
 Page 1 

“Social Inclusion and Policing” 
Chain Reaction Breakfast Cafe – KPMG Sydney 2 April 2013 
Guest Speaker – Commissioner Andrew Scipione APM 
 

 
Thank you for that welcome and thank you for the invitation to meet and talk with 
you today. 
 
We’ve had a couple of false starts trying to get my diary to match up with the 
Foundation’s.  But we finally got there.  And I’m glad we did. 
 
As you know, just like previous speakers, I’ve been asked to speak about social 
inclusion from my area of expertise, and so that’s Social Inclusion and Policing. 
 
If all goes to plan I’ll talk for perhaps 30 minutes, and then I’m happy to take some 
questions and discuss the specific issues that you’d like to home in on. 
 
I’ll tell you up front that I might not be able to answer all of your questions.  As I 
think you’ll soon find out, the NSW Police Force is a big and complex 
organisation.  But I’m more that happy to take ‘Questions on Notice’ as they say,  
and I’ll undertake to get answers or information back to you. 
 
So I’ll give you a bit of an overview of the NSW Police Force.  I’ll talk about the 
framework that ensures we reach out to all the diverse communities that make up 
this great state as well as some of the programs that exist.   
 
When I slow down to prepare these presentations I’m constantly amazed at the 
extraordinary range of programs that my officers have in place, across a range of 
areas.  Creative initiatives that ensure, insofar as we possibly can, that everyone 
has access to the policing services that they need. 
 
We know that it’s not enough to just to open the doors; put a police sign out front; 
advertise a number; just call Triple Zero.  For so many groups, it’s not that simple; 
it’s not that easy. 
 
There’s a multitude of reasons why individuals and communities won’t always be 
able or feel able to access the range of services, particularly government services, 
that are rightly available to them including policing services.  So we accept the 
responsibility to meet them more than half way; to reach out whenever and 
wherever we can. 
 
We’re not successful 100% of the time and we don’t always get it as right as we 
would like.  But we are a learning organisation and we constantly review and seek 
to improve. 
 
So I’ll talk about some of the things that we are doing in that regard. 
 
And I’ll talk a little about our customer service ethos which perhaps underpins that 
framework and those programs. 
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But before I do that, let me take a couple of steps back and talk about my 
conception of a civil society. 
 
I know that the Chain Reaction Foundation exists to inspire citizen action and to 
create a truly civil society, and so I think it’s worth exploring that for a moment. 
 
In very general terms my starting point is that civil society consists of the ‘non-
state actors’, the individuals and organisations independent of government, who 
come together to negotiate and promote common interests. 
  
In many countries bringing about reform, accountability, and ending impunity in 
areas of state activity, including policing, could only have happened due to the 
existence of a robust civil society.  
 
And I would argue that because Australia is a stable democracy, in so many ways 
the lucky country, the impetus for civil society traditions have not been as strong. 
 
Does that mean the circumstances or the need for those civil society traditions 
don’t exist in Australia?  Absolutely not. 
 
Particularly in recent years, I’ve noticed an increase in the awareness of civil 
society, which might be a reflection of our increasingly diverse population.  Or 
perhaps because, in the internet age, we have a greater awareness of the world 
around us and the fact that not everyone has the sort of access and services that 
we can sometimes take for granted. 
 
Whatever is driving it, it has to be a good thing. 
 
For us, an effective NSW Police Force, working with the community to reduce 
violence, crime, and fear can only occur where there is genuine communication 
and trust with the community: simply put, community engagement. 
 
And that creates a mandate for the NSW Police Force to engage with a whole 
range of community groups, including civil society groups. 
 
So very, very broadly, that’s my take on civil society and my starting point. 
 
Now let me tell you a little bit about the New South Wales Police Force. 
 
Firstly, we are Australia's oldest and largest police organisation and last year we 
celebrated 150 years of policing in NSW.  So 2012 was a special year for the 
Force and it also allowed me to use the word ‘sesquicentenary’ when I spoke to 
different groups.  
 
It was our 151st Anniversary just a few weeks back but I’m still going to use 
‘sesquicentenary’ for as long as I can! 
 
