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[bookmark: _Toc71082390]Abstract

There has been very little research into the use of social media by the police. This dissertation aims to investigate the use of social media by the police and the impacts it may have on policing. The research was conducted through interviews of serving officers, retired officers and people involved with managing social media pages for South Wales Police. This allowed the researcher to gain a perspective on how social media has previously been used and how it is likely to be used in the future. It is important to note that while the study was done with a focus on South Wales Police, the findings translate into a wider policing context. The findings reflected much of the information discussed in the literature review. There is clear potential for social media to be used by the police for community engagement which could be its best use. There is potential for the police to have a greater presence on social media which can be used for better engagement with the public and showing off different sides of policing which can help improve relationships with communities and even build new relationships with different groups of people of all ages. Whilst there is potential, the demand isn’t there for social media to fully replace more traditional means of communication such as newsletters. 
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[bookmark: _Toc71082392]Research Question 

The purpose of this dissertation is to investigate the use of social media by the police and the impacts that social media may have on policing with a focus on South Wales Police. In a time where technology is becoming more prevalent and social media is a daily part of life, there lies a potential issue in the world of policing where if the police do not engage with modern methods of communication and technology, they may struggle to maintain and build relationships with the communities they serve. 

[bookmark: Background][bookmark: _Toc71082393]Background

Technology is everywhere and is seen in so many forms. The majority of people own a smartphone which can access the internet and has vast amounts of information at their fingertips. O’Dea (2020) estimates that there are 58 million people with access to a smartphone in the UK alone. As technology is used more often, it is important to recognise the risks and impact that it has on communities and the police who serve them. Social media for many people is a daily activity, however, there are risks involved such as phishing scams, cyber bullying or hate speech. It is important to be aware of the risks, but also understand how social media can be used to benefit communities. The police can use social media in a variety of ways such as community engagement, soliciting assistance with solving crimes, publishing advice on certain issues or boosting the profile of the police as explained by Walsh and O’Connor (2019) and Fielding and Caddick (2019). This can be a challenge as the number of police staff employed and police spending has decreased since 2009 according to the Institute for Government (2019). There is also an increase in demand for the police in other roles such as welfare checks for individuals suffering with mental health problems as suggested by the National Police Chiefs Council.  
[bookmark: Objectives]
[bookmark: _Toc71082394]Objectives

The aim of this dissertation is to investigate the use of social media by the police with a specific focus on South Wales Police. Therefore it is important to investigate how social media has been implemented in everyday policing. This can then be used to evaluate its use by the police, while also taking into account the wider online environment. This includes the viral and emotive nature of social media. The use of body worn video as a tool for proving or disproving events and its association with social media will also be considered. Strategies and procedures regarding social media that the police could implement in order to improve as a public service will be evaluated. An example of this is an increased presence on social media and engaging more with the community. The police can use the vast reach of social media to continuously raise awareness of issues in the local area and appeal for information regarding crimes. The three main objectives for research are: 

1. To investigate how social media has been implemented in everyday policing 
2. To evaluate whether the increasing use of technology and social media will facilitate the role of the police
3. Critically evaluate procedures and strategies that the police can implement in order to keep up with the ever changing online environment
[bookmark: Literature]
[bookmark: _Toc71082395]Literature Review

Crichlow et al (2020) suggests that there has been very little research into how law enforcement use social media. This research will build on previous research done by various people and organisations while providing a fair and balanced viewpoint. The researcher will have access to journals, government sources and articles which will form the foundation for the research. Other authors such as Walsh and O’Connor (2019) and Fielding and Caddick (2019) suggest various ways that the police use social media while acknowledging potential risks involved as well as benefits. A study was conducted during the 2014 NATO Summit around the public perception of the police on social media. The researchers analysed community reactions on twitter around the increased police presence and found the overall commentary to be negative, especially about armed police who attended. Although this study is six years old, it still proves relevant and can form part of the foundation of the research. Cardiff University also led a study in 2019 investigating how the police use social media and ‘big data technologies’. They considered the impacts across all policing which includes gathering intelligence, counter terrorism and public order. The literature review will consider these studies and others in more depth and aim to elicit themes to form the basis of the research question. 
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There are two main types of research, these are primary and secondary. Primary research can be described as new research which may not exist yet. It is created by the researcher specifically for purpose. Gaillet and Eble (2016) explain that ‘primary research may not yet exist, the researcher will generate new information through various collection methods’. By doing this, researchers can create new ‘interpretations and solutions’. This is opposed to secondary research which is more about researching data that has been collected by others, and then ‘piecing these ideas together’. This involves reanalysing data from others to try and compare it to find a conclusion. It is important to choose the right type of research method and use different methods of collecting data to provide a more well-rounded view. 

For this dissertation, the researcher will be carrying out interviews with police officers, retired officers and people with various roles around social media work within South Wales Police. This is a form of qualitative research and will offer greater insight into the use of social media as well as drawbacks while offering views on the future of policing surrounding social media. 

There could be some difficulties when conducting research as with the current situation of Covid-19, holding face to face interviews may prove challenging or at times impossible depending on the current restrictions. A way of overcoming this is to hold them online via video conferencing software or by conducting them over instant messaging. There is a possibility with the interviews that some people may not answer the questions honestly and could withhold information which could prove challenging. Participants will remain anonymous and the views will not represent South Wales Police as a whole. Consent will be asked for the interviews which can be withdrawn at any time if they wish so there are no ethical conflicts while completing the research. 

[bookmark: _Toc71082397]Research Rationale

The purpose of conducting research can be to prove or disprove a theory or gain a deeper understanding of a topic. The research for this dissertation aims to achieve the objectives that have been set out and further contribute to the area of research. Saunders et al (2009) uses the ‘research onion’ as a way of describing the research process. This involves starting from the outside and peeling away the layers. (See Figure 1).


 

















Figure 1: ‘Research Onion’ Saunders et al (2009)

[bookmark: Gantt]Starting from the outside of Figure 1, the research will be done through interviews and research, it follows the interpretivism philosophy as it will involve interpreting the results of the research. The inductive approach uses the information gathered from the research to create a theory meaning that the researcher will gather the information and draw links from other research in order to evaluate. The research choice will be mono-method as qualitative data will be gathered rather than quantitative or a mixture of the both. According to McKim (2015), mixed methods ‘would require additional time and resources as well as knowledge of qualitative and quantitative methodology’ meaning that it would be more reasonable to adopt a mono-method approach. The final layer is time horizons which will be a cross-sectional time horizon. This will be used as opposed to longitudinal because the research will be collected once at a particular point in time as opposed to taking it repeatedly over a longer period of time in the longitudinal approach.

[bookmark: _Toc71082398]Gantt Chart
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[bookmark: _Toc71082400]Introduction

The aim of this literature review is to explore the use of social media as a means of communication within the police as a whole while also reviewing its use by South Wales Police. This review will also consider the use of social media as a communication tool, explore the relationship between the police and the public on social media and its application in practice. Leonardi et al (2013) define social media as a means of communication between parties. This can be an organisation communicating with external parties, such as the consumer or the general public or communicating internally. Crichlow et al (2020) builds on this definition by adding that social media can be used to describe ‘a group of computer-mediated and open-sourced networking platforms’. These platforms include Facebook, Twitter, Instagram, Snapchat, YouTube and WhatsApp to name a few. Social media has permeated everyday life and is now more popular than ever. Social media can be used in a variety of ways. It can be used to connect people or used to form an online community with likeminded people. Ofcom (2020) found that 45% of people use social media as a way of following the news, which was down from 49% in 2019. Facebook was the third biggest news source after the BBC and ITV. Because of the nature of social media, it can also be used by organisations such as the police to interact with the public and engage on a much more personal level. Crichlow et al (2020, p. 209) claim there is ‘a paucity of empirical research into how law enforcement uses social media’ suggesting its use has not been well researched. Walsh and O’Connor (2019) reviewed previous research and identified three uses of social media by law enforcement. These are ‘risk communication, impression management and soliciting assistance’ and will be discussed during this review. By using previous research and studying social media pages from police forces, a clearer view can be discovered as to whether social media is a tool or a hindrance on policing and how it can benefit forces. 

[bookmark: _Toc71082401]South Wales Police

There is very little literature based on community engagement from South Wales Police on social media sites. Previously a study was carried out by Cardiff University which studied community reactions to the police presence at the 2014 NATO Summit in Newport. The study found that there was a wide range of reactions with the overall mood about the summit and disruption being negative. Furthermore, the public reacted more negatively to the increase in police numbers, especially the armed officers. In theory, by analysing the public reaction on social media and by using real time geo-location analytics, the moods of a crowd can be monitored which can make it easier for police to react during large scale events. Fielding and Caddick (2019) helped develop a working paper which evaluates how the police communicate and how they engage on social media in which they interviewed key informants from five forces in a mixture of urban and rural forces. They identified six ‘communication purposes’ which have some overlap and are not wholly self-contained. These six purposes are ‘publicise, advise, inform, warn, appeal and engage’. These include a wide range of things such as publicising successful police operations, informing the public around a particular issue such as domestic abuse or engaging with the public if they have questions or concerns in a particular area. South Wales Police have a presence on most major social media sites. On Facebook for example, their main page, ‘South Wales Police’ has 156,200 likes as of 19th January 2020. They also have smaller pages which focus on local areas, such as ‘South Wales Police Swansea and Neath Port Talbot’ which has 52,277 likes as of the same date. South Wales Police take a broadcast approach to social media, similar to other forces. This means that they will post a message on one of their pages, similar to how they would put out a statement through the press.  The advantage of social media is that posts can be put out regularly and allows the police to monitor the responses by the public in the comments. This is especially advantageous to ongoing incidents such as traffic collisions or a violent incident happening in a populated area. Fielding and Caddick (2019) explain how targeted adverts on social media can be used in response to an incident or to prevent an incident. For example, forces can pay for an advert to be posted on Facebook which appeals to a certain demographic such as people in a specific area where an incident has occurred. This is used to appeal for information and could be seen by someone who does not follow the social media account of the police force thus reaching a wider population. 

[bookmark: _Toc71082402]Police Visibility

There is also the issue of police visibility. According to the UK Parliament (2020), the number of police officers has fallen between 2010 until 2018 where there has been an increase in recruitment following the Prime Minister’s call for recruiting 20,000 more police officers across England and Wales. Despite the small increase, there are 14,620 less police officers as of March 2020 than in March 2010. The report from the UK Parliament (2020) ranks South Wales Police 7 out of the 43 forces in terms of police officers per 100,000 population with 225 per 100,000. Despite this, they rank in the bottom 10 for proportion of frontline police officers. This indicates a potential lack of visibility within the community. It is reasonable to suggest that with less frontline officers than 10 years ago, there is likely to be less officers out in the community engaging with the community. By providing an alternate source for residents to contact the police, such as social media, it can alleviate any stress and provide a new point of contact for the residents. 

[bookmark: _Toc71082403]Use of social media

Social media is slowly overtaking more traditional means of communication such as newsletters or radio broadcasts. This is largely as a result of the target audience and the increasing use of social media in everyday life. Fielding and Caddick (2019) acknowledges this but also recognises that there must be a balance between social media and the more traditional means of communication so that messages reach a greater amount of people. As previously mentioned, these messages can consist of advice, appeals for information or publicise achievements within the community. An example of this is South Wales Police posting on social media pages about the success of an operation. More recently, there have been an increasing number of posts regarding fines for people flouting lockdown rules. These posts show that the police are active in the area and enforcing the rules demonstrating a police presence even when a visual presence may not be obvious and acting as a possible deterrent. There have also been an increasing number of posts around advising the general public on scams, caring for loved ones and mental health issues that people may experience during lockdown. These posts were aimed at specific demographics which is evidenced by the reactions to the post. It is difficult to measure the effectiveness of these posts, as is often the case when it comes to crime prevention. Simply publishing the numbers on crime rates does not tell the full story. The Home Office (2012) cites Sir Robert Peel and his Principles of Policing to support this point, ‘The test of police efficiency is the absence of crime and disorder, not the visible evidence of police action in dealing with them’. It can certainly be argued that this remains true today, as one of the founding principles of the modern day police force. However, it is still important to show that the police are dealing with issues within the community and actively dealing with crime in order to build public trust. The Police Federation (2014) argues that social media can be a way of building this trust with the public. The Police and Crime Commissioner for South Wales utilise social media and traditional methods to engage with the public and organise campaigns, such as the #DrinkLessEnjoyMore campaign which was launched in 2015 to tackle excessive drinking in towns and cities. This was published in the Police and Crime Reduction Plan 2017-2021 which features plans for reducing crime and raising awareness of issues across the South Wales force area which the Police and Crime Commissioner is responsible for. As they are an elected official, they are a first point of contact for the community if they have an issue with the idea of improving community engagement and reinforcing the idea that the police are the public. 

[bookmark: _Toc71082404]Police engagement with the public on social media 

Social media may be used as a tool to boost the profile of the police. This is important to building public trust and confidence. This in turn is vital to how the police can operate, as they rely on the consent of the public which ‘is a long standing philosophy of British policing’ according to the Home Office (2012). This refers to police powers coming from the consent of the general public as opposed to the state. If the public trust the police, they are then more likely to assist with appeals for information. It is important that the police are seen as part of the public as to not create an ‘us vs them’ mentality. It could be argued that by modernising communication in the police force and integrating this with public communication means such as social media may be a way of appealing to a new generation and thus better connect with the population. The Police Federation (2014) argues that the tone of the message is important when posting onto social media. They refer to a study conducted during the 2011 riots following the shooting of Mark Duggan. A comparison was made between the Metropolitan Police (MPS) and Greater Manchester Police (GMP) and their different styles of communication over Twitter. MPS adopted a more formal approach and GMP chose an informal approach. The findings included that the formal approach inhibited the MPS’s ability to connect with the public compared to GMP, although there was less negative feedback and the feed was easier to maintain. The informal style created a closer relationship with the public which resulted in boundaries being more fluid and easily crossed. Although there are advantages to both styles, it could be argued that the formal approach is more professional however it may be difficult to engage with the public effectively. On the contrary, there are times when the informal approach can work. An example of this can be seen from New South Wales Police (NSW Police) and New Zealand Police in the form of memes and viral videos. According to Wood and McGovern (2020), NSW Police enacted a new strategy in 2017 focusing on memes and humorous posts in a bid to ‘increase engagement and present a more approachable image of the force’. This generated significant traction around the world and gained attention worldwide. This strategy was successful as it boosted the visibility of the force and appealed to a younger demographic. When implemented correctly, this strategy can allow the police to control their image, something that is becoming increasingly difficult online. However, there is an inappropriate time for memes to be used. An example of this is shown by Reid (2017), where New Zealand Police posted a tweet saying, ‘When we have to tell someone their family member has died in a crash’ followed by a gif of Steve Carrell. This was seen as insensitive and New Zealand Police apologised shortly after deleting the tweet. There is a fine balance between getting the humour right, especially with the high professional standards that the police must be held to. O’Connor and Zaidi (2020) argue that ‘projecting an image of police legitimacy has become of paramount importance to police officers and policy makers’ which is why it is so important for social media to be used in the right way by the police. Boateng and Chenane (2020) supports this, claiming that ‘there is a positive association between perceived police legitimacy and public compliance with the law’. 

[bookmark: _Toc71082405]Police accountability on social media

Whilst viral videos and social media campaigns can be a good tool for police to use, it can also be a disadvantage. Due to the nature of social media and the fact that around 58 million people have access to a smartphone in the UK alone as reported by O’Dea (2020), it means that most people have the capability of filming an incident and publishing it online for the world to see; effectively policing the police through the use of technology. This can be used to hold the police accountable for incidents of excessive force or misconduct however this is not always accurate, as there is often a lack of context on the videos. Walsh and O’Connor (2019) argue that online platforms can be used to empower individuals to ‘talk back’ and circulate counter narratives. Regardless, it is now an important part of the job that officers must consider when out on patrol. Ellis (2020) explains that ‘bystander filming has redefined the inherently digital police-public relationship’ thus making it difficult for police to control their image. Wood and McGovern (2020) agree with this view, stating that ‘certain forms of police misconduct has never been so visible’. Police misconduct is certainly not a new thing, but Walsh and O ‘Connor (2019) recognises that social media can be used ‘to bring unprecedented attention to the issue and apply pressure to produce change’. They cite the success of social media campaigns from the Black Lives Matter movement as an excellent use of social media to produce change, demonstrating the reach of social media. Whilst holding police accountable for misconduct is objectively a good thing, it is important to understand that the video often lacks context. This combined with the fact that people’s reactions to such videos is driven by contagious emotions as explained by Guadagno et al (2013) and that ‘most people’s knowledge of the criminal justice system is shaped by social media’ according to Intravia et al (2018) creates potential for extreme reactions which gain traction in an online space. There is a danger that as a video or a story gains traction, the police face a ‘trial by social media’ where people can use an event to push an anti-police agenda or their personal beliefs. This is especially important given how images and videos can be manipulated through editing making something seem worse or in some cases, better than what actually happened. This highlights the importance of Body Worn Video which can be used to prove or disprove events and promote facts. It is important for the police to listen to negative feedback and take criticism from the public account in order to improve. 

[bookmark: _Toc71082406]Public perception of the police

A report into South Wales Police’s use of Automated Facial Recognition by Davies et al (2018) explains how the police used social media to monitor the reaction of the public on twitter regarding the use of facial recognition. Some media companies were neutral in reporting the story and other were more critical. There was a polarising reaction amongst the general public with some being critical citing privacy and surveillance and other praising the use of facial recognition. Most reactions were negative and strongly opposed its use. This is still a very high profile case with a large amount of reactions on news stories as recent as time of writing. 

[bookmark: _Toc71082407]Conclusion

In conclusion, the current literature surrounding the use of social media by the police and the possible effects used may be small in number. They do however provide a useful insight into different strategies used by different forces and how they compare across the world. There is also an important element to consider, which is how the public use social media to interact with the police. The strategy that a force uses when interacting can have an effect on how the public perceives them, which in turn affects the responses as indicated by the Police Federation (2014). This highlights the need for a flexible approach in order to achieve the best results. Social media as a tool has not been fully explored and the question still remains, are the police using it to its full potential for the best results? 
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[bookmark: _Toc71082409]Introduction

The previous chapter highlights the lack of research that has been done into how the police use social media. Crichlow et al (2020, p.209) claim there is ‘a paucity of empirical research into how law enforcement uses social media’ further highlighting the importance of fresh research into the area. The research aims to answer the question, ‘how is policing impacted by social media?’. This will be done with an emphasis on the South Wales area to fill in the gaps of the previous research done in this area of study through qualitative research, more specifically interviews. Goodrick and Rogers (2015) summarise qualitative research as being varied and ‘covers most data that is not captured in a numerical format’. The research onion from Saunders et al (2009) will be used as a guide with a focus on interpretivism as a philosophy. This involves interpreting the results based on the answers given by interviewees. Saunders et al (2009) emphasises the importance of ‘understanding differences between humans in our roles as social actors’ which can be summarised to understanding different people’s experiences based on the role they play. This will lend itself well when interviewing participants for their experiences. The strategy used will be 1 to 1 interviews of participants in a semi structured format. This will be the only method of research due to limitations on timescale and Covid restrictions. 

[bookmark: _Toc71082410]Method of data collection

The interviews will be semi structured in a one to one setting with the aim of conducting ten interviews. Participants will be asked questions based on themes that were identified in the literature review. Kvale (2011) defines an interview as ‘an interchange of views between two persons conversing about a theme of common interest as a way of obtaining systematic knowledge’. This style of research is known as qualitative, meaning that ‘it generates or uses non-numerical data’ according to Saunders et al (2009). Semi-structured interviews mean that they will ‘cover a list of themes and questions which can vary between interviews’. Questions may be asked in a different order depending on the flow of the interview and some questions may be worded differently depending on the participant. For example, a question may need to be reworded when asking a retired officer as opposed to one who is currently in the police. Additional questions may be added if the participant raises an interesting point which should be further explored. The data gathered during the interviews will then be analysed qualitatively to answer the research question and gain new insights. 

[bookmark: _Toc71082411]Pros and cons of interviews

Saunders et al (2009) found several advantages to conducting semi-structured interviews as opposed to questionnaires or surveys. They argue that interviews ‘provide an opportunity to probe answers which can lead to a discussion in areas that you have not previously considered’. There is also great importance in establishing personal contact with the participant, with Saunders et al (2009) finding that managers are more likely to be questioned in an interview than completing a questionnaire as it ‘provides them an opportunity to reflect on events without needing to write anything down’. Interviews provide a more personal connection with participants and offers a chance to reassure them about data concerns or explain any questions if they are not clear. A disadvantage to interviews is that they are often time consuming and can be difficult to arrange. They must be set up at a time suitable for both the participants and interviewer which can be difficult to arrange around other responsibilities. Multiply this by the amount of participants and the interviews can take place over a few weeks. Opdenakker (2011) recognises the difficulty of telephone interviews and instant messaging interviews. These can be difficult because it is impossible to read the body language of the participant which makes it harder to know when to probe a question or when to move on. Instant messaging can take much longer to complete than a face to face interview as time is needed to craft a response thus also reducing the spontaneity of the responses. It can be difficult to concentrate in this method as it is easier to be distracted without the visual and audio elements. It’s especially important to consider these disadvantages when conducting interviews due to the Covid restrictions which makes it difficult to meet face to face for interviews. 

