, and the challenges and opportunities that need to be
addressed;

diligent in providing feedback and communicating outcomes
following engagement activities;

appreciative and respectful of the ideas, intelligence, opinions
and positions offered and the needs of all parties involved;

innovative in developing new ways to work together to enhance
relationships, deliver accepted outcomes and ultimately help
build a connected and engaged workforce;

targeted and local (place-based approach) to ensure
engagement with people on the ground is about matters that are
important to them using suitable channels at an appropriate time;

focused on gathering local intelligence to enable better and
more sustainable decisions.

Source: International Association for Public Participation, 2018)
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a connected and engaged workforce is more likely to perform
better both as a team internally as well as servicing their
communities;

will make better decisions if we gain input and insights from
the people who have an interest or are going to be affected by
the decision;

increases the likelihood of people coming onboard the change
journey if we inform, educate and influence them with clear,
concise and relevant information;

build trust and transparent relationships;

allow people with diverse views and knowledge to contribute,
achieving more innovative approaches to opportunities and
challenges;

achieve objectives that cannot be reached by acting alone.
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3. Culture and Engagement

3.2 Exploring Effective Culture and Engagement

3.2.2 Cultural Reform

Cultural change is a key priority when it comes to embedding large transformational projects across any organisation and is required to:

e Equip leaders to define and clarify what needs to change — e.g. supporting them to define and role model desired behavioural changes,
maintaining accountability and building inclusive and capable teams

e Drive and embed targeted and timely behavioural-based interventions;

e Implement and facilitate evidence-based and strategic interventions and actions;

e Consistently monitoring and reporting progress and adapting as required;

e Regularly assess the current rate and state of change to understand critical ‘buy in’ and ‘drop off’ points for stakeholders;

e Develop and harness broad trusted relationships across leadership and the broader organisation by engaging employees across all ranks and
locations in core change programs;

e Agitate and drive cultural and behavioural change across the organisation;
e |Integrate cultural change into broader organisational strategies, processes and practices; and
e Build support and accountability for critical success factors across leadership and any governance or working groups.

Across Queensland Government the Public Service Commission (PSC) has published a Cultural Framework which outlines how the core
components of strategy, people, relationships, environment and leadership work together to create and drive cultural change. An effective
organisation should have the ability to apply each of these components to the organisation’s culture change vision and understand the high value
levers that affect sustainable cultural change. These components work interdependently and must link with the broader organisational vision and
strategy.

High functioning cultural change manages transformation end-to-end and acknowledges that lasting cultural change can take between two and
five years to embed depending on the size, context and maturity of the organisation. 54% of organisational change efforts fail (PwC Strategy&
(nee Booz & Co.), 2014) with key reasons for this failure including:

o the team or leadership ‘dictating’ change rather than bringing people along the journey —i.e. ‘doing’ the change work to the organisation rather
than facilitating people to take up and embrace change;

e too many discrete change activities too fast causing ‘change fatigue’.
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3. Culture and Engagement

3.3 Assessment of Current Arrangements

3.3.1 Engagement and Communications

Historically there appears to have been insufficient focus on providing and sustaining the level of internal communications and engagement that
is necessary to drive a high performing organisation. Indeed, undertaking engagement activities and then failing to follow through with actions will
further undermine the engagement of the workforce. . L. .

Figure 23. Organisational Engagement Schematic
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3. Culture and Engagement

3.3 Assessment of Current Arrangements

3.3.2 Cultural Reform

The three current programs focusing on cultural change are fragmented which leads to inconsistent messaging and understanding of the
purpose. Whilst there may be a need for various workstreams (or projects or programs) there is a need for them to be fully integrated and
aligned to an overall vision or strategy.

3.3.2 Working for Queensland Survey

The lack of transparency of historical Working for Queensland results to the broader workforce will likely have impacted negatively in terms of
level of trust of leadership and morale as well as fatigue in relation to involvement in future surveys and Reviews. The significant take up of the
Working for Queensland survey for 2019 (70% of workforce) can be argued to reflect the optimism that is being held following Commissioner
Carroll’s appointment. Historical fatigue together with current optimism was observed strongly during the consultations undertaken for this
Review.
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3. Culture and Engagement

3.4 Conclusions

3.4.1 Conclusions

There is currently inadequate focus on engagement, communication and culture within the QPS substantive organisation i.e. not temporary, to
drive the Commissioner’s vision of being a connected and engaged workforce. In addition, the efforts that are undertaken appear to be
fragmented and don’t provide clear alignment to the strategy and communication of the purpose to the workforce.
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4. Health and Wellbeing

4.1 Health and Wellbeing Current State

4.1.1 Health and Wellbeing Scope

The purpose of the Health, Safety and Wellbeing functions within the QPS are as follows:

e Contribute to the service by ensuring advice, strategies and programs are in place to create workplaces that prevent injury and iliness and
support employees health, fitness and wellbeing;

e Ensure all legislative and Government imposed obligations are met (for example Workplace Health and Safety (WH&S), Workers’
Compensation, and employment law, codes of practice policies and agreements);

e To provide psychological assessments to support recruitment and business as usual, and administrating the mental health promotion and a

destigmatisation program.

4.1.2 Service Delivery Model

Health, Safety and Wellbeing functions are shown below together with the current service delivery model —
Support is hosted in Regions and Commands, whilst Health and Safety and Strategy and Projects are centralised.

Employee Wellbeing and Chaplain

Employee Wellbeing Chaplain Support Health & Safety Management Strategy & Projects

Employee Wellbeing oversight is
provided centrally (1 FTE) with
Senior Human Service Officers
(HSOs) hosted in Regions and
Commands (24 FTE of which
there are currently two
vacancies). This equates to one
HSO to 625 employees
(assuming full strength and
equitable distribution across the
workforce.

Chaplain Support oversight is
provided centrally (1 FTE) with
Chaplains hosted in Regions and
Commands. Chaplains are not
employed by QPS but contracted
through Christian faith-based
churches and organisations.

Health & Safety Management
oversight is provided centrally (3
FTE) with the Injury Management
Advisors also located centrally (9
FTE plus two temp positions).
Injury management was migrated
to a centralized model following
the 2013 restructure; was
migrated to PSBA following
PACSR and subsequently
moved back to QPS following the
2015 PSBA Review.
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Strategy & Projects oversight is
provided centrally (1 FTE) with a
range of services provided
centrally including Health &
Safety Advice, Health Education,
Alcohol and Drug testing and
individual projects (12 FTE of
which there are three vacancies
and one additional temp position)
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4. Health and Wellbeing

4.1 Health and Wellbeing Current State

4.1.3 Key Policies and Practices

There are two governing policies for Health and Wellbeing. These are summarised below:

Psychological Wellbeing Employee Assistance Policy (2013)

The QPS provides an internal clinical and organisational consultancy service designed to:
e Enhance employee wellbeing;

e Build organisation resilience and reliability; and

e Reduce the risk of psychological harm in the workplace.

The program uses an integrated, multi-disciplinary approach for delivering mental health services, which includes prevention, training, promotion,
early intervention, and rehabilitation. The policy sets out the responsibilities of Employee Wellbeing and the Senior Human Services Officers in
delivering services to the broader QPS.

The policy considers:
e The role of the Employee Wellbeing team including risk management of psychological injury.
e The role of Senior Human Service Officers including requirements regarding confidentiality.
e Specific Employee Wellbeing Programs including:

— Clinical and Counselling Services;

— Organisational Consultancy;

— Promotion, Prevention and Early Intervention;

— Peer Support Groups;

— Psychological First Aid for Managing Critical Incidents;
e Use of Alcohol or a Drug; and

e Research and Development.
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4. Health and Wellbeing

4.1 Health and Wellbeing Current State

Psychological First Aid for Managing Critical Incidents Policy (2013)

This policy describes a Service-wide strategy for managing the risk of psychological injury to members following exposure to or involvement in a
critical incident of a potentially traumatic event (PTE). The effective management of critical incidents means ensuring that all members receive
appropriate care and support following their involvement in such incidents. It is a shared responsibility across all levels of the organisation,
including individual members themselves.

This policy commits all members of the Service to the objectives and benefits of appropriate risk management of single and repeated exposure to
critical incidents, including:

e Organisational and individual preparation and planning for exposures to critical incidents;

e Timely reporting of members’ exposure to Human Service Officers (HSO’s);

e Provision of Psychological First Aid (PFA) following exposure to a critical incident;

e FEducation and training in PFA; and

e Early intervention and referral to appropriate health care professionals where treatment is indicated.

The policy considers:

e Organisational Roles and Responsibilities

e Supervisors/OICs — Notification of Critical Incidents to HSOs
e Ongoing Support and Monitoring of Members’ Wellbeing

e Self Care and Organisational Support for Supervisors/OICs
e Critical Incident Response Support

e HSO Responsibility — Category A Incidents

e HSO Responsibilities — Category B Incidents

o Major Incident Response

e Expectations of Members
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4. Health and Wellbeing

4.1 Health and Wellbeing Current State

4.1.4 Injury Management

Figure 24 shows the distribution of injury management cases across the QPS.

