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Abstract
This dissertation evaluates the efficiency and effectiveness of response policing in South Wales, with reference to South Wales Police and the wider policing environment in England and Wales. Response policing represents one of the most visible functions of contemporary policing, involving emergency response, incident attendance, public reassurance, crime prevention, and the management of immediate risk. In recent decades, police organisations have faced increasing pressure to deliver improved performance while operating under financial constraints, growing public expectations, and rising demand complexity. This study examines whether response policing in South Wales is effective in meeting operational objectives and efficient in the deployment of police resources.
The dissertation adopts a qualitative methodological approach based on secondary research. Data has been collected from academic literature, official government publications, HMICFRS inspections, South Wales Police reports, College of Policing guidance, and wider criminological studies. Key themes explored include police response times, demand management, public confidence, officer workload, technological developments, resource allocation, and organisational performance.
Findings indicate that response policing in South Wales demonstrates several strengths, including strong community engagement, improved digital systems, and generally positive inspection outcomes. However, significant challenges remain. Rising non-crime demand, mental health incidents, staffing pressures, and administrative burdens reduce operational efficiency. Furthermore, effectiveness is difficult to measure solely through response times, as public satisfaction and problem-solving capabilities increasingly shape perceptions of policing success.
The dissertation concludes that response policing in South Wales is moderately effective but faces structural challenges common across UK policing. Recommendations include increased investment in officer wellbeing, improved partnership working, enhanced data-driven deployment strategies, and broader performance measures beyond emergency response times.

Chapter One: Introduction
1.1 Background to the Study
Response policing forms the operational foundation of modern policing in the United Kingdom. It is the area of policing most commonly associated with immediate emergency response, visible patrol, incident management, and rapid deployment to calls from the public. ‘The three “mechanisms” identified at the launch of Neighbourhood Policing as contributing to public confidence were visibility, community engagement and problem-solving.’ (O’Reilly, C., Agnew-Pauley, W. and Lundrigan, S. (2022). This evidences that these are key characteristics that the community associate with Response officers. Response officers are often the first representatives of the criminal justice system encountered by victims, witnesses, and suspects. Consequently, the quality of response policing significantly influences public confidence, legitimacy, and trust in policing institutions. Response policing has therefore become more challenging. Officers are expected not only to attend incidents quickly but also to demonstrate procedural fairness, investigative competence, safeguarding awareness, and effective communication. This has raised important questions regarding whether police forces are capable of balancing efficiency with effectiveness. 
South Wales Police is one of the four territorial police forces in Wales and serves a diverse geographical region including Cardiff, Swansea, Bridgend, Rhondda Cynon Taf, Merthyr Tydfil, and the Vale of Glamorgan. ‘The four forces in Wales are Dyfed-Powys Police; Gwent Police; North Wales Police; and South Wales Police.’ (Jones, R., Harrison, M. and Jones, T. (2023). ‘According to the most recent available information from the Office for National Statistics (2021), the population of Wales was estimated to be 3,170,000 in 2020’ (Jones, R., Harrison, M. and Jones, T. (2023). The force serves approximately 3.1 million people and covers both urban and rural communities. South Wales presents a particularly valuable case study because it contains areas of significant economic deprivation alongside rapidly developing urban centres. Such variation creates complex policing demands requiring effective response strategies.
Recent HMICFRS PEEL inspections identified South Wales Police as ‘requiring improvement’ in responding to the public, although the force received positive assessments in areas such as crime prevention and workforce development. (HMICFRS. 2023) This demonstrates the continuing importance of evaluating frontline response performance.
Over recent years, policing across England and Wales has experienced substantial transformation. Budget reductions following austerity measures introduced after 2010 led to reductions in officer numbers and resource pressures across many police forces. ‘austerity-driven budget adjustments have direct implications for citizens’ welfare.’ (Facchetti, E. 2023).  Facchetti has suggested that due to the budget adjustments, this has created limitations within crime prevention action which has compromised on community safety and social welfare. This article has also suggested that as a result, the crime has formulated hotspots. Simultaneously, the nature of police demand has become more complex. Traditional crime-related incidents have increasingly been accompanied by mental health crises, domestic abuse cases, vulnerability safeguarding, cybercrime, and public protection concerns. Response policing has therefore become more challenging. Officers are expected not only to attend incidents quickly but also to demonstrate procedural fairness, investigative competence, safeguarding awareness, and effective communication. This has raised important questions regarding whether police forces are capable of balancing efficiency with effectiveness.
South Wales Police and Crime Commissioner reports indicate that domestic abuse, anti-social behaviour, violence against women and girls (VAWG), and mental health incidents continue to place significant pressure on frontline resources. The Police and Crime Plan 2025–2029 noted that approximately 30% of people in police custody in South Wales experience mental health issues. (South Wales Commissioner. 2025)
Efficiency within policing generally refers to the ability to utilise resources economically while maintaining operational performance. Effectiveness refers to the extent to which policing achieves intended outcomes such as crime reduction, public reassurance, victim satisfaction, and legitimacy. ‘Performance indicators have been widely used in an attempt to improve individual police forces efficiency and effectiveness and as a consequence of the Police Reform Bill (2002) a “Police Standards Unit” was established within the Home Office.’ ( Barton, L.C. and Barton, H. (2011). In the UK, they have training strategies to help regiment processes in how response handle crime to try to maintain the efficiency and effectiveness of response policing. Although both concepts are interconnected, tensions often emerge between them. For example, prioritising rapid response times may reduce opportunities for detailed investigations or meaningful victim engagement.
This dissertation seeks to critically evaluate the efficiency and effectiveness of response policing in South Wales by examining operational performance, organisational challenges, and broader criminological debates.
1.2 Aim & Objectives
The aim of this research is to establish the effectiveness of how policing is conducted to date. How I will correlate this is by examining the role and functions of response policing in South Wales, explore theoretical perspective relating to police efficiency and effectiveness and also to evaluate operational challenges affecting response policing. After this, it will assess the impact of resource allocation, demand management, and organisational strategies on policing outcomes as well as identify areas for improvement within response policing in South Wales.
1.3 Rationale for the Study
The study is important because response policing represents one of the most resource-intensive aspects of policing. Public expectations regarding emergency response remain high despite increasing complexity and financial limitations. Furthermore, public trust in policing is closely linked to frontline interactions. Evaluating response policing within South Wales contributes to wider understanding of policing performance within the UK.