[bookmark: _Toc71082412]Sample

There will be ten interviews. The sample was chosen from current and retired police officers and some who work for South Wales Police in other roles in the South Wales area. This was chosen from family, friends and acquaintances as well as colleagues of those people that would be willing to participate. Due to Covid restrictions, it is difficult to find other participants meaning that there are limitations on the research. There may not be an equal representation of gender or age rather it will be across a range of ages. Retired officers were chosen to find out how social media has changed in the last years of their career in relation to investigations. Current officers were chosen to gain perspective on training around social media and current policies around public use and private accounts. 


[bookmark: _Toc71082413]Pilot interviews

A pilot study was conducted using sample questions in order to test the method and make sure participants understood the wording correctly. This is important because it highlights any potential issues with the questions which would make it difficult for the participants to understand. Some small changes were made to the order of the questions and the wording used for some parts of the questions to improve the flow. The questions were formatted from the themes identified in the literature review and relate to the research question. There was also a need to test the software which is being used for the interviews. There is a range of video conferencing software being used to improve accessibility for the participants so tests were performed to make sure that the software was familiar. 

[bookmark: _Toc71082414]Reliability and validity

Some argue the importance of reliability and validity in qualitative research. Patton (2014) believes that ‘every qualitative researcher should be concerned about validity and reliability when conducting a study’. Golafshani (2003) describes reliability as ‘a concept used for testing or evaluating quantitative research, though it is used in all kinds of research’. Reliability refers to consistency in the results. However, Stenbacka (2001) argues that ‘reliability is misleading in qualitative research’ because it can result in the study being deemed ‘no good’. This applies to interviews where the answers draw from personal experiences that may not apply to all officers in the police thus may not be easily replicated. Saunders et al (2009) states the importance of interviewer bias when conducting interviews and how it can impact the reliability of a study. This is a problem where the questions can create bias by trying to get a certain response from the participant. This can cause a lack of trust between the participant and interviewer which can ‘raise doubts about reliability and validity of the information gathered’. Due to this being a mono-method study, reliability and validity is impacted although this was unavoidable due to the pandemic and timescale. 

[bookmark: _Toc71082415]Ethics

It is important to consider the ethics of conducting interviews. Kvale (2011) states that ‘ethical issues permeate interview research’ and the ‘knowledge produced depends on the social relationship between the interviewer and interviewee’. Because of this, it is important that the interviewer creates a safe space where the participant is comfortable to talk about their views and experiences that does not cross the line of being too intrusive. Probing for answers could make the participant feel uncomfortable and cause them to close themselves off or end the interview early. Kvale (2011) describes it as a ‘delicate balance between the pursuit of knowledge and ethical respect for the integrity of the interview subject’. There is also the issue of recording the interviews for transcription. The recording must be kept securely and participants are informed that they may opt out of recording or the interview at any point after which the interview would end and the recording deleted. Participants will remain anonymous so that they can have a safe space to talk about their views and experiences without any fear of it being linked back to them. 

The research has been granted ethical clearance in line with UWTSD ethical standards and approved by the research supervisor. All participants are over 18 and volunteered for the interviews. The data from the interview is kept in a secure file which is password protected on one device. 

[bookmark: _Toc71082416]Conclusion

This chapter has evaluated the chosen research method for the study. It has acknowledged limitations and ethical considerations. The process for carrying out the interviews has been explained and the reasons for choosing interviews have been justified. 















[bookmark: _Toc71082417]Chapter 4 - Analysis of Findings

[bookmark: _Toc71082418]Introduction

The previous chapter discussed the methodology and how the research will be conducted. This chapter aims to analyse the interviews and present the findings in a way that covers the main themes that were revealed in the interviews. Names on the interviews have been removed to protect the person’s identity and the transcriptions can be found in Appendix 2. A summary of each interview in the form of a Matrix Analysis can be found in Appendix 1. They were transcribed clean verbatim with some sentences cleaned up so that they make sense. The participants will be referred to as ‘PX’ with the ‘X’ representing a number. Each transcription will be in order of participants from 1 to 10. Some questions were not asked to participants due to the nature of their role in South Wales Police. The research aims to gain a better insight into the use of social media in policing and achieve objectives of the dissertation. Some themes were discovered in the literature review and expanded on during the interviews. The use of a software analysis tool was not required due to it being time consuming to learn and not offering the depth of analysis the researcher wanted so manual analysis was used instead. The interviews provoked new ideas to the researcher which will be further explored in this analysis.

[bookmark: _Toc71082419]Training 

The majority of participants have had some advice or guidance on the use of social media in their private lives. This mostly consisted of reminding officers to be professional and not posting anything that could cause reputational harm to the police service and themselves. They are reminded that officers should be impartial and be wary of potential strangers online who could get access to any personal details. P5 described how they were encouraged to use fake names for security reasons and P2 mentioned that they should frequently check their accounts to make sure they know everyone who follows them. P3 avoided social media altogether while they served in the police, due to there being “more pitfalls than advantages”. P6 explained how during their time as Chief Superintendent, they were exposed to formal media training with other senior officers which included the use of social media.

[bookmark: _Toc71082420]Use in role

Every participant had seen it used in some part of their role which is possibly a sign of the influence social media has on everyday life. Social media was typically used for sharing CCTV footage, carrying out searches or publishing materials and raising awareness of certain issues in the community. This is important due to the wide reach that social media has and the ability to capture a wider audience. This was advantageous during the time of police cuts as illustrated by P3 who suggested that the amount of officers needed to gather information about an event that happened in the community could be reduced by posting an appeal for information on social media. Social media was also used to break demand on phone calls by announcing police presence in an area which helped eliminate phone calls from curious members of the public. 

The main advantages that were highlighted during the interviews were the wide reach of social media and the gathering of intelligence. The reach of social media, especially amongst the younger generations, is possibly greater than traditional media. Ofcom (2020) found that 45% of people use social media to follow the news so this captures a large audience which can help when circulating images of a suspect or engaging with the community as backed up by P1. Intelligence gathering on social media can be proactive or reactive and anything said on social media can have evidential value making it important to consider when an investigation opens. 
The main disadvantages were around misinformation and trolling. Most participants highlighted instances of trolling on social media and anti-police messages being posted. P6 experienced it themselves when they were attacked online by a group of people anonymously due to their public presence. Social media also increases the volume and complexity of crimes according to P3. This is prevalent currently surrounding issues of racism on social media. A more recent case is the racial abuse that two Welsh football players suffered online following the fixture against Mexico in March 2021 which South Wales Police opened an investigation into. 

While there are disadvantages to social media, most participants saw it more as a help than a hindrance to the role.

[bookmark: _Toc71082421]Police Presence

Several participants highlighted the importance of a police presence on social media and the link between this and community engagement. P1 addressed this and said, “Social media provides a platform to maximise awareness of the effort we put in”. P6 emphasised this and added that social media must be used proactively by the police as just having that presence online can prevent certain situations from actually happening. This means that police presence online can be used as a deterrent to criminals or people thinking of committing a crime and can help relieve stress on an already stretched service. 

[bookmark: _Toc71082422]Community Engagement 

This was seen by P4 as the best way of using social media in a policing context as it gives insight into policing and allows people to see the human side of policing. There must be an understanding of the community however as there is still a place for more traditional means of engagement such as face to face meetings or newsletters. Fielding and Caddick (2019) support the need for a balance between social media and traditional communication. P6 addressed this and stated that, “if you can best understand and respond to the needs of the community by engaging with them on the platform they are more likely to engage with it has to be a positive”. P6 and P7 emphasised the need to understand their target audience and adapt to different trends such as the emergence of TikTok whilst also keeping the balance of professionalism. Each platform requires different posts and South Wales Police demonstrate this. For example, Instagram is a more visual platform and this is reflected by displaying the ‘flashier’ side of policing like the fast cars, the horses and the dogs. Typically the younger generations are less likely to use traditional means of engagement such as radio or newspapers, so social media is important to provide a platform to engage with them and form a relationship with that generation. P6 also introduced the idea that social media can be a way of engaging with new communities and breaking down language barriers. This opens the door to a relationship where there may not have been one before. Engagement on social media is especially difficult currently with COVID restrictions in place and P2 believes that social media can be used to plug that gap as a tool to improve engagement. Conversely, P1 believes that social media is not a mechanism for engaging with the police, rather it is just a tool to aid engagement. There must be a balance of professionalism and showing the human side of policing to reinforce the idea that the public are the police and the police are the public which is also a view held by Fielding and Caddick (2019) and was also discussed by the Police Federation (2014). P7 suggested that the tone of the engagement is also important, as was previously discussed in the literature review surrounding New Zealand Police. P7 also mentioned balancing professionalism with the more human side of policing, which was also discussed by the Police Federation (2014) in relation to a study of engagement on social media during the 2011 riots. 

[bookmark: _Toc71082423]Public Perception of the Police

There were mixed opinions about the current perception of the police on social media with some saying that it is mostly positive but others believe it is more negative. Most participants recognised that COVID has impacted the perception of the police and some of that has been posted online. P1 believes that this may possibly impact on reporting crimes and community intelligence but it is hard to tell currently as the full impact will not be understood for years to come. Several participants raised the idea that perception is skewed because of the people the police deal with as most of the time it is repeat offenders or repeat victims which may have a negative opinion because of previous bad experiences with the police. It could be argued that this is because the police only tend to deal with people when something has gone wrong putting them on the back foot from the start. P6 raises the issue of the media and the police and the impact they have on public perception. They mention that social media could be used to address some issues within the media and better inform the public which is supported by P1 who describes the death in custody in Cardiff in January 2021 and the reputational harm that could come from not addressing the public on social media. On one hand, P7 believes that by addressing these issues, public confidence in the accountability process may be improved and therefore improve confidence in the police. Conversely, social media can also be used by the public to place greater scrutiny on police actions as backed up by Walsh and O’Connor (2019), Ellis (2020) and Wood and McGovern (2020). The participants recognise that there will always be people who hold negative opinions of the police and that they are often the loudest. P1 believes this is due to the fact that people don’t like to leave digital footprints on police posts so the majority of people may just ignore a post they come across, even if their opinion is positive. 

[bookmark: _Toc71082424]Advancement in Technology

All the participants that were asked about the advancement in technology highlighted the advantages of Body Worn Video and how officers now are more aware of the public filming. This can only increase accountability and according to P3, can save money in the long run as suspects realise that they have been caught on camera so are less likely to plead not guilty. 

[bookmark: _Toc71082425]Future

There was agreement amongst the participants that social media itself will be around for some time. Previously, the police have been slow to adapt to changes but that is changing according to P3. P1 believes that the police must diversify and find new ways to adopt social media in order to fully utilise it which involves keeping up with the current trends, using social media to break demand on non-emergency calls and testing new ideas using certain focus groups to get the best out of social media. Without doing this, the police run the risk of being left behind which can increase demand and stretch the service. There is a general consensus amongst the participants that social media can be used to break the demand, especially as the volume and complexity of crime increases as both P3, 6 and 7 point out. P6 believes that social media needs to be used more proactively by the police and that they must engage more with technology and social media to keep up with the trends which creates a challenge of balancing professionalism with engagement as suggested by P7. P7 also believes that community engagement must be enhanced going forward in order to break down barriers between the police and the public which social media can help with. P2 brought up the massive boom that social media has had in recent years and the difficulty that the police may face to police it if that boom continues. To combat this, there are more digital technology teams whose focus is on this area. Some of the participants identified the issue of policing social media. P6 in particular feels very strongly that social media platforms should do more to police their platforms and that it shouldn’t just be up to the police however P4 questions how much can be done due to data protection laws. This does raise the question of whose responsibility it is to deal with things such as racism and hate speech on a social media platform? These things are more prevalent today as people have been found to racially abuse sports players online after matches. 

[bookmark: _Toc71082426]Conclusion

The findings were conclusive across each interview, with the exception of current public perception of the police which is a subjective view. Each interview raised different points which can be incorporated into the themes that were found through the literature review and themes which emerged from interviewing the participants themselves. The findings addressed both the objectives it set out to achieve and provided a further insight to an area of study which has not been well researched or documented as suggested by Crichlow et al (2020). As these are uncertain times, the outlook on the future can be hard to predict, but there are some conclusions and recommendations which can be drawn from this research which will be discussed in the next chapter. 














[bookmark: _Toc71082427]Chapter 5 – Conclusions and Recommendations 

[bookmark: _Toc71082428]Conclusions 

This dissertation has achieved the objectives it set out to do and raised arguments supporting the use of social media by the police while addressing potential drawbacks. The dissertation has uncovered areas which the researcher would have liked to investigate in greater depth but was unfortunately limited by the word count. The research shows that there is greater potential for social media to be used by the police moving forward especially following the move to online environments as a result of COVID. This provides the police with an opportunity to engage with new audiences and boost community engagement in communities. Social media can be utilised as a tool to improve many parts of policing but the researcher could not go into as much depth on these issues as required due to the word count. This is clearly an area which requires further research.

[bookmark: _Toc71082429]Recommendations 

Firstly, it is important that South Wales Police train new officers in the potential advantages and disadvantages of social media while on duty. They must continue to utilise digital technology teams who can aid investigations using technology and social media. Interestingly, the officers interviewed did not have training regarding the use of social media while on duty which is something that could be implemented in the future. 

Secondly, social media engagement can be improved by using new platforms and by presenting the more human side of policing. There are dangers with this as illustrated by the study referenced by the Police Federation (2014) as boundaries can be more easily crossed with an informal approach. It is vital to find a balance between informal and formal in order to get the best results from social media and fully maximise its potential. 
There is a need for greater policing on social media platforms. The research gathered through interviews suggests that it should be up to social media platforms to police this environment. However, there is potential for the police to approach social media platforms and cooperate in investigations and policing the online environment. There is an increase in online trolling and racism and it offers the opportunity for social media platforms to cooperate more with the police in order to properly police these environments in order for it to be a safe space for everyone. 
Finally, more research is required into the area. The researcher firmly believes that they have only scratched the surface of something that will be a huge part of our lives moving forward. Social media will only get bigger, a point which was raised by many of the participants in the interviews and it is important that more research is done to understand how social media can be best used by the police in order to maximise its potential. 
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[bookmark: _Toc71082432]Appendix 1 – Matrix Analysis of interviews

This table features a summary of each interview with some quotes that the researcher felt were relevant.

	Participant number
	Experience
	Training 
	Used in role?
	Help or hindrance?
	Police presence
	Community Engagement
	Current Public Perception
	Advancement in  Tech

	P1
	Age: 43
Time in role: 5 Years
Role: Communication & Public Engagement Manager 
	
	Work closely with team from Police and Crime Commissioner and South Wales Police to broker campaigns and publish materials. Joint work with team from the police to deliver goals
	HELP- Can be helpful, used to organise meetings in the community so people can still contribute to policing in their local area

HINDRANCE- Can cause reputational harm if events are not addressed. Not all messages can reach intended audience
	Really important to have a presence on social media, "Social media provides a platform to maximise awareness of effort we put in”. There is still a place for more traditional means such as newsletters. The police must keep up with trends.  Different platforms require different posts, some are more visual such as Instagram
	Hard to measure community engagement because people don’t like to leave digital footprints. Difficult to measure engagement through likes, shares etc.
	COVID has caused polarising views on police and possibly had an impact on reporting crimes and intelligence. However, the police are mostly perceived positively. Social media must balance professionalism with human side which reinforces peels principle and backed up by Fielding and Caddick (2019)
	

	P2
	Age: 22
Length of service: 2 years
Rank: Constable
	Full debrief from professional standards. Constables  must be seen to be impartial and be wary of strangers on social media  
	Intelligence department can carry out searches on social media. Has been used an investigation recently 
	HELP- Can circulate images to a wider audience which can go viral and helps with missing persons or suspects

HINDRANCE- Some people use social media to push anti-police agenda. Officers must be wary of their own private accounts as they should be impartial
	Helps with community engagement
	“If a lot more people had trust or confidence in the police, it could work a lot better”. Hard to engage with communities with COVID, social media could provide a tool to improve engagement?
	Possibly negative. Most people don’t have an opinion. People only tend to deal with the police when something has gone wrong. A lot of the time, they deal with repeat victims/offenders so that could skew perception
	More mindful of cameras, speak differently with BWV on. Massively important as people can video an event, crop the video to suit an agenda and publish the clip which could go viral.  BWV provides full context of incident. Social media can also be used as evidence 

	P3
	Age:56
Retired since 2015
Retired as Detective Chief Inspector SIO
	Advice on maintaining professional approaches while online. Didn’t use social media personally as they saw more pitfalls than advantages at the time
	Used regularly as it can hit far more people and can capture wider perspective. Less personnel required for things such as door to door when you can just put up a social media post. Social media is evidential and can be used to prove guilt or innocence  
	Depends on how you look at it

HELP- Appeals for witnesses, can reach a greater amount of people, can reassure people when a murder has been committed and can be used for public appeals

HINDRANCE- Volume and complexity of crime is increasing. People use social media to commit crimes such as hate crimes, racism etc
	
	
	
	Officers are more aware of cameras now. Footage can be edited and taken out of context. BWV saves money, and provides a clearer view of events.  

	P4
	Age: 27
Length of service: 1 year
Rank: Constable
	Training highlighted in first 6 months, and are reminded to be professional
	Cases related to malicious communications using social media, evidence gathered in the form of Snapchat videos, Facebook posts etc
	HELP – Can help when gathering intelligence and sharing information, good for gathering evidence 

HINDRANCE- Can be a hindrance at times due to how it is perceived by many people and not everything can be taken at face value

	
	“Best way to use social media with policing” as it gives insight into policing in the community and allows people who do not have a relationship with the police to see the human side of policing and see what the job entails
	Majority is positive, will always get people who are negative of the police
	BWV helps reduce complaints, members of public tend to change their behaviour one they know they are being filmed

	P5
	Age: 26
Length of service: 3 years
Rank: Constable
	Must always be professional on social media. Recommended to use fake names for security reasons
	Has been used in a number of cases, for example, sharing CCTV footage of suspect to ascertain details
	See it as a help to the job 

HELP- Can be used to help identify suspects such as in case discussed

HINDRANCE- People share the wrong information on social media or focus on wrong things 
	Social media can be used as a useful engagement tool since police cuts to frontline officers so can possibly be used to fill in
	Engagement is difficult as volume of calls outweigh number of officers so social media could possibly be used to plug the gap
	Perceived positively on the whole, minority will be negative as they are usually the ones who have had negative experiences with the police or “been locked up”
	More experienced officers have had to change their way of policing due to change in technology

	P6
	Age: 54
Length of service: 30 years
Retired: 2020
Retired as: Chief Superintendent 
	Senior ranks exposed to formal media training. There has been movement away from private accounts to corporate accounts. Had to express that views were their own
	Used social media to live tweet while on patrol to generate interest. Was also used to warn or advise which can help break demand on phone calls. Can be used to gather intelligence reactively or proactively. 
	More of a help than hindrance

HELP- Useful engagement tool. It has a far greater reach than traditional media especially amongst younger generation 

HINDRANCE- Anonymity provides platform to spout hate and abuse. Trolling is a problem
	Can help prevent certain situations from happening. Can use social media proactively
	“Best understand and respond to the needs of community by engaging with them on the platform they are more likely to engage with”.  Police must adapt to changing society and understand target audiences. Social media can help break down language barriers with communities and open the door to a relationship 
	Police are already on the back foot as people only tend to deal with them when something has gone wrong. Media plays a big part in how they portray the police. Social media can be used to better inform people on existing opinions  
	BWV helps show full context of events. There has been an increase in number of people filming incidents and officers have changed their approach to people filming. BWV helps level the playing field 

	P7
	Age: 32
Time in role: 4 years
Role: Communications Officer
	
	Used for crime appeals, community engagement, publicising work done in the communities, reassure communities, build confidence in the police and can be used to break demand on 101 calls
	HELP – Can reach a much bigger audience with less effort and allows people to contribute to local policing from their own home

HINDRANCE – Tone of the messages must be right. NZ Police is an example of this in Literature Review. Must be professional so may not have the same freedom as other public services or brands
	Important to have presence as it helps to get messages out. Can be used to reassure communities that officers are present as officers are encouraged to post pictures in some areas
	Police must be receptive to people who want to get in touch and adapt to this. Social media will never be able to replace officers patrolling and that side of engagement. Police social media accounts must not just broadcast, but also address people’s concerns and properly engage and listen as it is important to use social media as an engagement tool. It  helps put across human side of policing
	Allows for greater scrutiny of the police, by publicly acknowledging events when things go wrong, it gives confidence in the accountability process around reporting crime. Perception fluctuates, but mostly positive and social media can be used to enhance that. Must be aware of trolls and acknowledge that it’s very hard to change some people ‘s views on the police  
	