Figure 24 shows the distribution of injury management Figure 24. Distribution of Injury Management caseload
across the QPS — Regions and Command Groups (nine
Commands). Each of the nine groups has one FTE
dedicated to the caseload.

140

The data shows a total of 1,003 cases requiring injury 120
management support. A separate data source indicated
that injury management dealt with more than 4,900 cases
during 2018 (QPS Rehabilitation and Return to Work
Internal Audit (2019)).

m Uncomplicated = Complex

100

182 in Brisbane Region (123 complex and 59 80
uncomplicated) through to 77 in Command Group A (59

The caseload for injury management advisors ranges from
and 18). This is an average caseload of 111. The chart
shows significant variance in caseload across the injury 60
management advisors.
Given an organization size of 15,464 at the time of writing
this reflects an average of 1,718 QPS employees under the 40
responsibility of each injury management advisor.

20 | I I

0 L L L L L L L LR | LR |

Brisbane  Central Northern Southern  South Ops Command Command Command
Region Region Region Region  Eastern  Support Group A  Group B  Group C
Region Command

Source: QPS Rehabilitation and Return to Work Internal Audit (2019)
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4. Health and Wellbeing

4.1 Health and Wellbeing Current State

4.1.6 Key Themes
There were a number of themes that were identified via the consultations, site visits and email submissions, which are set out within this section.

¢ Injury management — There was significant feedback provided regarding the ineffective nature of injury management. This was reflected
across the Regions and Commands as well as the Health and Safety Management Team, responsible for delivering the service. Feedback from
Regional Operations tended to focus on the challenges associated with the current centralised model and an apparent disconnection between
the Injury Management Team and line management. This resulted in line managers not having transparency of progress with regards to
individual cases. The extent to which the centralized model is the root cause, in comparison to the lack of capacity of the injury management
team could not be determined. An internal audit was undertaken which highlighted numerous issues in the current approach including
excessive caseloads, limited highly experienced staff, and a range of important administrative activities not being undertaken due to capacity
constraints. QPS Rehabilitation and Return to Work Internal Audit (2019)

o Fatigue management — There was significant and prevalent feedback regarding the impact of the current delivery model and excessive
demand regarding fatigue management. This was particularly acute in Regions / Districts / Divisions where humerous examples were given
regarding insufficient down time being provisioned for to manage fatigue. This included individuals being called in to cover shifts when they
were required to take a break.

e Mental health not adequate monitored and supported — Feedback from Regions / Districts / Divisions suggested that mental health was not
adequately focused on by the QPS. This view was also supported by HSOs. There was mixed feedback regarding the extent to which the
environment enabled individuals to seek help. The feedback was largely polarised with some individuals expressing their concern that ‘putting
your hand up’ would be to the detriment of ones career, versus others expressing that there had been significant improvement in this regard
over the past number of years.

e HSO role — There appears to be a lack of role clarity and conflicting expectations where HSOs are expected to operate under the policies and
procedures of the QPS but also in accordance with the respective professional bodies. There was consistent feedback from multiple individuals
regarding professional mental health advice being provided and overruled by operational police officers exposing the individuals (HSO’s and
impacted individuals) and the organisation to risk. There was extensive and significant detailed feedback provided regarding the challenges
currently being faced and the potential implications of these challenges.

e Isolation of hosted resources — It was apparent through the State-wide site visits and consultations that one of the unintended consequences
of the 2013 re-structure, establishment of central functions and the concept of ‘hosted’ resources was the creation of silos in the Regions and
Districts. In the worst instances this appeared to manifest itself in an environment that could be isolating for hosted resources. This appeared
to be exacerbated when hosted resources were in small numbers. The impact of such an environment would likely have a significant impact on
morale, health and wellbeing for the affected individuals.

e Condition of facilities — It was apparent that in some instances, that the working environment was significantly below a level that would be
deemed appropriate. In addition, there was significant variability between different locations and even within a single location in the case of
Cairns station. At present there are multiple approaches to maintaining facilities including the PSBA, Districts and Commands — it appears that
this fragmented approach has led to significant disparity in terms of investment across the State.
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4. Health and Wellbeing

4.2 Exploring Effective Health and Wellbeing Management

4.2.1 Impacts on Health and Wellbeing

In 2018 Beyond Blue undertook a detailed survey of 21,014 current and former employees from police, fire, ambulance and State Emergency
Services across Australia. This survey identified that while many employees and volunteers reported having good mental health and wellbeing
and high levels of resilience, The survey also identifies that respondents have higher rates of psychological distress, higher rates of diagnosis of
mental health conditions, and higher rates of suicidal thinking and planning than the general adult population in Australia.

4.2.2 Critical Factors relating to Health and Wellbeing
The Beyond Blue survey identified three critical factors from its research:

o Workplaces that are supportive and inclusive, have regular discussions about occupational experiences, and effectively manage emotional
demands on staff have lower rates of Post-Traumatic Stress Disorder (PTSD) and psychological distress. In fact, poor workplace practices and
culture are equally debilitating for emergency service personnel as exposure to trauma.

e Many people with psychometric results indicating they are experiencing high or very high distress — and probable PTSD — did not recognise
that they had a mental health issue. This is a major concern and suggests that a significant number of police and emergency services
personnel still have poor mental health literacy. They are not recognising the signs and symptoms of anxiety, depression or PTSD in
themselves.

e Self-stigma - a fear of what others may think or an inability to talk openly about personal feelings and circumstances — gets in the way of people
seeking support and is associated with poorer mental health outcomes. However, individuals have a positive regard for — and are supportive of
— colleagues experiencing mental health conditions.

4.2.3 Strategies for driving improved Health and Wellbeing

The approaches adopted by other jurisdictions generally follow the Beyond Blue Good Practice Guide by having programs and policies that
address promotion, protection and prevention. The commonalities between strategies are that their goals are to:

e Validate and increase early help seeking behavior;
e Ensure multiple are pathways are available to appropriate care;
e Protect mental health through reducing psychological health and safety risk factors at the source; and

e Promote positive mental health through building workplace protective factors.
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4. Health and Wellbeing

4.3 Assessment of Current Arrangements

4.3.1 Overall

Feedback would suggest that the current approach to health and wellbeing is not appropriate to the needs of individuals and the organisation.
This has already been identified by the Commissioner of Police and preliminary work is being undertaken in scoping opportunities for
improvement.

4.3.2 Injury Management

The current level of service being provided for injury management falls below the expectations of Regions and Commands and the level of service
that the Health and Safety team themselves wish to provide.

The internal audit of Injury Management (QPS Rehabilitation and Return to Work Internal Audit (2019)) provided a comparison of caseload
between the QPS and other jurisdictions. This can be seen below.

Figure 25. Comparison of Injury Management Caseload

Cases requirin i i
2 " Total Case . » Average case load per case Average closure Injury Management Cases open dunng 4018
Organisation it ™ management (at April ti (2018)
workforce anagers 2019) manager ime W(C claims Non-WC claims
9 48 days 4,900

15,163 (FTE) 431 (plus 656 Non-WC)  130.7 (at 22 May 2019)

NSW Police Force 20,907 (HC) 63 Not available 57 424 days 3,541 Not captured
Victoria Police 20,778 (FTE) 21 438 74 N/A 1,163 Not captured
New Zealand Police 13,223 (FTE) 10 131 50 64 days 1,862 653
Western Australia Police Average of 164 per month - data collection
Australian Federal Police 6,399 (FTE) 11 Not available 55 48 days 124 Not captured
: . N/A - Case managers are not
Te 3 Police
asmania Police 1,788 (FTE) 4 i5 ssigned individaal case loads: N/A 77 8

823 (FTE) 2 9 55 2,049 days 61 9

The data illustrates that the QPS is a significant outlier in terms of caseload in comparison to other jurisdictions. This will likely have a significant
impact on the ability to deliver a service which is best for the individual and for the QPS. It should be noted however that the thresholds to
trigger the need for injury management support differs between jurisdictions. For example there is no threshold in QPS however in
NSW Police the threshold is set at 15% permanent impairment.
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4. Health and Wellbeing

4.4 Conclusions

4.4.1 Conclusions

The extent to which concerns were raised by the workforce regarding health and wellbeing would indicate that this area is currently a significant
issue. The challenge appears to be exacerbated by current capacity constraints both across frontline and within the Health, Safety and Wellbeing
Team. Given the findings of the Beyond Blue survey, which demonstrated that employees from policing and emergency services organisations
tend to have higher rates of psychological distress, higher rates of diagnosis of mental health conditions, and higher rates of suicidal thinking and
planning than the general adult population in Australia and more than the policing sector as a whole, the current situation is acute.
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5. Organisation Structure Baseline

5.1 Organisation Structure Baseline

5.1.1 Organisational structure overview

The current QPS organisation is divided into three portfolios each led by a Deputy Commissioner (plus State Discipline led by an Assistant
Commissioner), reporting to the Queensland Police Commissioner. The structure largely reflects the one that was put in place following the QPS
Structural Review commencing 1 July 2013. The functional structure can be seen on the next page.