Academic interest in police effectiveness has increased considerably in recent decades.  It is suggested that the ‘reported effectiveness offers an integrated service combining initial call and response triage with specialist trained ofﬁcer and MH professional interventions. This integrated provision and training approach contrasts with the current proﬁle of investment in England and Wales, for example, where non-evidence-based decisions are made to select one individual intervention option over another.’ (Kane, E., Evans, E. and Shokraneh, F. (2018) However, many studies focus on crime rates or procedural justice without specifically examining operational response policing. This dissertation therefore contributes to understanding how frontline policing functions in practice. Additionally, policing in Wales operates within unique political and social circumstances. Although policing remains reserved to Westminster, devolved Welsh public services such as health and social care significantly influence police demand. South Wales Police must therefore operate within complex partnership arrangements.

Chapter Two: Literature Review
2.1 Introduction
This chapter critically examines and explores the academic literature relevant to response policing, police efficiency, and police effectiveness. Response policing remains one of the most visible and resource-intensive functions undertaken by police forces in England and Wales. ‘austerity policing also impacted on their definitions of what was deemed to be ‘real’ police work and reaffirmed traditional aspects of police culture. The financial crisis had increased dissonance concerning the role and function of policing at the frontline, and the relationship of policing to other agencies (i.e. social work)’ (cf Brogden and Ellison 2013, cited by, Lumsden, K. and Black, A. 2017). This demonstrates that policing has adopted responsibilities beyond what the job should actually be.  As policing environments have evolved, response officers have increasingly become responsible not only for responding to crime and emergencies but also for addressing a wide range of social problems including mental health crises, domestic abuse, vulnerability, safeguarding concerns, and public disorder. Consequently, evaluating response policing requires consideration of both operational performance and broader organisational objectives.
The chapter begins by defining response policing and examining its historical development within the United Kingdom. It then explores key theoretical perspectives that have influenced contemporary policing, including reactive policing, problem-oriented policing, intelligence-led policing, and procedural justice theory.  The concepts of police efficiency and effectiveness are subsequently examined, followed by discussion of organisational challenges affecting response policing. Particular attention is given to workforce pressures, mental health demand, technological developments, and public confidence. Finally, the chapter considers the organisational context of South Wales Police and identifies gaps within the existing literature that justify the current research.
2.2 Defining Response Policing
Response policing refers to the deployment of police officers to incidents requiring immediate attendance and intervention. According to the College of Policing (2021), response policing encompasses emergency response, incident management, initial investigations, safeguarding activities, crime scene preservation, victim support, and public reassurance. Response officers are often the first representatives of the criminal justice system encountered by members of the public and therefore play a crucial role in shaping perceptions of police legitimacy and effectiveness.
Historically, British policing has been influenced by the principles established by Sir Robert Peel during the formation of the Metropolitan Police in 1829. Peelian principles emphasised crime prevention, public cooperation, and policing by consent rather than coercion (Reiner, 2010). While modern response policing has evolved considerably since the nineteenth century, many of these foundational principles remain relevant. The expectation that police officers should be accessible, responsive, and accountable continues to underpin contemporary policing practices.
The development of emergency telephone systems and radio communication technologies throughout the twentieth century significantly transformed response policing. These innovations enabled officers to respond more rapidly to incidents and reinforced the dominance of reactive policing models. As a result, police effectiveness became increasingly associated with response times and visible patrol activity. However, academic research has subsequently challenged the assumption that rapid response alone constitutes effective policing.
(Goldstein, 1979) argued that police organisations often become trapped in cycles of incident response, repeatedly addressing symptoms rather than underlying causes of crime and disorder. This critique led to the development of alternative approaches focused on prevention, problem-solving, and intelligence-led deployment. Nevertheless, despite these developments, response policing remains central to public perceptions of policing because citizens often judge police performance based on their experiences during emergencies and critical incidents.
2.3 Theoretical Perspectives on Policing
2.3.1 Reactive Policing
Reactive policing has historically dominated police practice in democratic societies. (Bayley, 1994) describes reactive policing as a model in which officers primarily respond to incidents reported by members of the public rather than proactively identifying and addressing crime problems. The model is based on the assumption that police visibility and rapid intervention deter criminal behaviour and reassure communities. One of the key advantages of reactive policing is its ability to provide immediate assistance during emergencies. Rapid police attendance can prevent further harm, secure evidence, apprehend suspects, and reassure victims. These functions remain fundamental to contemporary response policing. Furthermore, emergency response capabilities are often viewed by the public as one of the primary purposes of police organisations.
However, reactive policing has been subject to substantial criticism. The Kansas City Preventive Patrol Experiment conducted by (Kelling et al. 1974) found little evidence that increased patrol visibility significantly reduced crime rates or fear of crime. The study challenged long-standing assumptions regarding traditional policing methods and encouraged the development of alternative approaches.
Critics argue that reactive policing is inherently limited because it focuses on responding after incidents have occurred. Such an approach may successfully manage immediate problems but does little to address the social, economic, and environmental conditions that contribute to criminal behaviour. Consequently, contemporary policing increasingly incorporates proactive and preventative strategies alongside traditional response functions.
2.3.2 Problem-Oriented Policing
Problem-oriented policing was first proposed by (Goldstein. 1979) as a response to perceived shortcomings within traditional reactive policing. Goldstein argued that police organisations often focus excessively on incidents rather than identifying and addressing the underlying problems generating repeated demand.
A central feature of problem-oriented policing is the SARA model, which consists of four stages: Scanning, Analysis, Response, and Assessment. ‘We treat the use of the SARA model described above to identify problems, research underlying causes and develop and deliver specific responses to address them as the “intervention.” (Hinkle, J.C., Weisburd, D., Telep, C.W. and Petersen, K. (2020).  During the scanning stage, recurring issues are identified. Analysis then examines the causes and characteristics of the problem. Appropriate responses are subsequently developed and implemented, before outcomes are assessed to determine effectiveness. This model can then be applied to all levels of crime and can be associated with a reduction in crime compared to other strategies that are traditionally used for proactive policing. 