	P8
	Age: 53
Length of service: 15 years, 8 as a PCO and 7.5 as a constable
Rank: Constable
	Had some training, but none relating to investigations
	Had to view accounts of suspects and victim in cases relating to malicious communications and threats
	Depends on how you look at it

HELP – Great tool for requesting information from the public, appeals etc

HINDRANCE- Increase in cases that feature social media being used for malicious purposes


	Can help with appeals to the public and posting about the good work that officers do in the community
	Can be used to boost community engagement 
	Majority of users support the actions of police, but there will always be users that are anti police and make detrimental comments
	When it was first introduced, became more aware of actions, legislation and things that were said to make sure it was correct

	P9
	Age: 32
Length of Service:  8 years
Rank: Constable
	None regarding investigations and told to stay impartial when on social media 
	Used to publish appeals for information about a suspect or missing person
	Not much of a hindrance as long as you are sensible using it
	It is a useful tool to remind the public that the police are still there and working in their community
	Great tool to boost community engagement. Nearly  everyone has social media now so can access a wide audience to engage with
	Mostly positive, there are some negative especially because of COVID restrictions, but usually positive
	BWV shows the full video of what happened, turn it on when arriving at a call and it can be used to back up the officers account

	P10
	Age: 25
Length of service: 3 years
Rank: Constable
	Tends to stay away from social media and must be impartial when online. Reminded that constables must always be professional
	Can be used in some investigations to appeal for witnesses or suspects, used to publish CCTV footage
	Not really much of a hindrance

HELP- Appeals for information reach a wide audience

HINDRANCE- Must be careful of dangers of posting online so best to stay away
	Can help to reassure the public in traumatic events such as murder investigations
	Helpful to engage with the younger generations and open up the possibility of a relationship with them
	Possibly negative at the moment, COVID has a massive effect on perception but can't tell for sure yet
	BWV helps to provide full context for events and always have to be aware that there could always be someone filming
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[bookmark: _Toc71082434]Appendix 2.1 – P1