Organisational Principles

The organisation employs a centralised structure with nine Commands, two Groups and one Division supporting the organisation as a whole as
well as the Regional Operations. The structure is supported by a Central Function policy which was detailed in the QPS Structural Review (2013).
The Central Function model will be discussed in more detail in Chapter 7.

Summary of Portfolios

The scope and remit of the four portfolios is summarised below:

CRIME, COUNTER-TERRORISM AND STRATEGY, POLICY AND
ASlley LSOl LSS SPECIALIST OPERATIONS PERFORMANCE

STATE DISCIPLINE (AC)

Regional Operations is responsible Crime, Counter-Terrorism and Strategy, Policy and Performance State Discipline has recently been
for providing policing services Specialist Operations comprises comprises the following established to provide
across the State of Queensland. the following Commands. Commands/Groups/Divisions. independence in relation to State-
This includes responding to calls » State Crime Command * People Capability Command wide discipline.
for service, investigating crime and » Security and Counter-Terrorism » Organisational Capability
for preventative and disruptive Command Command
activities. * Intel & Covert Services » Ethical Standards Command
Command » CCC Police Group
To support operations Queensland * Road Policing Command * Legal Division
State is divided into: *  Community Contact Command * Policy & Performance
* 5 Regions » Operations Support Command
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5. Organisation Structure Baseline

5.1 Organisation Structure Baseline

The functional organisation structure can be seen in Figure 26 below:

Figure 26. QPS Functional Organisation Structure

COMMISSIONER OF POLICE

REGIONAL OPERATIONS

Northern Region

*  Far North District
¢ Mt Isa District
*  Townsville District

Central Region

»  Capricornia District

»  Mackay District

*  Sunshine Coast District

*  Wide Bay Burnett District

Southern Region

» Darling Downs District
* Ipswich District

*  Moreton District

*  South West District

South Eastern Region

*  Gold Coast District
*  Logan District

Brisbane Region

*  North Brisbane District
*  South Brisbane District
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CRIME, COUNTER-TERRORISM AND
SPECIALIST OPERATIONS

State Crime Command

+ Child Abuse and Sexual Crime Group
» Drug & Serious Crime Group

+ Financial & Cyber Crime Group

» Homicide Group

* Ops Co-ordination

» Organised Crime Gangs Group

Security & Counter-Terrorism Command

» Counter-Terrorism Investigation Group
» Prevention & Protection Group
+ Strategy & Capability Dev. Group

Intel & Covert Services Command

» CAS Operations Group
* Intelligence Group
« State Intelligence Group

Operations Support Command

+ Forensic Services Group

* Protective Services Group
+ Specialist Response Group
+ Specialist Services Group

Road Policing Command

+ Road Policing Command Operations
» Road Policing Command Engagement
» Road Safety Camera Office

Community Contact Command

Communications Group

Community Engagement Group
Information Management Services Grp
Media & Public Affairs Group

Policelink Group
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STRATEGY, POLICY AND
PERFORMANCE
People Capability Command

+ CT & Community Safety Centre

+ Operational Policing and Leadership
 Recruiting, Safety and Wellbeing

+ Training Strategy

» Recruit & Constable Training

Organisational Capability Command

» Capability Development

» Core Systems

+ Digital Office

+ Enterprise Portfolio Management
» Mobility & Innovation

» Research & Analytics

+ Service Improvement

Ethical Standards Command

* Integrity & Performance Group
* Internal Investigations Group

CCC Police Group

» Witness Protection & Ops Support
+ Crime

Legal Division

« Information and Discipline
» Legal Services
+ Prosecution Services

Policy & Performance

» Engagement

* Legislation

» Planning and Performance
« Strategic Policy

» Can Legislation & Liaison

STATE DISCIPLINE

State Discipline
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5. Organisation Structure Baseline

5.1 Organisation Structure Baseline

5.1.2 Full Time Equivalent (FTE) Baseline

This section provides an FTE baseline for QPS as of 1 July 2019. The subsequent pages provide further detail drilling down to individual Region
and Command Level. Note — the information contained within this section was provided by PSBA Payroll information as at 30 June 2019.
Therefore this data does not reflect any changes to organisation structure which have not been notified and changed in the PSBA payroll system.

FTE Baseline Spans of Control Analysis
The table below provides a baseline of resources for the QPS organisation. This The graphs below provide an illustration of the distribution between ranks / grades.
excludes staff working in the PSBA. This is to illustrate differences in spans of control — not to illustrate differences in

relative numbers of staff between Portfolios, Commands, Groups or Teams.

Total FTE 15,464 Sworn seniority distribution Unsworn seniority distribution
Total Sworn FTE 11,927 ‘ L1
Percentage Sworn 77 % | L2 ‘
Total Unsworn FTE 3,537 | L3 |
Percentage Unsworn 23 % | L4 |
[ L5 L
Ratio sworn to unsworn 3:1 . L6 l
L L7 []
Legend L L8 L]
e s I o I
L1 Deputy Commissioner L1 General Manager
L2 Assistant Commissioner L2  Executive Director, SES
L3 Chief Superintendent L3 Director, SO Commissioned to 1:33 Management to 1:14
L4 Superintendent L4 AO8, PO6 Uncommissioned ratio ’ staff ratio '
L5 Inspector LS AO7, PO5, TO6 (Iv. 1-5 to Iv. 6-9)
L6 Senior Sergeant L6 AO6, PO4, TO5
L7 Sergeant L7 AO5, PO3, TO4, OO7
L8 Senior Constable L8 AO04, PO2, TO3, 005, 006 Assistant Commissioner to 1:782 SES to staff ratio 1:1.767
L9 Constable L9 AO1, A02, A0S, TO1, TO2, OO1, total Officer ratio ’
002, 003, 004, PO1
Other  Recruits NURSE, ENG, PILOT

Note: The above does not seek to provide parity between Sworn and Unsworn grades.
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline

Regional Operations Crime, Counter-Terrorism and Specialist Operations (CCTSO)

Total FTE 9,200 (plus 2,063 hosted) Total FTE 4,711 (of which 1,691 are hosted)
Total Sworn FTE 7,978 Total Sworn FTE 2,924
o Note: A further Note: Of the
Percentage Sworn 87 % 1,707 FTE Percentage Sworn 62 % total, 1,415 FTE
1,202 (Sworn) and 357 1787 (Sworn) and 275
Total Unsworn FTE FE s Total Unsworn FTE ’ FTE (unsworn)
Percentage Unsworn 13% are hosted Percentage Unsworn 38 % are hosted
resources within Regions
Ratio sworn to unsworn 9:1 Ratio sworn to unsworn 2:1
The graphs below provide an illustration of the distribution between ranks / grades. The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams. relative numbers of staff between Portfolios, Commands, Groups or Teams.
Sworn seniority distribution Unsworn seniority distribution Sworn seniority distribution Unsworn seniority distribution
L1 | L1
L2 | L2
L3 L3
L4 L4

|
| | |
| | |
| 5 . I L5 |
i L6 | ] L6 I

] L7 | — L7 N

0 s i 0 s N
I - e

Commissionedto 1:52 Management to 1:8 Commissioned to 1:26 Management to 1:47

Uncommissioned ratio staff ratio Uncommissioned ratio : staff ratio ’
(Iv. 1-5 to Iv. 6-9) (Iv. 1-5 to Iv. 6-9)

Assistant Commissioner o total 1:1,595 SES to staff ratio = Assistant Commissioner to total 1:486 SES to staff ratio >

Officer ratio Officer ratio
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline

Strategy, Policy and Performance State Discipline

Total FTE 1,542 (of which 373 are hosted) Total FTE 1
Total Sworn FTE 840 (+179 recruits) Total Sworn FTE 1
Percentage Sworn 66 % Note: Of the Percentage Sworn 100 %
total, 292 FTE
Total Unsworn FTE 523 (Sworn) and 81 Total Unsworn FTE
o FTE (unsworn)
Percentage Unsworn 34 % are hosted Percentage Unsworn
. . within Region .
Ratio sworn to unsworn 2:1 t egions Ratio sworn to unsworn 1:0
The graphs below provide an illustration of the distribution between ranks / grades. The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams. relative numbers of staff between Portfolios, Commands, Groups or Teams.
Sworn seniority distribution Unsworn seniority distribution Sworn seniority distribution Unsworn seniority distribution
| L1
| I -2
I L3
I L4
[] L5
L ] L6
] L7
] L8
L] L9
Commissioned to 1:0 Management to 1:8 Commissionedto 1:0 Management to .
Uncommissioned ratio : staff ratio : Uncommissioned ratio staff ratio
(iv. 15 to Iv. 6-9) (Iv.1-51olv. 6-9)
Assistant Commissioner to total 1:279 SES to staff ratio 1:260 Assistant Commissioner to total 1:0 SES to staff ratio 5
Officer ratio Officer ratio
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline

