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ABSTRACT
IMPLICATIONS OF COVID-19 PANDEMIC ON PROBATION SERVICE
DELIVERY IN LONDON ENGLAND

Adesanya Michael Haastrup
2024

Dissertation Chair:
Co-Chair:

The COVID-19 pandemic has profoundly impacted probation services in London,
England, necessitating a shift from traditional in-person supervision to remote and virtual
methods. This study explores how these changes influenced the efficiency of probation
service delivery, workload of probation officers, and quality of supervision provided to
probationers during and after the pandemic.

This research adopts a mixed-methods approach, utilising surveys and
administrative data to capture insights from probation officers, probationers, and other
stakeholders. Quantitative data, including compliance rates and appointment schedules,
complement qualitative insights to understand the impact of the pandemic
comprehensively.

Initial findings indicate that remote supervision presented significant challenges.

Probation officers faced increased workloads, adapting to new technologies while



managing larger caseloads. These operational pressures exacerbated stress and reduced
their ability to maintain depth of engagement, which is essential for adequate supervision.
Moreover, virtual methods are often less effective than face-to-face interactions,
particularly for high-risk offenders who require intensive intervention.

This study underscores the limitations of remote supervision, highlighting its
reduced capacity to foster meaningful relationships between officers and probationers,
which are critical for rehabilitation and compliance. However, it also identifies logistical
advantages, such as improved accessibility for some probationers, suggesting the potential
benefits of a hybrid model combining in-person and virtual methods.

These findings emphasise the need for a balanced approach that integrates
technology without compromising the relational aspect of probation services. By
addressing the identified challenges, this research provides actionable recommendations to
improve the resilience and effectiveness of probation services in London, particularly in
managing future crises. These insights will contribute to broader discussions on adapting
public services to unforeseen disruptions, ensuring that they remain equitable, efficient,

and impactful.

Keywords: Probation services, Remote supervision, Service efficiency, Public service

delivery, COVID-19 pandemic.
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CHAPTER I
INTRODUCTION

1.1 Introduction

The probation service in England has experienced notable developments in its
structure and functions, influenced by changing societal attitudes, political priorities, and
evolving penal philosophies. Established by the Probation of Offenders Act in 1907, the
service originally focused on offering alternatives to custodial sentencing and fostering
rehabilitation through a welfare-oriented approach. This foundation emphasised the early
20th-century ideals of personalised care and moral reform for offenders, primarily targeting
minor crimes and youthful offenders. Over time, these principles have been adapted to
meet contemporary needs, reflecting a commitment to restorative justice and effective
reintegration into society (Gard, 2012).

The mid-20th century marked a period of expansion and increased responsibilities
for the probation service. During this time, the service absorbed new functions such as
prisoner aftercare and social inquiry reporting for courts. These developments were pivotal
to embedding probation as a central pillar of the criminal justice system. By the 1960s and
the 1970s, probation officers dealt with a broader spectrum of offenders, reflecting the
growing demand for community-based alternatives to incarceration. The increasing use of
probation for serious offences has highlighted its shifting role within the penal policy
(Jarvis, 1977).

By the late 20th century, the probation service had transitioned from a primarily
rehabilitative institution to one emphasising public safety, risk management, and offender
accountability. This shift was driven by growing political and public concerns over crime
rates and recidivism. The introduction of risk assessment frameworks marked a significant
departure from the traditional focus on welfare, aligning probation more closely with

strategies of risk containment and crime prevention (Raynor, 2015). This period
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also witnessed the rise of managerialism within the service, characterised by performance
targets, cost-efficiency measures, and accountability mechanisms. The establishment of the
National Probation Service (NPS) in 2001 further centralised the service by integrating
probation within a broader offender management framework (Robinson and Burnett,
2007).

The "Transforming Rehabilitation™ reforms introduced in 2014 represented one of
the most radical restructurings of the probation service. These reforms outsourced the
management of low to medium-risk offenders to private Community Rehabilitation
Companies (CRCs), while high-risk cases remained under the NPS. Despite the initial
promises of innovation and efficiency, the privatisation experiment faced widespread
criticism for its fragmented service delivery and declining standards. By 2021, these
arrangements were reversed, and probation services were reintegrated into the public sector
under a unified framework. This reintegration reflects a renewed emphasis on professional
autonomy and rehabilitative practices while retaining elements of managerial oversight
(Tidmarsh, 2020; Burrell, 2022).

Cultural and demographic shifts have also influenced the probation service. Over
recent decades, there has been a notable increase in female probation officers, leading to a
gendered transformation in the profession. Concurrently, the service's identity has evolved,
with probation officers navigating tensions between their roles as enforcers of legal
compliance and advocates for offender rehabilitation (Annison, 2013). Additionally,
contemporary reforms have sought to prioritise the supervisory relationship between
officers and offenders, recognising its critical role in reducing reoffending and supporting
desistance (Burrell, 2022).

In conclusion, the evolution of probation services in England reflects broader
changes in criminal justice policy, oscillating between rehabilitative ideals and punitive

measures. While recent reforms signal a return to public control and focus on professional
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values, the service remains a dynamic and contested space, balancing competing demands
of public protection, offender rehabilitation, and systemic efficiency.
1.2 Overview of Probation Service Delivery in England

Over the past decade, the probation services in England have undergone significant
changes, driven by reforms to reduce reoffending and improve service delivery. These
changes have primarily revolved around the privatisation of services under the
Transforming Rehabilitation (TR) initiative and subsequent renationalisation due to the
shortcomings of this model (Tidmarsh, 2020).

The Transforming Rehabilitation (TR) reforms, introduced in 2013 and
implemented in 2014, marked a significant change in the delivery of probation services.
These reforms divided the probation service into two distinct entities: the National
Probation Service (NPS), which supervises high-risk offenders, and Community
Rehabilitation Companies (CRCs), private organisations responsible for overseeing low-
to-medium-risk offenders. The government justified this restructuring as a means to
encourage competition and innovation, improve offenders’ outcomes and reduce
reoffending rates (Tidmarsh, 2020).

However, the TR reforms quickly faced several challenges. The fragmentation of
services led to considerable operational inefficiencies. CRCs were frequently criticised for
prioritising cost-cutting measures over effective rehabilitation, resulting in inconsistent
service quality. Moreover, reoffending rates remained high, prompting critics to argue that
the TR reforms did not achieve their primary objective of improving offender outcomes
(Taylor et al., 2017).

Staffing issues compounded these problems, as many experienced probation
officers left the service due to dissatisfaction with the new structure. In their place,
unqualified or less experienced staffs were employed, leading to high caseloads and a

reduction in the quality of offender supervision. According to Taylor et al. (2017)
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deficiencies were highlighted in several reports, which noted that the split model created a
lack of continuity in offender management, undermining the effectiveness of rehabilitation
efforts.

In response to these challenges, the government announced the renationalisation of
probation services in 2020. By June 2021, the system was fully unified under public
management, leading to the dissolution of Community Rehabilitation Companies (CRCs)
and the reintegration of their functions into a single, cohesive Probation Service. This
initiative aimed to restore professional standards and enhance service quality, explicitly
addressing the systemic problems arising from the Transforming Rehabilitation (TR)
reforms. The focus of renationalisation included a renewed commitment to evidence-based
practices and ongoing professional development for probation officers (Robinson et al.,
2021).

The current probation service has realigned its priorities to balance offender
rehabilitation with public protection effectively. A central emphasis is on integrating
services with other agencies to tackle the complex factors contributing to reoffending, such
as mental health challenges, substance abuse, and housing instability (Gascén, 2019).
Evidence-based practices now play a pivotal role in the service’s strategy, with
interventions customised to meet the individual needs of offenders, guided by the latest
research (HM Inspectorate of Probation, 2021). These reforms seek to establish a more
consistent, professional, and effective probation system.

In conclusion, the probation service in England has experienced a significant
transformation over the past decade, from the privatised and fragmented model under TR
to a unified and renationalised service. While the TR reforms initially sought to introduce
competition and innovation, their failure to achieve critical objectives prompted a return to

a public service model. Today, the Probation Service is focused on improving outcomes



through professionalism, integration, and evidence-based practices, addressing the
systemic challenges of the past decade (Corcoran, 2021).

The current organisational structure of probation services in England operates
under His Majesty’s Prison and Probation Service (HMPPS), a division of the Ministry of
Justice. This structure is designed to balance national oversight with regional and local
implementation, ensuring effective supervision and rehabilitation of offenders. The
overarching responsibility for probation services lies with the Chief Executive Officer of
the Probation Service, who reports directly to the Director General of HMPPS. This
hierarchical framework ensures that national policies and objectives are consistently
applied, while allowing flexibility for regional and local needs (Ministry of Justice, 2023).