1st March 2021

This interview was conducted on video conferencing

The recording begins at 4.37  

[4:37] 
P1: 	Hi mate okay. 
R: 	Good morning. 
P1: 	Can you hear me okay? 
R:	Yeah, I can hear you. Can you hear me? 
P1:	Yeah, all good mate all good.
R:	Right okay, just to let you know there is my laptop is also on record because 	that was the only way I could get the recording to work so
P1:	Yeah no worries, bit of a nightmare at the moment mate. I've had one of those 	mornings where I wake up and nothing works. So I've been particularly 		unproductive today so far.
R:	Yeah. Right, are you ready to begin?
P1:	Yeah, so what, what's the background just, just to give me a bit of context 		around it, what? I obviously I read the email and uses a social media and all 	that type of stuff. So yeah, what was the context?
R: 	So I'm in my third year of studying police in uni now, I wrote my dissertation 	on social media and policing. And more specifically, I want to see how it's 		been adopted over the years, how it's currently being used, and where it's 		going to be in the next few years' time. So with that, I'm going to focus in on 	like community engagement, public presence on social media and just 		investigating the effects of them.
P1:	Yeah, tidy, mate. Well, as a way of a little bit of background, so I've got a bit of 	a split role. So I am part of like, the Communications and Media Team in 		South Wales, the Communications and Media Team is joint between the 		commissioner and South Wales Police, it's not the same in all police forces, 	but it is you know, it's not unique, but it's, it's mainly in the minority. So my, my 	role is to sort of like, look after the commissioners side, specifically, but I also 	dip into the force side of things as well. So yeah, bit of a split role. But yeah, 	whatever the question is, I am obviously happy to answer and if you need any 	more detail, just give me a nudge.
R: 	Yeah, okay. Right. So first question, what is your age? And how long have 		you been in the role?
P1:	Okay, okay. So I'm 43. And I've been in this current role now for almost 		exactly five years.
R:	Right? How would you describe your current role? So you said that you dip 	into both? So how would you manage both sides of it? So the social media 	and communications   
P1:	Okay, so it's a, it's a little bit of a balancing act at times, because obviously, the commissioner is responsible for setting the priorities for South Wales Police. And the, the force sides are obviously responsible for delivering that operationally. So in essence, I work alongside or is managed effectively by working alongside my colleagues who are almost entirely focused on the South Wales Police side of things brokering resources in terms of like, if we want graphics design, or if there's particular campaigns, etc, that we need to do. But typically, it's about drawing out the stuff that's in the priorities, understanding performance in terms of like, where we are, what we need to focus on. And then basically, making sure that we've got like campaigns and messaging materials, etc, that support that. We're quite lucky. In South Wales, we've seen that the commissioner is very much keen on working with the force to deliver the priorities, whereas I think in other forces, I am not, you know, speaking out of turn here, but I think in other forces, it's more sort of like, right, I've set the priorities, and it's a little bit more like over to you now to deliver that. But yeah, Alun Michael very much sees it as a joint effort. So there are particular areas where the joint working is really sort of mature. So for instance, if it's talking about vulnerability and public protection, then Alun has his strategic lead for vulnerability and victims actually, well, pre COVID sits within the public protection department and is almost part of their senior management team as well. So when they're developing things, and they're looking at priorities, those things are done together, as opposed to perhaps one side dictating to the other, or vice versa. So there are other examples of that moving forward now. And it's gotten easier over the years. I would say, for instance, your engagement with children and young people, again, a joint effort where there's a, there's an assigned police lead, and there's an assigned strategic lead from the commissioner perspective, again, vulnerability, or not vulnerability, victims, so there's a victim strategy, which I'm working on at the moment, jointly done that will be communicated through the through various channels, social media, partners, stakeholders, etc. But again, that's very much been developed jointly and all the materials that fall out of that will be jointly branded, etc. So, yeah, we are quite unique in those regards, and that everything pretty much is done in unison. My role, really, a lot of the time is just making sure that those two sides have joined up, and that they they're cognizant of each other. So you know, there are occasions where the force will run with something, which really is not, perhaps for the commissioner to support necessarily or doesn't need to be jointly, jointly commissioned or jointly worked through which point my role is really sort of raise awareness of it to make sure he cited on it, and he's appropriate, people are cited on it for nothing more than informational purposes. But there are also occasions where that does lend itself to perhaps, you know, we're actually working on something or we're aware of something and it just what I found, is it enhances that stuff. It bolsters it. Yeah, that's probably that. 
[10.38]
R:	Yeah, that definitely covers it. They're very closely linked, then on the PCC 	and South Wales Police very, very closely linked from what you've been 		saying
P1:	Yeah, I, I go to events, well I say I go to events, not for the, for the last year or 	so. But I go to events, occasionally, where it's primarily focused on police 		communicators, and the commissioner teams will be there. And I frequently 	find myself in a position where perhaps I'm with colleagues from other 		commissioner's teams, and they seem to be perhaps not where we are, I think 	perhaps because of that joint work in because they find themselves at odds. 	So it's the difficulty kicks in is where perhaps, South Wales Police, for 		instance, aren't hitting something that they should be doing in terms of 		performance, or perhaps there's a particular issue that's sort of coming to the 	fall, at which point, then obviously, the commissioner needs to perhaps, 		depending on his understanding of the situation, would need to take a more 	critical role. So perhaps he may, he may need to sort of like overtly and 		outwardly highlight issues that the force needs to address. But I think we've 	been quite lucky here in South Wales that we're pretty good performing force. 	And those instances, really struggling. I gotta be honest, in my five years, I'm 	really struggling to think of an occasion where the foot where the 			commissioner is needed to be legitimately critical of something that South 		Wales Police have done. But yeah, it's they are very much, you know, hand in 	glove.
R:	Yeah. How important would you say a strong presence on social media is for the police and for PCC, you know, getting messages out there and community 	 engagement?  
P1:	Yeah, it's really important. Obviously, social media is more than 85%. There's, I can't remember the last percentage, but you know, 80, plus percentage of people have like, some sort of social media account, many multiple accounts, obviously, the audiences are slightly different. So we do need a presence on there, because that's where the, that's where the chatter is in there that's dominant, as well. We're understanding more and more these days, that that's where people get their news from. So whereas like, historically, people would rely on sort of news outlets as their sort of like core source of information, people tend to, you know, rely on what they see on Twitter, or what they see on Facebook, what information is shared locally. So I think it is really important, it is not, it shouldn't be the sole practice, and we're aware of the fact that, you know, we've got quite a lot of traditional communities, perhaps with, you know, for socio demographic reasons, perhaps have limited access to the internet still. So we can't be solely reliant on that. So what we try and do as best as possible is, we use information that is available to us through like, third, third parties. So like, we use a tool called Mosaic, which is from Experion with the credit report people. So Mosaic gives us an indication of households their preferences for engagement, so it helps us understand perhaps where those pockets are that perhaps aren't social media enabled. But it is really important. The other thing is trying to keep up to, up to date with the latest, I suppose, I hate to use the word trends, but the latest trends because, you know, if you think about it, we have you know, we serve everyone in South Wales, regardless of age, gender, ethnicity, etc. So we need to be taken ourselves to them as well. So you can't just be reliant on staying on Twitter and Facebook and Instagram, we've got to look more broadly, you know, for instance, like TikTok and things like that are obviously, you know, that have taken off, but you've got to strike that balance between what's seen as information being fed through a useful form of engagement and you've probably seen forces being criticized, you know, like, why are you dancing on TikTok when you should be out catching criminals. I think the two 	sides that are different, the commissioner side and the force side in it, the force side is quite an easy sell. So, you know, everyone needs the police 	effectively in our society as a standard, you know, everybody that we help to keep people safe, you know, They need us if they're a victim of crime or anti-social behaviour, we are the first port of call, obviously, from a policing perspective, they've got all the toys. So they've got, you know, you got, you got fast cars, you've got, you know, you got the dogs, you've got the horses, you know, there's something going on. And people are actively interested in that, particularly at a community level, I think it's a bit more of a difficult sell from the commissioner side. So it's not to devalue the work of the commissioner and the commissioners team. But that's very much about policy and partnership working and often those things happen in dialogue, as opposed to sort of like, action. So yeah, the commissioner side of things is a little bit I would say, a bit harder sell because the value is high. But actually, the way it gets done, it doesn't lend itself particularly well to sort of like, you know, photos or snapshots of activity and things like that we, we had got into 	a little bit of a routine with it from the commissioner side to try and focus on some of those engagements and being out and about in the community. So the commissioner started doing community walk-abouts putting a friendly face to it. But obviously, COVID put a little bit of an end to that for the time being. But it's yeah, it can be a little bit tricky. And when I took over, the commissioner only had like a Twitter account. And obviously, that, again, limits your audience doesn't it, because you're only appealing perhaps to certain demographic, so we've introduced a Facebook account. And again, that takes us to a new audience. We done an Instagram account as well, that the tone on what we post on each one is, we try and tailor it. So you know, the frequency of posting and the types of posts that we do. So if you looked at the Instagram feed, it is more visual. And it's more, it's more light hearted. It's not light hearted, but light in terms of content so we don't put sort of campaign materials on as they are things that don't land particularly well. And I think you'll see a similar trend with South Wales Police. If you look to South Wales Police's Instagram feed, there's no campaign materials or campaign messaging, largely it's the things I mentioned just now, the dogs, the horses, the sorts of things, yeah, the visual stuff in it. So, you know, we are tweaking and tailoring. As I say, we have got those traditional communities, and we're doing our very best to understand where they are, and then target them. So they would require sort of like, your more face to face engagements, perhaps your newsletters, your leaflet drops, their visible presence, the police, you know, engage in knocking doors is more important. But if you've got other 	communities who are, effectively exclusively digital, so you know, it's about understanding that and sort of like tapping into them.
R:	Yes, it's about understanding the balance between communities and focusing 	in on those who may not have access to the internet.  
P1:	Exactly, exactly. As you know, I think there are places that can have an over 	reliance on that, that technology side of things, but if you try and do your best 	to understand your communities, you know, you can target it. And as I say, it 	may be that those more traditional forms of engagement are, you know, there 	is 100% still a place for that similar to like, packed meetings. And like, I don't 	know how much you know about pack meetings or like the police partners in 	communities together. You know, there are places where the packed meeting 	works really well. But there are other communities, you know, if they work 		long hours, do they want to travel across an electoral Ward on a cold 		Wednesday evening, to sit in a memorial hall at 7pm? You know, we need to 	offer different ways of engaging and like we've started doing like Facebook 	Live sort of pack sessions and things like that, because people can sit in the 	comfort of their own homes and still contribute to local policing and still sort of 	like influence priorities, but we don't need to physically go somewhere to do 	it.  
R:	So obviously, there's been a large decrease in frontline officers, I think South 	Wales Police are in the bottom 10 of all forces across England and Wales in 	frontline officers. So you touched on it just now. Do you think that social 		media has, you know, maintained a police presence when the officer numbers 	have been getting low across the communities?  
P1:	And I think we've seen a little bit, we've seen a little bit of an uplift of officers in recent years, I think social media provides a useful platform to try and maximize the awareness of the effort that we put in. But again, you know, we 	are reliant on a couple of different factors there. We are reliant on people following us or people being friends of people who follow us and that, that content being liked or retweeted or shared. So think it does go some way but for instance, I went to a meeting with the commissioner last week, it was an open public meeting. And it was attended by members of the public and one of the members of the public was from the Canton area of Cardiff. Now, she 	was articulating at that point in time, you know, fear around burglary and car thefts in the area. She said there was a high fear of, of those issues in the area, she'd been a victim herself. Now, I follow the SWP Canton MPT Twitter account is one of the only hyperlocal accounts that the force have got, and we did it as a sort of pilot to see how that engagement would work. And perhaps we could use different mechanisms through which to engage our communities in different languages. It's quite a diverse, Riverside and Canton is one of the more diverse parts of Cardiff. Now, they've been doing a lot of work on Twitter, on that account, to promote the stuff that they were doing to target that. So they've been doing overt patrols. They've been doing covert patrols, they'd made arrests, they were, they identified hotspots, you know, there's lots of stuff that's gone on, but obviously that hasn't filtered through. So, you know, she's an example. And she was probably late 20s, early 30s. So she would be somebody who, you know, is a zoom meeting, I would imagine follows some of the accounts, but that information is still not filtering through. So it does help. I think it does help. But we've also got to, you know, we've got to be cognizant of the fact that, you know, not everyone follows the force accounts and the Twitter accounts, and the, you know, the Facebook accounts, and not all of those messages will reach the intended audience. So, yeah, a little bit of a difficult one with her. I was able to sort of like, say, to let you know, I know that there's lots going on, and you may want to follow that. But yeah, 100% can help, but at the same time, it can also, we're also reliant on other factors. And the other thing, which we've learned through research, 	is that like seeing the police presence, because everyone will always say, yeah, what do you want? Well, we want more Bobbies on the beat sort of thing that is typically the answer that people come back with. What we found over time through research with other partners is sometimes that, that presence isn't necessarily a good thing because seeing cops sometimes indicates to that individual that there's something going on locally, there's an issue locally, it's, you know, scalable in terms of like, if it's a, you know, PCSO two or you know, police officer walking on patrols, it's like oh right, I haven't seen them in a while, is there something going on? And then if it's a police car, it's like, oh right, hold on, there's a car, but you send a van through a community in it, it could be an indication of like, like, more large scale 	disorder. So it's a really it's a tricky, it's a tricky balance. It's a tricky balance. Yeah, I suppose in answer to your question, it does help. But it's, it contributes to reassuring communities through social media of what we're doing but on you know, we will never capture everyone that we need to capture just purely being reliant on that mechanism to do so.  
[23.17]
R:	Yeah exactly. Also as you touched on there, it depends on whose following, 	how it gets out with you relying on people to share the messages and I'm not 	sure what the engagement rate is, but I'm not sure that everybody who sees it 	will share it will they?  
P1:	Well that's the other thing is that again, there's, there's research that shows like where policing messages or posts etc are concerned, people don't like to leave a digital, like, like a footprint on it. So for instance, if you looked at the background engagement rates of some of our social media posts, they have, they're a lot higher than the people who press the like or retweet buttons, and typically the likes and retweets are a strong indicator in lots of other you know, lots of other companies or organizations those things are quite strong indicators of like how successful that post has been. We don't really have that same luxury because you know, [Name] might not want to, he might have really valued that post but [Name] might not want to tell everyone that he's like you know, that he values it or likes, etc. So again, there's a little bit of a disadvantage there. But yeah, if you look at those engagement rates in the background, they're typically a lot higher than those sort of like I suppose I'm using Twitter there those two indicators would suggest
R:	So do you think, how do you think the police are perceived on social media then? Do you think they are perceived positively at the minute with everything going on, you know, you see, I saw yesterday actually, a posts from South Wales Police, they were on Swansea beach. And in the comments, there was a lot of people slating them, saying, go catch real criminals or just let people enjoy themselves. So how do you think they're perceived now and how that's going to change?  
P1:	Yeah, it's a really good question. And it's a really difficult one to answer. I think at the moment we're in, you know, we are in unprecedented times. And I think the COVID restrictions, particularly, are polarizing people's views a little bit in terms of the police, because, you know, we've been given a role within managing and bringing down the COVID pandemic, you know, our role is to try and, obviously, the Welsh Government here, and nationally, the UK Government is setting restrictions in place to bring down COVID-19 infections and protect the country, you know, etc, and try and prevent further deaths, because obviously, the policing role in that is to try and enforce some of those restrictions. Now. It's a difficult one, because obviously, as you say, if we don't do anything, then the police, you know, why aren't you, why aren't you in these locations? Why aren't you sort of moving people on? But then, if we are there, there's another part of the community at times who believe that we should be as you articulate yourself there, why aren't you catching real criminals and do it. So it's a little bit like, it's a catch 22 situation, almost. I think we're trying to do work now, to understand public confidence a little bit better. And we had, we had spoken with some of our academic partners about doing some work around it, because we will never hopefully, I say, we will never, this is, in my lifetime, a very unique situation. And obviously, you know, it could happen again, and perhaps it will, you know, undoubtedly, it'll happen again, at some point in time. But what we need to try and understand is how that impacts upon other things, such as reporting of crime, you know, likelihood to engage, share intelligence about local issues, etc. So I think, generally, at the moment, I would say, we are perceived, if I had to say, by the majority, I would say quite positively, I think it's probably declined a little bit. But I think, at this point in time, there's very little we can do about it, because as I say, it is that catch 22 situation, we, you know, we have a role to manage COVID as per Welsh Government, and UK Government direction. And if we don't do anything, then you know, the infection rates will undoubtedly go up. And if we do stuff, we are going to be a little bit unpopular with people, because we're going to be seen to be that, you know, that enforcement that prevents them from perhaps going outside and doing some of the things they want. And obviously, the longer it goes on as well, you've got issues around sort of like that fatigue element kicking in, people's mental health, you know, we're aware of all of those things, we are, you know, fundamentally aware of all of those things. But yeah, it is tricky. And we do try and keep them, a generally speaking, we do try and keep an eye on sentiment, etc, more widely. There's the crime survey of England and Wales as well, which we use to sort of monitor public confidence levels, but even that's been affected by COVID. So we haven't had information from that, since the pandemic began. But again, those things really give us an indication of what, where, and when it's impacted us. But no, we've had events where if we don't, if we don't take power, not if we don't take power, if we don't respond, you know, things can get out of hand. You saw the Ogmore incident, probably, you know, we send people down there, but it's difficult. The other thing is quite a lot, we find people talking about stuff on Facebook and Twitter that perhaps they haven't reported to us as well. So, you know, whilst we'll monitor Twitter, that's not the mechanism through which to engage the police, if you need the police to respond to something you need to, you do need to tell us, it helps us build up a picture of what's going on in communities, it helps us understand. But it also helps us to respond instantly to things. So I think with the Ogmore stuff, people from what we can gather reflecting back on it. People were talking about it quite a lot before it, actually the first report came in. So it almost needs to be the other way round, you report first and then like you can talk about it afterwards.   
R:	Yeah, it does seem like a very hard balancing act at the minute because 		you've obviously got to enforce the rules and you're just there enforcing the 	rules. You're not really the ones they're angry about. I think the people who do 	get angry at the police presence at the minute are mostly angry at the 		government. I think they're mostly angry at the Welsh Government at the 		moment. Because obviously the rules has gone on for a year and people are 	starting to get fed up. Yeah, it does seem like a very difficult balancing act at 	the minute and obviously, like you touched on their police presence, or police 	perception possibly has declined lately because of the messages they have 	been sending out. So obviously, there's really important for the community to 	get on well, with the police due to you know, they are fundamental in crimes, 	you rely on community intelligence, you rely on people reporting the crime, 	like you mentioned there. So it's just, I keep saying, I think it's just a very 		difficult thing at the minute. So do you think that social media will play a bigger 	part in policing in the future?
[30:53]  
P1:	Yeah, I think invariably, you know, so much goes on, on social media. So much chat goes on around, as we say, like reputational issues you've probably seen so there's been two deaths, as you're probably aware, recently, the Hassan death within Cardiff, and then Moyied in Gwent, and I think we can see things there, where if you look at it, people are discussing aspects of the case quite openly. And things are getting changed or elements are getting focused on. And if we're not part of those conversations, then those things can quickly get out of control. And actually, it causes reputational harm. And then the reputational harm comes back to confidence, the confidence aspect comes back to reporting. So we have to be on social media, we have to be part of that. What that presence looks like, you know, we need to be very careful about you know, you I think you don't want to be involved in again, it certainly is a term I hate but stunts, like, like we talked about earlier, like the TikTok stuff, I think, again, you want to show that human side to policing, but at the same time, you don't want to, you know, step over the line. And it's become a little bit of a like a like a joke, like you become like a joke. But, you know, I think the commissioner has spoken quite frequently during the COVID, our police officers are all, literally, you know, I can't remember what the percentage is, but probably 90 plus percent are members of the South Wales community themselves. They've got families that live there, we got families. So it's important to the human side to do our work. It's important to broadcast how we're tackling issues, what we're doing to tackle issues. It's important to tell people about how to get in touch with us, it's important to break demand as well to numbers like, like 101. You know, there are alternative mechanisms, we do online reporting now, so it's important to tell people that they can get hold of us in different ways. Got to diversify in terms of how we do that. So you know, young people particularly, what platforms that they use and do we shift onto there. But at the same time, what do they what you know, is understanding what people want from us as well. What do you want us to be talking about? What do you want us to be sort of broadcasting out to you? How would you want to engage with us? Like, if you're a young person, where do you want to see us? And what does that presence look like? Like we've talked about, as well in work, so like test panels, and things like that with some of our campaigns and things to sort of like, we do a lot of good work. But if you were I don't know, if you're like Nike, or I don't know, any company, really, before you started pushing out your advertising, you would test it first to see, you know, if it resonates with the audience, the intended audience, so we need to do more of that, that will lend itself obviously to like the social media side of things as well. So social media is not going anywhere, is it? You know, if and if we don't have a full, you know, full part in in that development as it moves forward and if we don't manage to keep on top of those things, then as I say, what we'll find is that reputational harm will kick in and we'll get left behind. And it'll just, it'll result in extra demands and things for us. So, yes, it's fundamentally important to us.
R:	That's all the questions I've got. Thank you very much anyway, this has been 	very helpful.  
P1:	No worries mate. If you need anything else. Give me a shout. As I say, it is 	like the main thing for me to say to you at the moment is like, those last 		couple of questions, I think, are really important. This, you know, the police 	have never had to be in this position, well, I say that they haven't, probably 	like the miners’ strike would probably be the closest thing, you know, where 	the government would dictate something and then the force that the police 	force are having to police that. It's not quite at that level, it's very different. But 	it's that similar sort of thing. It's that reputational side of things where we're 	only trying to do, we're only trying to protect communities. And we're only 		trying to do what's being asked of us. And it is a tricky situation at the 		moment. So I don't think we'll understand the full impact of that reputationly, 	confidence wise until this sort of starts to die down, and then we can start to 	reflect back on it. But yeah, if you need anything else, give me a shout.  
R:	Thank you. If you'd like a copy of the dissertation or anything, just give me an 	email. I can send it to you then once it's completed.   
P1:	Yeah, no, that'd be magic.   
R:	That's everything. Thank you very much for that. Thank you for your time.   
P1:	Dim probs, well, stay safe. And if you'd like to say, drop me a line if you need 	anything or an email or whatever. And if you, you know, I don't know what 		supporting documentation or anything that I can provide or anything that you 	think might be useful. Just, just let me know and I'll see what I can do.
R:	Thank you. Thank you very much.
P1:	Good luck
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R:	Yeah. Just to let you know the other thing on the call is only my laptop, it's the 	only way I can get it to record. Just recording for transcription, so makes it a lot 	easier. I'm ready to begin when you are
P2:	Just a couple of questions and stuff is it?
R:	Yeah, just for context I'm studying in social media and policing, like the effects 	and how it's used and how we will be used in the next few years. It's only a 	couple of questions. Five, six questions or so it would take that long
P2:	Alright mate, yeah that's fine
R:	Right? What's your age rank and how long you've been serving for?
P2:	So 22 and two years
R:	Still a Constable, yeah?
P2:	Yeah
R:	When you joined the police, did you have any training on social media, so how it, 	how it should be used in a private account or how it can be used on the job? 
P2:	Yeah, so basically, when we were in training school, someone from PSD, which 	is like the professional standards department came into training. And they gave 	us a full debrief then on how to use social media, beware of what you put on 	there, you know, like stuff you've see in the news, it's quite controversial. They 	advised us not to comment on any stuff or promote or negate any bit. So you can 	imagine all the stuff with George Floyd last year and Black Lives Matter. We were 	told not to comment or write anything about the stuff which was controversial, 	because it's just, it's, it gets the job, the job in trouble, I think, can also be your 	own personal, you know, we're supposed to be impartial investigators so we're 	not supposed to be, you know, stirring the pot, or we just need to go along with 	everything really. They say as well, in terms of like WhatsApp groups and stuff. If 	you're in anything, you know, this, you know, like lads WhatsApp groups and stuff 	just to keep an eye on and every couple of, couple of months, wherever just 	delete certain chats, or refresh them or etc, just for your own safety really. So 	yeah, we did have a full chat and they go through some examples of officers 	being caught out in the past, etc.
R:	It's literally just like keeping personal and private separate, then isn't it?
P2:	Yeah. So yeah, for example if you have like social media accounts, like Twitter, 	Instagram, Facebook, to keep them private, to go through your friends list and 	stuff to check, you know, everyone, you know, not having any randomers or 	anyone on the outside that could access your personal information, then. 
R:	Right. Next question, has it been used like on the job at all? So, for example, 	have you been, have you used it at all, if you have to find out some information 	on a suspect or any part of any investigation you've ever been in? 
P2:	Yeah, one of them. Personally, not us, we don't do it ourselves on our phones, 	however, we can refer it to the intelligence department. So one example, we had 	a burglary, where, like an organized crime group took like 20,000 pounds worth 	of stock. And then there was a group, some of them like [Social Media Group 	Name], or someone shared the link in there, where the direct person was selling 	the stock from his social media. We wouldn't access that on our own phones, but 	the intelligence department can carry out these searches and they can, you 	know, do some digging on stuff like that
R:	Is it, do you see like social media then as a help or hindrance to the job? So in 	that case, obviously, it'd be a big help. Is there any times where you think it'd be 	a bad thing? Yeah,
P2:	Yeah, it works both ways I think. The good things for example, if someone goes missing or you need priority suspects, you can circulate on social media so they can put up photographs of people and we have had back people saying oh, I've seen so and sos wanted on Facebook there. I just seen them go into an address, whatever so they ring it in and then gives us you know, right to go down there and you know, carry out the actions to arrest etc. And with missing persons, if it's a serious one, where you know, they were about etc can share and it can go viral very quickly and so people are aware who is missing, but it has also been a hindrance, and if you know officers have done something or they're looking to promote something you do get people and commenting remarks like, you know, with the COVID stuff it's very, they put on Twitter, 'We've issued five COVID breaches at a houseparty by...'. People will comment 'Oh, haven't you got anything better to do'. You can't win really in terms of stuff like that, people, some people are very anti police for whatever reasons, and they're always looking for opportunities to be negative about them.
R:	Yeah, I've definitely seen that, I mean, I've seen posts the other day on 		Facebook about COVID breaches and you see in the comments, why aren't you 	catching real criminals, and yeah, all that sort of stuff.
P2:	It's tough for them. Because, you know, people who were breaching COVID they 	are, they're not technically, you know, breaking the law. They're not, you know, 	going to prison, the prison sentences, but it's just one of those things at the 	moment that's new to everyone, and it's a bit of a nightmare.
R:	Yeah, exactly. I mean, you're just there enforcing but then unfortunately, you're 	getting all the anger, this possibly being directed, or should be directed to the 	government rather than the police.
P2:	People are going very anti police because of COVID. And then with social media, 	then when they look to, you know, put posts up, etc, people just comment against 	it. And yeah, I'm sort of wondering if you needed another one. Can you? Wales 	Online this week? There is one, there's a police officer on there, obviously, she 	faced misconduct because of drunk driving, etc. So, I see that's been publicized, 	and new details have been released etc so obviously, you can imagine and 	people obviously, she is, she's in the wrong, she's done wrong. She understands 	that I can imagine but, people are like, hurling abuse at her and police officers for 	example etc which is another example of like, not unwanted really you know
R:	Yeah, yeah, I did see that article. There's a lot of comments on it about the 	police. Yeah. This follows on, how do you think the police are perceived currently 	on social media? Obviously, with lockdown, it's gonna have a big effect on it.
P2:	Yeah. I'd say, generally? I don't know. It's tough to say, because probably the 	people who comment, comment, didn't comment negative stuff. And then the 	majority of people who wouldn't comment probably don't have an opinion at all. 	They just want us to get on with our jobs, because they have not had dealings 	with the police. You know, if you speak to the majority of people, they haven't had 	to phone police. And a lot of people we deal with is repeat victims and repeat 	suspects, etc if that makes sense. Overall, in general, from social media, I'd say 	negative. But then if you were to do maybe, you know a random study, if you 	went to ask people on the streets, the majority, you probably be better, let's say 	better. But I'd say in terms of comments, it's always more negative.
R:	You very rarely, if somebody has an issue, they just tend to voice it a lot more 	you get neutral people will come across it and then go oh well, they're not going 	to bother commenting on that.
P2:	Yeah, they just look at it. And then they don't say anything about it because they 	know it's not worth getting into an argument or debate with someone about 	something ridiculous. Like, for example, we had one the other day, a suspect's 	photos released for social media said so and so is wanted for x, y and z and then 	people were commenting obviously his family members or friends, 'he's not able 	to see his kids again, this is shocking. Police are bending the rules, etc'. And 	really, if he just came to the station, we had an interview, the matter would've 	been dealt with, none of that would have had to have been released. I mean, it's 	just people don't like the way police work, so they take matters into their own 	hands etc
R:	Right? Do you think that social media can be used to improve different aspects of policing? So, I'm thinking now, like community engagement, boosting profile of the police, in or using it in investigations, that sort of thing?
P2:	Yeah, definitely, if the public can help or have been in any way they do appeal for information, sometimes or release CCTV of certain individuals, where they're looking for help in investigations. I think if a lot more people had trust or confidence in the police it could work a lot better. Whereas people at the moment, when you go to speak to some people, go to calls, a domestic has happened and with neighbours, everyone to say, I didn't hear anything, I don't know what happened, because they don't want to get involved. They don't want to help. But it might be a factor, they just know, they want, they don't want to help the police at all. They just don't want to get involved because they know who the 	   individual is. I do think it could work. But at the moment, I think I think it's hard to engage with the communities and hard to engage with members of the public because of the current situation we're in if that makes sense.
R:	Yeah, yeah, I get, I get what you mean. Only a couple more questions now. So 	how's the advancement in technology so social media, you know, smartphones, 	body worn cameras, the fact that, always somebody has a camera, able to 	record anything, has that, you know, changed how most officers perform their 	roles, have they made you more aware of everything that you are doing?
 [10.13]
P2:	Yeah, that, that's massive, I think when we go to deal with things our cameras are buffering, there is a force policy, if it's a domestic incident, or for example, sudden death, you know, the cameras got to go on from the moment we attend the call, whereas with some calls, you can leave it on buffering. And then if you think things are going to go one way or another, you can put it on then. And obviously, without, you know, thinking about you, when you know your cameras on yes, you do speak to people slightly differently, and you are mindful that it's on. Or likewise, if someone's got a camera in your face, and you're trying to do your job, it is more difficult then because with social media and with cameras, people can crop videos and people can make videos look completely different to how they are initially. Whereas with us if you get, obviously put it on from the start, you have to see how that, the suspect and victim have said when you first go in and then you know, you've done this because of x, y and z. However, if you started playing the video halfway through, you could have it, people would have a different opinion on the matter there. But yeah, obviously you are definitely more mindful in terms of body worn video, I think it's one of them, it can be really good tool. It can save you if something goes wrong, because you can justify what you've done. But then again, you've got to justify your actions. And if you’re abusing certain powers of force or legislation, then obviously, they can hang you 	     out to dry then as well. But overall, I think it is a good tool, for the majority of times.
R:	Yeah. Yeah, it's all too easy to see really, isn't it? You see videos, I'm sure you've 	seen in the past people upload something on Facebook, it goes viral, and then 	it's just been capped at the start so you don't see any context before so you have 	no idea what caused the situation to actually get to that point.
P2:	Yeah, people only show you what they want you to see sometimes, this is one of 	them. But this is the same though, victims and suspects can do it. If people have, 	like conditions not to contact each other, for like stalking or harassment issues. 	They will only show you when they make a report sometimes, the messages they 	want you to see of them be abusive towards them. They won't show you the 	previous of them giving it back. So, like I said, sure about remaining impartial 	and saying, look, we're not here to pick sides, we're just here to deal with, we got 	a whole, we got to look at everything. I mean, so
R:	Yeah. Last question then. Do you think social media play a bigger part of policing 	in the future?
P2:	Yeah, I think so. Social media last couple years has blown up massively and I 	think it is still growing. Everyone's still using, people using it from a younger age. 	I know within the police now they've got more digital technology teams, social 	media uses for jobs, etc. I think eventually probably be hard to control. And 	everyone's on it. I'm not saying this for the better. But yeah, I do think it will be a 	massive part of the future. And I just hope, you know, we got we've got phones, 	etc. I mean, I don't know what new technology they are going to bring out but 	who knows?
R:	Yeah. That's everything then. Well, that's all the questions. Yeah, all done. You 	got any other questions you want to ask?
P2:	No, that's everything mate. You going to use this for your dissertation?
R:	Yeah. So, I meant to be interviewing ten officers in total, some retired, some 	current like yourself, and that's going to go into my dissertation. And I'm going to 	like pick out themes, see the differences, how social media is being used, how 	it's been adapted and stuff like that really. I've been asking different people. I've 	been speaking to people from social media teams in South Wales Police and 	stuff to see how they use it. And where they think it's going in the next few years. 	Yeah, if you have any questions you always you know where to find me, if you 	want a copy of my dissertation, feel free. Thank you very much for your time.
P2:	No worries boy
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P3:	Dissertation title?
R:	Social media and policing. So more specifically, I'm looking at social media, 	how it's used by the police in investigations and public engagement, how the 	police are perceived on social media, changes in technology surrounding like 	mobile phones, technology, body worn cameras, things like that, as well as 	where it's going to be going. So with you, I specifically want to focus on the 	investigation side. So have you experienced using social media in an 		investigation? Or upon reflection? Do you think it would have been handy 		because obviously, social media is a massive tool, you can use it to gain 		information, gain intelligence, that sort of thing. I also want to look at the 		accountability side with things like body worn cameras, social media, 		everyone has a smartphone these days. Is that going to increase 			accountability? Or is it a hindrance to the job? That sort of thing.
P3:	Okay. Where do you want to start?
R:	So to start off, can I get your age, length of service, how long since you've 	retired from the force? And what rank you were when you retired?
P3:	Okay, I'm 56. Now, I know I don't look it [Researcher], it's nice of you to say 	that. I 	retired in 2015. I was a detective Chief Inspector and a senior 		investigating 	officer.
R:	Right, so when you were in the job, did you have any training around social 	media then? So did they tell you not to have a private account? Or do they tell 	you to have an account and you can use it to engage? Or did they not tell you 	anything at all?
P3:	On a personal level, there was always advice around the use of social media 	accounts such as Facebook, because obviously, you're in a world of being 	able to communicate with someone or even with hundreds or even 1000s of 	people at the press of a button, off duty, on duty, etc, which can cause huge 	problems for people. Sometimes they would say something online, or they 	wouldn't say to somebody face to face. Or they'd say something online after 	they've had a drink, or, you know, which obviously can be highly dangerous, 	because you, you wouldn't usually do such as you wouldn't pick the phone up 	and say something to someone, if you'd had a drink, you'd probably leave it 	go. But when you're online, and everything's flying back and forth, the 		dangers are there for everyone in public, but probably more so for police 		officers to an extent because they're being watched constantly as to what they 	do. So yeah, I think advice, it was really from professional standards on 		maintaining professional approaches whilst you're online.
R:	Right? So it's just centred more around just being professional and being 		impartial to anything that's going on really is it?
P3:	Yeah, I mean, I would say that retiring in 2015. I would say that it's exploded 	even more since then, you know what I mean? Six years is a long time in 		technology in the technology world and the social media world. On a personal 	level, I simply didn't engage with social media off duty at all. I don't use 		Facebook. I use WhatsApp but that's only with friends. I certainly don't use it 	in a more informal fashion things like, you know, I see people telling other 		people what they are having for their dinner, you know what I mean? It's not 	my, my idea of what it should be about, but it's up to individuals. And I just I 	don't engage that I saw that. I saw there being more pitfalls for me 			professionally, that I saw advantages. In a personal level.
R:	Right. Yeah. So when you were on the force, and you were a detective, 		obviously, did you use it in any investigations? Or was it needed at all during 	an investigation? So like appealing for information or gaining information on a 	suspect?
P3:	Well, if you, if you pare back criminal investigation to its, to its base elements, criminal investigation is about people. So, ultimately, to understand what's happened, you need to understand what people have been involved and what people might have witnessed it. Now, back in the day, so to speak, and they still do it now they do door to door inquiries. They will go door to door in a street or a number of streets or even, you know, half a village and they will record what people say, what they've seen, what time they were in the house, what time they left the house, you know, any information at all will be recorded in door to door inquiries. Well, of course you can do that now to an extent on social media. Yes, we did. We did use it for appeals for criminal investigations regularly because you can you can hit far more people. Can you imagine how many offices it would take to go round 100 houses and do these questionnaires? And they are questionnaires literally, you know, you're talking about days of work, we used to map it out on a wall, you know, with all 	the houses on the streets and go from one to eighty, or whatever, and then do it quite systematically so you cover a whole area where an incident might have happened. So yeah, social media was used to try and capture the wider perspective, to make public appeals, to reassure the public as well, because often certainly in the sort of work I was doing, if you have a murder in a locality, then the fear amongst the community instantly goes up. Even if you have a person in custody, they're not used to such horrific crimes happening on their doorstep. So they think, oh, my God, I can't go out the house, I’m not safe, well social media is a good way of allaying some of those fears. You know, it's, we're not looking for anybody else in relation to this inquiry. There's one person in custody assistance with the investigation blardy blar. So yeah, we used it for that. But also, during criminal investigations, we would use it all the time. At the end of the day, social media is evidential. Because what people say on there, then they say, if they say they haven't typed something on Facebook, two hours before somebody's being killed, then they're gonna have a problem, because now you've got the IP address, you've got the probably got the keyboard they've used or the phone, you've got, you know, their location, the device location. So this is could be quite damning evidence. Or, in fact, the opposite there can be evidence of innocence, because you can show some reason where they said they were or somebody else saying they were, you know what I mean? So it can be used both ways. It's not just for witnesses, also direct evidence.
R:	Right, yeah. So would you say then, upon reflection now, in your career, do 	you think there was any points where it could have been used? As opposed to 	the traditional methods where social media might have been a better use?
P3:	Yes, I think, looking back, I think the police service generally is a fairly, and I 	don't mean this individually, because it doesn't reflect me. But it's a fairly 		conservative, slow moving lumbering giant, yeah, it deals with all sorts of stuff 	on a daily basis, it absorbs an enormous amount of work, incidents, criticisms, 	but it keeps on absorbing it and keeps on doing it. I think sometimes it's a little 	bit slow to react to the shift in trends. And I think that's what happened to an 	extent in the early days with social media. It didn't really, you know, there was 	a time when we'd only release a press release one sentence to the paper, 		thank you very much leave us alone sort of thing. And they became much 		more savvy at, and I think that was down to generations changing in the job, 	you know, people in not just police officers, back office functions, like press 	relations, they were much more savvy, much younger people like, you know, 	of your age if not a bit older, thinking, we could make this appeal in this 		particular way. You know, and still be completely accountable, transparent, 	and professional. And that changed things very quickly. But I think they were 	slow on it. It was slow on the take up, if you compare it to other organizations, 	I think.
R:	Yeah. So looking back at it now, then, do you think that social media is a help 	or a hindrance to the job like, as it continues to evolve, as it only gets bigger? 	Do you think it'll be more of a help or hindrance?
P3:	Well, depends on which way, which angle you look at it from, from the point of 	view of volume of crime and incident, it will be a hindrance, because people 	can now do things, I explain to students, sometimes you could have, you 		could have two guys in a pub will fall out on a Friday night, have serious 		words almost come to blows. They leave the pub after people break them up, 	they go their separate ways is a simple analogy, okay? One goes home to 	one house, one goes on to the other house, okay? They both carry on 		drinking wine or whiskey or whatever they might be drinking. And as where 	that matter would have been closed for the night usually, without social media 	in the world, then that would have been the end of the matter for that night. 	Now it goes on to that battle then becomes a threat to kill online, you know, 	hate crime abuse against the family, whether it's in relation to race or religion, 	or whatever it might be. So the crime carries on. So in that way, it gives you 	the ability to commit crime remotely, which you wouldn't had pre social media. 	That's a downside because the volume and the complexity of crime is, is, is 		increasing in that relation, I think. But of course, there's a flip side to that 		because it also brings a lot of positivity. If you look at things like appeals for 	witnesses, or even thing is like during lockdown, you know, social events, 		getting people to support each other online, they can't be together physically, 	you know, all of those positive things. So it's probably a bit of both. But the 	way I would look at it if I'm honest is it's a bit like saying, well, how do you feel 	about the internet? Well, whatever you feel about it, it's not going anywhere. 	It's here to stay. I think what we need to be careful of as a society is how we 	use it. Because I think it can easily turn into a monster. If you don't use it 		correctly. If you look at some of the stuff that gets posted, you know, it's 		simply not. I mean, I'm agreeing with freedom of speech, obviously, but some 	of that freedom of speech is pure hatred, and, and, and a disgraceful behaviour 	really. I don't think there's any room for it in a civilized society. So in that 		respect, it needs to be policed social media needs to be policed by social 		media companies. 
[10.53]
R:	Yeah I've noticed that is a common theme with the people I've interviewed is 	that they do think social media companies need to up their game for policing 	in it.
P3:	Well, yeah, I think so. Because I can tell you now that if you look at child 		abuse cases, if we look at domestic violence cases, hate crime cases, racist 	incidents, vulnerable adult abuse, if we look at all those as a subject matter, I 	spent a long time in all of those areas. And they are enormous, resource 		intensive inquiries, which are very complicated. Well, if you chucked in all the 	misbehaviour on social media, and then then put that in the same pipe and 	fed that to the police, they simply won't be able to cope with it. You know, the 	best way to stop somebody taking drugs on the street is to stop the supply. 	Well, if you stop the supply of hate, hateful language online, that pipe belongs 	to the company, not the police. So they can cut that pipe straight away and 	say, you're not doing that on our platform. You know, some people say, well it 	is freedom of speech. Well, yes, we all know that some, some things that 		people say are simply not right. You know, whether it be far right Nazi views 	or, you know, fascist views, I should say, or, in fact, far left. You know, there's 	always a bandwagon for somebody. So I think there needs to be some 		responsibility by Facebook and others, to sort it out. 
R:	Yeah I agree. Last question, then, has the advancement in technology, so I'm 	thinking smartphones, social media, the fact that a video can be filmed by 		anybody, it can go viral. And as well, body worn cameras, changed how 		officers perform their roles, and I'm thinking now, you know, does it increase 	accountability for these officers? Or can it be used to, you know, misrepresent 	the facts of an event, and put the police in a bad light?
P3:	Well, I think the use of a body worn video, for instance, or any camera, whether it be by a police officer, or by a member of the public holding it up and filming an incident is not just showing the accountability of the police, it shows the accountability of everyone. If a police officer arrested you in Wind Street and you are kicking and spitting and fighting and hitting him back then that accountability of you being filmed doing that is equally as damaging on you, as a police officer who's trying to restrain you. That cuts both ways. The problem with footage is it can be edited. So you could show a two second clip of a police officer’s behaviour in a, in a, in a three minute incident. And then there's no context as to what actually happened during the whole incident. All you've got is what he or she did in that two second clip. I think that's unfair. Even though what they did might be wrong. Gotta look at it in the grand scheme of things. What happened from start to finish? People don't get to see that sometimes. But yeah, I got no problem with cameras. I think if we're going to start saying that police officers are going to start saying they got a problem   with cameras, then the public would start to say, well, I got a problem with CCTV then. You know, where does it stop? You know, where does it stop we all live in in a fairly surveillance driven world. You know, you go to the petrol station, you go down the street. People have got phones out all the time. The reality of it is the world we live in. So I think accountability increases. It also says body worn video will save a lot of money because ultimately you're not guilty pleas, pre body worn video. When you show somebody the footage and say, well, that's what you were doing, then they're going to think well, if that's shown to the court, it's pointless me going to the court because they're gonna, they're gonna put me down, you know, you know, that's the reality of it, isn't it? So? Yeah, I got, I got no real issue with it and certainly in relation to domestic violence cases often very, again, very complex cases to investigate, because people live together for 20-30 years, experienced huge problems. The police turn up on a particular night, the woman makes a complaint or the man. And then one of them withdraws it. And some police officers used to say, well, why have they, why have they withdrawn it? Because ultimately it is much 	more complicated than that Friday night, it's 20 years of a relationship. How can the police come in and just sort it out in, the reality is they don't want to go to court do they? Body worn video will give you evidence that makes probably means they don't have to go to court. Because here it is. What she or he did, or part of the behaviour on the evening and so, yeah, I got like a no problem, probably will increase accountability. Definitely. And police officers need to be much more aware than they ever were that there's cameras everywhere. But I you know, that's, that's the model of policing in Britain anyway. And I think the police have been good at taking criticism and they tried their best to change, they always make mistakes, and unless they start making robot cops, they always make mistakes. Simple as that.
R:	Right, that's all my questions anyway. 
P3:	Is that, that's fine. Is it? Is it anything else you think? I was a bit concerned, 	not concerned but I was a bit thinking, well, you know, it's been six years 		since I've been in the job, how much are they using social media now? 		Undoubtedly, they are they are when I was there, one of the biggest cases I 	dealt with was very, very device driven, you know, GPS signals, GPS 		mapping, and to a large extent it proved our case. Was all digital based, 		really. So yeah, this is massively important. And, you know, as where before 	you have your set of, you'd have your set the 20, concrete enquiries you do 	as an SIO in every case. Well, right at the top of that now would be phone, 	computer, IP addresses all that would be you know, so that's, that's become a 	given enquiry in any murder enquiry or any serious crime. It goes with, it goes 	with, just like what car he was driving or what colour is his hair. Yeah. So I 		hope it's helpful anyway.
R:	Yeah, very helpful. Thank you. And you answered all my questions. Very 		well. 
P3:	Good, I passed then did I? Good luck with it and if you need, need me for 		anything else, so you need a help or you know, any advice? Let me know. 
R:	Yeah thank you. If you've got any questions, and obviously you know, my 		email
P3:	Yeah.
R:	Yeah, that's everything, thank you
P3:	Good stuff, you take care and have a good weekend 
R:	Yeah. And you stay safe. 
P3:	All the best, you too mate, bye
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8th March 2021