Commissioners Office

Total FTE 1
Total Sworn FTE 6
Percentage Sworn 55 %
Total Unsworn FTE 5
Percentage Unsworn 45 %
Ratio sworn to unsworn 1:0.8

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
L1
L2
L3
I, L4
I L5
L6
L ] 1z
L8
o I
Commiss.ior?ed to . 1:0.25 Managgment to 0:5
Uncommissioned ratio staff ratio
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 0:5 SES to staff ratio 0:5

Officer ratio
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — Regional Operations

DC Office Brisbane Region

Total FTE 3 Total FTE 2,511 (plus 360 hosted)
Total Sworn FTE 2 Total Sworn FTE 2,179
Note: A further
67 % 79
Percentage Sworn Percentage Sworn 87 % 338 FTE
Total Unsworn FTE 1 Total Unsworn FTE 331 (Sworn) and 23
FTE (unsworn)
Percentage Unsworn 33 % Percentage Unsworn 18% are hosted
) resources
Ratio sworn to unsworn 1:0.5 Ratio sworn to unsworn 1:0.15
The graphs below provide an illustration of the distribution between ranks / grades. The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams. relative numbers of staff between Portfolios, Commands, Groups or Teams.
Sworn seniority distribution Unsworn seniority distribution Sworn seniority distribution Unsworn seniority distribution
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L2 | L2
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I L6 0 L6
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Ls I L8 il
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Commissioned to . Management to 0:1 Commissionedto 1:50 e iE 1:12
Uncommissioned ratio ' staff ratio . Uncommissioned ratio staff ratio

(Iv. 1-5 to Iv. 6-9) (Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 0:2 SES to staff ratio 0:1 Assistant Commissioner to total 1:2,136 SES to staff ratio .
Officer ratio ' ’ Officer ratio
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — Regional Operations

Central Region

Total FTE 1,783 (plus 493 are hosted)
Total Sworn FTE 1,571
o Note: A further
Percentage Sworn 88 % 379 FTE
212 (Sworn) and 114
Total Unsworn FTE FTE (unsworn)
Percentage Unsworn 12% are hosted
resources
Ratio sworn to unsworn 9:1

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution

L1
| L2
L3
\ L4
| L5 ]
] L6 |
[ ] L7
[] L8

. L]
I .

Commissioned to
Uncommissioned ratio

Management to
staff ratio
(Iv. 1-5 to Iv. 6-9)

1:62 1:13

Assistant Commissioner to total SES to staff ratio .

Officer ratio

1:1,570
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Northern Region

Total FTE 1,649 (plus 415 are hosted)
Total Sworn FTE 1,359
o Note: A further
Percentage Sworn 82 % 329 FTE
290 (Sworn) and 86
Total Unsworn FTE FTE (unsworn)
Percentage Unsworn 18 % are hosted
resources
Ratio sworn to unsworn 9:1

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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| L4
I L5 [
U L6 |
L L7
[] L8 I
I © ——
Commissjor]ed to . 1:49 Managgment to 1:4
Uncommissioned ratio staff ratio
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 1:1,358 SES to staff ratio -

Officer ratio
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — Regional Operations

South Eastern Region

Total FTE 1,608 (plus 432 are hosted)
Total Sworn FTE 1,443
o Note: A further
Percentage Sworn 90 % 349 FTE
165 (Sworn) and 84
Total Unsworn FTE FTE (unsworn)
Percentage Unsworn 10 % are hosted
resources
Ratio sworn to unsworn 9:1

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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[ ] L7
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I .

Commissioned to Management to

Uncommissioned ratio 1:47 staff ratio 1:21
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 1:1,442 SES to staff ratio .

Officer ratio
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Southern Region

Total FTE 1,646 (plus 362 are hosted)
Total Sworn FTE 1,423
o Note: A further
Percentage Sworn 86 % 312 FTE
Total Un rn FTE 223 (Sworn) and 50
otal Unswo FTE (unsworn)
Percentage Unsworn 14 % are hosted
resources
Ratio sworn to unsworn 9:1

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — CRIME CT & SPECIALIST OPS

Community Contact Command

Total FTE 1,103 (of which 396 are hosted)

Total Sworn FTE 345

Percentage Sworn 31% Note: Of the
total, 192 FTE

Total Unsworn FTE 758 (Sworn) and 203
FTE (unsworn)

Percentage Unsworn 69 % are hosted

. ithin Reai
Ratio sworn to unsworn 1:2 within Regions

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution

L1
| L2

L3 |

| L4

B L5

[ ] L6
I

L8
L Lo I

Commissioned to Management to

Uncommissioned ratio 1:15 staff ratio lal2s
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 1:344 SES to staff ratio

Officer ratio

Intel & CS Command

Total FTE 681 (of which 207 are hosted)
Total Sworn FTE 482
Percentage Sworn 71 % Note: Of the
g total, 164 FTE
Total Unsworn FTE 198 (Sworn) and 43
FTE (unsworn)
Percentage Unsworn 29 % are hosted
) ) within Regions
Ratio sworn to unsworn 21

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — CRIME CT & SPECIALIST OPS

Operations Support Command

Total FTE 1,418 (of which 462 are hosted)

Total Sworn FTE 897

Percentage Sworn 63 % Note: Of the
total, 443 FTE

Total Unsworn FTE 521 (Sworn) and 19
FTE (unsworn)

Percentage Unsworn 37 % are hosted

. ithin Regi
Ratio sworn to unsworn 2:1 within Hegions

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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Uncommiseionsd ratio U daftraio 1:103
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 1:896 SES to staff ratio .
Officer ratio
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Road Policing Command

Total FTE 794 (of which 489 are hosted)
Total Sworn FTE 596
Percentage Sworn 75 % Note: Of the
g total, 480 FTE
Total Unsworn FTE 198 (Sworn) and 9
FTE (unsworn)
Percentage Unsworn 25 % are hosted
) ) within Regions
Ratio sworn to unsworn 31

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — CRIME CT & SPECIALIST OPS

Security & CT Command State Crime Command

Total FTE 103 (of which 11 are hosted) Total FTE 607 (of which 126 are hosted)
Total Sworn FTE 90 Total Sworn FTE 512
Percentage Sworn 87 % Note: Of the Percentage Sworn 84 % Note: Of the
g total, 11 FTE 9 total, 125 FTE
Total Unsworn FTE 14 (Sworn) and 0 Total Unsworn FTE 95 (Sworn) and 1
FTE (unsworn) FTE (unsworn)
Percentage Unsworn 13% are hosted Percentage Unsworn 16 % are hosted
. . within Regions . within Regions
Ratio sworn to unsworn 9:1 - Ratio sworn to unsworn 5:1 9
The graphs below provide an illustration of the distribution between ranks / grades. The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams. relative numbers of staff between Portfolios, Commands, Groups or Teams.
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — STRATEGY POLICY & PERFORM

Crime & Corruption Com PG

Total FTE 83
Total Sworn FTE 83
Percentage Sworn 100 %
Total Unsworn FTE 0
Percentage Unsworn 0

Ratio sworn to unsworn -
The graphs below provide an illustration of the distribution between ranks / grades.

This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution

‘
1
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I Lo
Management to

Commissioned to 1:8 -
Uncommissioned ratio : staff ratio
(Iv. 1-5 to Iv. 6-9)

Assistant Commissioner to total = SES to staff ratio .

Officer ratio

Ethical Standards Command

Total FTE 119 (of which 17 are hosted)
Total Sworn FTE 101
Percentage Sworn 84 % Note: Of the
g total, 17 FTE
Total Unsworn FTE 19 (Sworn) and 0
FTE (unsworn)
Percentage Unsworn 16 % are hosted
) ) within Regions
Ratio sworn to unsworn 511

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution

L1
L2
L3
L4
L5
L6
L7

L8 L
Lo I

Management to

Commissioned to

Uncommissioned ratio staff ratio
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total 1:100 SES to staff ratio -

Officer ratio

©OGSA

MANAGEMENT CONSULTING

94 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered
trademarks. Liability limited by a scheme approved under Professional Standards Legislation.



5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — STRATEGY POLICY & PERFORM

Legal Division

Total FTE 428 (of which 260 are hosted)

Total Sworn FTE 251

Percentage Sworn 59 % Note: Of the
total, 179 FTE

Total Unsworn FTE 177 (Sworn) and 81
FTE (unsworn)

Percentage Unsworn 4% are hosted

. ithin Regi
Ratio sworn to unsworn 3:2 within Hegions

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.