Probation services in England and Wales are organised into 12 distinct regions,
each managed by a Regional Probation Director. These regions include Greater
Manchester, the North West, the North East, and London, among others. Regional
Probation Directors are responsible for implementing national strategies at the local level
and ensuring that probation services meet the specific needs of their regions.

Each region is further divided into Local Delivery Units (LDUs), which oversee
probation operations in specific geographical areas. LDUs allow probation services to
collaborate closely with local agencies and communities, tailoring interventions and
supervision to address the unique circumstances of offenders within their jurisdiction (HM
Inspectorate of Probation, 2021).

A cornerstone of offender management in the Probation Service is the
comprehensive risk assessment process. Tools such as the Offender Assessment System
(OASys) are used to evaluate the likelihood of reoffending and the potential risk offenders
pose to the public. Based on these assessments, offenders are categorised as high, medium,
or low risk. Fazel et al. (2022) specified high-risk offenders are managed directly by

probation officers with specialized training, while medium and low-risk offenders are
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supervised through structured reporting and interventions by probation service officers.
This risk-based approach ensures that resources are allocated efficiently and that higher-
risk individuals receive the intensive supervision necessary to safeguard public safety
(Ministry of Justice, 2023).

The Probation Service plays a crucial role in supervising offenders, but its impact
goes beyond just monitoring compliance with probation conditions. It actively collaborates
with a diverse range of external agencies to tackle the multifaceted issues that often lead to
criminal behaviour. Seiter and West (2003) discussed partnerships, including health
services, housing providers, and local authorities, all of which are essential in addressing
key areas, such as mental health support, substance abuse treatment, and the provision of
stable housing. By taking this integrated approach, the Probation Service ensures that it not
only focuses on the immediate behaviour of offenders but also addresses the underlying
social, psychological, and economic factors that contribute to criminal activities. This
holistic strategy is important for reducing the likelihood of reoffending, as it seeks to foster
long-term change in the lives of individuals under supervision (HM Inspectorate of
Probation, 2021).

Alongside supervision, the Probation Service offers a comprehensive array of
rehabilitation programs tailored to assist offenders in reintegrating into society
successfully. These programs are accredited and specifically designed to target various
problematic behaviours, including anger management issues, patterns of domestic
violence, and substance misuse. Arbour et al. (2021) showed each of these programs is
grounded in evidence-based practices, ensuring that they effectively meet the criminogenic
needs of participants and promote genuine behavioural change. Moreover, some offenders
may be mandated to engage in Community Payback, an initiative that requires them to
undertake unpaid work that serves the community. This program not only facilitates

rehabilitation by instilling a sense of responsibility and accountability within participants,
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but it also delivers a tangible form of restitution to the public, demonstrating the offenders’
commitment to making amends for their past actions (Ministry of Justice, 2023).

In conclusion, the Probation Service in England is structured to provide a balance
between national oversight and local responsiveness. Its hierarchical organization,
combined with risk-based offender management and integrated rehabilitative services,
ensures that offenders are supervised effectively while addressing the underlying causes of
their behaviour. Monico et al. (2016) approach aims to enhance public safety and reduce
reoffending rates through a combination of accountability, support, and evidence-based
interventions.

Probation officers in England play a pivotal role in the criminal justice system.
Their responsibilities span offender assessment, supervision, rehabilitation, and
enforcement of court orders. Their work is crucial to reducing reoffending, ensuring public
safety, and supporting rehabilitating individuals involved in criminal behaviour. Each
aspect of their role demands a balance between support and control, requiring empathy and
a firm commitment to public protection.

A fundamental responsibility of probation officers is risk assessment and
management. Using tools such as the Offender Assessment System (OASys), they evaluate
the likelihood of reoffending and the potential harm offenders pose to others. These
assessments help tailor supervision and intervention plans, ensuring that resources are
effectively allocated to manage higher-risk individuals while addressing the needs of
lower-risk offenders (HM Inspectorate of Probation, 2021). This process is integral to
public safety, enabling probation officers to identify the factors contributing to criminal
behaviour and prioritize interventions that mitigate these risks (Yukhnenko et al., 2020).

The supervision of offenders is central to the work of probation officers. They are
tasked with monitoring individuals serving community sentences, being released on license

from prison, or being subject to other legal conditions. Regular meetings are conducted
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with these offenders to ensure they comply with the terms established by the courts or
parole boards (Wodahl et al. (2021). During these sessions, probation officers assess the
offender's progress, address any challenges they may face, and offer guidance to help them
meet their obligations. This supervisory role promotes accountability and supports
offenders in their journey towards rehabilitation (Ministry of Justice, 2023).

An equally important aspect of their role is facilitating rehabilitation. Probation
officers work with offenders to address the underlying causes of their behaviour, such as
substance abuse, unemployment, or mental health issues (Brooker et al. 2020). They
connect offenders to education and employment opportunities, housing assistance, and
specialised support services. Furthermore, they often deliver or oversee participation in
accredited rehabilitation programs targeting specific needs, such as anger management or
domestic violence interventions. By addressing these criminogenic needs, probation
officers play a crucial role in breaking the cycle of reoffending (Tidmarsh, 2020).

Another critical function is enforcing court orders. Probation officers ensure that
offenders comply with the terms in their sentences, such as attending mandatory programs
or performing community payback work (Purkiss et al. 2003). When an offender breaches
these conditions, probation officers take enforcement action, which may involve reporting
the breach to the court or recalling the offender to custody. This enforcement role
underscores probation officers’ dual responsibility to support and hold offenders
accountable (Ministry of Justice, 2023).

In addition to these offender-focused duties, probation officers contribute
significantly to public protection and victim liaison. High-risk offenders are often managed
in collaboration with other agencies, such as the police and social services, through Multi-
Agency Public Protection Arrangements (MAPPA). These arrangements ensure that
serious offenders are closely monitored and managed to minimise the risk they pose to

society. Probation officers also engage with victims of crime, providing updates about the
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offender's progress and any relevant developments, such as release dates (Marlowe, 2003).
This victim liaison work is vital for building trust and maintaining transparency in the
justice system (HM Inspectorate of Probation, 2021).

Finally, probation officers are responsible for preparing reports and maintaining
records. They provide pre-sentence reports to courts, offering recommendations based on
their assessments of offenders (people on probation). These reports guide sentencing
decisions and ensure judges comprehensively understand the offender's background and
circumstances. Additionally, probation officers maintain detailed records of all interactions
and interventions with offenders, ensuring accountability and continuity of care (Tidmarsh,
2020).

In summary, probation officers in England perform a multifaceted role that
combines offender supervision, rehabilitation, enforcement, and public protection. Their
work requires a deep understanding of criminal behaviour, strong interpersonal skills, and
a commitment to balancing offenders' needs with the community's safety. By addressing
the root causes of offending and ensuring compliance with legal orders, probation officers
play a vital role in fostering rehabilitation and reducing reoffending rates (Haganee et al.,
2015).

1.3 The Role of Probation Services in the Criminal Justice System

1.3.1 Primary objectives of probation services

Probation services in England are essential to the criminal justice system. Their
objectives centre on public protection, offender rehabilitation, reducing reoffending, and
ensuring compliance with court orders. These goals align closely with the overall aims of
the justice system, which seek to balance accountability with the principles of rehabilitation
and reintegration.

The primary objective of probation services is public protection, which is central to

their work. Probation officers are tasked with managing offenders in a way that minimises
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risks to society. This is particularly critical in supervising high-risk offenders, often
managed under the Multi-Agency Public Protection Arrangements (MAPPA). These
arrangements facilitate collaboration between probation services, police, and social
services to ensure robust risk management strategies are in place. Through close
monitoring, regular assessments, and interventions tailored to mitigate potential harm,
probation services contribute to the safety and security of the community (HM Inspectorate
of Probation, 2021).

A crucial objective is to decrease reoffending, which plays a vital role in breaking
the cycle of criminal behaviour. Probation services strive to achieve this by addressing the
underlying factors that contribute to offending, including substance misuse, lack of stable
housing, and unemployment (Muthaphuli and Bello, 2023). Tailored interventions, such
as evidence-based programs, specifically target the criminogenic factors that compel
individuals to commit crimes. Programs focused on anger management, substance abuse
recovery, and cognitive behavioural changes aim to encourage long-term behaviour
modification. This goal not only supports offenders in reintegrating into society but also
alleviates the burden of repeat offenders on the criminal justice system (Ministry of Justice,
2023).

