
 
 

 
POLICE AND CRIME COMMISSIONER’S RESPONSE TO THE REPORT: FRAUD: TIME 

TO CHOOSE – AN INSPECTION OF THE POLICE RESPONSE TO FRAUD 
 

This is a follow up inspection and report following a Home Secretary Commission and 
consequent report Fraud: Time to choose - An inspection of the police response to fraud in 
April 2019. The latest report aimed to see how the police service has responded to the 
recommendations and AFIs made in the original. The new report is quite clear that not 
enough has changed in the way that fraud is handled by the police. Devon and Cornwall 
Police were not visited as part of the follow up inspection, but the South West Regional 
Organised Crime Unit was included. 
 

The report was published on 5th August 2021 and a response is due by 30th September 2021. 
 

1.0 Summary of key findings 
 
Progress against 2019 recommendations and areas for improvement  

 Only 10 out of the 16 original recommendations have been fully implemented. 
 Only 1 out of the 5 AFIs (areas for improvement) has been fully dealt with. 

 
Improvements have been made in fraud processes but more needs to be done 

 Some improvement in the way that organised crime groups are identified and mapped, 
and work to prevent people from being drawn into fraud – but needs to be more 
consistent. 

 Work has begun to improve national and regional tasking and co-ordination, but there 
needs to be better sharing and evaluating of good practice. 

 Better understanding of the effectiveness of alert and campaigns is needed. 
 
A clear fraud strategy but resources remain insufficient 

 Improvements: the Economic Crime Strategic Board has extended its remit, the Home 
Office has developed an overarching fraud strategy, City of London Police have a 
clearer lead role for fraud, and a three-year national policing strategy for fraud has 
been developed. 

 Challenges: funding confirmed for a year at a time and with short notice makes it 
difficult to plan for long term investment, and the amount of intelligence, investigation 
and prevention work that fraud requires is not matched by the resources allocated to it. 

 
The National Fraud Intelligence Bureau (NFIB) has improved its intelligence products 
and is planning to introduce a new computer system 

 Current NFIB computer system is not fit for purpose and won’t be replaced until 2024 
– police continue to use poorly functioning system in the interim. 

 However, the NFIB has improved its intelligence products, and forces now make better 
use of them. 

 
 
 

 



 
 

 
Too many victims still receive a poor service 

 Improvements: Action Fraud has taken steps to raise awareness of its role, forces are 
better at identifying vulnerable fraud victims and communicating with victims in a 
timely manner, some forces have created victim care roles. 

 Challenges: confusion in forces about when and how they should respond to a report 
of fraud, victims are not given enough information about the investigation of their case, 
call wait times and calls abandoned to Action Fraud remain unacceptably high. 

 
2.0 Recommendations 
 
The report makes three additional recommendations, two are specifically directed at Chief 
Constables. 
 
Recommendation 1 
By 30 September 2021, Chief Constables should make sure that their forces are following the 
guidance issued by the National Police Chiefs’ Council Coordinator for Economic Crime 
about fraud-related calls for service. 
 
Recommendation 2 
By 31 March 2022, the National Police Chiefs’ Council Coordinator for Economic Crime with 
the National Crime Agency, National Economic Crime Centre and City of London Police 
should set up an effective national tasking and co-ordination process for fraud. 
 
Recommendation 3 
By 31 October 2021, Chief Constables should adopt the guidance issued in September 2019 
by the National Police Chiefs’ Council Coordinator for Economic Crime that was aimed at 
improving the information given to victims when reporting fraud. 
 
The published report can be viewed here: 
https://www.justiceinspectorates.gov.uk/hmicfrs/publications/a-review-of-fraud-time-to-
choose/ 

 
3.0 Chief Constable’s comments 
 
We welcome the review by HMICFRS into the progress following their 2019 report on Fraud, 
entitled ‘A time to choose’.  
 
Recommendation 1 in this report relates to ensuring that the guidance from the NPCC 
Coordinator for Economic Crime, in respect of fraud-related calls for service, is being 
followed. 
 
Devon and Cornwall Police have undertaken extensive work to ensure a victim receives the 
right response when they call or contact our force contact centres.  Measures include training 
control room staff in identifying vulnerability and understanding the national CFS criteria. We 
have introduced a structured question set for all contacts and it is now standard practice to 



 
 

 
create a record of all fraud reports to ensure details are stored within our Command and 
Control system or our Crime and Intelligence system depending on the nature of the contact.  
 