Sworn seniority distribution Unsworn seniority distribution
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Commissioned to 1:20 Management to

Uncommissioned ratio staff ratio 112
(Iv. 1-5 to Iv. 6-9)
Assistant Commissioner to total - SES to staff ratio 1:176

Officer ratio

Org Capability Command

Total FTE 164
Total Sworn FTE 79
Percentage Sworn 48 %
Total Unsworn FTE 85
Percentage Unsworn 52 %
Ratio sworn to unsworn 1:1

The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams.
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5. Organisation Structure Baseline
5.1 Organisation Structure Baseline — STRATEGY POLICY & PERFORM

People Capability Command Policy & Performance

Total FTE 677 (of which 96 are hosted) Total FTE 68
Total Sworn FTE 298 (+179 Recruits) Total Sworn FTE 26
Percentage Sworn 70 % Note: Of the Percentage Sworn 38 %
g total, 96 FTE 9
Total Unsworn FTE 200 (Sworn) and 0 Total Unsworn FTE 42
. FTE (unsworn)
Percentage Unsworn 30 % are hosted Percentage Unsworn 62 %
. . within Regions .
Ratio sworn to unsworn 3:2 - Ratio sworn to unsworn 1:2
The graphs below provide an illustration of the distribution between ranks / grades. The graphs below provide an illustration of the distribution between ranks / grades.
This is to illustrate differences in spans of control — not to illustrate differences in This is to illustrate differences in spans of control — not to illustrate differences in
relative numbers of staff between Portfolios, Commands, Groups or Teams. relative numbers of staff between Portfolios, Commands, Groups or Teams.
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5. Organisation Structure Baseline

5.1 Organisation Structure Baseline

The table below summarises the information regarding resource numbers, hosting resource numbers, spans of control and key ratios across the
Regions and Commands.

Table 1. Resourcing and Ration Analysis

Resource Numbers Ratio Analysis

Brisbane Region 2,179 (87%) 331 (13%) 2,511 +360 1:50 12,136 1:12 -
Central Region 1,571 (88%) 212 (12%) 1,783 +493 1:62 11,570 1:13 -
Northern Region 1,359 (82%) 290 (18%) 1,649 +415 1:49 11,358 1:4 -
South East Region 1,443 (90%) 165 (10%) 1,608 +432 1:47 11,442 1:21 -
Southern Region 1,423 (86%) 223 (14%) 1,646 +362 1:54 1:1,422 1:10 -
Community Contact 345 (31%) 758 (69%) 1,103 -396 1:15 1:344 1:125 -
Intelligence & Covert Services 482 (71%) 198 (29%) 681 -208 1:47 1:481 1:21 -
Operations Support 897 (63%) 521 (37%) 1,418 -462 1:31 1:896 1:103 -
Road Policing 596 (75%) 198 (25%) 794 -489 1:59 1:595 1:17 -
Security & Counter-Terrorism 90 (87%) 14 (13%) 103 -11 1:7 1:89 1:4 -
State Crime 512 (84%) 95 (16%) 607 -126 1:19 1:511 1:31 -
Crime & Corruption Commission PG 83 (100%) 0 (0%) 83 - 1:8 - - -
Ethical Standards 101 (84%) 19 (16%) 119 -17 1:4 1:100 - -
Legal Services 251 (59%) 177 (41%) 428 -260 1:20 - 1:12 1:176
Organisational Capability 79 (48%) 85 (52%) 164 - 1:3 1:78 1:4 -
People Capability 477 (70%) 200 (30%) 677 -96 1:18 - 1:19 1:197
Policy & Performance 26 (38%) 42 (62%) 68 - 1:3 - 1:2 1:41

* Hosted column shows the relative change in terms of location e.g. Brisbane Region has +360 hosted resources based in the Region
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5. Organisation Structure Baseline

5.1 Organisation Structure Baseline

Definitive conclusions regarding the overall resource distribution cannot be drawn from the data on the previous pages, however, the data does
prompt the following questions which would require further analysis beyond the scope of this Review:

e |s the overall distribution of resources appropriate in the Central Commands when compared to Regional Operations?
- Is the volume of non-hosted resources in Central Commands appropriate to the work undertaken?

— What is the relative priority of work undertaken by non-hosted Central Function resources in comparison to Regions, Districts and
Divisions?

— Is the distribution of grades across both sworn and unsworn appropriate to the remit of each of the Central Commands.

It is acknowledged that the number of staff per Assistant Commissioner is just one means of comparison, and should also be
complemented with the consideration of technical specialism and risk. Nevertheless the variance in the ratio of Assistant
Commissioners to Sworn Officers from 1 : 78 through to 1 : 2,136 is significant.

1:89 1:344 1:911 1:896

Security &

Community State Crime Operations

Counter-Terrorism

Contact Command
Command

Command Support Command

Noting that only 31% of this
Command are Sworn

INCREASING RATIO ASSISTANT COMMISSIONER : SWORN OFFICER

Organisational : Intel and Covert . .
o Ethical Standards : Road Policing - -
Capability Command Services Command \/\_ Brisbane Region

Command Command

1:78 1:100 12481 1:998 1:2136
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5. Organisation Structure Baseline

5.2 Growth Analysis

5.2.1 Sworn Officer Analysis

Over the period 2011 to 2019 there has been a growth in the number of sworn officers from 10, 361 to 11,750 (12%). The chart below considers
the growth of General Duties (GD) Officers in comparison to non-General Duties during that period.

General Duties — the General Duties growth was 14%, Figure 27. Comparison of Growth

however, it should be noted that the resource numbers

are significantly depleted within Regional Operations Crowth in State based
through the relieving of other Functions. 7000 resources outstripping

'ﬂ“ﬁ] 4% growth of resources

Specialist Police — non-operational - refers to specialist 6000 based in Regions

police officers that are defined as non-operational in the
“Report on Government Services”. This category
includes officers that report through either “State 5000
Functions” or “Regional/CF” arrangements. This cohort
shows a contraction of 18% over the period.

4000
Specialist Police — Regional / Hosted - refers to g

=12%

II 1

General Duties  Specialist Police - Specialist Police -\ Specialist Police -
non-operational Regional / Hosted \State Functions

Resource grouping

specialist police in functions that are either “owned” by a 3000
Region or are “hosted” within a Region. This cohort grew
by 12% over the period, largely in line with GD growth.

T2V

Number Officers (FTE)

2000

Specialist Police — State Functions - refers to specialist

police in functions that are “owned” by Commands and 1000
do not have a formal “hosting” relationship with a

Region/District. This cohort grew by 23% over the period,

significantly above the growth of GDs. 0

N 2011 = 2019
Source: PSBA Payroll information
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5. Organisation Structure Baseline

5.2 Growth Analysis

The chart below considers the growth of Policing Support Services (sworn officers) between 2011 and 2019.

Forensic / Scene of Crime — refers to specialist police
delivering Forensic Services, including Scenes of Crime,
Scientific, Fingerprints and Electronic Evidence. This
cohort has grown by 8% over the period.

Intelligence - refers to specialist police delivering
Intelligence Services including in Security and Counter
Terrorism and Crime and Misconduct Commission. This
cohort shows a contraction of 249% over the period.

Road Policing - refers to police in the Road Policing
function, including Forensic Crash Investigators and
police in the Traffic Camera function. This cohort grew
by 2% over the period.

Specialist Response - includes officers in “Specialist
Services” and “Specialist Response” functions, including
Dog Squad, Water Police, PSRT, SERT, Railway Squad
and EORT. This cohort grew by 28% over the period.

Whilst a detailed review of Intelligence has not been
included in this Review it is understood that separate
Reviews have been completed. Ensuring that value
is being delivered from the significant growth will be
critical.

trademarks. Liability limited by a scheme approved under Professional Standards Legislation.
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Figure 28. Comparison of Growth GD to Specialist Police

Growth in Intelligence an order of magnitude greater
than other specialist services
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5. Organisation Structure Baseline

5.3 Unsworn staff

The chart below considers the change in unsworn staff numbers between 2011 and 2019.

Figure 29 shows the change in unsworn staff numbers at
key points between 2011 and 2019.

2011 represents the baseline, showing 4,035 FTE
unsworn staff in QPS.

Redundancies in 2012 and 2013 reduced the total FTE
by 514, to 3,521.

In 2014 with the creation of the PSBA, 971 unsworn FTE
were transferred to the PSBA.

Beyond 2014 there were two points at which unsworn
staff were returned from the PSBA to the QPS together
with the responsibility to deliver the associated services.

The orange coloured segment of the chart shows the
introduction of Protective Services (previously know as
State Government Security) into the QPS organisation.