This interview was conducted over instant messaging

R: 	Hi mate, how’s things? 
P4: 	Yeah all good thanks mate
R: 	Just to give it a bit of context, I’m studying social media and policing, more 	specifically in this case, how it is utilised by the police. We can do this over 	instant messaging or zoom, whichever is easiest for you with work and you 	can opt out at any time.
P4: 	Yeah no problem pal, happy to take part. Can do it over messaging. 
R: 	Excellent, I really appreciate it. You ready to begin? 
P4: 	Yeah I’m ready
R: 	Okay, so first question, what is your age, rank and length of service?
P4: 	27, Police Constable and 1 year service 
R: 	Right, did you have any personal training surrounding the use of social 		media? Such as having a private account or using it in an investigation?
P4:	Yes, training in relation to social media is highlighted within the first six 		months. Constables are reminded to be professional not just at work but also 	in their private lives as well as sensible use of social media. We were also 		explained how to use work social media whilst on shift.
R: 	Has it been used in an investigation you were a part of then? Or has it 		featured in an investigation you were a part of? 
P4: 	I have dealt with and known other officers that have had cases in relation to 	malicious communications through use of social media. 
R: 	Are there any cases where social media could have helped upon reflection?
P4: 	In relation to evidence, Snapchat videos can be viewed to see what has 		happened at an incident or videos on Facebook etc.
R: 	Do you see social media as more of a help or hindrance to the job? 
P4: 	Social media can be a hindrance at times due to how it can be perceived by 	so many different people. Yes there are aspects of it that are helped and can 	be used. However, not everything can be taken on face value. 
R: 	Do you think it can be used to improve aspects of policing? 
P4: 	If managed correctly it may help in relation to sharing of information and 		gaining further intelligence. 
R: 	Do you think that it can be used to boost community engagement?
P4: 	I believe that this may be the best way to use social media with policing as 	this gives people who do not have or have never had a relationship with the 	police to follow and have an insight into policing in the community. 
R: 	How do you think the police are perceived on social media? And do you think 	anything can be done to improve that? 
P4: 	There are always members of the public that will use social media as an 		opportunity to display their views on the police, which are not always positive 	unfortunately. However, I think the majority of people and public have 		generally a positive view.
R: 	Has the advancement in tech, so like body worn camera, social media, 		smartphones etc, changed how you perform your role? Are you more aware 	of your actions? 
P4: 	I have always worked with body worn cameras, so I am unable to really comment on what it was like before. I believe the BWV can help officers to reduce complaints and members of the public general change their behaviour once they know they are being filmed. The smartphones have allowed officers to update and keep everything stored on their phones. It also allows officers to update social media on the go if needs be. 
R: 	Do you think social media will play a bigger part of policing in the future? 
P4: 	Quite possibly, however, there is only so much information the police can 		disclose without breaking data protection laws, which inevitably will limit the 	amount that can actually be shared.
R: 	Yeah I get what you mean. That’s all the questions anyway, thank you for 		your time. If you got any questions then you know how to contact me. 
P4: 	No problem mate, if you need anything else or got any more questions then let me know
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This interview as conducted over instant messaging

R: 	Hi P5, basically I'm writing my dissertation on social media and policing, 	      	specifically focusing on how it’s used, police perception and training 		officers get in relation to social media. To do this, I’m interviewing officers and 	was wondering if you’d be happy to participate? If it’s easier for you with work, 	we can do it over messaging 
P5: 	Yeah happy to help mate, that would be easier as I’ve been busy in 		work lately. 
R:		Nice one, I’m ready to start when you are
P5:	I’m ready now
R: 		Excellent, so first question. What is your age, rank and length of service? 
P5:	26 years old, Police Constable, 3 years’ service. 
R:		Did you have training surrounding the use of social media? Like training 		around using a private account or use in an investigation?
P5:  	At the beginning of police training we were told to always remain professional 	on social media and advised to use fake names for security reasons. I have 	never received any sort of training for use of social media. I do know that if 	you want to be able to have control of Twitter you can have training and 		access to the accounts.
R: 		Has it been used in an investigation or featured in an investigation you were a 	part of? 
P5:	It has been used in a number of cases I have been involved in. For example, 	if we have CCTV footage/still of a suspect we often share that image on social 	media to ascertain details of the suspect.
R:		Are there any cases where social media could have helped upon reflection 	you reckon?
P5:	Again with CCTV footage in hindsight if I had released the footage to Facebook I may have been able to identify certain suspects.
R:		Yeah I see, do you see social media as more of a help or hindrance to the 		job? 
P5:	I see it as a help to the job. As I have said above, but it can also be a hindrance when people share wrong information on the platforms which can cause more problems for police in the long run.
R:		Do you think it can be used to improve certain aspects of policing? 
P5:	It can help with community engagement. Due to police cuts it would be a 	           useful tool for this.
R:		Yeah so like plugging the gap then? So you think it can be used to boost 		community engagement?
P5:	Yes as answered above. Due to the shortage of officers community engagement is difficult as the volume of calls outweigh the number of officers.
R:		Right, yeah. How do you think the police are perceived on social media? Is 	there anything that can be done to improve this?
P5:	I think the police are perceived positively on the whole. Obviously you have 	the minority of people who don’t respect the police but it’s usually because 	they’ve been locked up for committing crime.
R:		Has the advancement in tech, so like smartphones, body worn cameras and 	the boom in social media changed how you perform your role? Are you more 	aware of your actions? 
P5:	It hasn’t changed the way I do the role, all these things were already in place 	when joining so I have known no difference. I suppose the more experienced 	officers have had to change their way of policing due to technology though.
R:		Yeah, so last question then, do you think social media will play a bigger part 	of policing in the future? 
P5:	Yes. Social media is here to stay and if the police can fully utilise it then it 		should prove a useful tool for many aspects of policing.
R:		Alright that’s all my questions, thanks for your time, I really appreciate it. IF 	you got any questions then you know where to find me. 
P5:	No worries mate
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This interview was conducted on video conferencing 