Problem-oriented policing (POP) encourages officers to move beyond immediate incident management and consider long-term solutions. ‘POP is not concerned simply with the problem outcomes them-selves but rather with the underlying processes that lead to problems emerging and developing. Addressing the underlying mechanisms that cause problems should lead to long‐term solutions and should lead police agencies to think and act in ways that go beyond their normal day‐to‐day operations’ (Hinkle, J.C., Weisburd, D., Telep, C.W. and Petersen, K. (2020). For example, repeated calls relating to anti-social behaviour at a specific location may be addressed through environmental design changes, community engagement initiatives, or partnership working with local authorities rather than repeated enforcement activity alone. Research suggests that problem-oriented policing can contribute to crime reduction and demand management (Weisburd and Braga, 2019). Within response policing, the approach has particular relevance because it seeks to reduce repeat demand and improve resource utilisation. However, implementation can be challenging due to resource limitations, organisational cultures, and competing operational priorities.
2.3.3 Intelligence-Led Policing
Intelligence-led policing emerged during the 1990s and has become a significant influence on modern police strategy. Ratcliffe (2016) defines intelligence-led policing as a business model that prioritises risk assessment, intelligence analysis, and targeted deployment of resources to address identified threats.
In the United Kingdom, intelligence-led policing is closely associated with the National Intelligence Model (NIM), which provides a structured framework for gathering, analysing, and utilising intelligence. ‘NIM encourages police forces to use information and intelligence to set priorities at strategic and tactical levels, producing products such as reports on crime hot spots and prolific offenders, and generating plans to address these through proactive means (National Centre for Policing Excellence, 2005 cited by Keningale, P. et al. (2025) The model seeks to improve efficiency by ensuring that resources are directed towards the most significant threats, risks, and harms.
The increasing use of data analytics, crime mapping, and predictive technologies reflects the growing importance of intelligence-led approaches. South Wales Police, like many other forces, utilises intelligence systems to support decision-making regarding resource deployment and incident prioritisation.
Despite its potential benefits, intelligence-led policing has generated debate among academics and practitioners. Critics argue that excessive reliance on data-driven approaches may encourage police organisations to prioritise measurable outcomes at the expense of community engagement and public trust (Manning, 2008). Concerns have also been raised regarding algorithmic bias, surveillance, and the ethical implications of predictive policing technologies.
2.3.4 Procedural Justice and Legitimacy
Procedural justice theory has become one of the most influential perspectives within contemporary policing research. (Tyler, 2006) argues that public compliance with the law is influenced less by fear of punishment and more by perceptions of legitimacy and fairness.
According to procedural justice theory, legitimacy is strengthened when police officers demonstrate four key characteristics: voice, neutrality, respect, and trustworthiness. Citizens are more likely to cooperate with police when they feel their views have been heard, decisions have been made fairly, they have been treated with dignity, and officers are acting in the public interest. This theory has significant implications for response policing. While rapid response times may contribute to public satisfaction, the quality of interactions between officers and citizens often has a greater influence on perceptions of legitimacy. (Bradford et al. 2014) found that respectful treatment and effective communication are strongly associated with public confidence in policing. For response officers, procedural justice is particularly important because they frequently interact with individuals during stressful and emotionally charged situations. The manner in which officers communicate with victims, suspects, and witnesses can have long-lasting effects on public trust and confidence.
2.4 Police Efficiency
Efficiency refers to the ability of organisations to achieve objectives while minimising resource expenditure. ‘‘There is a growing need for the police to make resource allocation decisions transparent, to evaluate outputs and outcomes, and to demonstrate that resources are being used to generate the best returns’ (Stockdale et al. 1999, cited by Drake, L.M. and Simper, R. (2004). Within policing, efficiency is commonly associated with resource allocation, productivity, and operational performance. From this research, it is clear that there is a correlation between both resource allowances and efficiency.
Following the implementation of austerity measures after 2010, police forces across England and Wales faced increasing pressure to demonstrate value for money. The National Audit Office (2018) reported that significant funding reductions required forces to identify new methods of improving efficiency while maintaining service delivery.
Traditionally, police efficiency has been assessed through performance indicators such as response times, officer productivity, arrest rates, incident resolution rates, and cost-effectiveness measures. However, academics have questioned whether such indicators accurately capture policing performance. (Loveday, 2018) argues that performance management systems can encourage target-driven behaviour that prioritises measurable outputs rather than meaningful outcomes.
The influence of New Public Management (NPM) has been particularly significant within policing. NPM emphasises efficiency, accountability, and performance measurement.  ‘The intake of New Public Management has made numbers central for measuring quality in public service, and crime statistics operate as performance indicators (Lomell 2010: 140, cited by Foshaugen, M.H. and Vestad, M. (2024). Accordingly, NPM strategies and principles generate numbers that are intended to produce institutional robustness and indicate quality of work. These measurable components often influence the prioritization of tasks’ (Foshaugen, M.H. and Vestad, M. (2024). While such approaches can improve organisational oversight, critics suggest they may oversimplify complex policing activities and create incentives for short-term performance gains rather than sustainable improvements.
2.4.1 Demand Management
Demand management has emerged as a central concern within contemporary policing. Police organisations increasingly recognise that not all demand relates directly to crime. (HMICFRS, 2023) highlights that police forces regularly respond to mental health incidents, welfare concerns, missing persons investigations, and safeguarding issues.
Effective demand management requires forces to understand the nature, volume, and complexity of incidents requiring police intervention. ‘A similarly complex facet of demand in policing is what happens if demand is not adequately addressed, if no action is taken at all, the action taken is incorrect, or communication processes fail (National Police Chief’s Council 2017, Walley and Jennison-Phillips 2018, cited by, Laufs, J. et al. (2021). This outlines that where the demand is, there is a need for it to be addressed and prioritised as it might allow opportunity for repeated crime. if the problem is not solved then the risk of additional demand is generated. South Wales Police has adopted vulnerability-focused approaches designed to ensure that resources are prioritised according to risk and harm. Such strategies may improve effectiveness but often increase demands on frontline officers.