So if you quickly do the maths you’ll find it was in 1862 that just 800 officers came 
together in a unified Police Force. 
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Today we have approximately 20,000 staff.  Around 16,000 of those are police 
officers and the remainder are our civilians who occupy a wide range of 
administrative and specialist roles. 
 
We serve a population of over seven million people right across the state covering 
an area in excess of 800,000 square kilometres. 
 
An interesting comparison to make is that the area we have responsibility for, the 
state of New South Wales, is about double the combined geographic areas of 
England, Scotland and Wales.   
 
It’s a big and diverse area, from my office which sits right in the middle of Sydney, 
the best city in the world, right out to some extraordinarily remote locations.   
 
Places like the Pilliga scrub, little places like Angledool which are a million miles 
from anywhere and make you wonder if you are still on the same planet, let alone 
the same country or state. 
 
Right across the state our police operate 24 hours a day, 7 days a week on land, 
sea, and from the air. 
 
We provide community based policing from more than 500 police stations right 
across the state.  And those 500 stations are divided among 80 Local Area 
Commands; LACs or Commands as we call them.  And I’ll talk more about those 
LACs shortly.   
 
We ensure social inclusion at a number of levels; at the Executive level; in our 
plans and strategies; and through corporately placed support groups.  But it is at 
the front-line, at the LAC level, that the rubber really meets the road.  And so I’ll 
come back to them. 
 
And finally, we serve a wide range of ethnic communities speaking somewhere in 
excess of 200 languages.  
 
So all of that makes NSW an incredibly vibrant and diverse place to live and do 
business in and the representation in this room reinforces that.  But it also 
becomes critically important for police in addressing the diverse needs and 
expectations of the various communities we serve. 
 
As the Commissioner of Police I am essentially the Chief Executive Officer and I 
am responsible for running the NSW Police Force with the immediate support of 
three Deputy Commissioners.      
 
We’re also an agency that faces enormous day to day scrutiny: from the media; all 
sides of politics; and from the various communities and stakeholders that we 
serve.  And rightly so.  I don’t own the Police Force, you do, the community does. 
 
For a significant part of what we do as police it’s crucial that we have very clearly 
defined roles, responsibilities, and lines of authority.   
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Our police officers are very clearly guided and well rehearsed in what they have 
to do.  As you’d appreciate, emergency situations aren’t really the place for 
democratic decision making processes.   
 
When you have an armed offender heading towards you, it’s probably not the best 
time to sit down with your fellow officers and have a bit of a discussion about the 
options that are available to you.  Our officers need to act quickly and confidently, 
on the basis of well rehearsed plans. 
 
Now that makes it interesting for me as the CEO.  Because, regardless of my 
actions as a leader; every day police stations across NSW will be open for 
business.  Without me telling them, or issuing a direction, police will get in cars, 
trucks, boats, planes, and on horse back right across the state. 
 
It means that our police must have the training, skills and support to deal with 
incredibly diverse people, communities and situations. 
 
And that’s the way that it must be. 
 
Because on any given day our police officers can be faced with a request for 
directions from an overseas tourist in Sydney … a minor traffic accident or a case 
of shop-lifting. 
 
Right through to a high level siege or an attempted terrorist incident; as well as 
every scenario in between.  And they must be able to respond appropriately, and 
immediately. 
 
It is so automatic that the reality is that it would take far greater effort for me as 
the Commissioner to stop that from happening than it would for me to make that 
happen.   
 
Our number one priority for working in our diverse society is building trust and 
partnerships with culturally, linguistically and religiously diverse communities 
through respect, dialogue, cooperation, appropriate and effective consultation, 
and communication. 
 
Within that context we recognise and value the unique ability of community groups 
to mobilise and support people, particularly those who sometimes struggle to find 
a voice, or those who struggle to have their voices heard above those with the 
loudest voices. 
 
Working with community groups, we can encourage and enable people from all 
walks of life to play a more active role in creating an informed society. 
 
In recent years we have become an increasingly diverse Police Force, better able 
to communicate with and respond to the various communities we serve. 
 