In 2019, the total number of unsworn FTE in QPS is
3,222, ~300 FTE below the number prior to
establishment of the PSBA. These resources remain
embedded in the PSBA, although the extent to which
these roles (and broader PSBA roles) service the
QPS (as opposed to other customers in not fully
clear).
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5. Organisation Structure Baseline

5.3 Consultation Feedback

5.3.1 Resourcing Constraints

A common theme arising from consultations across Regions, Districts and Commands was the identification of resourcing constraints in the
execution of service delivery. Given the breadth of these comments, this report does not attempt to replay all of the individual views nor provide
a wholesale solution. Clearly, specific challenges would need to be explored and analysed in a sophisticated manner to provide an optimally
balanced solution for the whole of QPS. The detailed issues will be anonymized and provided as an input to implementation design.

102 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° GSA
trademarks. Liability limited by a scheme approved under Professional Standards Legislation. MANAGEMENT CONSULTING



5. Organisation Structure Baseline

5.4 Conclusions

5.4.1 Conclusions

The optics of the current structure does not appear to support a community-based policing model i.e. deploying resources to support community
issues and needs. This is highlighted by the following:

e There are nine Central Function Commands compared to only five Regions to provide Regional Operations.

e Resources are distributed as follows Regions Operations 9,200 (60%) versus Central Functions (with hosted accounted for in Central
Functions) 6,253 (40%); or Regional Operations with hosted accounted for in Regional Operations 11,361 (74%) versus 4,092 (26%).

e There is a significant variance in the distribution of grades across both sworn and unsworn. Although the appropriate of this distribution has not
been assessed as part of this Review, feedback from consultations suggested that the distribution of grades across the organisation was not
appropriate, nor based upon a transparent methodology.

e There is a significant variance in spans of control at an Assistant Commissioner level (AC : Officers) ranging from 1 : 78 through to 1 : 2,136

e Although subjective, the challenges associated with workload that was witnessed through focus groups both at state level and in Regional
Operations across the State did not appear equitable i.e. in general terms, Regional Operations appeared to be much less well resourced than
Central Commands.

e There was a reduction of 500 unsworn FTE in 2012 and 2013 prior to the establishment of the PSBA.
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6. Human Resource Policies and Practices

6.1 Current State Human Resource (HR) Policies and Practices

6.1.1 HR Service Delivery Model

At present the HR function is delivered via a service delivery model which spans three organisations — the QPS (People Capability Command); the
Public Safety Business Agency (PSBA) HR Function, and Queensland Shared Services. From consultations it appears that there is an absence of
an integrated HR or people strategy that draws together the disparate parts and provides effective and efficient alignment to the overall QPS
Strategy.

6.1.2 Specific Issues

The purpose of this section is not to undertake a detailed analysis of all current HR Policies and Practices. Nevertheless during the course of this
Review, consideration has been given to any key policies or practices which could potentially inhibit the QPS in supporting the Commissioners
Vision. Specific issues are explored below:

The current approach to promotion panels to the rank of senior constable (for specific roles), sergeant and senior
sergeant was moved from a central panel arrangement (pre-2013) to a District based model following the
restructure. Feedback through consultations consistently raised issues regarding this approach particularly in
Promotion Panels relation to fairness. There was a perception from those consulted with that locally convened panels preferenced
local people i.e. people already known by the District / Command. Furthermore there were numerous anecdotes
regarding the inconsistent requirements expected for the same role in different locations e.g. “for one location |
am told that my CV was very close to the mark, and in other locations | am told that | am way off the mark”.

There was significant feedback from unsworn staff regarding the lack of alignment between role grading and the
responsibilities and activities being undertaken. This was particularly prevalent at the AO2 grade. Anecdotally
Unsworn staff role several individuals have submitted their roles for evaluation through Jobs Evaluation Management System
grading (JEMS) with some individuals experiencing success. The issue appeared to be compounded by a perceived
lack of parity with other Queensland Government organisations. This was the overwhelming issue raised by
unsworn staff with the majority stating that it reflected a lack of fairness and respect towards the unsworn cohort.
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6. Human Resource Policies and Practices

6.1 Current State Human Resource (HR) Policies and Practices

There were a number of issues raised regarding the use of sworn officers in roles that did not necessarily require

sworn police officer powers. This included:

Roles not requiring e The Iack.c.)f opportur)ity for unsworn staff to relieve in positigns held py sworn officer.s., even when the role did
sworn officer not spgglflcally require sworn officer powers — for example in Organisational Capability Command and People
Capability Command.

e The use of sworn officers in the watch-house, which anecdotally is applied inconsistently across the State;
intelligence; court orderly and front counter which is diverting officers from the front line.

e The broader opportunity to explore civilianisation for roles and activities which do not require sworn officer
powers.

powers

Feedback raised issues regarding the inhibited ability of officers to fairly and transparently move between roles

and locations This included

e Anecdotally, there can be significant challenges encountered for officers seeking to return to the broader QPS
after completing a role in remote Queensland. This challenge appearing to be exacerbated by the local
panels and associated inconsistency. In addition, significant challenges were identified by the Crime and

Inhibited ability to Corruption Commission (CCC) Policing Group where a combination of the role being on a timebound

move locations and secondment as well as in the case of Witness Protection, the development of a skill-set that isn’'t a

roles requirement in the QPS i.e. a loss of relevance for the individual within the QPS.

e At present the approach undertaken by the Transfer Advisory Committee (TAC) appears to be inconsistent,
resulting in officers feeling that the approach is not transparent or equitable. This issue relates to the above in
relation to officers seeking a return from a remote location or CCC Police Group but also relates to officers
seeking new roles more broadly. For example, in some instances officers felt that roles tended to be filled via
TAC at the expense of development opportunities for those already based at the location.

Development
opportunities
outside Brisbane

There was significant feedback regarding the perceived inequity in development opportunities across the State.
The feedback was particularly acute regarding a lack of parity between Brisbane and the remainder of the State.
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6. Human Resource Policies and Practices

6.1 Current State Human Resource (HR) Policies and Practices

A number of HR policies and practices were identified as issues which impacted localized productivity and

therefore the ability for Divisions to service demand. This included:

e At present First Year Constables (FYC) are accounted for on the basis of 1 FTE from when they join a
Division. This is despite the fact that over the first 12 months, 6 months of the FYC time is spent on training
and in addition FYC cannot be deployed together. Until recently, it was the case that FYC were accounted for
as surplus. The change in accounting rules exacerbates the challenges currently faced in resourcing calls for
service through General Duties. This also appears to have a knock-on impact of FYC not be rotated into

Impacts on other teams e.g. CIB as part of the.ir fi.rst—year development. . . .

productivity e |t appears that the tenure for recruits in remote areas can be only two years in some instances. Given the

challenge in attracting and retaining people to remote areas and the fact that new recruits are required to
undertake significant training in the first year means that available productive time over a two-year period is
severely diminished.

e Within Districts and Divisions the current approaches to rostering can inhibit the ability of the QPS to match
resource and demand at a local level. A variety of rostering models are utilised including matrix rosters which
provide long term clarity to Officers but can undermine the ability to match resource to demand and therefore
deploy the most efficient service delivery model. In addition, significant feedback was provided regarding the
ability to comply with the flexible working legislation, particularly in parts of the organsiation which require 24/7
coverage and have smaller pools of resources.

There was a general view that resources were not allocated in a consistent manner with demand across the

State — this included comparisons between Central Commands and Regional Operations, as well as

Matching resource comparisons between Divisions, Districts and Regions. The need for a robust and transparent methodology is

and demand State explored in other chapters. The key aspect for this chapter is the ability to match resource and demand State-
wide wide when a clear picture of need be determined. Currently, the ability to move resources appropriate to need is

significantly inhibited by policy and Enterprise Bargaining Agreements whereby movements can realistically only

occur as a recruit leaves the Academy or with Commissioned Officer movements.
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6. Human Resource Policies and Practices

6.2 Conclusions

6.2.1 Conclusions

e The fragmentation of the current HR service delivery model is significantly undermining the ability of the QPS to deliver an integrated approach
to all things Human Resources. Anecdotally there are major issues relating to clarity of policies and processes as well as roles and
responsibilities across this area. The PSBA Function of HR is considered in more detail in Chapter 14.

e This Review has not attempted to provide a detailed analysis or way forward for the individual issues identified as part of this Review. Given
the importance of a holistic approach to Human Resources it would not be prudent to provide an isolated view on individual issues.
Nevertheless there are clearly a number of important issues identified which should be explored in more detail to provide an appropriate
solution.
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7. Central Functions

7.1 Central Function Current State

7.1.1 Central Function Overview

The concept of Central Functions was established from the 2013 Structural Review with the intent of ‘providing for a balance between local
policing operations and management and the requirement for centralised influence to achieve a more flexible, mobile and problem focused
organisation’.

The primary purpose of creating a central function approach was to ensure:

Consistency of standards and practice across the Service;
Better economies of scale;
Whole-of-service priorities remaining key drivers of activity and focus; and

QPS boundaries are not unreasonably constraining effective operational service delivery. That is, support of a more mobile workforce that
uses task forces, problem solving and intelligence to better manage places, cases and particular crime types.