Rehabilitation and reintegration are also central to the work of probation services.
Offenders are supported in developing the skills and resources needed to live law-abiding
lives. This involves connecting them to education and training programs, securing stable
employment, and assisting with housing needs (Vivares and Cuevas, 2016) Probation
officers often act as intermediaries, facilitating access to services that address these barriers
to reintegration. By addressing the root causes of criminal behaviour and fostering personal
development, probation services aim to create positive pathways for offenders and support

their successful re-entry into society (Tidmarsh, 2020).
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Enforcement of legal orders is another fundamental responsibility of probation
services. They ensure that offenders comply with the conditions set by the courts or parole
boards, such as attending rehabilitation programs, adhering to curfews, or completing
community payback work. Regular supervision and monitoring are critical components of
this process. In cases of non-compliance, probation officers are responsible for taking
enforcement actions, such as reporting breaches to the court or recommending the recall of
offenders to custody. This dual role of support and accountability reinforces the authority
of the judicial system while providing offenders with the structure necessary to reform
(HM Inspectorate of Probation, 2021).

Probation services are also crucial in victim support and enhancing community
confidence. They provide crime victims with updates on offenders' progress, particularly
in high-risk cases. This communication fosters trust in the justice system and ensures
victims feel informed and supported. Moreover, the visible work of probation services in
rehabilitating offenders and ensuring accountability contributes to public confidence in
their effectiveness and commitment to public safety (Ministry of Justice, 2023).

Lastly, collaboration and integration with other criminal justice agencies are critical
to achieving the objectives of probation services. Effective partnerships with prisons,
police, health services, and community organizations ensure that offenders receive
comprehensive support tailored to their needs. This collaborative approach is critical in
transitioning from custody to community supervision, where continuity of care is essential
for successful reintegration. Lowther-Payne et al., (2024) by coordinating efforts with other
agencies, probation services enhance their ability to meet offender needs while prioritising
public safety (Tidmarsh, 2020).

In conclusion, probation services in England's primary objectives—public
protection, reducing reoffending, rehabilitation, enforcement of legal orders, victim

support, and collaboration—reflect their dual focus on offender support and community
11



safety. By addressing the root causes of offending behaviour and holding individuals
accountable, probation services contribute significantly to the effectiveness of the criminal
justice system and the promotion of safer communities (Jonas, 2017)

1.3.2 Integration in the Criminal Justice Process

Probation services in England play a crucial role in connecting the various
components of the criminal justice system, including courts, prisons, parole boards, and
multi-agency collaborations. These interactions are essential to ensuring that offenders are
managed effectively, judicial decisions are upheld, and public safety is maintained. The
probation service is a bridge, facilitating continuity between sentencing, incarceration, and
community reintegration.

1.3.2.1 Interaction with Courts

Probation services maintain a close relationship with the courts, especially during
sentencing. One of their primary responsibilities is to prepare pre-sentence reports. These
reports provide judges with detailed assessments of an offender’s risk level, the underlying
factors contributing to their criminal behaviour, and recommendations for sentencing
(Monaghan and Konefal, 2023)

Probation officers evaluate whether community-based alternatives, such as unpaid
work or participation in rehabilitation programs, are suitable or if custody is necessary.
This approach ensures that judicial decisions are informed and tailored to the offender's
circumstances and public safety (Tidmarsh, 2020).

After sentencing, probation services oversee community orders or suspended
sentences, ensuring offenders comply with conditions such as curfews, participation in
rehabilitation programs, or other restrictions imposed by the court (HM Inspectorate of
Probation, 2021).

1.3.2.2 Interaction with Prisons

12



The relationship between probation services and prisons is pivotal in managing
offenders' transitions from custody to the community. Probation officers begin their
involvement well before an offender's release date, conducting assessments and working
with prison staff to develop comprehensive resettlement plans (Hunter et al., 2016). These
plans address vital factors such as housing, employment, and access to support services to
facilitate successful reintegration (Ministry of Justice, 2023). Once released, offenders on
license are closely supervised by probation officers. These officers ensure compliance with
licence conditions, such as attending regular check-ins or participating in rehabilitation
programmes. If an offender breaches these conditions, probation officers can recommend
their recall to prison. This seamless coordination between prisons and probation services
aims to minimise the risk of reoffending while promoting stability and reintegration (HM
Inspectorate of Probation, 2021).

1.3.2.3 Interaction with Parole Boards

Probation services are also integral to the parole process. Probation officers provide
detailed risk assessments to parole boards, which inform decisions about whether an
offender is suitable for early release. These assessments evaluate the offender's behavior
during incarceration, engagement with rehabilitation programs, and their preparedness to
reintegrate into society. Probation officers may also outline a post-release supervision plan
detailing the conditions necessary to effectively manage the offender in the community
(Walk and Dagan, 2023). Once an offender is released on parole, probation services
monitor their compliance with conditions, such as restrictions on movement or
associations. Any breach of these conditions is reported to the parole board, which may
result in the offender being recalled to custody. This interaction ensures that parole
decisions prioritize both the offender's rehabilitation and the public's safety (Ministry of

Justice, 2023).
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1.3.2.4 Interaction with Multi-Agency Public Protection Arrangements
(MAPPA)

Probation services play a central role for high-risk offenders in Multi-Agency
Public Protection Arrangements (MAPPA). These arrangements facilitate collaboration
between probation services, police, and social services to monitor and manage individuals
who pose significant risks to the public, such as violent or sexual offenders (Wood and
Kemshall, 2008). Through regular MAPPA meetings, agencies share information, assess
risks, and develop coordinated risk management plans. Probation officers are instrumental
in implementing these plans, ensuring high-risk offenders are subject to appropriate
supervision and intervention. This multi-agency approach enhances public safety by
leveraging the expertise and resources of different organizations (HM Inspectorate of
Probation, 2021).

1.3.2.5 Interaction with Support Services

Probation services also interact with various external support services to address
offenders' complex needs, including housing providers, health services, and employment
agencies. For example, probation officers frequently coordinate with substance abuse
treatment programs or mental health services to ensure offenders receive the help necessary
to tackle underlying issues contributing to their criminal behaviour. Similarly, partnerships
with housing agencies are critical in providing stable accommodation, which is crucial in
reducing reoffending. By fostering these collaborations, probation services adopt a holistic
approach to rehabilitation, focusing on addressing the root causes of offending behaviour
(Tidmarsh, 2020).

The interactions of probation services with courts, prisons, parole boards, and other
agencies are vital for ensuring the effective management of offenders. By providing
assessments and recommendations to courts, coordinating transitions from custody to

community supervision, supporting parole decisions, and collaborating with multi-agency
14



arrangements, probation services uphold the objectives of justice, rehabilitation, and public
safety (Center for Substance Abuse Treatment, 1998). Their role as a bridge between
different criminal justice system components ensures continuity and accountability, while
partnerships with support services address the broader factors contributing to reoffending.
This interconnected approach underscores the importance of probation services in
promoting successful offender reintegration and enhancing community safety.
1.4 The Probation Service in London: Pre-Pandemic Challenges

Before the COVID-19 pandemic, the probation service in London encountered
several significant operational challenges that affected its effectiveness. These challenges
were rooted in systemic issues, resource limitations, and the complexities of managing
offender populations in a densely populated and diverse urban environment (Novisky et
al., 2023)

One of the primary challenges was the increased workload and resource constraints.
As part of the broader National Probation Service (NPS), the probation service in London
struggled to manage high caseloads, particularly for probation officers responsible for
supervising high-risk offenders (Phillips et al., 2016). The fragmentation caused by the
Transforming Rehabilitation (TR) reforms 2014 exacerbated these issues. The division of
probation services into the NPS for high-risk offenders and Community Rehabilitation
Companies (CRCs) for low and medium-risk offenders led to operational inefficiencies
and a lack of continuity in offender supervision. In London, where the offender population
was remarkably diverse and complex, these systemic issues were acutely felt (Tidmarsh,
2020).

Additionally, staffing shortages and high turnover rates among probation officers
posed significant operational difficulties. Many experienced officers left the service due to
dissatisfaction with the organizational changes introduced by the TR reforms, leaving gaps

in expertise and increasing workloads for the remaining staff. This issue was compounded
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by the challenges of recruiting and retaining staff in London, where the cost of living and
job pressures were exceptionally high (HM Inspectorate of Probation, 2021).

Managing high-risk offenders in a densely populated urban area like London added
another layer of complexity. Probation officers faced difficulties in ensuring compliance
with supervision requirements, particularly for offenders with entrenched patterns of
offending or those requiring intensive intervention. The high incidence of gang-related
activities and violent crime in parts of London further heightened the challenges,
necessitating close collaboration with police and other agencies under frameworks like
Multi-Agency Public Protection Arrangements (MAPPA). However, inter-agency
coordination was often hindered by resource limitations and inconsistent communication
(Ministry of Justice, 2023).

Another operational challenge was the limited availability of rehabilitative
programs and support services. Probation officers often struggled to secure timely access
to essential services for offenders, such as mental health support, substance abuse
treatment, or stable housing (Dickson-Gomez et al., 2022). These services were critical in
addressing the underlying causes of offending but were frequently oversubscribed or
underfunded, particularly in urban areas with high demand, like London. This lack of
resources undermined the probation service’s ability to support rehabilitation effectively
(Tidmarsh, 2020).