We have several programs in place to achieve that including Aboriginal 
employment programs, multicultural Recruitment campaigns, and others.  All 
designed to encourage people who might not otherwise have thought about a 
career in policing. 
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For example, at the moment we have about 30 people of Aboriginal or Torres 
Strait Islander background at various stages within the Police Academy, soon to 
be sworn in as police officers.  
 
But no matter how much we do at the front-end.  No matter how diverse we 
become; how sensitive to needs we are; or how much energy and good will we 
bring, there will be times where groups such as this one are better placed to carry 
the message. 
 
You will often have the ability to speak in voices that our diverse communities can 
better relate to. 
 
You can reach communities and speak to them in ways that we might not be able 
to. 
 
And all of that said, we need to remember that the Police Force is a state 
government agency. 
 
It can’t be our responsibility to establish or create a civil society, or to take 
ownership of that agenda.  But we certainly don't quash them either, as can 
happen in more oppressive environments. 
 
As a state player, it is very much our role to engage with elements of civil society 
constructively, and we know that a sophisticated civil society will only contribute to 
lifting our standards. 
 
I also take the view that for civil society groups to propose meaningful reforms to 
policing procedures and systems, they need a developed understanding of what 
we do and why we do it, otherwise they are likely to have unrealistic expectations.  
So it makes sense for us to engage. 
 
So that in turn, you are doing and achieving wonderful things for the communities 
that you live, work, and socialise in. 
 
This is really the sort of stuff that builds and sustains a healthy community.  It’s 
the glue that holds you together and makes you so much more than a bunch of 
people who just happen to share the same postcodes.  
 
So let’s get a little more specific about how we strive for social inclusion. 
 
Whilst there is an enormous amount of work being done by the NSW Police 
Force, the challenge is to ensure that our activities are strategic, consistent, and 
reviewed for their effectiveness. 
 
And so across a number of key areas we tend to see a number of consistent 
elements. 
 
Firstly, we have a number of peak groups, consultative bodies or advisory 
councils, made up of people and groups inside and outside the Police Force.  The 
Police Multicultural Advisory Council; the Disability Advisory Council; the Police 
Aboriginal Strategic Advisory Council and others.  High level groups that I often 
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chair where the community is included in providing policy advice, problem solving, 
and crafting solutions.   
 
Those groups often have a role in helping us to develop the next element - a high 
level guidance document.  A document that clearly articulates our commitment; 
our intent; our strategic direction; the sorts of programs that will be put in place; 
and how success will be measured. 
 
Our Aboriginal Strategic Direction 2012 to 2017 is one of those … as is our 
Multicultural Services and Policies Forward Plan 2011 to 2014. 
 
Possibly the next important element is a corporate spokesperson, a very senior 
sworn officer, most commonly at Assistant Commissioner level. 
 
In effect they are my representatives in a range of key forums. The 
Spokespersons Program ensures there is clear and consistent provision of advice 
and representation on key corporate issues.  They demonstrate to the people they 
meet with outside the Force, as well as to police officers within the Force, that a 
given issue or community is very important to us. 
 
Now I mentioned LACs earlier, our service hubs, the place where interactions with 
the community actually occur.  Well in each LAC we have a number of specialised 
and dedicated officers on the ground.  We refer to it as our ‘O’ program.  And that 
simply because there titles all end in O … our ACLOs, our MCLOs, our GLLOs … 
I’ll tell you about them in a moment. 
 
Okay, so what does all of that look like in practice?  Well let’s see how it’s applied 
to various groups. 
 
 
Aboriginal people and communities. 
 
Our Aboriginal Strategic Direction 2012-2017 is the overarching document 
which guides the NSW Police Force in our management of Aboriginal issues. 
 
The strategy seeks a genuine level of Aboriginal community ownership and 
involvement through a highly consultative approach, actively involving Aboriginal 
people in our programs and our consultative processes so that they understand 
our objectives and intent - why we do the things we do - so that the community is 
truly engaged. 
 
The Aboriginal Strategic Direction is a living document that identifies where 
Police can have significant input to decrease the over-representation of Aboriginal 
people in the criminal justice system.   
 