2.4.2 Technology and Efficiency
Technological innovation has transformed policing practices.  It is clear that if technology is not utilised, it can reduce efficiency in policing as the continual development of technology provides quicker access to facilities needed to carry out practices that can cause time restraints.   ‘If police funding doesn’t keep pace with increases in demand and the police’s ability to improve efficiency, public expectations will need to change. There are opportunities for police forces to invest and make better use of modern technology and increase efficiencies.’ (Weir, K., Norris, A. and Kilili, S. (2020). These new processes allow officers to be out on the streets as paperwork is digitalised and is carried by officers.  Mobile data terminals, body-worn video cameras, digital evidence systems, automatic number plate recognition, and integrated communication platforms are now widely utilised across police forces.
Technology offers numerous benefits, including improved information sharing, enhanced accountability, and more efficient incident management. However, technological developments may also generate unintended consequences. (Manning, 2008) argues that technology can increase bureaucratic demands by creating additional documentation requirements and administrative processes.
Consequently, while technology has the potential to improve efficiency, its effectiveness depends upon implementation, training, and organisational support.
2.5 Police Effectiveness
Police effectiveness refers to the extent to which policing activities achieve intended outcomes. Historically, effectiveness was measured primarily through crime reduction and arrest rates. However, contemporary scholars increasingly recognise that policing objectives extend beyond crime control alone.
Modern measures of effectiveness include public confidence, victim satisfaction, safeguarding outcomes, legitimacy, community engagement, and crime prevention. (Sherman, 1997) argues that evidence-based policing should guide operational decision-making by identifying strategies proven to achieve desired outcomes.
2.5.1 Response Times and Effectiveness
Response times remain one of the most visible indicators of police performance Public expectations often emphasise rapid attendance, particularly during emergencies. Timely police intervention can reduce harm, improve victim experiences, and increase opportunities to secure evidence.
Nevertheless, response times alone provide an incomplete measure of effectiveness. Research consistently demonstrates that the quality of police interactions significantly influences public satisfaction. (Bradford et al. 2014) found that respectful treatment and procedural fairness often have a greater impact on public confidence than response speed.
Consequently, contemporary police forces increasingly recognise that effective policing involves both timely attendance and high-quality service delivery.
2.5.2 Public Confidence
Public confidence is widely recognised as a critical indicator of policing effectiveness. (Jackson and Bradford, 2009) argue that confidence reflects broader perceptions of social order, legitimacy, and institutional trust. High levels of public confidence can enhance cooperation, encourage crime reporting, and strengthen police legitimacy. Conversely, declining confidence may undermine community engagement and reduce public willingness to assist investigations.
For response policing, public confidence is particularly important because frontline encounters often shape broader perceptions of police organisations. Positive experiences can reinforce legitimacy, while negative interactions may damage trust and confidence.
2.6 Organisational Challenges in Response Policing
Contemporary response policing faces numerous organisational challenges that influence both efficiency and effectiveness. These include workforce pressures, mental health demand, safeguarding responsibilities, and administrative burdens.
2.6.1 Workforce Pressures
Police officers routinely encounter stressful, unpredictable, and potentially traumatic situations. Response officers are particularly vulnerable to occupational stress due to shift work, exposure to violence, and high workloads. The Police Federation of England and Wales (2020) reported growing concerns regarding fatigue, burnout, and officer wellbeing. High workloads can negatively affect decision-making, morale, and operational performance. Recruitment and retention challenges further exacerbate these pressures.
2.6.2 Mental Health Demand
Mental health-related incidents represent a significant proportion of contemporary police demand. (Wood and Watson, 2017) note that police officers frequently act as first responders during mental health crises, despite not being healthcare professionals. This trend has generated debate regarding the appropriate role of policing. Critics argue that police organisations increasingly function as providers of emergency social services due to limitations within other public sector agencies.
2.6.3 Domestic Abuse and Vulnerability
Domestic abuse and safeguarding responsibilities have become central aspects of response policing. ‘With regard to policing speciﬁcally, the service in England and Wales has been under signiﬁcant pressure to improve its response to domestic violence in the face of serious criticism stretching back to the 1990s.’ (McPhee, D. et al. (2022). This demonstrates that there is a need for further training and resources to be put forward for this subject matter to improve this area of response policing. Such incidents often involve complex risk assessments, victim support, and multi-agency collaboration. While these responsibilities are essential for public protection, they require significant resources and specialist expertise. ‘long-standing concerns about the low conviction rates for domestic violence oﬀences (see Hester 2006, cited by, McPhee, D. et al. (2022) and high rates of victim withdrawal (ONS 2017, cited by McPhee, D. et al. (2022)’ This links with the effectiveness of policing as the criticism of how response policing have handled cases has influenced outcomes of these crimes. 
2.6.4 Bureaucracy and Administrative Burden
Administrative requirements continue to expand within policing. Officers are required to complete extensive documentation relating to crime recording, safeguarding, disclosure obligations, and evidence management. While accountability and transparency are essential, excessive bureaucracy may reduce frontline visibility and operational capacity.
2.7 South Wales Police: Organisational Context
South Wales Police serve approximately 3.1 million residents across Cardiff, Swansea, Bridgend, Merthyr Tydfil, Rhondda Cynon Taf, Neath Port Talbot, and the Vale of Glamorgan. The force polices a geographically and socially diverse region characterised by urban centres, rural communities, economic deprivation, and significant population movement. 
Cardiff presents unique policing challenges as the capital city of Wales. Major sporting events, nightlife economies, political demonstrations, and tourism generate substantial demand for response policing services. Simultaneously, areas of deprivation throughout the South Wales region are associated with higher levels of vulnerability, anti-social behaviour, and safeguarding demand.
South Wales Police has adopted several strategic initiatives designed to improve organisational performance, including data-led deployment, hotspot policing, digital transformation programmes, and vulnerability-focused policing. The force has also played a prominent role in national initiatives such as Operation Soteria, aimed at improving responses to rape and serious sexual offences.
Despite these developments, HMICFRS inspections have identified ongoing challenges relating to response performance and demand management. These findings highlight the importance of evaluating how effectively the force balances efficiency and effectiveness within a complex operational environment.
2.8 Gaps in the Literature
Although extensive literature exists regarding policing generally, relatively little research specifically examines response policing within South Wales. Much of the existing literature focuses on national policing trends, crime reduction, or procedural justice without considering the unique organisational context of Welsh policing.