Lastly, cultural and linguistic diversity among the offender population in London
created additional challenges. Probation officers needed to tailor interventions to the
specific needs of individuals from diverse cultural backgrounds, often requiring specialized
knowledge or access to interpreters and culturally sensitive services. This was particularly
challenging in a city as diverse as London, where offenders usually had complex social and

economic circumstances (HM Inspectorate of Probation, 2021).
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Before the COVID-19 pandemic, the probation service in London encountered
several significant operational challenges. These included high caseloads, staffing
shortages, difficulties managing high-risk offenders, limited access to rehabilitative
services, and the need to address the diverse needs of the offender population. Systemic
factors further complicate these issues, including inefficiencies stemming from the TR
reforms and the unique complexities of operating in a metropolitan area (Sirdfield et al.,
2022).

Resource allocation and funding limitations have had a substantial impact on the
delivery of probation services in London, deeply affecting the system’s capacity to manage
offenders effectively, deliver rehabilitative interventions, and ensure public safety (Bullock
and Bunce, 2020). These financial constraints have exacerbated systemic inefficiencies,
particularly in a densely populated and complex urban environment like London.

A significant area impacted by funding limitations has been staffing levels and
workload management. Probation officers in London have consistently struggled with high
caseloads due to inadequate recruitment and retention of personnel. The high cost of living
in London has complicated efforts to attract and retain experienced probation officers,
while budgetary constraints have hindered the ability to offer competitive salaries or
expand workforce capacity. Consequently, many probation officers are burdened with
unmanageably high caseloads, which diminishes their capacity to provide effective
supervision and support for offenders (HM Inspectorate of Probation, 2021). This issue has
been further exacerbated by the fragmentation stemming from the Transforming
Rehabilitation (TR) reforms implemented in 2014, leading to additional inefficiencies and
increased workloads for National Probation Service (NPS) staff responsible for managing
high-risk offenders (Tidmarsh, 2020).

Access to rehabilitative programmes and support services has also been severely

affected by funding constraints. Programmes targeting substance abuse, mental health,
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anger management, and vocational training are crucial for addressing the underlying causes
of offending behavior. However, in London, limited funding has resulted in these services
being oversubscribed, with long waiting lists preventing timely intervention. For example,
probation officers often reported delays in securing places in substance misuse treatment
programs, hindering efforts to reduce reoffending and support rehabilitation (Ministry of
Justice, 2023). Housing support, a key factor in stabilising offenders and preventing
reoffending, has been particularly challenging to secure in London due to both financial
constraints and the high demand for accommaodation in the city.

The operational inefficiencies introduced by the TR reforms further exacerbated
the impact of limited resources. The reforms divided the probation service into the NPS for
high-risk offenders and privately run Community Rehabilitation Companies (CRCs) for
low- and medium-risk offenders (Burke and Collett, 2016). Many CRCs, operating under
tight financial constraints, implemented cost-cutting measures that reduced staff numbers
and the intensity of supervision provided to offenders. These shortcomings were
particularly evident in London, where the diverse and complex offender population
required tailored and intensive interventions, which were often unavailable due to resource
constraints (Tidmarsh, 2020).

Specialised services for vulnerable populations also suffered from funding
limitations. Offenders with specific needs, such as those requiring mental health treatment
or support for domestic abuse, often faced significant barriers in accessing tailored
interventions. Probation officers in London frequently struggled to secure timely and
appropriate services for these individuals, undermining their ability to address the complex
needs of the offender population. This lack of resources disproportionately affected
vulnerable groups, such as women and individuals from minority backgrounds, who often
had intersecting needs that required comprehensive support (HM Inspectorate of Probation,

2021).
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Funding limitations also impacted the probation service’s ability to engage with
communities and build public confidence. Programmes such as restorative justice
initiatives and community payback schemes, which are designed to foster public trust and
demonstrate the accountability of offenders, were often deprioritised due to resource
constraints. This undermined the visibility of the probation service’s work and reduced
public confidence in its ability to manage offenders and protect the community (Dhami,
and Joy, 2007).

Resource allocation and funding issues have greatly impacted probation services in
London. High caseloads and limited access to rehabilitation programmes have created
problems. The changes from the TR reforms have caused inefficiencies, and there are gaps
in specialized services and community engagement. These challenges have weakened the
system's ability to achieve its goals. To improve the situation, we need ongoing investment
and careful resource allocation. This will help probation services better meet the needs of
offenders and the community in a complex city like London.

1.5 Overview of COVID-19’s Impact on Public Service Delivery

The COVID-19 pandemic had profound and multifaceted effects on the
accessibility and quality of public services immediately and over the long term. These
effects varied across sectors but were united by a common theme of disruption,
highlighting systemic vulnerabilities and the need for adaptive strategies.

1.5.1 Immediate Effects on Accessibility

The most immediate effect of the pandemic was a sharp reduction in the
accessibility of public services due to lockdown measures, social distancing requirements,
and staff shortages. Healthcare services faced unparalleled disruptions as resources were
diverted toward managing COVID-19 cases. Routine medical procedures, diagnostic
screenings, and elective surgeries were postponed, leaving many patients without timely

care. For example, cancer treatments were delayed, potentially worsening outcomes for
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non-COVID patients (Walton et al., 2020). Similarly, schools and universities shifted to
remote learning with minimal preparation, creating significant barriers for students needing
access to reliable internet or digital devices. This abrupt transition disproportionately
affected disadvantaged families, exacerbating pre-existing inequalities in education
(Sankaranarayanan et al., 2020).

In the justice system, accessibility was severely constrained as courts suspended in-
person hearings to reduce the risk of transmission. While virtual hearings were introduced
as a temporary solution, technological and procedural challenges limited their
effectiveness, resulting in a backlog of cases and delayed justice (Tidmarsh, 2020). Social
care services also faced significant accessibility issues, particularly for vulnerable
populations such as the elderly and individuals with disabilities. Many care homes
experienced staffing shortages, and restrictions on visits further isolated residents,
negatively affecting their mental health and well-being (Walton et al., 2020).

1.5.2 Immediate Effects on Quality

The rapid adaptations required during the pandemic often come at the cost of
service quality. In healthcare, overwhelmed hospitals struggled to provide adequate care,
leading to higher mortality rates for both COVID-19 and non-COVID patients. Staff
burnout and shortages further impacted the ability of healthcare workers to deliver high-
quality, patient-centred care (Tilney et al., 2022). Teachers faced significant challenges in
providing practical remote lessons, particularly in engaging students and addressing their
needs. The lack of face-to-face interaction diminished the overall quality of learning, with
long-term consequences for students' academic progress and mental health
(Sankaranarayanan et al., 2020).

In the probation sector, the transition to remote supervision during the pandemic
led to a significant deterioration in the quality and depth of interactions between probation

officers and offenders. This shift often resulted in less personal engagement and weakened
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the critical connection for effectively monitoring and supporting individuals on probation
(Galleguillos et al., 2022). Consequently, the effectiveness of rehabilitation interventions
diminished, particularly for high-risk offenders who typically require more intensive
supervision and hands-on guidance. The HM Inspectorate of Probation's 2021 report
highlights these concerns, indicating that the lack of in-person meetings hindered probation
officers' ability to address these individuals' complex needs, ultimately impacting public
safety.

Additionally, various local government services, including housing support and
waste management, experienced a decline in quality as resources were diverted to handle
the immediate challenges posed by the pandemic. This reallocation of funds and staff
prioritised urgent needs, reducing the availability and effectiveness of essential services.
The result was deterioration in the support provided to vulnerable populations,
exacerbating existing issues within communities that relied on robust local government
services for assistance and maintaining public health standards.

1.5.3 Long-Term Effects on Accessibility

The long-term effects of the pandemic have entrenched and, in some cases, widened
disparities in access to public services. In healthcare, backlogs in elective surgeries,
screenings, and routine appointments have persisted, leaving many patients waiting months
or even years for care. This has disproportionately affected low-income individuals and
those with chronic conditions, who are less able to navigate delays in care (Tilney et al.,
2022). In education, the pandemic widened the attainment gap between socio-economic
groups. Students from disadvantaged backgrounds who could not access adequate
resources during school closures continue to face challenges catching up academically,
creating long-term disparities in opportunities (Sankaranarayanan et al., 2020).

The justice system has also struggled to recover, with the backlog of court cases

continuing to delay access to justice. While virtual hearings remain a partial solution, they
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are not universally accessible or practical, particularly for vulnerable defendants and
victims who may lack digital literacy or access to technology (Tidmarsh, 2020). In social
care, funding shortages and workforce challenges have stretched many services, limiting
their ability to provide adequate support to vulnerable populations over the long term
(Walton et al., 2020).