Sad to say that twenty years after the Royal Commission into Aboriginal 
Deaths in Custody, Aboriginal incarceration rates in NSW remain significantly 
higher than the broader population and it’s an area that all of government needs 
to keep working at.  
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So we have a strategic direction, a clear corporate commitment, very high level 
guidance.  We have a corporate spokesperson.  And we also have people on the 
ground, where the needs exist.  
 
And those are the first of our O group, our Aboriginal Community Liaison Officers 
or ACLO's as we call them.  Our very first ACLOs, four positions, were created in 
Bourke and Walgett, back in 1986. 
 
The positions have been necessary and valuable and 27 years later we 
now employ 56 ACLO's across the state.  In metropolitan areas like Maroubra and 
Redfern.  And in country locations: Dareton, Bourke Walgett and other places. 
 
The ACLO is as a member of the Local Area Command, Crime Management 
Team with the responsibility for providing advice and support to Police in the 
management of Aboriginal issues across their Command.  
 
And the ACLO assists in developing, implementing, monitoring and reviewing 
programs that bring about positive outcomes between Police and Aboriginal 
people and which are in line with NSW Police policy.  
 
In their day to day activities the ACLO works very closely with their local 
Aboriginal communities, Aboriginal community organisations and other service 
providers.  
 
A crucial part of the role of the ACLO is to create understanding, to promote an 
awareness of the NSW Police Force to Aboriginal people and communities, but 
just as importantly, to promote an awareness of Aboriginal issues to Police. 
 
 
Our work with culturally diverse communities. 
 
Very similar to our ACLO program is our Multicultural Community Liaison Officer 
program and we refer to those officers as our MCLOs. 
 
Now I know that sounds like some sort of a low fat McDonald’s burger, a McLo, 
but it’s something a little different to that. As I said, a similar approach to our 
ACLO program. 
 
High level guidance documents: the NSW Police Force Priorities for Working in 
a Culturally, Linguistically and Religiously Diverse Society and Multicultural 
Services and Policies Program Forward Plan 2011- 2014. 
 
A senior Corporate Spokesperson, in this case a Deputy Commissioner, Nick 
Kaldas. 
 
A high level committee: the Commissioner's Police Multicultural Advisory 
Council.   And that is made up of community and government agency 
representatives who meet with me directly to give high level advice and support 
on the whole range of issues around diversity that impact on operational policing.  
 
But importantly, those officers on the ground in our policing Commands - our 
MCLOs. 
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And they are civilian officers at the local level who work with communities and 
police in order to give life to those corporate priorities.   
 
Strengthening links and facilitating communication and interaction between police 
and culturally and linguistically diverse communities, it’s critical to a high quality 
customer focused policing service. 
 
And again they do that through liaison, the implementation of projects and 
programs and networking with local communities and police.  
 
Our MCLOs are right at the centre of identifying local priorities for police and 
culturally diverse communities and are largely responsible for encouraging 
partnerships and forging better relationships between police officers and members 
of the community. 
 
The MCLO program started the year after our ACLOs, in 1987, again employing 
just four MCLOs across Cabramatta and Fairfield.  And that program has now 
grown to 33 positions established across 26 Local Area Commands. 
 
And they are further supported by our Cultural Diversity Team at Police 
Headquarters in Parramatta, undertaking research, developing programs, holding 
a mirror up to the Force and keeping us focussed. 
 
Taking very practical steps, for example, improving the use of interpreters and 
developing the skills of our officers using interpreters.  And we’ve recently done 
some work on capturing that in a Language Services Policy. 
 
Each year we spend about $2 million on interpreting and translating services, so 
it’s a very real and practical commitment.   
 
 
GLBTI communities, or gay, lesbian, bisexual, transgender and intersex 
communities. 
 
Another area where the NSW Police Force has a very practical commitment to the 
continuous improvement of relationships. 
 
And again, an O officer, our Gay and Lesbian Liaison Officers or GLLOs. 
 
Very similar community consultation; outreach programs; a senior corporate 
spokesperson Superintendent Donna Adney; with support and research resources 
at Police Headquarters. 
 