Furthermore, many studies prioritise quantitative performance indicators while overlooking the practical realities faced by response officers. There remains a need for research that explores how efficiency, effectiveness, legitimacy, and safeguarding responsibilities interact within contemporary response policing environments.
2.9 Conclusion
This chapter has examined the literature relating to response policing, police efficiency, and police effectiveness. The review demonstrates that response policing remains a complex and evolving area of contemporary policing. Theoretical perspectives including reactive policing, problem-oriented policing, intelligence-led policing, and procedural justice provide valuable frameworks for understanding police performance. However, organisational challenges including workforce pressures, mental health demand, vulnerability management, and administrative burdens continue to affect operational outcomes.
The literature also highlights ongoing tensions between efficiency and effectiveness. While police organisations are expected to respond rapidly and utilise resources efficiently, they must simultaneously maintain legitimacy, safeguard vulnerable individuals, and promote public confidence. These competing demands are particularly relevant to South Wales Police and provide the foundation for the empirical analysis presented in subsequent chapters.


Chapter Three: Methodology
3.1 Introduction
This chapter outlines the research methodology used to evaluate the efficiency and effectiveness of response policing in South Wales. It explains the research design, data collection methods, analytical approach, and ethical considerations.
3.2 Research Philosophy
The dissertation adopts an interpretivist research philosophy. Interpretivism recognises that social reality is shaped by human experiences, perceptions, and organisational contexts. The reason for this research is to outline the areas of improvement that response policing needs to undertake to improve how officers feel towards the job and also the quality of the work that the officers need to provide to allow effective and efficient response policing. ‘Police forces are continuously looking for new methods of improving efficiency. This is especially true with UK forces due to the funding cuts they are currently facing. One area in which it is believed that efficiency could be improved is the incident response process.’ (Dunnett, S., Leigh, J. and Jackson, L. (2018). Policing effectiveness cannot be understood solely through statistical measures because public confidence, legitimacy, and officer experiences involve subjective interpretation. Interpretivism therefore provides an appropriate framework for exploring complex policing issues.
A factor of establishing the effectiveness and efficiency of response policing is demonstrating the areas of the job that beckon the question of whether some elements should fall under their job description. ‘Police are commonly the first (and only) responders to people experiencing mental health crises (e.g., Clifford, 2010 ). As such, their role has been described as that of a ‘gatekeeper’ to both the mental health and criminal justice systems. This is because the police are tasked with determining whether a person is in need of mental health treatment and deciding to connect that person with appropriate services or whether the cause for concern relates to illegal activity, in which case the person needs to be arrested (Lamb et al., 2002 cited by McDaniel, J.L.M., Moss, K. and Pease, K. (eds.) (2020, p.25). This clarifies the additional roles that response officers are expected to take on when it should be considered and conducted by other emergency services. In turn, it takes away their time from calls that arguably are better suited to what policing should be about. 
3.3 Research Approach
A qualitative research approach was adopted.
Qualitative research enables detailed examination of social processes, organisational behaviour, and institutional challenges.
The dissertation relies on secondary data analysis rather than primary fieldwork.
3.4 Secondary Research
Secondary research involves analysing existing data sources. Secondary research was selected because it provides access to extensive existing evidence regarding policing performance.

The following sources were utilised: Academic journal articles, Books, Government publications, HMICFRS reports, College of Policing guidance, South Wales Police reports, National Audit Office publications, and Police Federation reports. 
Secondary research was selected because it provides access to extensive existing evidence regarding policing performance. 
Additionally, primary research involving police officers would have required substantial ethical approval processes, operational permissions, and access agreements from South Wales Police. ‘Conducting trials in the police setting can be challenging and poses a number of methodological and practical challenges.’ (Scantlebury, A. et al. (2017). Due to the sensitive nature of operational policing information, including safeguarding incidents and vulnerability-related demand, conducting interviews or observations may also have created confidentiality concerns.
Time limitations associated with undergraduate research projects further supported the use of secondary research. Secondary analysis therefore represented the most realistic and academically appropriate methodology for evaluating response policing within the available timeframe.
Furthermore, the use of official HMICFRS inspections, College of Policing guidance, and Police and Crime Commissioner reports improve the credibility of the research because these sources provide independently reviewed operational assessments.
Additionally, primary research involving police officers may have required substantial ethical approvals and operational permissions.
Secondary research was selected because it provides access to extensive existing evidence regarding policing performance. However, limitations remain because secondary data may reflect institutional bias.
Additionally, primary research involving police officers may have required substantial ethical approvals and operational permissions.
3.5  Data Collection Strategy
Data was collected using systematic literature searches through: Google Scholar, JSTOR, ResearchGate, Government websites, HMICFRS publications and College of Policing resources. 
Key search terms included: Response policing, Police effectiveness, Police efficiency, South Wales Police, Demand management, Police legitimacy, Emergency response policing, and Public confidence in policing.
3.6 Data Analysis
Thematic analysis was used to identify recurring themes within the literature.
Themes included: Resource pressures, Public confidence, Response times, Organisational efficiency, Vulnerability demand, Technology, and Officer wellbeing.
Thematic analysis enabled comparison across multiple sources.
3.7 Reliability and Validity
Reliability was improved by using official and peer-reviewed sources.
Validity was enhanced through triangulation involving academic, governmental, and organisational publications.
3.8 Ethical Considerations
As the dissertation relies exclusively on publicly available secondary data, ethical risks are limited.
No human participants were involved.
Nevertheless, ethical academic practice requires: Accurate referencing, Avoidance of plagiarism, Fair representation of evidence and Critical analysis of sources.
3.9 Limitations of the Methodology
Several limitations affect the study.
Firstly, reliance on secondary data limits access to direct operational experiences.
Secondly, some policing data may be unavailable due to operational sensitivity.
Thirdly, performance statistics may not fully capture public perceptions or informal police work.
Despite these limitations, the methodology provides sufficient evidence for evaluating response policing.
3.10 Conclusion
The methodology adopted enables comprehensive analysis of response policing in South Wales using credible secondary sources. The following chapter presents the findings.

Chapter Four: Findings
4.1 Introduction
This chapter presents findings derived from secondary research concerning the efficiency and effectiveness of response policing in South Wales.