1.5.4 Long-Term Effects on Quality

The pandemic's long-term effects on service quality are particularly evident in
workforce dynamics. Healthcare workers, social care providers, and educators have
reported high levels of burnout and stress, leading to increased turnover rates and a loss of
institutional knowledge. These workforce challenges have reduced the capacity of public
services to maintain high standards of care, education, and support (Tilney et al., 2022). In
healthcare, the ongoing strain on resources has compromised the delivery of patient-
centred care, particularly for non-COVID-related conditions.

Digital transformation, while a necessary adaptation during the pandemic, has
created new challenges for service quality. The over-reliance on digital platforms in
education, healthcare, and justice risks excluding individuals who need more digital
literacy or access to technology, thereby reducing the overall inclusivity and effectiveness
of services (HM Inspectorate of Probation, 2021). For example, telemedicine has become
a staple of healthcare delivery, but its quality often needs to be higher than in-person
consultations, particularly for complex or chronic conditions (Tilney et al., 2022).

1.5.5 Conclusion

The immediate and long-term effects of the COVID-19 pandemic on public
services have highlighted critical weaknesses in accessibility and quality. While sectors
adapted rapidly to unprecedented challenges, these adaptations often revealed systemic
inequities and resource constraints. Long-term solutions must address the digital divide,

workforce sustainability, and resource allocation to build more resilient and equitable
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public services. The lessons learned during the pandemic underscore the need for sustained
investment in infrastructure, workforce well-being, and equitable access to ensure public
services are robust enough to withstand future crises.

1.6 The Global Disruption in Public Sector Operations

The COVID-19 pandemic profoundly disrupted public sector operations globally,
affecting diverse service areas such as healthcare, education, social services, justice, and
transportation. These disruptions were immediate and severe, fundamentally altering how
services were delivered while exposing systemic vulnerabilities and inequities.

1.6.1 Healthcare Systems

Healthcare systems around the world faced immense challenges during the
pandemic. Hospitals were overwhelmed by a surge in COVID-19 patients, which strained
critical care capacity and led to shortages of beds, ventilators, and personal protective
equipment (PPE). In response, many countries suspended non-urgent medical procedures,
screenings, and elective surgeries, resulting in delays in the treatment of chronic illnesses
such as cancer, cardiovascular disease, and diabetes. These delays worsened health
disparities, particularly in low-resource settings with weak healthcare infrastructure
(Walton et al., 2020).

Healthcare workers experienced unprecedented levels of stress, burnout, and
ilness, further diminishing healthcare systems' ability to provide quality care. Challenges
like limited testing capabilities, vaccine inequities, and fragile supply chains heightened
these difficulties in lower-income countries, highlighting global disparities in healthcare
access (WHO, 2021). Meanwhile, the adoption of telemedicine surged as a temporary
solution, but this shift often left out populations with limited digital access, including those
in rural and low-income communities (Ghosh et al., 2020).

1.6.2 Education Systems
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The pandemic caused unprecedented disruption in education, affecting more than
1.6 billion students globally at its peak. School closures necessitated a rapid shift to online
learning, but the transition revealed stark inequities. In low-income and rural areas, many
students needed access to reliable internet or digital devices, leaving them unable to
participate in virtual classes. Even in higher-income countries, disparities persisted, with
underfunded schools needing help implementing effective remote learning strategies.
Teachers faced the dual challenges of adapting curricula to online platforms while
maintaining engagement and supporting students' mental health (Sankaranarayanan et al.,
2020). For younger children and students with disabilities, the lack of in-person instruction
was particularly detrimental, as they often rely on structured environments and specialized
support. In higher education, universities faced financial pressures due to declining
enrollment, particularly from international students, and the increased costs of transitioning
to digital platforms.

1.6.3 Social Services

The pandemic highlighted the weaknesses in social service systems around the
world. In many countries, care homes for the elderly became hotspots for COVID-19
outbreaks, with high mortality rates revealing systemic issues such as inadequate staffing,
insufficient infection control measures, and delayed access to personal protective
equipment (PPE). Home care services faced similar challenges, leaving vulnerable
individuals without essential support for daily living (Walton et al., 2020).

Food insecurity increased dramatically as unemployment rose, and food banks and
welfare programs struggled to meet the growing demand due to supply chain disruptions
and a reduction in volunteer availability. Additionally, mental health services experienced
a significant rise in demand, driven by the emotional impact of isolation, job loss, and
uncertainty. However, access to mental health care was limited, particularly in lower-

income countries where resources were already scarce (WHO, 2021).
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1.6.4 Justice Systems

The justice sector faced significant operational disruptions as courts, prisons, and
law enforcement agencies adapted to the pandemic. Courts suspended in-person hearings
to reduce transmission risks, leading to backlogs of cases that delayed justice for victims
and defendants. While virtual hearings were introduced in many jurisdictions, they were
hindered by technological barriers and procedural inconsistencies, limiting their
effectiveness (Tidmarsh, 2020). Prisons, often overcrowded and under-resourced, became
hotspots for COVID-19 outbreaks. In response, some countries released low-risk offenders
to reduce population density, which raised concerns about public safety and the adequacy
of community supervision. Law enforcement agencies faced additional pressures to
enforce lockdowns and quarantine measures, which strained community relations and
diverted resources from routine policing.

1.6.5 Transportation and Infrastructure

Public transportation systems were among the hardest hit by the pandemic, as
ridership plummeted due to lockdowns, remote work, and public fear of infection. Reduced
services disproportionately affected low-income individuals and essential workers who
relied on public transit. Revenue losses forced many operators to seek government
subsidies to maintain critical services, while increased cleaning and safety measures added
to operational costs (Ghosh et al., 2020). The aviation industry was similarly devastated,
with international travel bans and border closures leading to widespread layoffs and
bankruptcies. Recovery has been slow, with many transportation systems still grappling
with reduced demand and financial instability.

1.6.6 Public Administration and Governance

Governments worldwide faced immense pressure to respond to the crisis while
maintaining essential public services. Many countries implemented emergency measures,

including financial aid packages, food distribution programs, and public health campaigns.
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However, these efforts revealed inefficiencies in administrative systems, particularly in
regions with limited digital infrastructure or bureaucratic agility (Tilney etal., 2022). Local
governments, in particular, struggled with budgetary constraints as pandemic-related
expenditures surged while revenues from taxes and public services declined. These fiscal
challenges affected the delivery of non-COVID-related services, such as housing support
and waste management, further straining public trust in governance.

1.6.7 Global Disparities and Long-Term Implications

The pandemic highlighted and exacerbated global disparities in public service
delivery. High-income countries were better equipped to adapt, with access to advanced
technologies, robust healthcare systems, and financial resources. In contrast, low and
middle-income countries faced severe constraints, including inadequate testing and
vaccination infrastructure, limited digital access to education, and underfunded social
safety nets (WHO, 2021). Vaccine inequities were particularly stark, with wealthier nations
securing the majority of early supplies while many developing countries struggled to
immunise even their most vulnerable populations.

The long-term implications of the pandemic include accelerated digital
transformation across public services, such as telemedicine, virtual learning, and digital
governance. While these innovations offer opportunities for modernisation, they also risk
deepening inequalities for populations without reliable digital access. Workforce shortages
and burnout across healthcare, education, and social services highlight the need for more
investment in employee well-being and systemic resilience. Furthermore, the pandemic
underscored the importance of global collaboration in addressing public health crises,
emphasising the need for equitable resource distribution and coordinated policy responses
(Tilney et al., 2022).

The COVID-19 pandemic disrupted public sector operations across healthcare,

education, social services, justice, and transportation, exposing systemic vulnerabilities
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and global disparities. While some sectors adapted through innovation, such as adopting
digital technologies, these adaptations often highlighted inequities in access and quality.
Governments and organisations must address these disparities by investing in resilience,
workforce sustainability, and equitable access to services, ensuring that public systems are

better prepared for future crises.

1.7 Historical Context of Probation Services and Relevance to COVID-19

The probation services in England, established under the Probation of Offenders
Act 1907, have evolved significantly. They have transitioned from a welfare-focused
model to one emphasising public safety, risk management, and offender accountability.
This shift is marked by the introduction of risk assessment frameworks, such as the
Offender Assessment System (OASys), which categorizes offenders into high, medium,
and low-risk groups (Vanstone, M. 2017).

The "Transforming Rehabilitation™ reforms of 2014, which outsourced low- and
medium-risk cases to private Community Rehabilitation Companies (CRCs), faced
widespread criticism for operational inefficiencies and declining standards. For example,
high caseloads among probation officers averaged 60-70 cases per officer, undermining
the quality of supervision and rehabilitation efforts. By 2020, the system was reintegrated
into a unified public framework, addressing these inefficiencies and restoring professional
oversight (Elovainio, M., et al., 2020).