The recording begins when the interview formally began at 9.13 minutes

R: 	I’ll just give you a bit of context on what I’m doing at the minute. I’m doing my 	dissertation on social media and policing and investigating the effects of 		social media on policing; how it is utilised; how it can be utilised in the future. 	How it has been adopted and that sort of thing really so I’m focusing on a 		different aspects of it as well, so police perception, how it can improve 		community engagement that sort of thing. And for that I am interviewing 		officers current and retired as well to try and gain a bit of a perspective on 		how far it has come in the past few years and where they think it is going.
P6: 	Okay
[10.00]
R: 	First question. Age? Length of service? How long since you retired and what 	rank were you when you retired?
P6: 	So I am 54, length of service next did you say?
R: 	Yes length of service
P6: 	I did just short of 31 years so I did 30 years and something like 8 months. 		Next question?
R: 	How long since you’ve been retired?
P6: 	I retired on April the 4th was it? Last year so about 10 months.
D: 	And what rank were you when you retired? 
P6: 	I was a Chief Superintendent on retirement
R: 	So did you have any training on social media when you were in the police so 	for example did they teach you how to use it in an investigation or did they 	say you can or cannot post this on your private account or did they 			discourage you to have a private account?
P6: 	It’s not as simple as that it is probably fair to say that towards the latter part of 	my service senior ranks if you like were exposed to formal media training and 	social media featured as part of that training as well and I suppose that 		towards the latter part of my service I was on the cusp of the move away from 	popular private accounts towards initially a large number of corporate 		accounts and then towards the very end of my service then not so much a cull 	but a significant reduction in the number of those corporate accounts. So I 		don’t know how comfortable you are with South Wales’ structure so what you 	would have had, I was the Chief Super in charge of the central BCU and then 	you’d have South Wales Police Bridgend, South Wales Police Maesteg, 		South Wales Police Porthcawl, South Wales Police Vale of Glamorgan and 	South Wales Police Penarth, all with their different twitter profiles on primarily 	Twitter but obviously Facebook also featured and what happened then is I’m 	pretty sure now albeit that when I retired if you like there was a 4 BCU 		structure when I retired and we’ve now moved towards 3 which is the old 		county boundaries and what you’ve now got you’ve got a force twitter feed 	and you’ve got 1 twitter feed for each geographical area and I think you’ve still 	got 1 specialist ops feed which is the horses and you’ve got 1 for roads 		policing as well. Now I don’t know whether the roads policing ones are 		“corporate” but I am pretty sure that the other BCU ones so the ones in 		Cardiff, Swansea and Central include Pontypridd have gone corporate so 		what happens then was there would be clarifying normally then in the bio 		around you know views here are my own and not the organisation don’t 		expect anything by way of an urgent response, don’t report crime here you 	know views are private that type of stuff and I think that only became apparent 	because people were thinking rightly or wrongly that they were organisational 	accounts and certainly mine wasn’t. Although I think I had a fairly good 		following within the live twitter environment because corporate comms did a 	couple of things with me early on so for example I remember doing 1 night 	shift. Are you familiar with the silver car with South Wales Police?
R: 	Yeah I am
P6: 	Right ok so it would be my weekend on if you like the gold command or the 	silver car and what they used to do then was they would ask me to tweet what 	I was doing live just to generate some interest and then sometimes then there 	would be somebody from corporate comms actually managing the responses 	and firing questions towards me as well so you know:  How many people in 	custody? What are you dealing with? Why are there fire arms currently in 		Cardiff? Why, why is the helicopter in Swansea all that type of stuff so it got 	the attraction but I think that was probably back in the early days of private 	Twitter when myself, an ex-Deputy Chief Constable who recently retired as 	well, he had a fairly active twitter presence as well and I think it helps really 	it’s done for the business need because it’s all about managing demand if a 	message can be put out proactively that says what people are doing what the 	police are doing to warn or to advise people hopefully the plan was that it 		would stop incoming demand you know people ringing  Why is the helicopter 	in Swansea? Well look at our twitter feed that type of thing. 
R: 	So would you say that you see it more as a help to the job rather than a 		hindrance then? 
P6: 	I always found it as a help because it was it was a particularly useful engagement tool. I have to say that in my time there I never really saw it as a hindrance I mean you always get a couple of I won’t call them trolls but a couple of people who try it on but it kind of comes with the territory you know if you are wearing uniform and you are patrolling up and down the street you know 1 or 2 in every 100 will try it on and it’s the same in the cyber environment as well. What I will say is that generally some people will sometimes use their position to some advantage and others will then use anonymity to their advantage as well so you are more likely to be trolled by somebody who hides behind a false name or a cartoon character instead of a face but that’s a consequence of cyber enabling opportunities to other people because the, the reach that you can gather from a social media broadcast is probably within the right circumstances far deeper than you would get through what I would call the traditional media especially if, if the profile of receiver that you want to attract to or reach out to are generally younger.
R: 	Yeah, yeah that’s the problem nowadays isn’t it because people can just hide 	behind a faceless profile and they can spout anything really, anything at all 	you see it now with lockdown rules you see you go on to South Wales Police 	posts and things and you see people in the comments there they’ll just spout 	all sorts they will because they are quite angry at the minute
Both participants speak together
R: 	Sorry go on
P6: 	No you say they are angry I had a fairly good following for a while with the pro cannabis movement, I must have featured something I know I am on YouTube with sorting a few cannabis plantations out and I was a little bit trolled by them you know what’s your views on opening a Cardiff cannabis café? And I think they just picked on me because I was a visible profile but I had I had no 	control over Cardiff so I passed that query on to them but a lot of the pro cannabis movement came up alongside me and not so much tried it on a bit but they said things that they wouldn’t otherwise have said face to face and again they hide behind the cartoon of the cannabis plant and it is a great platform as long as you follow basic conversational rules, respect the view or and the message you are trying to get out, respect the view that some of your audience will be contrary to your own but you can still be polite.
R: 	Yeah. How has it been adopted, you have already touched on this now but 	how has it been adopted over the years then within the police? Like you see 	more and more accounts now with South Wales Police. They have got 		different accounts on different platforms so I was speaking to officers before 	and they said about TikTok, they said Instagram, and each different platform 	they have they upload different things on there so Instagram is more the 		flashy side of it you know the cars, the horses, the dogs, everything so how 	else has it been adopted over the years then?
P6:	I think it’s not so much suck it and see but I just think it’s well right back you 	need to look at South Wales Police and it’s got 3 things its’ got a mission, 		vision and values and it’s basically keeping South Wales safe, the values so 	the vision is keeping South Wales safe, the values are being professional, 		proud and positive in whatever you do and its vision is basically to be the best 	and understanding and responding to the needs of the community. Ok. 		Locking up bad people and protecting the vulnerable. In support of that if you 	can best understand and respond to the needs of the community by engaging 	with them on the platform they are more likely to engage with it has to be a 	positive because you could probably get well I know like from speaking to my 	daughter there is no way on this earth that she is going to pick up a 			newspaper, there is no way on this earth she is going to listen to Radio Wales 	but she is all over TikTok and she is all over Instagram and a number of other 	social platforms so if I want to warn people of her age, of your age to stay 		away from certain areas of the Borough where I know that there is increased 	policing presence because of anti-social behaviour reports because of people 	of a certain age congregating in certain locations kind of in breach of COVID 	rules I’ll tell them to stay away. If the police want to tell people of the same 	profile to stay away they are wasting their time doing it on the news or the 		radio because it is only gonna be Instagram you can forget Twitter to a 		degree because my daughter has got no time for Twitter she has got very little 	time for Facebook so Instagram will catch her attention to stay away from 		wherever it may be or appeals for information around thefts of dogs that are 	ongoing and things like that. So you’ll throw the net out or you’ll throw the you 	know the to use a fishing analogy put a hook on a line and you gotta be you 	gotta be on Instagram fishing because if you’re fishing on twitter my daughter 	is not gonna bite. So you got to, to be the best at understanding and 		responding to the needs of your community you’ve got to know what your 		community is looking at and how they feed their need for information and 		you’ve got to be up to date because as society changes, criminals change 		and take advantage of opportunities within any environment and therefore as 	a police service to respond and understand better you’ve gotta be at least up 	with them and if not as ever one step ahead as well.
[21.46]
R: 	Yeah so it’s appealing to a new demographic isn’t it? All the social media and 	things cos my generation particularly we’re moving away from Facebook onto 	Instagram on to TikTok and things so it’s just keeping up with that new 		demographic and the shift in social media.
P6: 	It is yeah but again but it’s understanding again who your target audience is I 	mean in my towards the latter part of my service now you know we, we early 	on in my service there was a Chief Inspector in charge of the communications 	department so if there was a particularly nasty incident, typically the, the 		cameras would roll to Bridgend and he was my mates’ father lovely fella he 	would be wheeled out basically to headquarters as the Chief Inspector in 		charge and he would be the calming reassuring face for South Wales Police 	on the news at 6 o’clock tonight or the news at 10 tonight if it was particularly 	serious and repeated. Now what’s the time now? Quarter past one? If you’re 	waiting til the 6 o’clock news tonight to get a bulletin out you’ve lost your 		audience but if your profile is you want to reassure elderly people over a 		certain age in a certain locality then you can forget Instagram, forget Twitter, 	Facebook you’ve gotta to be on the 6 o’clock news and you gotta be in the 	Western Mail because that is their profile. So what we’ve now got is instead of 	a Chief Inspector in charge of a, of a communications department we’ve now 	got senior people who are communications professionals who are Directors of 	Communication. So they have got senior police staff rank, understand the 		market place from a news readiness, a news media awareness and a well 		they are they are just communications specialists so they know how best to 	reach out to certain parts of the community because sometimes in a visual 	form TikTok and others such Instagram to a degree as well pictures of horses, 	police cars with flashing lights will break down language barriers as well so 	where there may be language barriers into Hindu communities, Somali 		communities, even Gipsy traveller communities that traditionally haven’t 		engaged with the police either because of the language or cultural barrier 		social media can break those barriers down. I always, I always used to refer 	to you know some of these communities continue to be hidden to the police 	so if there is a chance of a door opening we need to be there putting our size 	11’s through the door to keep the door open and then better engage well what 	was it around Instagram, or what was it about TikTok that caught your 		attention and then focusing on that to, to fully establish the fact that the door’s 	gone and there is there is a corridor now into a previously hidden community 	and that has gotta be good. 
R: 	Yeah certainly, you’ve touched on the breaking down of barriers there, any 	form of engagement really, isn’t it? Because you get different, in different 		communities have different needs obviously you see the elderly community	like you mentioned they would be better suited towards radio broadcasts, 		newsletters, the 6 o’clock news that’s where they’ll get their information from 	but my generation and another generation a little bit older than me as well will 	probably get a lot of their news from social media so the police putting out 		regular broadcasts and things it can only improve visibility, improve 			community engagement and it can break down those barriers like you said.
P6: 	Yeah, yeah I mean you, social media is just one arm you know I have said 	many times there are places the police, UK Policing PLC is not very far away 	now from, who do you support football wise are you a Cardiff boy or a 		Swansea boy or neither? 
R: 	Family are Cardiff but I’m really neither
P6: 	Right, ok so, so if but you are a Neath boy living yeah?
R: 	Yeah Neath
P6: 	Right pick a pub in Neath for me now that you are familiar with   
R: 	Uh Wetherspoons
P6: 	Right. Ok so there is active intelligence that tonight in advance of football supporters being allowed back in to stadiums in South Wales in the next month or so there is active intelligence that Cardiff City risk and Swansea City risk are going to meet in Wetherspoons tonight for a punch up. I appreciate Wetherspoons is closed but just go with me. So we are not very far away in terms of technology from having a drone nearby filming, ready to start filming when the phone calls come in of significant disorder at a pub we are not very far away now from being able to launch a drone that will hover above Wetherspoons and basically film those running to, fighting at and running away from Spoons sending imagery of their faces back in to Bridgend wirelessly, running those images through automated facial recognition technology and then sending identities of those people who are known to police officers on their smart phones before they even get there. So that just gives you an idea of how quickly the police can use intelligence to fight, reduce and prosecute people now we’ve got to be as modernistic in our thought processes around what technological platforms we can use to create the reassurance message. So what you need to be doing from a social media perspective is early warnings to for example on to Twitter, Facebook, Instagram, TikTok, whatever you want say now we are aware of potential disorder in Wetherspoons tonight we are all over it the best hooligan stays at home hooligan tonight cos you run the very real risk of getting locked up tonight if you turn up for a fight. You can use a different platform to warn people you know there could be an OAP trip going to wherever tonight and 60 or 70 people over a certain age are waiting to catch a bus at the bus station outside the train station. They don’t wanna see yobs fighting at Wetherspoons so you need a different platform to reach out to them. You can use a different platform to film full up and frontal with a particularly nasty looking police dog to see what a bark and a bite looks and sounds like that will put a few off fighting because they don’t want to mess with that tonight either so there’s a whole host of issues plus you can get people in from Swansea and Cardiff you know high profile players, managers whatever to come in and say if you wanna go and fight against goons in Neath tonight don’t come to the Liberty or, or the Cardiff City Stadium tomorrow cos we don’t want you, you are not true supporters there is loads and loads of ways of stopping the disorder you know media engagement, social awareness is, is just a small part and the other thing as well is what I have always said as well is a lot of the people now tend so social media for me is all about reducing demand informing people but reducing demand there are things like austerity to think of so an awful lot of organisations, charities and support agencies have got either no money left or very little so what happens now is the number of choice for people to ring when it’s going wrong is the police either 999 or 101. Though if we can push some of that call demand back from where it’s come from to get people to better manage the information that we’ve got and get agencies to lead in areas where they should lead all that should do is ultimately reduce demand on the police. So you know if we can go to Wetherspoons and say don’t open tonight but you can’t fight inside Wetherspoons because it is shut you know things like that so there is different ways so the police haven’t even 	really got involved other than a quick phone call we don’t get involved so then the fight doesn’t happen because of a quick phone call to Wetherspoons and they close it tonight now that’s a bit farfetched because obviously 	Wetherspoons would lose thousands and thousands of pounds in that you have got to offset that against thousands and thousands of pounds worth of damage caused to the place you gotta look at that against thousands and thousands of pounds worth of lost revenue from people who see the fighting and don’t go back there and you’ve got to look at the reputational harm on the town centre because people don’t associate Neath because it is a rough place to be and it is full of football hooligans so you have got the Council got involved in trying to re-establish a potentially lost or damaged reputation so the point I’m getting is if you if you if you open up a platform so as not just to 	be police it can be the police, and the council and the local licence victualler and the company that owns the pub and the train providers and the bus station operatives as well, they all get together to say you ain’t wanted in Neath tonight if you trouble on fighting so then you can you get a better message out because generally speaking and I’m on my high horse now as you have probably gathered the issue you’ve got now is people tend to make money out of bad news especially if the bad news is police related bad news so police related bad news sells and it sells advertising and if you can put the boot in to the police even more people will watch. Now that’s, that’s dangerous so you, you get a really nasty fire and the media love to get a fire officer in front of the camera and the fire service are very good at it educating and informing the public on a. the fire and b. how you could have avoided it starting and c. fire prevention advice going forward. You don’t get the fingers pointed at the fire service like you do to the police. So again to put another spin, really, really up to date I’ve forgotten her name but there’s a woman, a 33 year old woman gone missing from London, over the last few days is it from Peckham or Stretham?
[32.19]
P6: 	Yeah, yeah I did see something about that yeah
AM: 	Have you, have you seen the news this morning?
R: 	I have not seen the news this morning
P6: 	Right so what, what you’ve basically got is a woman’s gone missing in 		London and there’s posters all over generally the West side of London you 	know if you know this woman if you do get in touch blah blah blah. Her name 	is Sarah Everard, and she was last seen in Clapham on the 3rd of March and 	there’s posters everywhere. Sad, but today now they’ve locked up I think it is 	a 33 year old cop, a Met cop’s been locked up in connection with her 		disappearance but all of a sudden now because there’s a cop involved there’s 	a massive, massive media interest, social media, traditional media, TV media 	everything all over it because once again you can point the fingers at the 		cops. Piers Morgan and his antics yesterday old news, now it’s lets beat the 	cops up again and that’s a particular challenge as well where social media 	can be more proactively used to better inform people, either before they make 	a judgement or before they open their mouths on an existing opinion of the 	police which more often than not isn’t very positive because people generally 	only deal with the police when something has gone wrong so we are almost 	always on the back foot anyway so you know it is difficult in London today 		they are on social media now what’s the word clarifying that the officer 		concerned was not on duty when this woman was reported missing so they 	are trying to distance themselves organisationally from the individual but 		whatever he’s doing again is jumping on the anti-police band wagon again, 	you know we are responsible for spreading COVID in central London marches 	whereas all the police are doing there is maintaining a presence cos of public 	safety public order because tens of thousands of people are marching without 	masks but it’s the police’s fault it’s, it’s tiring but there we are. Get off the 		horse.
R: 	You did touch on intelligence when you mentioned about the hypothetical 		situation with the football hooligans how important is gathering intelligence 	from social media because often now you will see people will post something 	about a meeting or a house party or whatever. How important is it then if the 	police get wind of that that they can take proactive steps in reducing the 		trouble or putting a stop to it if it needs to be?
P6: 	Ok, so we could get awareness that Barclay’s bank Neath is going to be subjected to an armed robbery sometime Friday. We can work with Barclays and we can adopt a number of tactics to frustrate the opportunity for an armed robbery to take place in Neath on Friday. Without going in to too much of a trade craft the best armed robbery is no armed robbery so we can work with Barclay’s bank and if necessary the Council anybody quite frankly, The Neath Chamber of Trade, anybody who will work with us to stop something happening. So what’ll happen is we could get a whisper, we could get say we they now isn’t it the past tense what you’ll do then is you’ll get stuff to run in parallel as we call it so you get a whisper there’s an armed robbery and then people who make it their business to speak to the police formally will tell us there’s going to be an armed robbery the bank may ring in and say look it’s probably nothing but we saw something or somebody acting suspiciously round the bank last Friday casing, they looked like they were casing cameras or something like that and casing the parking arrangements around the front. So all things start to drop in together now and what we would do then is potentially use the Council, we could put a police van outside the front door we could dig the road up except that the people digging the road up aren’t the council it’s the police you could have armed police officers in a van nearby in case and you know all sorts of things and tactics to stop the armed robbery happening so what you get now is in the modern world something appears on social media now let’s rewind the clock back about 6, 8 months and there’s a rave planned in Banwen ok, so that will be primarily advertised on the dark web environment but we’ll get whispers and again without wishing to go in to too much detail you know it’s, it’s a bit like you’ll see a police officer walking in uniform up Windsor road on patrol or in a marked police car. You might see a very scruffy car driven by scruffy T shirt and jeans wearing people that you don’t know but me with a knowing eye know they are plain clothes police officers. Ok. So then sometimes then you will have people in a window with a set of binoculars keeping an eye on Windsor road who are also plain clothes 	police officers the vast majority of the public or even all of the public don’t even know they are there or we could even secretly put in a camera	 somewhere in Windsor road and nobody will have any clue at all that we are keeping an eye on Windsor road and it’s the same to a degree on the web so we can overtly look into certain things and leave a footprint that we have been there and there are techniques whereby we can look in places where many would argue we shouldn’t be allowed to look such as the dark web because they think they are secret but the police can go in there and disappear, have a look around and leave without a footprint so quite frankly to go back to the cusp of your question intelligence is everything because without it you’re blind. So the trick is to be aware of what your threat is and then basically to look to task and narrow what I would call your intelligence gap or your intelligence requirement so if you don’t know something you are getting whispers that something is going to happen you put out your traditional and not so traditional probes to find out what’s going on and social media is one of those. Now what it can also be then is, is the I always give the swan analogy so it’s, it’s a lovely sunny Sunday sunny afternoon and people in the control room are minding their own business and all of a sudden the phones start to melt because of a shed load of calls coming in and all that’s happened is a swan has landed on the M4 somewhere near the steelworks. There’s 	probably on a Sunday afternoon at least 2 people in any 1 car and at least every 1 person sorry at least 1, at least 1 if not 2 or 3 mobile phones will be in that car so 1 car will have 2 or 3 people ringing us to tell us about a crushed swan multiply that by a couple of hundred cars going east and a couple of hundred cars going west and it’s carnage. So very quickly the phones start to melt in the control room the Inspector in Charge is wondering what the hell’s going on and then somebody says there’s a swan crashed and died on the M4 on the 50’s westbound Port Talbot to Neath. Great. Get onto social media, ‘dear world South Wales Police is aware of a crashed swan on the M4 between Port Talbot and Neath the speed camera guns, sorry the matrix signs are showing at 20 miles per hour speed limit and a number of traffic officers are on their way and we are dealing with it’. It stops the calls come in. So there’s, there’s reactive intelligence which is trying to find out something that has happened in the past and there’s proactive intelligence where you’re trying to stop something happening in the future and they’re both, you know, depending on your, your threat profile they are both equally important.
[40.53]
R: 	Right so last 2 questions now. So you also touched on the advancement in technology so you mentioned about the drones and everything and obviously that, that can only be an improvement for the police it can only be a good tool. 	 I’m going to flip this now and say the advancement in smart phones and social media and everything the fact that everybody has a camera and they can post something on to social media and it can go viral. How is that? Has that changed how officers perform their roles because they know that everybody has a camera someone can always be filming?
P6: 	Wow! How long have you got? Right so you’ve got, you’ve got a problem 		where like I said before so society changes I need to write this down because 	I’m gonna forget. Society changes, the profile of the criminal changes and 		technology steps in as well, ok. So not that long ago. How old are you?
R: 	21
P6: 	Too young. So not that long ago then say about between 5 and 10 years ago 	there were people about your age who were, not to put too fine a point on it a 	pain in the arse because you it’s 2 o’clock in the morning, you’re not smashed 	but you’re, you’re well-oiled and you may have seen a fight or somebody may 	have fallen over drunk, a female or whatever and people are helping her to 	her feet it could even be the police helping her to her feet or there’s a stop 		search going on and within seconds of that stop search starting and it carries 	on today there’s today probably 15 to 20 people videoing what you’re doing or 	back in the day you would have a gobby student who would object to the stop 	search and they’d start this malarkey see my phone (shows phone) I’m 		recording you I know what I’m doing officer I know my rights I’m a law student 	and you can’t search me and all this cobblers, well actually we can and the 	first thing we used to do was to take the phone off people, take the phone off 	them, I’ll have that blah, blah, blah that’s obstructing the police so I’ve got this 	now come and see me tomorrow when you’re sober and you can have it back 	or we’ll charge you with a straight obstruction and lock you up as well. Now 	what you’d have years ago was there were police officers were generally 		older and more comfortable with that type of conflict and you’ve got 			youngsters now who are like yourselves aspiring cops 22, 23 years old who 	haven’t got that experience of working on the street but what you have is 		experience of technology you’ve only ever grown up with smart phones and 	stuff like that. So what you’ve now got is that we don’t want to grab the 		phones of the videos of students who are recording us because the police 		have now got body worn video cameras so we are now recording you 		recording us and we are the Sheriffs, so we can do what we like is the 		perception again of the anti-movement so the fact that a police officer has 		cast iron reasonable grounds to suspect somebody is in possession of stolen 	property because he or she is in possession of information that the public by 	and large don’t know it gives you the reasonable suspicion to grab hold of 		somebody, turn their pockets over to find the drugs, stolen property as the 		case may be. The public think it’s right to video us and put it straight on to 		social media and stream it around the world and God forbid the person in the 	stop and search kicks off and causes a ruck and falls on the floor fighting 		because there is gold, that’s a huge issue so what you’ve got then is that 		technology is changing, the cyber environment is spilt so you’ve got cyber 		enabled criminality and then cyber dependent criminality. So you’ve got 		people who will use the cyber environment because you’ve got far greater 		reach to an audience. So take away the stop search bit now in terms of is it a 	good or a bad thing for the police what you’re now finding is things like 		romance fraud, you’re finding things like all sorts of fraud offences, what else 	is there, relationship frauds, revenge porn, harassment all sorts of stuff is 		emerging in the cyber enabled environment so what you’re finding now is 		people, you’re 21 years old, you’re a drinker in a certain cricket club and I’ll 	bet really good money that there are photographs on your phone right now 	that you wouldn’t want me to see whether they be of you or somebody else 	you are familiar with, an ex-partner or whatever there will be photographs on 	your phone that you wouldn’t want me to see, yes?
R: 	Yeah
P6: 	I’m not going to ask you to show them. The point, the point I’m making is 		there becomes a grey area so 5 years ago you may you’d have been 16 and 	had a girlfriend who was also 16 right, and you’ve taken photographs of each 	other with consent, doing whatever you’re doing getting up to whatever you 	get up to ok, 5 years have moved on, new girlfriend, you may have heard 		rumours that the old girlfriend is slagging you off so you show that photograph 	of 5 years ago to 1 of the boys up the club and it goes viral, carnage quite 		frankly. That’s bad now because you’re 21. The issue you’ve got is that at 16 	with consent or not, you commit an offence by taking those photographs 		because you’re a child in the eyes of the law until you’re 18 so basically 		you’re in possession of a sexual photograph if you like an indecent 			photograph of a child even though she was your girlfriend but she can’t she 	can’t consent to those photos because she is underage even though she’s 	over age to consent to you for sexual intercourse she can’t consent to the 		photos, which is nuts. And then you’ve got things like what was her name?  	Zara blinking McDermott was it the girl that went on Love Island?
R: 	Yeah
P6: 	So you got, you got her she was, she was done as a 14 year old by somebody who distributed photographs about her when she was a bit older she was suicidal, literally suicidal and then when she went in to Love Island another boyfriend did more photographs of her while she was in Love Island and didn’t know. So she comes out and what she now says is, she is really annoyed because of the impact it’s had on her again and continues to have on her but she’s really concerned about people who are saying well, kind of you’re asking for it because you are a bikini model and she’s like hang on a second the fact that I can I can wear a bikini and be photographed which is my business doesn’t mean that I’m asking for it. What’s happened is somebody has taken or got hold of a photograph of me without my knowledge and has then circulated it. So that’s become a huge issue so you’ve got children’s charities now who are reporting pretty much a year on year doubling in demand of children ringing for help. Now what’s happening is that is that the police are getting more and more calls about revenge porn, around romance fraud, around harassment, around the distribution of images, stalking, all sorts of stuff because once again the offender is hiding behind a bloody cartoon photograph of themselves or an anonymous name and they might not even be in this country. So what you’ve got then is, is that society changes, the criminal changes, technology allows a lot more to happen but yet the law hasn’t caught up, so the law tries to catch up and no doubt you, you know your studies would have shown it you had what I would call the traditional theft act offences of the Theft Act 1968 and then you had The Theft Act 1978, which is the deception offences now, only until recently you previously weren’t you know in my younger service you couldn’t deceive a machine so if you con the cash machine in the bank to give you money you can’t, you weren’t initially able to con a machine but you can now. So things like you can use computers now to repeatedly dial 999 so again what you’re doing is you’re, you’re dialling a machine which is the 999 system so you weren’t, you weren’t previously able to deceive a machine but now you can, you weren’t you weren’t, you weren’t previously able to deceive somebody out of services but you can now. So offences catch up with new types of criminality. So what you’re going to have now is issues where certain offences are now added on to cover things like revenge porn, romance fraud, harassment but what’s happening is they’re being omitted in the cyber environment so I don’t know if you know this but Facebook are particularly hard to get to open up around who is using the platform to allow the criminality to facilitate crime. So I don’t know if you know I’m doing a bit of work in the University of Wales Pontypridd as well so what I said to people was much, much like your Windsor road thing where you’ve got a cop in a marked car, a plain clothes cop, a cop with binoculars or a, or a covert camera what’s wrong with doing for example, a cyber stop search so if I get 	intelligence that you’ve got a photograph of an old girlfriend, and that you’re intending to distribute it because she’s told us. Why can’t I intersect you in the cyber environment to say hang on a second [Researcher’s name], the word is you’ve got a photograph that you shouldn’t have and you’re going to distribute it, let me have a look at your files and photographs and you say hold on I haven’t got a photograph and this is how I prove it and I say thank you very much and I go and tell her he hasn’t got it. Or I go in to your files and find it 	because ultimately all a photograph is, is a picture representation of raw data so if I know what the raw data looks like and I go into your, into your systems to find it and I find it you’re in trouble but I don’t think the law allows us to do that yet. And that’s the point. So to go back to your point it can be a good thing, it can be seen as a bad thing and then you’ve got the issue around consent as well so on the 1 hand you could have people who generally support the availability, the existence and the proactive use of technology so when I used to work in Cardiff for example no pub was allowed to work and open in Cardiff unless it had a particular level or and specification of CCTV camera. It had to have a significant amount of storage on a database and keep everything for at least a week. So we could retrospectively look and examine CCTV for any allegation of assault going back at least a week. Now that’s fine if you get glassed in a pub but the civil libertarian room will say hang on that’s an invasion of privacy cos if I’m in that pub with a girlfriend that perhaps I don’t want the public to know that I’m seeing or I’m with a friend who is a girl and I don’t want my girlfriend to know that I’m in there with her. I don’t want to be on camera. So there’s, there’s an argument that an invasion of privacy is a good thing because it keeps you safe and there’s an argument that an invasion of privacy is a bad thing because it’s engaging with you and you don’t need protection, you want a bit of secrecy. At which point does black and white become grey and, and sort of overlapped. So there’s loads of things there in terms of society changing, the act of the criminal changing technology allowing it and again the police to be called on ever increasing numbers to police it. And then the problem you get then is like I said it before should it just be the police that’s policing it. So for example go back 5 years and you and your then girlfriend and the photographs, at the time that photograph is taken you and your girlfriend can agree and put a little tab on that photograph, a digital tab if you like to say this is not to be distributed and if in 5 or 10 years’ time then Facebook, Instagram, TikTok or whatever platform is recognises within the raw data that is the photograph a digi-tab that says do not circulate, why can’t Facebook, TikTok whoever reach out to you and say Oi you’ve got an image you are about to circulate that’s got a do not circulate warning attached to it If you do it: a. we’ll report you to the police, b. we’ll shut you down, c. we’ll mark you for future reference to make sure you’re not doing it habitually. There’s all sorts of things whereby Facebook and other service providers can police their own environment. So there’s an argument then that that type of engagement if it comes to the police we criminalise it but if it’s done and managed properly by Facebook, Facebook 	can police it themselves do they have to tell us? They will say it costs money well ok well start accessing a small fee then, an annual fee to make sure that your Facebook is safer. That the Facebook, the cyber police are patrolling Facebook because then parents of people who’ve got youngsters might be more supportive of letting their kids loose in an environment that is patrolled in cyber space by cyber cops. I don’t know. You know there is, there is potentials to make things safer and there’s potentials to make things carry on in a more unsafe environment because people can’t be asked to police what they created and therefore if they can’t be asked to police it why should the police 	go and mop it all up. It’s a bit like Tesco’s refusing to pay now for store detectives or Boots refusing to pay for store detectives and almost allowing shop lifters to work unopposed. So when it, when it does happen and they phone the police well it’s reasonable for us to say well why on earth haven’t you got store detectives? So at least put some sort of resistance up there so why should you insist we mop your, or wipe your backsides quite frankly, sort your own house out. So sort Facebook out, sort TikTok out sort whatever out because it is already an increasing problem where kids year on year your charities are seeing numbers double and that’s gotta be unsustainable.    
[56.42]
R: 	Yeah it’s an interesting point isn’t it the privacy against policing argument and 	as technology and social media obviously only gets bigger in the next few 		years I mean I don’t think it is going to be a bubble that’s going to burst 		anytime soon we’ll see more people going online. Do you think it will play, 		social media, do you think social media will play a bigger part in policing in the 	future? So from this so like police policing social media and using it a lot more 	to gather intelligence and that sort of stuff. 
P6: 	Umm, it has too because you know. What’s the old phrase? It takes a thief to catch a thief. So as a cop you’ve got to understand how a thief works to have a better chance of catching them. So if, if more criminals are choosing to use the veil of secrecy that is provided to them by the cyber environment to commit their offences then the police have got to go in there themselves so cyber-crime will become a rich, a rich harvest ground I think for proactive work now what that looks like you know it’s, it’s gonna need people who are far you know younger than me. I mean my argument is in my, in my policing 30 years I started walking the beat with an old fashioned uniform with a very poor quality radio and a wooden stick in my pocket and old fashioned handcuffs, that’s all I had and in certain streets the radio didn’t work. So you learnt to talk quickly then I can remember probably being about your age maybe a little bit younger and having my first ever mobile phone and it was bigger than, it was like a, like a spare petrol tank in your car it was that big the battery and now my daughter who you know she wants to join the police as well but she’s a bit like yourself she’s of an age where you’ve only grown up within smart phone technology environments so my argument is that you know we will become ever more dependent upon people such as yourselves to police an environment that you know far more about than I do. I can learn things but if you’re already living it why am I wasting my time learning when you know you’re the best so not so much to take a thief to catch a thief it takes somebody who is cyber savvy to go and find somebody who’s at it within the cyber environment. So I think you know in the next few years I think you’ll probably start to see an emergence of policing where it’s a, it’s a bit like those not concentric circles what do they call them? The old algebra 3 circles you know where you all meet in the middle I think you’ll find in the future where you’ll have a bit of policing, a bit of governance from the service provider and something else I think. I don’t know what that something else will be yet though but you know South Wales Police currently polices the old counties of South West and Central Glamorgan, Mid Glamorgan. The Worldwide web is bigger than South Wales police so I think before long you’re gonna have to have a cyber enabled police environment that spans existing geographical boundaries. The new current and emerging laws now so if for example I think it’s I’ve forgotten what the offence is now but it’s basically grooming kids for sexual intercourse it’s on the statutory book in the UK that it’s an offence to do it to anybody under 16, anywhere in the world so if you are grooming somebody in a country that doesn’t have the same offence it doesn’t matter because you are committing the offence in the UK and therefore that catches you and what’s gonna happen is, is that you’ll be able to commit certain cyber offences not even based in the UK so you know don’t tell me you can’t surf the dark web for images of children and circulate them or you know and don’t tell me that if, if the potential return on the investment is there don’t tell me that you can’t find photographs of almost anybody anywhere and then if you’ve got a mind to start to use that photograph against them to blackmail people. So I think you start you’re going to have to start seeing an environment where cyber police will start to cross traditional boundaries and then through social media engagement as well certainly proactively I can see the use of various social media or social engineering platforms being used more proactively so that if the police get a whiff of planning for some sort of criminality we can go in and give you, you know a cyber fixed penalty notice, a cyber caution or even take down your platform because we know you’re at it. And I think that’s that has to be somehow the way ahead now does the governance yet exist you know what you get then is the law makers which is you know it starts with the politicians and then the House of Lords and then Royal ascent the problem you’ve got now is things like Brexit’s on the cards, COVID’s on the cards so any political time is taken up in managing initially COVID and then Brexit. So the appetite for new forward thinking statute and laws are probably potentially years away and, and that’s a problem so you’ve got people who again if you google Ed Bridges who is a Councillor in Cardiff or was a Councillor in Cardiff he was the one who took South Wales Police to Court over the breach of privacy around facial recognition so that got to the Supreme Court you can look at that on line in terms of their judgement and they are satisfied that and they found a lot for him and they also found a lot in support of South Wales Police as well but there’s comment made that in their opinion for the certain area of, of legality that he was querying that adoption and adaptation of existing statutes namely the Protection Act things like that are sufficient now I don’t think they’re yet sufficient to allow police officers to do cyber stop searches so do they need the Cyber Stop Search Act of 2027 or do you amend Police and Criminal Evidence Act 1984 as amended to enable you know Code L which is basically your stop search requirements in cyber land. If we stop somebody in the street now you are obliged to give them a notice or tell them that a copy of the notice is available at a police station within 12 months should they wish to apply for it. You know what does that look like in cyber land? You can’t pop to your local police station but you can probably look to the, the police liaison desk of Facebook or TikTok and yeah, actually yeah they, they did report to us that they were concerned with activity of operator 12345 they submitted a cyber warrant with us because they were satisfied that the existence of evidence was potentially available and secured 	to prove the existence of indecent photographs of children, whatever the case may be and they carried out a cyber warrant which was either a. successful or b. unsuccessful. Done or you know, you know they’ve got intelligence that 	[Name] and who else? You know 6 other people in Ynysygerwn are planning a mass rave on June 22nd the day after they report the opening of the new licences after COVID. So why can’t the cyber police go into your home computer with or without your knowledge you know with your knowledge to be blunt for a poxy rave fair enough but you may be engaged in acts of I don’t know conspiring to commit acts of terrorism so why can’t I go to a, if you like a 	cyber terrorist court and say I think [Name] and 4 of his mates are at it because of this is what I want to show you if you are happy with this I’m gonna carry out a cyber warrant on [Name’s] house tonight when I know he is going to be training in the nets with Ynys so we’ll go in and sort the computer out before he even gets home and we’ll have a quick look at these particular files because we can prove that this is the imagery that he is looking at and we know that this is stored in this particular file on his computer. We can go and have a look secretly and come away because you could be looking to blow up God knows what and it might, we might watch you do a little bit more before we lock you up or it could be you could be in an advanced stage of planning and we want to smash your house front door in whether you’re there or not but we have to move away from a traditional way of policing to engage more in technology and social media and all the other stuff that comes with it. It has to happen. 
[1.06.49]
R: 	That’s the last question that is as well so the interview is done. 
P6: 	Cool
R: 	Thank you very much for your time that’s very helpful actually very interesting 	points have been raised. If you have any more questions then obviously you 	know where to find me if you need a copy of my dissertation as well once I’ve 	submitted as well I’d be happy to provide that as well.
P6:	Yeah I wouldn’t mind having a look at that 
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R:	Hello.
P7:	Hi, [Researcher]. 
R:	Are you alright? 
P7:	Yeah, good. Thanks. I'm joining on my phone, which is a bit, not what I usually 	do, but I can't get Zoom to work on their work computer so. If it's a bit shaky or 	freezes up or whatever, then let me know. But yeah. Yeah, happy to help if I can. 	I'm not sure how much insight I'll be able to give, but I'll try my best.
R:	All right, it won't take long now. Probably 20 minutes. 25 minutes or so. 
P7:	Yeah, perfect. That's fine. Yeah.
R:	I'm ready to begin whenever you are. 
P7:	Yeah, go for it. Go for it.
R:	Okay, first, what is your age, how long have you been with South Wales Police 	and how long have you been in your current role? 
P7:	Yeah, I am 32. I have been with South Wales Police for four years. Yeah, just 	over four years. And in this job, my current role is, well, I'm a communications 	officer, which incorporates things like press officer, or internal communications 	and things, but I'm doing like, what's called Digital Comms, which is social media 	and a couple of other things as well. I've been doing that for about two years. 
R:	So you touched on it there, then the social media comms sort of thing, how would 	you describe that?
P7:	In terms of what I do, yeah. So obviously, a lot of engagement on social media generally, not just within police or public sector, but with all sorts of things, you know, about using social media and, and the opportunities provides to obviously get messages across, you know, that we want to. So it does have a sort of, there are various elements to it. Obviously, there are things like appeals, crime appeals. So you know, back in the day, police would put a wanted photo up on a community notice board or something like that, or, you know, crime prevention advice, that sort of thing. Nowadays, obviously, social media makes it much easier to do that, reaches a much bigger audience with less effort. So it's things like that sort of traditional police messages if you like, but on that new, well, relatively new platforms, and ensuring that it doesn't get lost amongst all the noise because obviously, everybody's on social media, everybody's trying to get their thing to the top of people's feeds. So it's about sort of yeah, trying to think of us in an innovative ways where possible. Obviously, though, there are still things to be, you know, that we're bound by we can't just go completely rogue because again, because we're the police. We can't, we don't have the same freedom that someone like Tesco was, recently they had a Weetabix was it something like put baked beans on Weetabix so you can see us after that all sorts of brands are jumping on board, you know, it's Specsavers jumping in and saying, you know, their little messages and everybody got loads of good reaction, I suppose we could have said something, perhaps, but it would look a bit more contrived, because, obviously, fundamentally, a lot of what we do, the whole point of what we do is protect people without, without trying to make that sound a bit grand, you know, it's a bit of a, it can be a bit of a, you know, if we're sort of changing tone from publishing a story about a court case, or about crime prevention advice, and then suddenly, you know, engaging in that, it can look a bit odd sometimes. So there are considerations basically, around that sort of thing. And 	      then again, I mentioned that there. So it's about publicizing a lot of what we do so that a lot of it is court cases or sort of positive engagement in the community. And that sort of helps the overall police aim, if you like, which is to build confidence in the communities to ensure that people can have sort of reassurance that if you report something, you'll be taken seriously, and that those who might be, you know, up to no goods that we'll sort of get them, not quite the right word is it but, you know, that, that, basically that, you know, that's the fundamentals of what policing is, and so we do have a role, social media wise, to sort of support that. In those typically in those ways that I mentioned there.
R:	Yeah, I understand you. And you mentioned it as well, about balancing, I 		suppose, the professional side of it, with, you know, showing off to the 		community with the human side as well. You mentioned about the brands 		jumping on and things like that, you know, maintain a professional appearance 	on social media very much, isn't it in South Wales Police.   
P7:	Yeah, it has to be. And that does mean that sometimes, well exactly, it's that 	balance, because the stuff that you can, that's a bit more fun, it's a bit more 	carefree is the stuff that typically will do better. But obviously, there are just there 	are things that we have to be mindful of, which is why we can't go completely, 	you know, with as much freedom as we might like to or might be able to, you 	know, if we were a different organization. But I think it is about getting that 		balance, right, as you mentioned, because at the end of the day, we need as 	many people, as everyone does on social media, we want and need as many 	people as possible to see what we do. So if we put out something really dry, 	really boring, and get like one retweets and three likes on Facebook, then that's 	not going to do much good anyway, it's not going to you know, there's no point in 	us doing it almost, no point spending time on it. On the other hand, though, like 	we do need to be professional. So within our mini team and it's basically two of 	us with others chipping in, that's probably doing them a disservice. But other 	people who don't focus on social media quite so much. It is about sort of getting 	that balance, right.  
R:	Yeah, so how important would you say a strong presence on social media is for 	the police, then?  
P7:	I think it is important. I mean, so obviously, I mentioned already the, the sort of factors around getting police messages out there, whether it's a wanted person and missing person as well. And I'm sure you've seen when people have gone missing, you know, those sorts of posts really do get people's attention. And really, if people want to help and it's very easy to help in the sense of all you need to do is click, well share on Facebook or retweet or whatever on Twitter so it's really easy to do that. People want to and obviously, the fundamental, again comes down to the fundamentals, we need to find this missing person. So it does help and people want to get sort of engaged with that side of things. I lost my train of thought I was gonna say something really good, what was, remind me your question again it might come back to me when you said the wording of the question.  
R:	How important is a strong presence on social media for the police do you think? 
P7:	I, I can obviously give you, give you more of an answer, but I was about to say something really good that was about, on the tip of my tongue and now it's gone. Right, if it comes back to me I'll let you know. But obviously, you know, we got to be we got to be sort of strong on social media. I remember what it was now. So a lot of people want a rapport on social media as well. And so, again, with you, with anyone with me as well, anyone, as a consumer if you like, we'll use social media to contact some of the brands that we engage with, interact with. So, you know, if your flight was cancelled and need to get in touch with EasyJet or your delivery isn't arrived, and you get in touch with Tesco. These days, people don't look at the phone number for Tesco customer services and, and phone them up and explain it or they'll, they'll tweet at them and say, you know what, what the hell's going on? So, we, as a sort of brand if you like, putting ourselves out there, we have to, yes, as well as the things I mentioned earlier about sort of putting our messages out there, we have to be sort of receptive to people wanting to get in touch with us. So that could be to complain, it could be, again with those analogies, Tesco EasyJet could be that sort of idea. You know, I'm waiting for a 	        call back from your offices, or, you know, I saw two PCSOs today, but they ignored something that I thought they should have dealt with. But also people want to report crimes, or incidents to us, you know, people want to report speeding up particular road or that there have been, you know, six burglaries in the space of a fortnight in, in this one street, or whatever it might be. So a strong presence, I don't think is just about us telling people what they want, well, telling people what we think they should hear, although that's part of it, we need to you know, we've got that platform, we got the follower numbers to push it, push out our messages around. Again, going back to the crime prevention advice on missing people or wanted people, but we've also got to sort of recognize that social media is a tool that people legitimately use to contact us. And having a strong presence, therefore, isn't, it is also to ensure that people are able to use whatever platforms, they prefer to report things to us. You know, we can't just say, we're not fussed by your query or problem unless you call 101 or 999. You know, having that social media does allow us to get to the root of people's issues, I guess, as well. 
 [12.24]
R:	So yeah, it can be used to break demand on the, you know, the more emergency 	calls and things like that, I suppose.   
P7:	Exactly. Yeah. Yeah, definitely.  
R:	Right, yeah, so do you think then social media could be used as well, to maintain 	a public, you know, presence in the community? So you get some communities 	who are very much digital, some very much traditional, do you think that, you 	know, with the cuts that have been over the past 10 years, that social media 	could be a useful tool to still engage with the community, while having less 	frontline officers than they did 10 years previously?  
P7:	I think, generally, I mean, the answer is yes. Short answer. Obviously, I've been here four years, as you said, so I sort of wasn't there right at the start of, what was it sort of 10-12 years ago, when sort of austerity started to kick in. And, but I do know, that, obviously, that was a factor for all public services, and a sort of a new way of working. And then obviously, coupled with that, sort of 12 years ago, was when, I guess was when social media started to, you know, develop a bit more than what it was, you know, rather than from this very, sort of early days. And when I say social media, by the way, all the way through, I've been generally talking about Facebook and Twitter which I know, I know, not everybody, particularly young people are necessarily on Facebook, or Twitter, or Facebook, 	       or Twitter, or at least don't use them as much as other social media platforms, but because of various factors around being able to report things and being able 	   to use social media management tools and things. Those are the ones that we typically focus on. We do have other platforms as well, but those are the two main ones for us. Yeah, so we do Facebook Lives, for example, with our chief officers, Chief Constable, his well, now retired deputy has done one before he left. We've done one with this sort of local teams. So the Chief Constable obviously talks about the force as a whole but we talked about, we do local teams as well so they can talk more specifically about local issues. And, you know, they do really well. So you know, you have to sort of, what sort of be an impressive figure but they typically would have in the region of 20,000 views, I'm not saying they go, they've gone viral by any means. But when you compare that to the old way of working, you'd have invited people around to sort of a village hall or a town hall or something for the Chief Constable to be there for an hour, he would have taken half an hour to get there and half an hour to get back. So it would been two hours spent to speak to 20 people, 30 people in a village hall. Whereas now, you can sort of reach 1000 times more, obviously, they're not going to necessarily pay as much attention because they might dip in and out and all the rest of it, but you're reaching potentially much bigger audience through social media than you could ever have reached via the, the old way of working. So certainly, there are ways to engage better through Facebook, or through social media, and then you could do before, but obviously, on the other hands, there are certain things as well that you can't replicate on social media, you can't have boots on the ground, you can't have people sort of patrolling via social media. You know, it doesn't capture everything if you'd like. But again, I suppose even with that, there is an element of, of us reassuring people by when officers are out and about, they're encouraged to take a photograph, for example, posted on Twitter, they have relatively limited audiences on their local Twitter accounts, but will, will, from time to time sort of share some of the photographs on our main Facebook page, again, and Instagram and things like that, again, just to sort of show we're out and about, you know, reassure people who need reassurance. And also, those who might think that, you know, the community has gone to the dogs or 	whatever, because they never see any police can see that actually, the police who were here earlier, it's just I didn't see him because I was, you know, in the bath, as you know. So that is not basically it's not a silver bullet, you can't sort of do everything that we used to be able to do. But there are certainly ways that we can use social media to increase our presence engagement. Generally, whether you know, whether there's austerity or not, and obviously, austerity isn't quite the 	same anymore. And there's been a national drive to recruit more police officers. And as I said, I'm not making any sort of political comments on it. But certainly, social media is a tool that we can and well do use, yes, yeah, whenever we can really.
 