4.2 Organisational Performance of South Wales Police
HMICFRS inspections generally indicate that South Wales Police perform effectively in several operational areas. ‘The monitors, established within the Police Performance Assessment Framework (PPAF), are set in place to enable chief ofﬁcers and others to ask questions about performance variations between forces and Policing performance across police force areas.’ (Loveday, B. 2006). This demonstrated the criteria set out from the hierarchy so that there is a consistent set of rules followed within policing strategies. The force has received positive assessments regarding legitimacy, public engagement, and safeguarding practices. South Wales Police demonstrate strong commitment to community policing and partnership working.  However, inspection reports also identify challenges relating to demand management and workforce pressures. 
4.3 Response Times and Incident Prioritisation
Emergency response times remain central performance indicators within response policing. South Wales Police uses graded response categories based on threat, harm, and risk. Research findings suggest that prioritisation systems improve efficiency by directing resources towards high-risk incidents. Nevertheless, delays can occur during periods of high demand. Urban areas such as Cardiff experience significant nightlife-related demand, particularly during weekends and major events. Rural areas may experience slower attendance times due to geographical distance. Findings suggest that response times alone do not determine public satisfaction.
4.4 Public Confidence and Legitimacy
Public confidence in South Wales Police appears relatively positive compared with national trends. Community engagement strategies and neighbourhood policing initiatives contribute positively to legitimacy. However, wider national controversies involving policing misconduct affect trust in policing institutions generally. Research indicates that procedural fairness strongly influences public perceptions. Victims who feel respected and informed are more likely to express confidence in policing.
4.5 Demand Complexity
One of the most significant findings concerns the complexity of modern policing demand. Response officers increasingly attend incidents involving: Mental health crises, Domestic abuse, Missing persons, Child protection, Welfare concerns and Substance misuse. Such incidents often require extensive safeguarding responsibilities. Consequently, officers spend substantial time managing vulnerability rather than traditional crime enforcement. This affects operational efficiency because officers remain committed to lengthy incidents.
[bookmark: _Int_HwUqruQP]Evidence from South Wales Police and Crime Commissioner reports demonstrates that vulnerability-related demand continues to increase across the region. Domestic abuse remains a major source of police demand nationally, with domestic abuse incidents accounting for approximately one-third of violence against the person offences recorded by police forces in England and Wales (Domestic Abuse Commissioner, 2025). Consequently, officers spend substantial time managing vulnerability rather than traditional crime enforcement. South Wales Police has also identified anti-social behaviour, violence against women and girls, and youth exploitation as significant operational concerns (South Wales Commissioner, 2025).
The findings suggest that frontline officers increasingly operate as social emergency responders in addition to traditional law enforcement functions. One of the most significant findings concerns the complexity of modern policing demand. This affects operational efficiency because officers remain committed to lengthy incidents.
4.6 Mental Health Incidents
Mental health demand places considerable pressure on response policing. Police officers frequently act as first responders during crises due to limited healthcare availability. Findings indicate that officers often feel insufficiently trained for mental health interventions. Partnership working with healthcare providers improves outcomes but remains inconsistent. Mental health demand significantly reduces officer availability for other incidents.
4.7 Workforce Pressures and Officer Wellbeing
Response policing involves high levels of stress. Officers regularly encounter violence, trauma, and emotionally challenging situations. ‘Officers who experience elevated levels of stress have an increased risk of mental health consequences, particularly depression, anxiety, burnout, somatization and post-traumatic stress disorder (PTSD) (Gershon et al., 2009; Kleim and Westphal, 2011). According to Haugen et al. (2017), “Research has shown that these stressful work conditions are associated with the development of new mental health conditions and exacerbation of pre-existing mental health conditions” (p. 219) ( Velazquez, E. and Hernandez, M. (2019).’ This shows that police officers risk their lives whilst facing dangerous scenarios as a component and expectation of their job and this has the chance of coming with potential mental health issues. Research findings indicate concerns regarding: Fatigue, Burnout, Overtime, Staffing shortages, and Recruitment difficulties. High workloads negatively affect morale and operational efficiency. Officer wellbeing is increasingly recognised as essential for effective policing and this is at risk of being compromised more than it needs to be if there is further stress added on top of an already stressful job.
4.8 Technology and Digital Policing
South Wales Police has implemented various digital technologies designed to improve efficiency. These include: Mobile data devices, Body-worn video, Digital evidence systems, Automatic number plate recognition, Integrated communication systems. Technology improves information access and accountability. However, findings also indicate that digital systems increase administrative requirements. Officers spend substantial time completing digital documentation.
4.9 Partnership Working
Partnership working represents an important aspect of effective response policing. ‘Third-party policing (TPP) partnerships provide police agencies with an opportunity to address underlying social issues, and allow for longer-term solutions to crime and the development of innovative crime-reduction strategies. (van Felius, M. et al. (2025). South Wales Police collaborates with: Local authorities, Mental health services, Social services, Housing organisations and Community groups. Such partnerships improve safeguarding and prevention. However, inconsistencies between agencies can create operational difficulties.
4.10 Resource Allocation
Research findings indicate ongoing resource pressures. ‘Although some accounts could be understood as reflecting the individuals’ dichotomised positive or negative views of the police, many could be perceived as value-free, as a neutral remark or observation. Often themes overlapped (e.g. lack of resources and police officers led to a diminished enforcement of the new rules).’ (Boulton, L.et al. (2024). Although officer recruitment has increased nationally following uplift programmes, demand growth continues to exceed capacity in many areas. South Wales Police must balance emergency response with investigative responsibilities, safeguarding duties, and proactive policing. Resource allocation decisions therefore involve difficult prioritisation. It is evident if we reflect on proof outside of South Wales policing that resources correlate with the quality of response. ‘While studies such as the foot patrol experiment show that the rate at which patrol officers deter crime increases as the amount of patrol time increases, the goal of predictive policing is to increase the rate of crime deterrence under fixed resources by choosing those hotspots with the highest projected crime rates as the targets for patrol.’ (Mohler, G.O. et al. 2015). This validates that if there is more efforts put in resources, this evidently reduces crime before it happens which consequently alleviates stress on first responders. This also ties into the prevention of crime action. 