All focussed on delivering practical programs on the ground and doing everything 
we can to encourage members of GLBTI communities to come forward when 
they’ve been a victim of a crime.  To talk to us when they’ve witnessed a crime.  
To be confident that we will act for them as we would act for anyone else. 
 
One of the priorities for GLBTI communities is encouraging the reporting of all 
forms of violence, including homophobic and transphobic violence, to police. 
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We have a number of reporting campaigns in cooperation with community 
organisations all designed to build trust and confidence in police and increase 
reporting. 
 
The most recent initiative Bring violence out of the closet focuses on domestic 
and family violence in GLBTI communities to encourage community members to 
seek assistance and report. 
 
 
Our youth. 
 
Police in New South Wales and right across Australia place an enormous focus 
on addressing youth crime.  Responding swiftly and strongly where it does occur, 
but perhaps more importantly, actively engaging with a whole range of bodies on 
programs that discourage our kids from committing crimes in the first place.  
 
Working with young people: 

• to enhance positive relationships between young people and police 
• to reduce and prevent crime 
• and to divert young people from the formal criminal justice system.  

 
There is a designated Youth Liaison Officer position for each of the 80 local 
area commands across the state and their main responsibilities are to implement 
the Young Offenders Act which provides the legislative framework for the use of 
warnings, cautions and youth justice conferences. 
 
There are also specialist School Liaison Police deployed at high schools across 
the state to present programs that aim to reduce crime, violence and anti-social 
behaviour by young people through intervention strategies, educational programs 
and local relationship building. 
 
An extraordinary range of programs and strategies … cyber bullying … safe 
parties … gangs and groups … alcohol related programs … and many others. 
 
 
Mental health and our Mental Health Contact Officers. 
 
Each year the Police Force responds to more than 30,000 mental health related 
incidents under the Mental Health Act. 
 
So we have a senior officer in each police Command who acts as a liaison point 
between the Local Area Command and other stakeholders on mental health 
related issues.  That’s a program we’ve had in place since 2001. 
 
Officers in place to develop local protocols with NSW Health and NSW 
Ambulance. 
 
Raising the awareness of police officers within the LAC of mental health issues 
and doing everything we can to meet the needs of yet another vulnerable group. 
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And programs that are not directed at specific groups, but specific crimes that 
tend to be under-reported.  Where we know that there is difficulty in coming 
forward and accessing services, exercising your legal rights. 
 
 
Family and domestic violence. 
 
It’s an insidious crime that eats away at too many families and communities. 
 
And so we’re committed to doing everything we can to reduce the levels of 
domestic and family violence and to improving our responses to victims of what is 
often a very complex crime.  
 
We have Domestic Violence Liaison Officers (DVLOs) in our Commands across 
the state, creating a critical link for police in investigations and supporting victims.  
Working with and gaining the trust of a diverse range of cultural, religious and 
language groups, many of whom may mistrust or have negative experiences of 
law enforcement authorities  
 
Building the capacity, knowledge and skills base of local police through expert 
advice.  Again, with a similar framework to the other issues I’ve mentioned. 
 
And so it goes.  A Corporate Spokesperson on Vulnerable Communities, 
Assistant Commissioner Denis Clifford. 
 
Older persons, people with disabilities and homeless people.  Members of 
vulnerable communities may be victims, offenders or witnesses and can require 
certain legal and practical accommodations on the part of the NSW Police Force 
when those interactions occur.   
 
Nonetheless, members of vulnerable communities are an important and 
recognisable part of our society with the same rights and responsibilities as any 
other member. 
 
So it’s an extensive framework that ensures that we do everything we can so that 
no individual falls through the cracks. 
 
Everyone in NSW has a right to freely access our services and we do all that we 
can to facilitate that. 
 
But there’s more at play than just access.  We need to stay connected because 
we know that when people are marginalised or on the fringes of the mainstream, 
their vulnerability to becoming victims or offenders is heightened. 
 
As a case in point, we’ve seen examples of disenfranchised youth, pacific 
islanders and others targeted by bikie gangs for recruitment.  
 
Youth who get caught up in gangs. 
 