 
R:	Yeah, I suppose it can be, it's a tool that can be used to aid traditional policing 	really isn't it and you touched on it there the community engagement bit, or the 	fact that you get, you know, Facebook Live streams with 20,000 people in it, I 	suppose it gives a wider amount of people a chance to feel like they contribute, 	contributing more to their local police issues as well, doesn't it? 
P7:	Yeah definitely. I mean, you do see, when we do these Facebook Lives, we did one last, last week, week before, which is a slightly different theme, because we basically got one of the senior officers to basically introduce, or talk about the dog section and the firearms section. This was a bit more of a show and tell, rather than send us your questions, and we'll answer wherever we can. But the same fundamental was that you know, we could, we did answer as many questions as we had time for. And you do see that when people I think there's possibly some cynicism? Well, I say the least you on social media, it does allow for everybody to have a voice, including the cynics. And that's in every arena. But sometimes, when, when we first started doing these Facebook Lives, a few people, I think, thought that it would be really sanitized. So we'd pick the questions. We’d write the questions. We'd only answer the questions we wanted 	 to give you answers to and you know, it wouldn't be it wouldn't be very authentic. 	     And obviously, we're not, you know, I do work for the police so, you know, it's not like I'm coming completely independently in that sense, but when people can see that their question, which they've typed out, and it's been left during the live has 	         been answered as well has been asked and answered. And other people can see that the questions that other people are leaving are being answered, I think, 	       yeah, it does definitely give people a sort of a sense that, you know, they can well either contribute or will, you know, directly ask somebody that they may not 	   otherwise be able to get an answer to. Actually more why didn't Facebook Lives on, on Twitter, say. Well, on Twitter and Facebook, if you send us a private message, we'll treat it the same way as a 101 call. If you need to report anything that's not an emergency, you can send us a direct message. And it will go through automatically to our control room. And you'll get a response within well, 	     within the period that it's needed, you know, because it's not emergency, obviously, don't report anything in 999 there, but we do tell people any other thing, they can report there, and you might get a response within sort of five minutes, it might be half an hour. But often, when people want to report something, they don't want to sort of be on the phone to 101, it's a really easy option for them to do and again, by interacting with us, by the direct messaging 	     side of Facebook or Twitter, people can see that we're sort of worth engaging 	  with, I guess, or you know, that we were not just broadcasting, but we're listening to people. And then finally, on that front, in terms of the public side of things, if 	    you tag SWP, the main SWP police account on Twitter with a question, then you'll get a response. It might not be decent responses as when if you send us a direct message, because obviously it's public and so we can't go into everything. And obviously, we never encourage anybody to report anything by there. But we do get people sort of engaging with us via public mentions, which we'll respond to from the main accounts. And again, that all helps to show people that, you know, we are listening, and we do, we do respond. Like I said earlier, we're not just 	 there to broadcast and tell people what we want to hear.
[21.38] 
R:	It appears more approachable to the public doesn't it? So yeah, social media, 	then, I suppose, is more of a tool for community engagement. Rather than, you 	know, there are some elements, you know, it's publicising campaigns and 		sending out appeals, but it's more towards the community engagement side, 	would you say?  
P7:	I think that's how we, in terms of like, which one is more, you know, priority, it'd be hard to say, really, because you can't really judge in terms of volume, because there is plenty of both. But I think community engagement certainly is. Right, so it comes back to what I said earlier about our department as a whole, we got press office here. And their role is typically the, you know, responding to media queries, or putting out things about court cases and things like that. So that and they'll, they'll do their stuff on social media, then we got a campaigns team, who will put, put out those messages are mentioned as well. And they'll do that on social media. And then sort of what I and [Colleague name], who you're in touch with, do more of is the community engagement side of things, positive engagement or responding to sort of individuals queries or responding to sort of trends or, or what yeah, whatever is trending again. Not everything, beans on Weetabix maybe not an example. But so in terms of like, which is more of a priority, it's probably not, it's probably hard to say, I think it's important, definitely that we do use it to community engagement tool. And, yes, so what I'm saying, I suppose is obviously we do broadcast what we say we do publicize our messages. But they only really work, I think people only really listen, if we're also 	       showing the community engagement side of things, and social media engagement, i.e. that we're responding as well. I think the balance of the two of them means that they both work. Does that make sense? 
R:	Yeah yeah that makes sense. So just two more questions now. How do you think 	the police are currently perceived on social media? And do you think anything 	can be done to improve that?
P7:	Do you mean, South Wales Police or police generally? 
R:	Yeah, just South Wales Police
P7:	I think it, I mean, it's hard. I mean, you're I don't know, what are, you know, how much how close do you sort of follow everything, but obviously might be telling you stuff now that you already know, or that you don't know. But obviously, there are sort of incidents that have been recent. They've always been cases where police have not been portrayed in the best light. You know, nothing to do with social media. I mean, but something that might happen. Where, you know, it's a controversy. I think policing has a certain, there's more scrutiny of police rightly so, because of the role that policing has. So obviously, there are things like the IOPC, Independent Office of Police Conduct, who are, you know, a government agency. And their role is really important because police being the police and having the powers, they do, obviously, I don't have any of these powers, but police being at least, needs to be held to account to make sure that they don't go rogue. Now, obviously, sometimes things do go wrong. And that will be publicised, again, as it should be. Because by publicizing the things that do go wrong, as the media do, as the IOPC do, and as we sort of acknowledge, by publicising those things, it sort of helps give confidence that when something does go wrong, it won't be swept under the carpet, it will be sort of dealt with appropriately. And obviously, that then gives people more, more confidence to report the next thing to police. Rather than saying we're not going near them, they're, you know, they can be off the rails. So that's a bit sort of context about, what the reason I mentioned that is because obviously, when we in comms in social, on social media sort of desk if you like, we have to sort of deal with a lot of the aftermath and stuff like that people are rightly annoyed by or angry about. And it does sometimes mean that our messages, we have to sort of tweak them, or bear in mind that people are angry about something, and we can't just go in and post a photograph of the police force and say, you know, look at PH Clover, look how great she is, or something like that, you know, we got to be a bit mindful of that. But this is a very long winded answer apologies, but all that background is basically to say that, I didn't even say it, basically, I think perception is it sort of comes and goes, sometimes it can be relatively positive, I think the default position is relatively positive for the police as a whole. And then social media enhances that. I think if you don't like the police, if you're not a fan of the police, then you're not going to be sort of won around by social media, or police on social media, although we can sort of help explain, you know, some of the queries or issues that you might have. For example, if you've reported something again and again, don't get any answers, if you send us a tweet about it, if you DM (Direct Message) us about it, and got a better response, you might sort of be more satisfied than you had been previously. But in terms of people's general attitudes towards police, I think it's very hard or impossible for us to change views. And I think that perception on social media is, matches that people in real life, if you like. And there will be some who love the police, some who aren't such fans. And I think our challenge is that is to sort of widen our audience beyond those who are already fans of us of ours. But generally, although there will be those people who aren't such fans of police, for whatever reason, I think, generally, you know, we are still held positively, because at the end of the day, if your, if your house gets broken in, so you get or you get attacked, or you, somebody in your family goes missing, then you call us and you know, we the officers will do their absolute best to resolve that situation. And, and that's sort of something else we tried to put across actually, when I think about it is that the officers who were doing all this are humans and they do have their own families and their own concerns and their own worries to deal with as well. So it's not like you know, some sort of robotic thing that you come in to work and forget all about, you know, you're still a human. So I think it's about putting across that human side of things is a lot of what we do. But generally, I think we're held positively by most people. But I think our role is to do what we can I suppose to not capitalize on that sounds a bit cynical, but, but so sorry did I get interrupted then? I had a call coming through. So, so we got a sort of win around people when we can but recognize it's not always possible, basically.
[30.01] 
R:	Yeah, I understand what you mean, I suppose the police are always on the 	back foot really aren't they from the start because people only tend to deal with 	them when something has gone wrong, you know, obviously something gone 	wrong, so then they may not perceive them positively at the start. And you 	mentioned as well, the IOPC. I suppose that can only be a good thing, 			acknowledging things like that, because it, you know, increases accountability 	and shows transparency, which sort of links into what you were saying earlier 	about people who will ask questions on Facebook Live, and get actual proper 	answers from officers and senior ranking officers showing in transparency with 		the public.
P7:	Yeah definitely. Social media has given everybody a platform, obviously. And things like citizen journalists mean that there's a new way of working, you know, you'll find out things from, from blogs, sounds quite old fashioned but it's sort of, not the same channels as before, they are not the same established channels. And even sort of people who don't, wouldn't classify themselves as a sort of citizen journalist or anything, everybody has access to a phone and can video something post it on social media. It's not necessarily about police, but about anything. And out of context, it might look a bit odd. You know, things like, I don't like to use the expression fake news, because obviously, that I don't want to sound like Donald Trump. And I'm not saying he was onto something, but it's very easy. In fact, actually, Donald, Donald Trump's target my wrath here, because it's very easy for him to say something. And for that's become an established truth. Even if it's not, moving on from Donald Trump, then it's very easy for anyone to say anything on social media, for it sort of be shared, you know, virally. And then, for the truth, the circumstances behind it, which offer a bit      more explanation, not to sort of quite match that. I think, going back to that, for 	  the engagement side of things, you know, we've got to be aware of those, what's being said, you know, the, the truth, if you like, behind it, and we've got to be prepared to sort of call people out where we can, while balancing that was not sort of trying to give credence to any of the trolls if you like. But it's, back probably in its infancy, I think social media, again before my time but the impression was that social media was one of those things that, you know, we posted every now and again, and then we just left it, and then we'll go back in and post it on something else, and then leave it. We never actually sort of gauged the responses, help us sort of work out what our next message should 	     be. And then, recently, example of COVID, the restrictions, obviously, the restrictions aren't ours to decide what they are just for the enforcement side of things. But we might post something which gets relatively negative reaction on Twitter or Facebook, because people say, you got better things to do. And police, you know, all this sort of rubbish. Not the majority, the majority of people understand why, but you get people who dispute it have some of the loudest voices. And so we're not, so the next time we put it out, we sort of explain why we're doing this, you know, the fact that we're not policing this because it's, well, 	   not because it's a choice, but because, you know, people are dying, you know, and so we're doing our bit to help the community sort of thing. Engagement, I 	 think, therefore comes as well to what people's concerns are, and ensuring that 	   what we put out is it matches that to or sort of addresses that where we can.
R:	Yeah, I understand what you're saying. Last question, I'm conscious of time as 	well
P7:	It's my fault sorry I've been rambling, sorry. 
R:	It's alright no worries. Do you think that social media then will play a bigger part 	of policing in the future? 
P7:	Yeah, I guess I'm not very imaginative. So I can't think off the top of my head as to what, what that would look like. I'm not sure exactly what it will look like in 5 or 10 years but in the sort of maybe medium term. Well, first, I can't see how it wouldn't. I can't, be just one of these things, you can put the genie back in the bottle. Once it's once we started doing things, you know, it's only going to develop further. So I mentioned earlier about, about Responding to DMs, on Twitter and Facebook, via our control room, I imagine in future, however you get in touch with this, when there was a public message or comments or something, those sorts of things would be more widely picked up by, by a control room say, you know that we're, you know, rather than basically sort of developing that so that anybody can get in touch by whatever means, whatever their preferred means is, I think, obviously, things like Facebook Live, like I said, you know, we started doing that a couple of years ago, let's say three years ago, it's not like, particularly innovative, because, you know, it's very much a 2015 thing, isn't it. But on the other hand, there's no point in stopping doing that, we can still continue to do it. And then other things, other platforms, perhaps not saying we're    sort of necessarily going to do this immediately. But there's so many other channels, there are channels cropping up the whole time, and they get bought by      other. See Instagram has been bought by Facebook, and some of the smaller, slightly smaller ones might be bought and taken over by somebody else before, you know, if we're going to establish a presence on there, say, but there are things like, you know, Snapchat or Tiktok, you know, we are not on either of those channels, I think it'd be impossible for us to at the moment, and people would also be a bit. There'll be people who say, well, what you're wasting your time on there for, you know, you've got better things to do. But on the other hand,   you know, there are different audiences to engage with, to get our messages 	  across to. So I think there are certainly options there. I mean, if you sort of put 	  yourself in that position of, say you'd asked that question in 2010. You know, at that time, we were posting very, I can't remember exactly when our Facebook pages were created, I think. I think it was after that. I think, yes, I think it was more recently than 2010. But don't quote me on that. You can check on their 	  Facebook profile, or what have you, but, but the point I'm trying to make is in 2010, wasn't that long ago, really, it feels like I'm gonna go for you because you're younger. But I'm sorry, that was unnecessary. I'm just bitter at being in my 	  30s now. You wouldn't have thought that, looking back, now, you think 10 years 	  ago, you didn't have Facebook, you know, Facebook is very much, you know, things have moved on from Facebook. I mean, they, to a large extent. And Twitter was used every once in a while to posts not very interesting stuff. So in, in  that time, the development that's been I can't imagine that there wouldn't continue to be that development over the next 5 or 10 years, with platforms and, 	  and tools and things that probably haven't been invented yet. And it's but the key 	  is sort of on us if you'd like to ensure that we keep up with that as best we can. And use those emerging platforms to, again to try and publicize what we do to 	 get public's help where we need to, and obviously to sort of enhance community 	 engagement and break down the barriers between us and the public, which, which social media helps us to do. 
R:	Yeah yeah I completely understand. And that's all my questions as well. I think 	that's a nice place to leave it.
P7:	Well thanks very much, can I just ask you then quickly, are you? What's your sort 	 of? You know, what's your interest with your dissertation studies? Obviously on 	this is that is, are you looking to go into police or social media or both? When 	you're done? 
R:	Yeah. So I'm currently studying Policing in UWTSD Swansea. I do have an interest in social media and policing, I do want to go into police in and I have been looking as well at social media as well. I noticed there was like digital internships and things in South Wales Police recently, but unfortunately, I'm not doing a degree in that area so I wasn't able to apply. But yeah, I do have an interest in both sides of it so that's why I chose it for my dissertation.
P7:	Yeah. No, I mean, it's really interesting topic. I would say that because it was 	interesting, then I wouldn't be doing it but, but no, it's I was just curious as to I 	mean, can I ask you to I'm again conscious of your time but I am not trying to put 	you on the spot either. But, but in terms of what you're sort of feelings that are 	about us in social media.