7.1.2 Central Function Business Rules

A set of business rules were established to give effect to the ‘central function’ model. The summary business rules can be seen below.

1.

o &~ 0D

Commands or divisions may have officers located or stationed in a region or another command under ‘central function’ arrangements;
These officers will be attached to the central command or division;

The priority policing model applies and all staff will be tasked accordingly;

Performance, business rules, standards and practices will be the responsibility of central commands or divisions;

A district or group commissioned officer (or equivalent staff member) responsible for a work unit within a region or command will be appointed
to ensure day-to-day operational performance occurs as well as coordinating service delivery between the region or district and the central
command or division;

The appointed district or group commissioned officer (or equivalent staff member) responsible for a work unit within a region or command can
direct local day-to-day tasks after considering central functions mandated directions and tasking;

Where there is a conflict between district/regional requirements and tasks set down by the ‘central function’ command or division, the
appointed local commissioned officer (or equivalent staff member) will work with the assigned central command or division commissioned
officer (or equivalent staff member) to resolve the issue;
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7. Central Functions

7.1 Central Function Current State

8. Centrally mandated operational and strategic priorities will take precedence however where a conflict cannot be resolved about a
particular operational service delivery demand it will be determined in favour of a region unless QPS policy dictates otherwise or a
Deputy Commissioner or Deputy Chief Executive determine differently; and

9. Regional Senior Executive Officers have responsibility for providing first response and they will determine if relief for a ‘central function’
is to be met from within their resources after having consulted with a command or division.

7.1.3 Central Functions and Hosted Resources

The following diagram provides a simple representation how the Central Function Model applies:

Figure 30. Current Central Function Responsibility

CENTRALLY OWNED AND CENTRALLY
HOUSED

Functions / Units that are in Central Functions and are
not hosted in the Regions/Districts

CENTRALLY OWNED AND DISTRICT
HOSTED

Functions / Units that are in Central Functions and are
hosted in the Regions/Districts

Setting Policy & Standards Setting the Policy & Standards for the Setting Policy & Standards
Function or Unit

Defining the capabilities that are required for

Defining Capability & Targets/Outcome T Defining Capability & Targets/Outcomes

Developing Capability Developing the defined capabilities Developing Capability

Line management Line management of resources

Line management

Deploying resources to deliver the
capabilities (and balance with District) Resource Deployment

Resource Deployment
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7. Central Functions

7.1 Central Function Current State

The table below shows the functions and units currently in Central Functions.

Table 2. Current Central Functions & Units

CENTRAL OWNED AND CENTRALLY HOUSED CENTRALLY OWNED AND DISTRICTED HOSTED

Child Abuse and Sexual Crime
Financial and Cyber Crime

Homicide

Organised Crime Gang Groups

Covert & Surveillance

Intelligence Directorate (Except SIFIC)
Information Management Service Group
Media and Public Affairs

Policelink and Programs

Protective Services Group

Specialist Response

Road Policing Community Engagement
Roads Safety Camera Office
Counter-Terrorism (CT) Investigations
CT Prevention and Protection

CT Strategy and Capability Development

Communications Centre’s

Intelligence (Tactical and SIFIC)
Prosecutions

Roads Policing (Operations)

Forensic

Dogs (GD)

Water

Education and Training Officer (ETO)
Police Practice Managers (PPM)
Counter-Terrorism liaison Office

Child Protection Offender Register (CPOR)
Organised Crime Gangs Group (Rural, SER, MOCS)
District Crime Prevention

Drugs & Serious Crime (MOCS)

Police Citizens Youth Club (PCYC)
Disaster Management

All of People Capability Command (excepting ETO)

All of Organisational Capability Command

All of Ethical Standards (excepting PPM)

All of Legal Division (except Prosecutions, ESC & State Crime)
All of Policy & Performance
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7. Central Functions

7.1 Central Function Current State

7.1.4 Key Themes

There were a range of views on the strengths and limitations relating to the effectiveness of the Central Function Model. Many of the opinions
gathered through consultations were contradictory, reflecting the relative merits of the model from the perspective and responsibility of the
individual providing the view. This section seeks to identify common themes from a whole of QPS outcome perspective. Many of these
observations ratify the findings of the MacSporran Review (2019).

e Improvements in consistency and standards — There was a general consensus that Central Functioning had driven improvements in
consistency and standards, particularly in relation to Communication Centre’s, Forensics and Road Policing. This was one of the key drivers of
the 2013 Restructure.

e General Support of Central Functions by Central Functions — Overall there appeared to be general support of the Central Function Model
by those involved in Central Functions, particularly in relation to the increased funding and capability building. However, unanimously in
Regional Operations and in pockets within Central Functions there was a perception that the focus on Central Commands versus Regions is
out of balance i.e. nine Commands versus five Regions.

e Central Function Business Rules — There was broad confusion expressed regarding the Central Function Business Rules, particularly in
relation to the hosting arrangements. The main issues relating to this were:

- The significant complexity inherent within the Business Rules which inhibited the ability for officers to clearly understand responsibilities
and allow them to operationalise the intent;

- Alack of awareness of the Business Rules by some parties;
— A perception that the intent and spirit of the Business Rules were not being complied with consistently.
- Alack of role definition and clarity for Support Inspectors.

¢ Disconnection from local priorities — The implementation of the new structure has created silos between Central Functions and Regional
Operations undermining the ability to meet local priorities through the effective co-ordination of effort. This was observed acutely during
consultations across the State including in many instances by hosted resources where conflict regarding relative priorities between the owning
and hosting areas appeared commonplace. The extent to which this manifested itself was variable across Districts and seemed
disproportionately dependent upon the strength of relationships held and situational factors e.g. level of remoteness (where more remote areas
appear to be more collegiate), rather than overall policing priorities. There are however areas most notably Mount Isa District and Logan
District where an integrated approach to deployment appears to be more effective.

113 This document is made by GSA Management Consulting Pty Ltd, an Australian Company. © 2019 GSA Management Consulting, an Australian Company. All rights reserved. The GSA Management Consulting name and logo are registered ° GSA
trademarks. Liability limited by a scheme approved under Professional Standards Legislation. MANAGEMENT CONSULTING



7. Central Functions

7.1 Central Function Current State

e Creation of a Divisive Environment — The execution of the new structure has had an unintended consequence in creating a divisive
environment in Regional Operations. The main issues relating to this were:

- Asignificant proportion of feedback illustrated that hosted resources often felt that they had two or more line managers, and were directed
differently based upon the priorities of those managers.

—  Some hosted resources feeling as though they didn’t receive sufficient day-to-day supervision, that they were not considered part of the
Region/ District Team and in some instances isolated.

e Perceived discrepancy in budget between Central Function and Regional Ops — The 2013 Restructure reallocated the budget rapidly
moving existing budget line items to new locations rather than a full zero-based review to reallocate budget to effort and outcomes. There were
numerous anecdotes provided during consultation regarding Regions/Districts being allocated funding by Central Functions late in the budget
year with the mandate to spend. Such an approach to spending will undermine the ability to allocate funding to priorities.

e Applicability of Functions to be Centrally Deployed — Consultations highlighted that there were a number of Central Functions which were
readily accepted by Regions/Districts as requiring central deployment e.g. Homicide Group. Conversely there were a range of Central
Functions that were consistently identified by Regions/Districts as needing to be deployed locally within the District.

e Lack of accountability to deliver targets — Consultations with Commissioned Officers in Regions/Districts highlighted that the current model
didn’t provide them with accountability to deliver against the breadth of targets against which their performance was assessed e.g. Random
Breath Tests.
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7. Central Functions

7.2 Exploring Effective Central Functioning

7.2.1 Best Practice Policing Model

As reflected in the MacSporran Review (2019), literature suggests that there are three types of functional structures or policing models under
which policing organisations are established:

e Decentralised: Individuals such as Mayors (or their equivalent) control police resources within their local municipalities;
e Centralised Model: A single Commissioner (or the equivalent) that oversees the management of the organisation; and

e Hybrid Model: Organisations that are a mix of both centralized and decentralized attributes.

In reviewing the literature, the predominate approach is one of centralisation. This approach would appear to be a response to external drivers or
factors imposed on policing agencies, including the need for increased efficiency and effectiveness resulting from government austerity measures,
changing patterns of criminality (ie. organised crime and counter-terrorism) and the political environment (Leiden University, 2016; Graner, R,
2017).

The literature also suggests that there is no ‘one size fits all’ model for police structures, with arguments for and against centralization (Mendel,
Fyfe and den Hayer, 2017). In Australia, some States (Victoria) have advised their public sector that there is no perfect organisational design with
respect to public sector agencies (Victoria Government, 2013). Countries such as Belgium and the Netherlands have organisational structures
that reflect a decentralised or hybrid approach, however, elements of centralisation remain present.