The COVID-19 pandemic in 2020 brought unprecedented disruption. Traditional
in-person supervision methods were replaced with remote strategies, such as video
conferencing and phone calls. During this period, compliance rates fell by 15-20%, and
high-risk offenders who require intensive supervision were particularly impacted.

Additionally, probation officers reported a 30% increase in administrative tasks,
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compounding stress and reducing time available for direct engagement with probationers.
(Lockwood, A., Viglione, J., & Peck, J. H. 2023).

Staff shortages, compounded by the pandemic, intensified the pressure on existing
probation officers. Surveys indicated that 85% of probation officers felt their workloads
were unmanageable, with many managing over 90 cases at peak periods. This shift
significantly impacted service quality, especially for high-risk offenders whose
rehabilitation relies on regular in-person interactions. (Sirdfield, C., Nichols, H., & Mullen,
P. 2022).

Despite these challenges, the integration of remote supervision highlighted some
logistical advantages, such as improved accessibility for certain low-risk offenders.
However, data revealed that 80% of probationers found remote methods less effective in
building rapport and trust, which are critical components for rehabilitation and compliance.
(Butt, M. F. 2021).

The COVID-19 pandemic amplified pre-existing challenges in England's probation
services. This demonstrates the urgent need for resilient systems that balance technological

adaptability with the relational aspects critical to adequate offender supervision.

1.8 Research Problem

The COVID-19 pandemic caused widespread disruptions to public services,
including probation services in London, England. These services are crucial in helping
offenders reintegrate into society, ensuring they adhere to court orders, and preventing
reoffending. Before the pandemic, probation officers relied primarily on in-person
interactions to supervise and support individuals on probation. However, with the onset of
social distancing measures and lockdowns, probation services had to shift rapidly to remote

and virtual delivery methods.
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This transition raised several key concerns. The swift move to remote methods
affected the efficiency of probation service delivery, posing challenges for probation
officers who were suddenly required to adapt to new technologies and working conditions.
This shift likely affected their ability to manage caseloads effectively and provide timely
offender support.

The pandemic also likely increased probation officers’ workloads. Not only did they
need to familiarise themselves with new digital tools and remote working protocols, they
may also have taken on additional cases due to staffing shortages or changes in operational
procedures. The added pressure of adapting to these new ways of working and higher
caseloads may have hindered their ability to supervise and support offenders as effectively
as before.

This research examines the effects of the COVID-19 pandemic on productivity,
workload, and supervisory standards within probation services in London. The primary
objective is understanding how the rapid shift to remote and virtual supervision methods
impacted service delivery. In doing so, the study will explore strategies for maintaining
high-quality probation services during future emergencies, ensuring that probation systems
remain effective and resilient in times of crisis.

Ultimately, this research aims to offer a thorough analysis of the pandemic's impact
on probation services in London. This includes assessing changes in service efficiency,
examining shifts in probation officers' workloads, and evaluating the effectiveness of
remote supervision techniques. The research will provide actionable recommendations to
strengthen probation services, helping them remain robust and adaptable during future
disruptions.

1.9 Purpose of Research
Before the COVID-19 pandemic, probation officers primarily interacted with

offenders through in-person meetings and regular check-ins, ensuring close supervision
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and support. However, the pandemic necessitated a swift shift to remote and virtual service
delivery methods. This abrupt transition raises questions about its impact on the
effectiveness of probation services. Were probation officers able to manage their caseloads
efficiently? Did the quality of support provided to offenders remain consistent with pre-
pandemic standards? Examining these shifts is crucial to identifying successful approaches
and pinpointing areas that require improvement to enhance the efficiency of probation
services moving forward.

The pandemic's challenges have placed immense pressure on professionals across
various sectors, and probation officers are no exception. The transition to remote work
likely introduced new complexities, potentially increasing workloads as officers adapted
to unfamiliar technologies and workflows. This research aims to evaluate whether
probation officers experienced heightened stress and heavier workloads during this period
while identifying the support they need to navigate these challenges effectively.

The pandemic has underscored the critical importance of preparedness for
unexpected crises that can disrupt services and operations. This study examines how
probation services modify their practices and approaches in response to the challenges
posed by COVID-19. By examining these adaptations in detail, the research aims to
uncover key lessons that can enhance resilience in the face of future emergencies.

The insights gathered will not only provide a comprehensive understanding of how
probation services navigated the unprecedented demands of the pandemic but also aid in
the development of strategic frameworks designed to ensure these services remain flexible,
effective, and robust. This proactive approach aims to equip probation services with the
tools necessary to respond swiftly and efficiently to similar disruptions in the future,
ultimately ensuring the continued support and monitoring of individuals on probation.

1.10 Significance of the Study
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This study is significant in understanding the impact of the COVID-19 pandemic
on probation service delivery in London, England. Probation services are a vital component
of the criminal justice system, instrumental in supervising offenders, reducing recidivism
(re-offending), and facilitating rehabilitation within the community. The pandemic-
induced shift from in-person engagement to remote and virtual methods presented unique
challenges and opportunities for these services. By examining these changes, the study
provides valuable insights into how probation services can adapt and thrive in the face of
future disruptions.

One essential contribution of this research is its focus on evaluating the challenges
faced by probation officers during the pandemic, including increased workloads,
technological adaptation, and maintaining adequate supervision. This exploration is critical
for identifying strategies to enhance service delivery while supporting the professionals
who deliver these services. Understanding their experiences helps build a more resilient
and well-supported workforce, ensuring the sustainability of probation services.

From both a policy and operational standpoint, this study provides valuable,
evidence-based insights into the effectiveness of remote and virtual supervision in the
context of probation services. It carefully examines the various benefits these methods
present, such as increased accessibility for individuals who may face barriers to in-person
meetings, as well as potential cost savings for both service providers and clients.
Additionally, the study explores the limitations of remote supervision, including concerns
about maintaining rapport, monitoring compliance, and addressing the specific needs of
individuals on probation.

By analysing these factors comprehensively, the findings can guide the formulation
of hybrid models that seamlessly integrate in-person interactions with digital approaches.
Such hybrid models are particularly crucial for a vibrant and varied urban environment like

London, where the population’s diverse needs demand adaptable solutions. Ultimately,
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implementing these innovative models can enhance the efficiency of probation services,
improving overall accessibility for clients, while promoting greater equity in how services
are delivered. This evolution in practice not only benefits individuals on probation but also
supports the broader goal of creating a just and effective criminal justice system.

The study addresses broader issues within the criminal justice system, such as
integrating technology and crisis preparedness. The findings can guide policymakers and
stakeholders in designing more adaptive and robust systems, ensuring the continuity of
essential services during future emergencies. These lessons extend beyond probation
services, offering implications for courts, prisons, and other justice system areas.

Ultimately, this research contributes to building a more effective and resilient
probation framework that prioritizes public safety and offender rehabilitation. By
highlighting best practices and areas for improvement, the study aims to strengthen
probation services in the post-pandemic era, enhancing their ability to meet the needs of
offenders and the community.

1.11 Research Purpose and Questions

e To what extent has the efficiency of probation service delivery in London,
England, changed in the post-COVID-19 pandemic period, and what
factors have contributed to these changes?

e To what extent has the workload of probation officers increased in
managing probationers effectively, and what factors contribute to this
change?

e How did remote and virtual probation service delivery methods
implemented during the COVID-19 pandemic impact the quality of
supervision and support provided to probationers in London, England?

Summarily, the COVID-19 pandemic marks the worst health crisis for a century

(Singer, 2020). In light of the challenges posed by the pandemic, the probation service
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has undergone significant transformations, and this research aims to examine the
implications of these changes on the service delivery in London.

In order to understand the complexities of these changes, it is essential to review
current literature on probation service delivery, particularly in the context of emergencies
like the COVID-19 pandemic.

The next chapter examined the existing literature on this topic.
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CHAPTER II:
REVIEW OF LITERATURE

2.1 Introduction

This chapter outlines existing studies on historical evolution of probation services
in England, delivery of service during the COVID-19 pandemic, and identify gaps in the
current body of knowledge that this research aims to address.

The COVID-19 pandemic significantly disrupted public service delivery, including
probation services, a vital part of the criminal justice system. Probation services supervise
offenders, reduce recidivism, and promote rehabilitation within communities. The rapid
transition to remote and virtual service delivery methods during the pandemic introduced
unprecedented challenges, particularly in maintaining efficiency, managing workloads,
and ensuring quality offender support. A thorough exploration of existing literature is
essential to understand these challenges and contextualize the changes that probation
services in London experienced during this period.