Interview recording finished here due to 40-minute time limit on Zoom
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This interview was conducted over instant messaging 

R: 	Hi mate are you alright?
P8: 	Yeah all good, you ready to start? 
R: 	Yeah I’m ready, so first question, how old are you, what is your rank and how	long have you been serving?
P8: 	I am 53 years old, with 15 years’ service in total, 8 as a PCSO and 7.5 in my 	current role as a Police Constable
R: 	So have you had any training surrounding the use of social media? Like as in 	using a private account if you have one or in an investigation you were a part 	of? 
P8: 	Yeah we have had some, but not in the use of an investigation 
R: 	Right yeah, so has it featured in an investigation you were a part of? 
P8: 	When victims have reported individuals for posting threats or harassing them 	on social media, then I have to had to view the victims relevant social media 	accounts to establish what was said, by who and how often
R: 	Are there any instances that you can think of where social media might have 	helped upon reflection?
P8: 	Social media has helped with appeals by South Wales Police, who regularly 	post appeals for information. So I suppose it would have been useful a 		number of years before it became the norm
R:	Do you think that social media is a help or a hindrance to the job? 
P8: 	It depends how you look at this, it can be a great tool when requesting 		information from the public, but also a hindrance as there is an increase in 	how many reports to Police are being made by people seeing posts on social 	media which they interpret as being aimed at them, being harassing or 		threatening 
R: 	Do you think that it can be used to improve aspects of policing? 
P8: 	Yes, but when police are posting the good work their officers have been doing 	whilst on duty, it attracts detrimental comments from a small number of social 	media users who take the opportunity to criticise South Wales Police 
R: 	Do you think then, that social media can be used as a tool to boost 			community engagement? 
P8: 	Yes I do
R: 	Right, so how do you think police are currently perceived on social media? 
P8: 	I think that the majority of social media users support the actions of police 		which are posted, but as I have mentioned the users are anti police will 		always make detrimental comments
R: 	Has the advancement in technology, (so for example, smartphones, body 		worn video, social media), changed how you perform your role? Are you more 	aware of your actions?
P8: 	When body worn video was first introduced I was more aware of my actions, 	the legislation we use and how we said it such as the caution when we arrest 	to make sure it was right
R: 	So final question, do you think social media will play a bigger part of policing 	in the future? 
P8: 	Yes as times change and social media is growing and takes up more and 		more people’s lives, it will translate into policing as well. 
R: 	That’s all my questions, I really appreciate your time and thank you for 		participating 
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This interview was conducted over instant messaging 
R: 	Hi P9, everything ok?
P9: 	Yeah all good, so what is this all about then? Just a few questions on policing is it?
R: 	So I’m doing my dissertation on social media and policing. I’m going to be skiing you a few questions on how it is used in your job, any training you’ve had and the future of it and stuff like that
P9: 	Yeah that sounds good mate
R:	So first question, how old are you, what is your rank and how long have you served in the police?
P9:	I’m 32, I am a police constable and I’ve been in the police for 8 years
R:	Did you have any training on social media? Like how you should use your personal account or how it can be used on the job?
P9:	I didn’t have any training about using it on the job. We have been told to be careful online with our personal accounts and to remain impartial while on social media
R: 	Has social media featured in an investigation you were a part of? 
P9: 	It has been used to publish appeals about suspects and missing persons and stuff like that really
R:	Do you see it as more of a help or hindrance to the job? 
P9:	I don’t think I’d say it is a hindrance, as long as you are sensible online then I don’t see many disadvantages to it
R:	Do you think that social media can be used as a tool to boost community engagement?
P9:	Yeah definitely, it is a great tool for that. Pretty much everyone has some form of social media these days so there’s that bigger audience now compared to say 10 years ago when it was newer. I suppose with that as well, it can capture a wider audience for things like publicity posts and stuff. Things that reassure the public that we are out there still even if they don’t see us
R:	How do you think that the police are perceived currently on social media? 
P9:	I’d say mostly positive. Obviously there will always be negative people online and sometimes they are the ones that shout the loudest. A lot of negative stuff I see is surrounding COVID restrictions, that has made people quite upset and that is sometimes directed towards the police on social media
R:	How about the advancement in tech, so smartphones, BWV and the fact that things can go viral very quickly on social media. Have these factors made you more aware of your actions? 
P9:	I suppose you are aware of your actions while on camera. BWV shows the full video so we will turn it on when we arrive at a call and that can be used to back up the officer’s account of events if someone tried to dispute it. I think that can only be a good thing
R:	My final question, do you think social media will play a bigger part of policing in the future? 
P9:	The social media bubble isn’t going to burst anytime soon is it? So I think that the police will have to adapt to that in some way and make sure we keep up with it
R:	That’s all my questions, I really appreciate you doing this. Thanks so much for your time
P9:	No worries mate, see you soon

[bookmark: _Toc71082443]Appendix 2.10 – P10

16th April 2021 
 

This interview was conducted over instant messaging  
 
R: 	 Hi P10, how’s things? 
 
P10: 	Yeah all good mate. So is this for your dissertation is it? Not sure how much help I’ll be but can give it a go 
 
R: 	Yeah so I’m studying policing in uni. I’m writing my dissertation on social media and policing so like how it is used by the police, training you might have had on social media and what the future will look like 
 
P10: 	Sounds interesting that, I’m ready when you are 
 
R:  	Yeah all good now, so first question then. How old are you, what is your rank and how long have you served with the police?  
 
P10:  	I am 25 years old, I’m a police constable and I’ve been in the police for 3 years 
 
R:  	Did you have any training surrounding social media when you joined? Or any training in those 3 years around the use of private use or use in an investigation?  
 
P10: 	Mostly just got told to be impartial while on social media and we got reminded that constables must always be professional even when out of uniform. For that reason I tend to stay away from social media other than using it to keep in touch with friends and family really  
 
R: 	So has social media featured in an investigation you were a part of or been used in any investigations at all that you know about?  
 
P10: 	I see it used a lot to publish CCTV footage on Facebook and things like that or to appeal for witnesses after a crime.  
 
R:  	Do you think that social media is more of a help than a hindrance to the job? 
 
P10: 	I wouldn’t say it is much of a hindrance personally. It can help a lot with appeals like I mentioned earlier, I think a lot more people probably see the posts as opposed to other means. I suppose it isn’t much of a hindrance for me because I mostly stay away, I’m aware of the dangers of posting online so I just don’t bother 
 
R: 	Do you think social media can be used to improve aspects of policing?  
 
P10:  	I suppose so, I have been seeing posts lately following deaths in communities or violent incidents and social media has been used to like reassure the public. I suppose that’s one way of doing it rather than having a physical police presence in the area all the time which can be difficult 
 
R: 	Do you think social media can be used in a way to boost community engagement then? 
 
P10:  	Yeah I think it is a helpful tool for that especially for the younger generations like ours and even younger than us. I think it can be used as a way to build new relationships with young people from an early age. Kids get exposed to the internet a lot younger these days so I suppose the police could kind of help with that a bit more and use it to build a relationship with them 
 
R: 	Yeah I get what you mean. How do you think the police are currently perceived on social media?  
 
P10:	Currently? Possibly negative I’d say with COVID restrictions although I think that may vary as we come out of lockdown. Can’t really be to sure yet 
 
R: 	Has the technology involved with your job, so for example social media, smartphones, BWV and the fact that someone can be filming you at all times, made you more aware of your actions?  
 
P10:  	I’ve always had BWV so can’t really comment on what it was like before but for me, I am more aware of my actions when the camera goes on. But it is a good thing because it can provide the full context of events but even still, you have to be aware of the public filming you because it is very easy to edit footage to suit an agenda if you like 
 
R: 	Yeah I know what you mean, you often see things go viral with no context behind them. So my last question, do you see social media playing a bigger part of policing in the future? 
 
P10: 	Social media is a massive thing and I don’t see it going away anytime soon. So in that respect, I think the police have to make the most out of that opportunity and use it to its full advantage  
 
R: 	So that’s all my questions anyway, thank you for your time. I really appreciate it and it’s been very helpful to my research 
 
P10:  	No problems mate, if you need anything else then let me know. Happy to help 
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