4.11 Crime Prevention and Problem Solving
Findings suggest increasing emphasis on prevention and early intervention. An effective and quick implementation for crime prevention is crime mapping and identifying high level of cluster crimes. This is seen in ‘Hot spot policing [which] is a place-based strategy that attempts to reduce crime by assigning limited police resources to places where crimes are more highly concentrated.’ ( Lazzati. N. and Menichini.A.A. 2016). The demonstrates the effectiveness of applying previous crime information and establishing where the resources need to be put rather than allowing a general ideology that all areas have the same needs which is consequently counterproductive because there is more demand for response officers in some areas than others.
Problem-solving approaches aim to reduce repeat demand. Examples include: Repeat victim interventions, Domestic abuse safeguarding, Youth diversion programmes, and Multi-agency vulnerability panels. (van Steden, R. and den Hartog, J. (2024) within his research has established that investments into the community can improve the perceptions of the police  and in turn, this effort would provide more post crime support and advice which in turn can effectively reduce the chance of repeat crime as it is suggested that victims are after more support over the efforts of continually reporting the crimes. Such initiatives may improve long-term effectiveness. However, preventative work requires time and resources.
4.12 Administrative Burdens
Administrative workload emerged as a major issue. Based on primary research conducted, it demonstrated that ‘Stressful events in [high workload officers] lives, both on the job of policing and in life in general, appear to cause more stress and strain for these officers than for low workload officers.’ (Stotland, E. and Pendleton, M. (1989). This validates the point that workload can influence officers wellbeing and consequently jeopardise the effectiveness of their policing. Ways to combat this is to introduce more officers in the areas that require more demand so workload is shared or another practice that could be considered is a separate team to take over case files rather than funding higher ranks that just add more obstacles in communication. Officers complete extensive documentation relating to: Safeguarding, Evidence management, Risk assessments, Crime recording, and Digital disclosure requirements. Although accountability is essential, excessive bureaucracy reduces frontline availability.
4.13 Summary of Findings
The findings demonstrate that response policing in South Wales possesses several strengths including strong legitimacy, partnership working, and technological development.
However, major challenges remain through increasing demand complexity, workforce pressures, mental health incidents, and administrative burdens reduce operational efficiency.
Effectiveness cannot be measured solely through response times because legitimacy, safeguarding, and victim satisfaction are equally important.



Chapter Five: Discussion
5.1 Introduction
This chapter discusses the findings in relation to the literature review and research objectives.
5.2 Evaluating Police Efficiency
The findings suggest that South Wales Police demonstrates moderate operational efficiency. The force has adopted several modern strategies including intelligence-led deployment and digital policing systems. These approaches align with Ratcliffe’s (2016) arguments regarding targeted resource management. However, efficiency is constrained by rising demand complexity. Traditional policing models focused heavily on crime response. Contemporary response policing increasingly involves safeguarding and social crisis management. This reflects wider national trends identified by HMICFRS.
Comparative evidence from other Welsh police forces demonstrates that these pressures are not unique to South Wales. For example, HMICFRS inspections of North Wales Police identified significant staffing pressures within response policing, including difficulties maintaining supervisory resilience and operational coverage (PEEL, 2025). Similar workforce pressures therefore appear across Welsh policing.
Furthermore, the wider policing environment across England and Wales has become increasingly complex. HMICFRS annual assessments identified that police forces continue to face significant operational strain relating to workforce demand, public expectations, safeguarding responsibilities, and rising complexity of investigations (PEEL, 2025).
The findings suggest that South Wales Police demonstrates moderate operational efficiency. The force has adopted several modern strategies including intelligence-led deployment and digital policing systems. These approaches align with (Ratcliffe, 2016) arguments regarding targeted resource management. However, efficiency is constrained by rising demand complexity. Traditional policing models focused heavily on crime response. Contemporary response policing increasingly involves safeguarding and social crisis management. This reflects wider national trends identified by HMICFRS.
5.2.1 Response Times as Efficiency Measures
[bookmark: _Int_POfU1j76]Response times remain politically and publicly significant. However, the findings support academic arguments that response times alone provide limited insight into policing quality. (Loveday, 2018) criticises simplistic performance indicators because they may distort operational priorities. South Wales Police’s threat-based prioritisation system appears more sophisticated than purely time-based performance measures. This indicates movement towards harm-focused policing.
5.2.2 Resource Pressures
Resource limitations significantly affect efficiency. Despite recent recruitment programmes, officer workloads remain high. The findings indicate that officers spend increasing time dealing with non-crime incidents. This creates opportunity costs because officers become unavailable for proactive policing. Such findings support concerns raised by the National Audit Office regarding policing sustainability.
5.3 Evaluating Police Effectiveness
The findings suggest that South Wales Police is relatively effective in several areas including community engagement and safeguarding. ‘Since the mid-1990s there has been increased impetus for improvements in community engagement within the UK police service largely based on the identiﬁcation of a conﬁdence and reassurance gap between public perception of crime and actual crime ﬁgures (Dalgleishand Myhill 2004, Reiner and Newburn 2007 cited by Gasper, R. and Davies, A. (2018). This suggests that there have been measures in  place to improve community engagement however, within this research conducted, ‘In the more deprived communities of Evergreen and Redbank, with worse levels of crime, disorder and quality of life.’ (Gasper, R. and Davies, A. (2018). This backs up the theory of utilising hot spots in community policing as the advantaged neighbourhoods have a high level of satisfaction and so it makes sense to transfer partial recourses to the disadvantaged and less satisfied neighbourhoods. This is another insight to potential improved effectiveness in response policing.
5.3.1 Procedural Justice and Public Confidence
The findings strongly support procedural justice theory. Victims appear more concerned with respectful treatment and communication than rapid attendance alone. (Tyler, 2006) Tyler’s theory therefore remains highly relevant. South Wales Police’s emphasis on legitimacy and engagement contributes positively to public confidence. However, national policing scandals demonstrate that legitimacy can be fragile.
5.3.2 Safeguarding and Vulnerability
Modern policing increasingly prioritises vulnerability. The findings demonstrate that response officers regularly manage complex safeguarding situations. This reflects Goldstein’s (1979) argument that policing involves broader social problem management. Response policing therefore extends beyond crime fighting. This has important implications for evaluating effectiveness. For example, successful intervention during a mental health crisis may not reduce crime statistics but may nevertheless represent effective policing.