We have created plans to build a fraud triage capability incorporating trained fraud 
investigators who will review all initial contacts coming into the force.  The fraud triage team, 
built on the concept used in a number of other forces, will ensure a consistent approach to 
initial investigation of fraud where there is an expectation on Devon and Cornwall to do this, 
in line with national guidelines. It will ensure a greater chance of securing and preserving 
evidence for victims, recovering stolen money and a greater consistency of standards of 
initial investigation to enable transferring crimes where suspects are not in the force 
geography.  These proposals are currently under review as part of the force operating model.  
Additionally, two fraud Protect officers will work more extensively with the victims list from 
Action Fraud and assist with the longer term Prevent and Protect strategies for the force. 
We are progressing the introduction of Operation Signature to improve our engagement and 
support to vulnerable victims.  This will give greater guidance and clarity to officers and staff 
when there is a Call for Service as to the correct course of action regarding safeguarding and 
preventative action for each victim. 
 
Finally, we are incorporating the national trigger plan, Operation Radium as a response plan 
for all crime in action scenarios, ensuring the right skills and resources are used when 
required; we will adopt this as Operation Recall. 
 
Recommendation 3 suggests adoption of the September 2019 guidance provided by the 
National Police Chiefs’ Council Coordinator for Economic Crime, which seeks to improve 
information given to victims reporting fraud. 
 
We are pleased to report that we are already responding to this recommendation through the 
work the Force is currently undertaking in relation to victim-rights. We are ensuring that every 
victim receives the best information in writing, regarding what happens in relation to their 
report of a crime. 
 
We are in the process of adding the Action Fraud information leaflet to the package we 
provide victims of fraud. This information explains the role of Action Fraud in the victims’ 
case, what will happen next, and signposts them to further information including contact 
details to allow them to report their cases directly. This supports better understanding of the 
processes involved and gives agency to the affected individuals.  
 
Further supporting information on Action Fraud is being added to the Devon and Cornwall 
Police website to ensure the public, not solely victims of crime, have easy and instant access 
to information and guidance relating to fraud and cyber-crime. This includes information on 
what Action Fraud can help with; how to report crimes and access advice 24 hrs a day, how 
crimes are assessed, how to attain an update and other avenues for recourse, should a 
criminal investigation not be progressed or successful. 
 
Fraud actively targets some of the most vulnerable in our society, often seeking to exploit the 
insecurity of those who can least afford it. The pandemic has intensified and exacerbated this 



 
 

 
issue, often providing new avenues to exploit those who need our protection. Our work to 
improve the service of fraud victims in Devon, Cornwall and the Isles of Scilly will continue. 

   
4.0 Police and Crime Commissioner’s response 
 
I welcome HMICFRS’ revisit review of progress against recommendations and areas for 
improvement in their 2019 report ‘Fraud: Time to Choose’, which highlights a number of 
remaining challenges around tackling fraud, supporting victims and bringing fraudsters to 
justice. I am disappointed that not enough has changed more than two years after the initial 
inspection and to hear that too many victims of fraud still receive a poor service from the 
police.  
 
The two recommendations directed at Chief Constable’s in this new report ask that police 
forces take on National Police Chiefs Council (NPCC) guidance around fraud related calls for 
service, and improving the information given to victims of crime.  
 
During my tenure as Police and Crime Commissioner for Devon, Cornwall and the Isles of 
Scilly, providing the right support to victims of all crime has been a key priority of mine, and 
my office’s strategic partnership with Victim Support to provide services to victims of crime 
will continue drive this priority forward. The Victim Care Unit funded by my office makes 
contacts with Action Fraud victims in addition to any referrals that are received from the 
National Economic Crime Victim Care Unit (NECVCU). They have a VCO SPOC for fraud 
who specialises in support in this area who is also point of contacts for others in the team. 
 
My office is working with the Association of Police and Crime Commissioners to use the data 
provided by the City of London Police to hold the Chief Constable to account for the response 
to Fraud.  
 
The Chief Constable has outlined the extensive work the force has undertaken to ensure that 
victims receive the right response when they contact the police, including a number of 
positive steps forward to ensure that victims of fraud are properly supported and 
safeguarded. I will continue to monitor the impact of these changes, along with the proposals 
for fraud triage capability. 
 
The Chief Constable has also provided detail on the positive steps undertaken to improve the 
information that victims of fraud receive under the victims’ rights work. I look forward to  
seeing the outcome of this work and again, will be monitoring progress to ensure that victims 
of these crimes are properly informed about the investigation of their cases. 