Given the findings in the literature with respect to ‘best practice’ structures for policing organisations, the focus for the Review then is not whether
the current QPS structure is considered the best model in comparison to other Australian and international models, but rather, whether the model
and associated implementation is optimal for the people that work within it (employees) and with it (community and partners).
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7. Central Functions

7.2 Exploring Effective Central Functioning

7.2.2 A Case Study in Central Functioning

This section explores the Australian Defence Force (ADF) Model of Central Functioning for potential lessons and applicability for the QPS.

The ADF command model contemplates Decentralised command — promotes decentralised command, freedom
different layers of command that support of action, speed of decision making while ensuring alignment with higher
the ADF’s command philosophy — “mission level intent.
command”
Focus on achievement of command objectives — ensures commanders
at all levels remain focused on the achievement at their level without
Mission command is the practice of being distracted by command responsibilities at other levels.
assigning a commander a mission and the
resources to achieve the mission without Devolution — recognises that local commanders are best placed to
being instructive about how the mission is understand, adapt and overcome impediments to mission success in their
to be achieved. allocated operational areas.

The Principles of Command provide a template against which to assess the CF Policy.

Unity of Command Span of Command Clarity of Command

Centralised Direction /
Decentralised Execution

There can only be one A commander should not be There should be an Commanders need clear

recognized command authority denied force elements required unambiguous chain of direction about what they are

at atime. to meet the assigned task nor command. required to achieve and
should they be overburden sufficient autonomy to execute
with resources that are not the tasks without interference.
required.

The current CF policy erodes
unity of command by creating

CF policy limits District Officers
use of resources that are

A criticism of the CF policy is The criticism that current

that some officers are ‘caught arrangements prevent optimum
two authorities which are often

in competition.

in the middle “ in a ‘dual use of resources at a district
reporting environment’. level implies that autonomy is
compromised.

arguably required to meet the
task assigned to them.
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7.2 Exploring Effective Central Functioning

The ADF employs the following levels of Command and Control:

The ADF Command Doctrine
includes a separation between
operational/tactical and
administrative/technical
command.

The underpinning principle behind
this approach is one of centralised
control and decentralised
execution — centralisation
provides the necessary amount of
guidance and control so that
capabilities can be effectively
integrated and used by a
commander.

This offers a potential way to
resolve the tension between the
benefits associated with
specialised and technical control
and the need for unity of
command.

Operational Command

The authority to specify missions or
tasks to deploy units, to re-assign
forces and to retain or delegate
Operational Control, Tactical Command
and Tactical Control — does not itself
include responsibility for administration
or logistics.

Tactical Command

The authority delegated to a
commander to specify missions and
task forces for the accomplishment of a
mission. Assigned tasks or missions
must accord with mission given by
higher authority. Cannot reassign
forces.

SEPARATION

Administrative Control

The direction or exercise of authority in
respect to administrative matters such
as personnel management, supply
services and other matters not included
in the operational missions of the
relevant units

Technical Control

The provision of specialist and
technical advice by designated
authorities for the management and
operation of forces
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7. Central Functions

7.3 Assessment of Current Arrangements

7.3.1 Overview

The following assessment has been undertaken to align to the Commissioner of Police’s vision:

A police service that is focused on its people and on frontline service delivery which responds to local issues via a local
policing model. This will be underpinned by the development of consistent capabilities through central functions to enable
Regions, Districts and Divisions as well as broader State and National priorities.

We will focus on prevention, disruption, response and investigation to provide the optimal balance to support local issues and
support community safety.

To effectively execute this vision and to address the range of challenges that were identified through this Review, a change in the current
Central Function model for selected Functions / Units will be required to reinforce accountability of District Officers to best respond to local
priorities whilst ensuring that the increased level of consistency and professionalism is sustained in common functions across the State. The
following changes are proposed for the selected Functions / Units.

o Setting the Policy & Standards for the SELECTED CENTRAL FUNCTIONS REGIONS / DISTRICTS
Function or Unit will remain with the
Central Function; . .

o Defining Capabilities & Targets/ Setting Policy & Standards
Outcomes will be undertaken between
Central Functions and Regions/ Districts to
ensure a balanced whole of QPS view is
achieved;

o Developing Capability for the Function or Developing Capability
Unit will remain with the Central Function;

e Line management responsibility to be

transitioned to the District; Line management
e Responsibility for Resource Deployment .

Defining Capability & Targets/Outcomes Defining Capability & Targets/Outcomes

will be transitioned to the District. Resource Deployment
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7. Central Functions

7.3 Assessment of Current Arrangements

7.3.2 Preliminary Assessment

The table below identifies the Functions / Units that have been identified for transition to the new model and provides justification. It should be
noted that this is a subjective assessment and would require consultation, testing and validation.

FUNCTION / UNIT

State Intelligence
(Tactical and SIFIC)

Roads Policing
(Operations)

Dogs (GD)
Water

Education and Training
Officer (ETO)

Child Protection Offender
Register (CPOR)

Drugs & Serious Crime
(MOCS)

Organised Crime Gangs
Group (Rural, SER,
MOCS)
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EXPLANATION

Tactical and SIFIC intelligence provided within Districts requires increased local focus whilst sustaining the building of intelligence capability
across the State. Feedback has illustrated challenges between local and State needs (District versus Command needs) and whilst there are
pockets where intelligence is meeting District needs, this is largely not the case. Local intelligence that assists Districts in moving further
towards prevention and disruption will be key in executing the Commissioners vision.

Focus on road policing has increased since the 2013 restructure however there is significant variability in the extent to which road policing
operations resources align to meet broader local priorities. Given the breadth of the demand challenges faced by Regions / Districts in
relation to road safety, crime and broader issues there would be benefit from road policing resources being deployed relative to local
priorities (whilst not losing focus on road safety). Road Policing Community Engagement and Road Safety Camera Office would remain
central functions.

The specialist service of dogs benefits from central policy and standardization but appears to be disconnected from the District in terms of
deployment, prioritisation and a feeling of team locally in many cases. Moving deployment to Districts will support the ability to respond to
localised need and re-integrate local handlers into the District. The setting of standards and building capability for dogs would remain within
the Central Function.

The specialist service of Water Police benefits from central policy and standardization but appears to be disconnected from the District in
terms of deployment, prioritisation and a feeling of team locally. Moving deployment to Districts will support the ability to respond to localized
need and re-integrate into the District. The setting of standards and building capability for water police would remain within the Central
Function.

Education and Training Officers largely appear to be disconnected from the District in terms of prioritisation and a feeling of team locally.
Moving responsibility to Districts will support the ability to respond to localised need and priorities. The setting of standards and building
capability for ETO would remain within the Central Function.

The Child Protection Offender Register team are disjointed from the District and in some cases isolated due to the small numbers. Moving
responsibility to Districts will support improved local delivery and connectivity between CPOR officers and the local team. The setting of
standards and building capability for CPOR would remain within the Central Function.

Drugs and Serious Crime (MOCS) would benefit from stronger alignment to the Districts to support local priorities whilst sustaining a Central
Function links for broader State issues.

Organised Crime Gangs Group (Rural, SER MOCS) would benefit from stronger alignment to the Districts to support local priorities whilst
sustaining a Central Function links for broader State issues.
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7. Central Functions

7.4 Conclusions

7.4.1 Conclusions

The implementation of the 2013 Structural Review has delivered some benefits in relation to standardisation and raising professionalism for
distinct functions. However, the Review has also caused a range of unintended consequences which inhibit the ability of Districts in responding to
local priorities and has created a divide between different teams.

The reallocation of budgets as part of the 2013 Restructure appears to have provided an imbalance between need and funding in favour of
Central Functions versus Region Operations. This exacerbates the divide between different teams, impacts morale and doesn’t provide an
optimal balance for the use of QPS funding.
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8. Regional Operations Service Delivery Models

8.1 Regional Operations Current State

8.1.1 Introduction

This section explores Regional Operations across the State understanding commonalities and differences in the challenges faced and models
employed in service delivery.

8.1.2 Consultation Approach and Limitations

Given that ~11,000 staff (Sworn and Unsworn) reside in Regional Operations, including hosted resources, this Review did not afford the
opportunity to travel the entire State and engage with all Divisions within all Districts and Regions. With this in mind, the footprint of consultations
across the State focused on ensuring that a good cross section of locations were visited and time was afforded to different cohorts to explain what
is going well and some of the challenges being encountered. On this basis the following locations were visited:

Cairns — Far North District — Northern Region OICs

Townsville — Townsville District — Northern Region General Duties

Mount Isa — Mount Isa District — Northern Region

CPIU/CIB
Gladstone— Capricornia District — Central Region
Hosted Resources

Yamanto - Ipswich District — Southern Region

Fortitude Valley — BNE Nth District — BNE Region Commissioned Officers
Logan — Logan District — South Eastern Region

In addition a rapid visit was made to the Gold Coast to observe and discuss the District Tasking and Co-ordination Centre
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