5.3.3 Crime Prevention and Problem Solving
Problem-oriented approaches appear increasingly important within South Wales. Repeat demand management and partnership working demonstrate attempts to address underlying causes of incidents. This reflects broader movement away from purely reactive policing. However, preventative work is difficult to measure. Political pressure often prioritises visible outcomes such as arrest rates and emergency response times. As mentioned previously, hot spot policing and effective support can improve efficiency. 
5.4 Organisational Challenges
5.4.1 Workforce Wellbeing
Officer wellbeing emerged as a major concern. High stress and burnout negatively affect operational performance. This aligns with wider national research regarding police wellbeing. Poor wellbeing may reduce decision-making quality, increase sickness absence, and undermine public interactions. Investment in wellbeing therefore represents both ethical and operational necessity.
5.4.2 Bureaucracy and Administrative Demand
Administrative burdens significantly affect response policing. Technology improves accountability but also increases documentation requirements. This creates tensions between accountability and operational efficiency. Response officers may spend extensive periods completing digital systems rather than engaging directly with communities.
5.4.3 Mental Health and Multi-Agency Demand
Mental health demand remains one of the most significant challenges. Police officers frequently operate as default emergency responders when healthcare services are unavailable. This raises important policy questions regarding the appropriate role of policing. Partnership working partially addresses these issues but resource limitations across public services continue to create pressures.
5.5 Balancing Efficiency and Effectiveness
One of the central themes emerging from the research is the tension between efficiency and effectiveness. Highly efficient policing may prioritise rapid incident closure and reduced resource use. However, effective policing often requires time-intensive safeguarding, communication, and partnership engagement. South Wales Police therefore face difficult operational trade-offs. For example: Rapid deployment may reduce officer availability elsewhere. Detailed safeguarding improves victim outcomes but increases workloads. Proactive prevention may reduce future demand but limits immediate response capacity.
This demonstrates that policing performance cannot be reduced to simplistic numerical indicators.
5.6 Implications for Policy and Practice
The findings suggest several implications.
5.6.1 Improved Demand Management
Police forces require more sophisticated demand management systems. This includes: Better risk assessment, Repeat demand identification, Partnership integration, and Data-driven deployment.
5.6.2 Increased Investment in Officer Wellbeing
Wellbeing support should be prioritised. ‘Participants were aware that they acted some emotions on the surface, whilst suppressing their authentic emotions generally, this was expressed as ‘professionalism’ reflecting the findings of Martin (1999)’ (Lennie, S.-J., Crozier Sarah, E. and Sutton, A. (2020). This outlines that due to the nature of the job, there is the need to maintain a façade and professionalism within the job and as a consequence, there is a risk that wellbeing is overlooked as it is perceived to be good when in reality, they are supressed. Potential improvements include: Mental health support, Fatigue management, Improved supervision and Reduced overtime pressures. 
5.6.3 Enhanced Multi-Agency Collaboration
Partnership working must be strengthened. Police alone cannot manage complex social demand. Greater integration with healthcare and social services may improve both efficiency and effectiveness.
5.6.4 Broader Performance Measures
Policing performance indicators should move beyond response times. Measures should include: Victim satisfaction, Safeguarding outcomes, Public confidence, Repeat demand reduction, and Officer wellbeing.
5.7 Conclusion
The discussion demonstrates that response policing in South Wales operates within a highly complex environment. While the force demonstrates several strengths, structural pressures continue to affect operational performance. The final chapter concludes the dissertation and provides recommendations.

Chapter Six: Conclusion
This chapter concludes the dissertation by summarising the main findings, addressing the research questions, and providing recommendations.
The objectives I have outlined in this dissertation have been fulfilled.  
Theoretical perspectives relating to police efficiency and effectiveness is in relation to how well the models that are taught and set out for officers in training. The findings indicate that South Wales Police demonstrate several positive characteristics including strong public engagement, effective safeguarding approaches, commitment to legitimacy demonstrate in technology and partnership working. Rapid response remains important but cannot alone define successful policing. Public confidence, procedural fairness, safeguarding, and prevention are equally important. However, effectiveness is constrained by increasing demand complexity.
The operational challenges affecting response policing have been evaluated where response policing faces increasing pressure from mental health demand, rising vulnerability-related incidents, administrative burdens, workforce pressures and resource limitations due to funding pressures. The research also demonstrates that efficiency and effectiveness are difficult to balance. 
The impact of resource allocation, demand management, and organisational strategies on policing can be seen through hotspot policing and prioritising demand areas to aim to eliminate crime before it happens. South Wales Police has implemented several efficiency measures including intelligence-led deployment and digital systems. Nevertheless, resource pressures and non-crime demand reduce operational efficiency.
The areas for improvement within response policing have been through enhanced partnership working, better officer wellbeing support, smarted demand management, reduced bureaucracy and broader performance indicators. 
An increase in investment in frontline staffing would improve resilience and reduce workload pressures. The strengthening in mental health partnerships allows greater collaboration with healthcare services could reduce inappropriate police demand. Alongside this with improving officer wellbeing support, police organisations should prioritise psychological support and fatigue management. 
Another suggestion would be to reduce the administrative burden by providing a more streamlined digital system to maximise frontline availability or the suggestion of a separate team to handle casefiles. 
Another area of improvement could be developing broader performance measures such as frameworks that prioritise legitimacy, safeguarding, and public confidence alongside response times.
Future studies to gather primary research into this topic matter could include conducting interviews with response officers to put opinions into comparative analysis format within the Welsh police forces so that there is a visual representation of the effectiveness of policing direct from firsthand accounts creating empirical evidence. Another way to achieve another perspective of this is public perception surveys and both of these strategies then provide quantitative analysis of response data. 
Response policing remains one of the most demanding and publicly visible aspects of policing. South Wales Police operates within an increasingly complex social environment characterised by rising vulnerability demand, financial pressures, and evolving public expectations. Despite these challenges, the force demonstrates commitment to legitimacy, safeguarding, and operational improvement. However, long-term sustainability requires broader reform across policing and public services.
Efficiency and effectiveness should not be viewed as competing objectives but as interconnected dimensions of high-quality policing. Ultimately, successful response policing depends not only on rapid emergency attendance but also on fairness, professionalism, prevention, and public trust.
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