The historical evolution of probation services in England provides essential
context. Established by the Probation of Offenders Act (1907), the service initially
emphasized rehabilitation through a welfare-focused approach. Over time, penal policies
shifted toward risk management, public protection, and offender accountability.
Fundamental reforms, such as the 2014 Transforming Rehabilitation (TR) initiative,
divided probation services between the National Probation Service (NPS) for high-risk
offenders and private Community Rehabilitation Companies (CRCs) for low- and medium-
risk offenders. However, this model was criticised for creating fragmentation and
inefficiencies in service delivery (Tidmarsh, 2020). In response, probation services were
reunified under public sector management in 2021, with a renewed focus on professional

standards and evidence-based practices (HM Inspectorate of Probation, 2021).
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The broader challenges public services face during the pandemic provide insights
into the difficulties probation services encounter. Research from sectors such as healthcare
and education highlights how the rapid adoption of remote methods often exacerbated
existing inequities and reduced service quality. These findings reveal the challenges of
adapting services to meet the needs of vulnerable populations under unprecedented
circumstances (Walton et al., 2020; Sankaranarayanan et al., 2020). Similar issues were
observed in probation services, where reduced face-to-face interactions weakened rapport
between officers and offenders, undermining the effectiveness of interventions (HM
Inspectorate of Probation, 2021).

The impact of the pandemic on probation officers' workloads and operational
capacity is also a key area of focus. Studies indicate that probation officers experienced
increased caseloads, technological challenges, and heightened stress while adapting to
remote supervision methods. These challenges were compounded by staffing shortages and
the complexity of managing offenders in a remote environment (Tidmarsh, 2020).
Moreover, delivering rehabilitation programs through virtual platforms presented
limitations, as such programs often require personalized and intensive engagement to
effectively address offenders' specific needs (HM Inspectorate of Probation, 2021).

Despite the growing body of research on probation services, there are notable gaps
in understanding the unique experiences of services in metropolitan areas like London. The
diversity of offender populations, resource constraints, and the complexities of delivering
services in a densely populated urban setting remain underexplored. Addressing these gaps
is crucial to developing strategies that enhance the resilience and effectiveness of probation
services during future disruptions.

The review of existing studies provides a foundation for understanding the
challenges posed by the pandemic to probation services. The findings highlight the

importance of integrating technological advancements with personalised approaches to
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offender management. They also emphasise the need for systemic reforms prioritising
resilience, workforce sustainability, and hybrid service delivery models to ensure adequate
supervision and rehabilitation in post-pandemic contexts (Khan et al., 2022)
2.2 Historical and operational context in England

The probation service in England has significantly evolved since its establishment
in 1907, reflecting changes in societal attitudes toward crime and punishment, political
priorities, and advancements in criminological research. Over a century, the service has
transitioned from a local, volunteer-led initiative focused on moral reform to a centralized,
professional organization that balances rehabilitation, public protection, and efficiency.

2.2.1 The Early Years (1907-1940s)

The probation service was officially established under the Probation of Offenders
Act 1907, which introduced probation as an alternative to imprisonment. In its early years,
the service was rooted in the social reform movements of the late 19th and early 20th
centuries. Probation officers, many volunteers affiliated with religious or charitable
organizations, were tasked with supervising offenders while offering moral guidance and
practical support. This era emphasized rehabilitation through personal reform, reflecting a
belief in the capacity of individuals to change if given the proper support (VVanstone, 2004).

Structurally, the probation service operated locally, with limited state oversight.
Probation officers had considerable autonomy in their work, often focusing on helping
offenders address immediate needs such as employment, housing, or addiction. The
primary objective during this period was to reintegrate offenders into society while

avoiding the stigma and destabilizing effects of incarceration (McWilliams, 1983).

2.2.2 Post-War Expansion and Professionalization (1950s—-1970s)
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The post-war era brought significant expansion and professionalisation to the
probation service. The Criminal Justice Act 1948 further integrated probation into the
sentencing framework by establishing it as a clear alternative to imprisonment. This
marked a departure from the earlier voluntary model toward a more formalised and
statutory role within the criminal justice system. Probation officers began receiving
specialised training, and the service adopted a more structured approach to offender
supervision (McWilliams, 1983).

During this period, the probation service embraced rehabilitative ideals informed
by psychological and sociological research. Officers worked to address the underlying
causes of offending, such as poverty, substance abuse, or mental health issues.
Collaborative work with social services, housing authorities, and health agencies became
more common, reflecting an increasingly holistic approach to offender management. This
era also saw the probation service take on new responsibilities, including supervising
individuals released on parole, further cementing its role as a key component of the
rehabilitative criminal justice model (Vanstone, 2004).

2.2.3 The Era of Managerialism (1980s-1990s)

The 1980s and 1990s brought significant ideological and structural shifts to the
probation service, driven by the rise of neoliberal policies and the emphasis on
managerialism in public services. During this time, probation moved away from its
rehabilitative roots toward focusing on public protection, accountability, and cost-
efficiency. The Criminal Justice Act 1991 introduced the concept of “punishment in the
community,” reflecting a tougher stance on offenders. Probation orders increasingly
incorporated stricter conditions, such as unpaid work or curfews, aligning the service with
punitive as well as rehabilitative objectives (Vanstone, 2004).

Managerialism reshaped the structure of the probation service, introducing

performance targets, standardised practices, and increased scrutiny of outcomes. Probation
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officers faced growing pressure to demonstrate measurable results, such as reduced
reoffending rates, often at the expense of personalised and discretionary approaches to
offender management. The emphasis on efficiency led to the reorganisation of probation
into regional units, centralising decision-making and reducing the autonomy of local
offices (McWilliams, 1983).

2.2.4 Privatisation and Fragmentation (2000s—-2010s)

The early 21st century saw further centralisation and the introduction of market
principles into the probation service. In 2004, the creation of the National Offender
Management Service (NOMS) integrated probation with prison services, aiming to
streamline offender management. However, this move was criticised for eroding
probation's distinct rehabilitative focus and prioritising administrative efficiency over
individualised care (Tidmarsh, 2020).

The most radical changes came with the Transforming Rehabilitation (TR) reforms
implemented between 2013 and 2015. These reforms divided the probation service into
two entities: the National Probation Service (NPS), which managed high-risk offenders,
and Community Rehabilitation Companies (CRCs), which were privatised and tasked with
supervising low and medium-risk offenders. This model aimed to reduce reoffending by
fostering competition and innovation in service delivery. However, it led to widespread
fragmentation, as poor coordination between the NPS and CRCs created inefficiencies and
inconsistencies in offender supervision. CRCs faced financial difficulties, resulting in
reduced service quality and high workloads for staff (HM Inspectorate of Probation, 2021).
The TR reforms were widely criticised for prioritising cost-cutting over effective
rehabilitation, ultimately failing to deliver the anticipated improvements in outcomes
(Tidmarsh, 2020).

2.2.5 Renationalisation and Modern Developments (2020s)
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In response to the failings of the TR reforms, the government renationalised the
probation service in 2021, merging CRCs back into a unified Probation Service under the
Ministry of Justice. This move aimed to restore professional standards, improve service
quality, and rebuild public confidence in probation. The unified service prioritises
evidence-based practices, balancing public protection with rehabilitative interventions
tailored to individual offenders’ needs (HM Inspectorate of Probation, 2021).

Today, probation officers work closely with other agencies, including police, social
services, and healthcare providers, to manage complex cases involving mental health
issues, substance abuse, or homelessness. The service focuses on reducing reoffending,
supporting reintegration, and safeguarding communities while integrating technological
innovations, such as electronic monitoring, to enhance supervision and accountability.

2.2.6 Key Shifts in Objectives

Over its history, the probation service has seen notable shifts in its objectives:

1907-1940s: Focus on moral reform and reintegration through guidance and
support.

1950s-1970s: Emphasis on rehabilitation and addressing social causes of
offending.

1980s—-1990s: Shift toward public protection, accountability, and punitive
elements.

2000s-2010s: Market-driven reforms prioritizing efficiency and competition.

2020s: Return to unified, evidence-based practices emphasizing public safety and
offender support.

The development of the probation service in England mirrors significant societal
and political changes over the past century. It began as a localised, volunteer-driven
initiative and has evolved into a professionalised and centralised service vital to the

criminal justice system. Despite facing fragmentation due to privatisation, the probation
39



service is dedicated to balancing rehabilitation, public protection, and justice, ensuring its
continued relevance in addressing modern criminal justice needs.
2.3 Probation Service Models: Pre-Pandemic Practices

Before the COVID-19 pandemic, probation officers in England delivered
supervision and support through a well-established system focused on face-to-face
engagement, risk management, and individualized support. Their practices were grounded
in statutory requirements and rehabilitative principles to reduce reoffending while ensuring
public safety. The day-to-day operations of probation officers were characterized by case
management, multi-agency collaboration, and the delivery of targeted interventions.