Impressionable young people, often young men, who are vulnerable to 
recruitment by extremist groups. 
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So it becomes vitally important for us to be inclusive and to work inclusively with 
communities in all their diversity.  Through the framework I’ve mentioned.  
Through NSW Police Force participation in the NSW Government Immigration 
Settlement & Planning Committee chaired by the Community Relations 
Commission.  And through a conscious and concerted effort to reach out to 
individuals and service providers linked to asylum seekers and those on bridging 
visas.  Doing all we can to ensure they have accurate information tailored to their 
needs about policing and crime prevention. 
 
And perhaps finally, can I underpin all of this with our customer service initiatives 
of recent years. 
 
There have been times, right through my policing career when I’ve been 
enormously proud of the service and support that I, my peers, and all of our police 
have provided to the community.   
 
And there have been times where I’ve reflected and felt that we could have done 
more, or that we should have done more.  
 
So when I took over the role of Commissioner in 2007 I had a number of crime 
reduction initiatives that I wanted to set as priorities, as well as some key 
workplace health and welfare initiatives.  But just as importantly, I wanted to set 
customer service as a key priority.   
 
I know that the typical police officer can get passionate about what they do.  We 
hate to see people being victimised by crime.  When you’re at a job there’s often 
this internal voice that reminds you that the victim of that break-in could easily 
have been you mother, a brother, a mate. 
 
And when you can build a case strong enough to put a suspect before the courts, 
and better still, get a win, that’s a huge lift.  But victims of crime aren’t often 
exposed to that inner voice.  We feel it, but we don’t always communicate it. 
 
Keeping people informed is such a simple thing to do yet the return on the 
investment is immeasurable when it comes to people saying: at least they care 
enough to talk to me. 
 
You don’t easily get a sense of that concern when you’re a victim of crime and our 
police aren’t keeping you up to date.  It doesn’t matter how much hard slog our 
police are putting in behind the scenes if you’re not getting that phone call.  
 
So we developed and implemented a Customer Service Charter, Policy and 
Guidelines. 
  
We trained all sworn and non-sworn staff in the Customer Service Philosophy.  
And importantly, the Commissioner’s Executive Team was the first group to 
undergo that training. 
 
We piloted, refined and implemented community engagement guidelines.   
 
We put in place your Customer Service Portfolios and we began measuring 
compliance.  A range of measures were embedded: 
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• an 80% Victim Follow Up Target 
• measures for our response times and complaints 
• looking at our community engagement frequency  
• and a Mystery Shopper Campaign to anonymously and independently test 

it all. 
 
To be truly effective, the NSW Police Force needs to work and engage with the 
community if we are going to reduce violence, crime, and fear.  We know that if 
we have genuine community engagement in place we get: 

• victims of crime coming forward because they are confident that police will 
assist them,  

• witnesses to crime coming forward because they trust that their police will 
listen to them, 

• and we have a community that is willing to offer different and perhaps 
better ways of tackling local issues because they know that we will act. 

 
That sort of relationship and information exchange is essential to growth, to 
solving crimes, and bringing offenders to justice. 
 
That’s what our customer service initiatives are directed at achieving. 
 
And the results have been real and tangible. 

• recorded victim follow up has increased to 83%.   
• customer service complaints have reduced from 1,767 in 2006-2007 to 

1219 in the last 12 month period. 
• community surveys tell us that general satisfaction with NSW police has 

jumped from 62.6% to 74.5%. 
 
I have to say that I am enormously proud of the way in which that customer 
service mindset has been embraced at every level from the officer on the truck to 
the highest ranking officers.  
 
Like so much of policing, achieving social inclusion and excellence in customer 
service is like running a race without a finish line.   
 
It’s not something that’s done once and that’s the end of it.  There will always be 
more to do, room for improvement. 
 
People still want to see their police getting into the faces of crooks and those who 
make them feel unsafe as they go about their lives. 
 
But they also want a police force that knows how to relate to them, who will act 
professionally and take appropriate action when they become victims of crime … 
or when they want to report a crime or suspicious activity. 
 
And so we will always be committed to doing everything we possibly can to 
ensure that every member of our community has that access. 
 
Thank you. 