2.3.1 Supervision Practices

A key element of probation work was face-to-face supervision, which involved
regular meetings between probation officers and offenders. These meetings were central to
building a professional relationship, fostering trust, and monitoring compliance with court
orders or license conditions. The frequency and intensity of these meetings were
determined by the offender's assessed risk level, with high-risk offenders requiring more
frequent contact. During these sessions, probation officers would review the offender's
progress, address any challenges, and reinforce compliance with probation conditions (HM
Inspectorate of Probation, 2021).

Probation officers used risk assessment tools, such as the Offender Assessment
System (OASys), to evaluate the likelihood of reoffending and the potential harm offenders
might pose to others. These assessments were not static but were regularly updated to
reflect changes in the offender's behaviour, circumstances, or risk factors (Wendy
Fitzgibbon, 2008). The information gathered informed the development of a tailored
supervision plan, ensuring that resources were allocated appropriately to mitigate risks and
promote rehabilitation (Tidmarsh, 2020). This included close monitoring and additional

safeguards for high-risk offenders, such as electronic tagging or curfews.
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Enforcement of compliance was another core aspect of supervision. Probation
officers ensured offenders adhered to court-mandated conditions, such as attending specific
programs, reporting regularly, or avoiding certain locations or individuals. Non-
compliance, such as missing appointments or violating curfews, triggered enforcement
actions, from issuing warnings to reporting breaches to the courts or parole boards. This
balance of support and accountability underscored the dual role of probation officers in
rehabilitating offenders and protecting the public (\Vanstone, 2004).

2.3.2 Support Practices

The support provided by probation officers is essential to their work, focusing on
addressing the criminogenic needs that contribute to criminal behaviour. This often
involves connecting offenders with external services, such as substance abuse treatment,
mental health care, housing support, or employment programs (Viglione, 2019). For
instance, offenders struggling with addiction may be referred to rehabilitation services,
while those without stable housing are linked to local housing authorities. By addressing
these underlying issues, probation officers aim to stabilise offenders' lives and reduce the
likelihood of reoffending (HM Inspectorate of Probation, 2021).

Participation in rehabilitative programs is another critical element of probation
support. Offenders are typically required to complete accredited programmes designed to
target specific behaviours associated with their criminal conduct. Examples of these
programmes include anger management courses, cognitive-behavioral therapy (CBT), and
domestic violence prevention initiatives. Probation officers may facilitate these
programmes or monitor offenders’ attendance and progress through external providers.
These evidence-based programmes are tailored to individual needs and address the root
causes of offending behaviour (Ministry of Justice, 2023).

Additionally, probation officers play a significant role in providing informal

guidance and relational support, helping offenders navigate personal and systemic
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challenges (Epperson et al., 2020). This support can include advising offenders on
accessing benefits, reconnecting with estranged family members, or managing daily
responsibilities. Such relational work is particularly effective in building trust and
motivating offenders to make positive changes. This aspect of probation underscores the
importance of human connection in promoting long-term behavioural change (Vanstone,
2004).

2.3.3 Critical Components of Day-to-Day Operations

Probation officers' day-to-day operations are multifaceted, reflecting the
complexity of managing diverse offender populations. One of the primary responsibilities
was case management, which involved coordinating all aspects of an offender’s supervision
plan. This included scheduling meetings, updating risk assessments, maintaining detailed
records, and ensuring compliance with reporting requirements. Effective case management
requires strong organizational skills and a comprehensive understanding of each offender's
circumstances and needs (Tidmarsh, 2020).

Probation officers also engage in multi-agency collaboration, which is essential for
managing complex cases. They worked closely with police, social services, housing
providers, healthcare professionals, and other stakeholders to ensure that offenders
received holistic support. Participation in Multi-Agency Public Protection Arrangements
(MAPPA) was critical for high-risk offenders. MAPPA facilitated information sharing and
joint decision-making among agencies to manage risks effectively and protect the public.
This collaborative approach was vital in cases involving violent or sexual offenders (HM
Inspectorate of Probation, 2021).

Report writing is another significant component of probation officers' roles.
Officers prepared pre-sentence reports to assist courts in determining appropriate
sentences. These reports included assessments of the offenders' risk, background, and

suitability for community-based sentences (van et al., 2014). Progress reports for parole
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boards or courts were also a key responsibility, documenting offenders’ compliance and
engagement with rehabilitative efforts. Accurate and thorough reporting was essential for
maintaining accountability and informing judicial or supervisory decisions (Vanstone,
2004).

Probation officers frequently participated in community engagement through
restorative justice initiatives and community payback schemes. Restorative justice allows
offenders to make amends to victims and communities through dialogue or reparative
actions, fostering accountability and reconciliation. Community payback involved unpaid
work on local projects, such as environmental cleanups or community repairs, providing
visible evidence of offenders’ contributions to society while reinforcing the consequences
of their actions (Tidmarsh, 2020).

Under pre-pandemic practices, probation officers delivered supervision and support
through structured interventions, relational engagement, and multi-agency collaboration.
Their day-to-day operations balanced compliance enforcement with rehabilitative efforts,
addressing the root causes of offending while ensuring public safety. These practices
highlighted the dual focus of probation work: reducing reoffending and fostering positive
change in offenders, ultimately contributing to safer communities.

2.4 Pre-Pandemic Issues in Probation Service Delivery

Before the COVID-19 pandemic, the probation service in England grappled with
systemic inefficiencies that considerably hindered its capacity to provide adequate
supervision, support rehabilitation, and ensure public safety. These inefficiencies stemmed
from structural fragmentation, limited resources, operational challenges, and obstacles in
multi-agency collaboration, all of which compromised the service's performance and
eroded public confidence.

2.4.1 Fragmentation of Services
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The fragmentation introduced by the Transforming Rehabilitation (TR) reforms in
2014 was one of the most significant inefficiencies in the probation service before the
pandemic. These reforms divided the probation service into the National Probation Service
(NPS), responsible for high-risk offenders, and Community Rehabilitation Companies
(CRCs), which manage low and medium-risk offenders. While the reforms aimed to
increase efficiency and innovation through competition, they led to widespread disruption
and inefficiencies. Communication and coordination between the NPS and CRCs were
often poor, particularly when offenders transitioned between risk categories. For example,
medium-risk offenders whose risk levels escalated to high usually experienced delays in
being transferred to the NPS, creating gaps in supervision and increasing the potential for
reoffending (Tidmarsh, 2020).

This structural division also created inconsistencies in service quality, with CRCs
varying widely in their ability to deliver rehabilitative interventions. Some CRCs, operating
under financial constraints, prioritized cost-cutting over service delivery, reducing access
to essential programs such as mental health support or substance misuse treatment. This
uneven service provision undermined the rehabilitative goals of probation and exacerbated
inefficiencies across the system (HM Inspectorate of Probation, 2021).

2.4.2 Resource Constraints

Chronic underfunding further compounded systemic inefficiencies in probation
service delivery. The TR reforms introduced fixed-term contracts for CRCs, which
incentivised cost-saving measures that often came at the expense of service quality. CRCs
frequently reduced staff numbers and scaled back rehabilitative programs, leaving
probation officers with excessive caseloads that limited their ability to provide adequate
supervision and support (Tidmarsh, 2020). High caseloads were particularly problematic

in urban areas such as London, where the offender population was more extensive and
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more complex, requiring tailored interventions that were difficult to deliver under resource
constraints.

The lack of funding also affected access to rehabilitative services. Probation
officers often struggled to secure timely placements for offenders in programs addressing
issues such as anger management, domestic violence, or substance abuse. Housing support,
a critical factor in reducing reoffending, was similarly limited, with many offenders
released from prison facing homelessness or unstable accommodation. Without access to
these essential services, probation officers could not effectively address the underlying
causes of offending, increasing the likelihood of recidivism (HM Inspectorate of Probation,

2021).

2.4.3 Workforce Challenges

Staffing shortages and high turnover rates were significant challenges for the
probation service before the pandemic. Many experienced probation officers left the
profession following the TR reforms, citing dissatisfaction with the increased
administrative burden, reduced autonomy, and erosion of professional values. This exodus
of skilled staff left CRCs and the NPS needing help to recruit and retain qualified personnel,
particularly in high-demand regions such as London, where the cost of living and job
pressures were significant barriers to workforce stability (Tidmarsh, 2020).

The loss of experienced staff also meant that probation officers often lacked the
time and resources to build meaningful relationships with offenders, which are critical to
effective rehabilitation. High caseloads further limited their ability to conduct in-depth risk
assessments, tailor supervision plans, or monitor compliance with court orders. This
reduction in the quality of offender engagement weakened the rehabilitative potential of
probation services and contributed to systemic inefficiencies (Vanstone, 2004).

2.4.4 Inadequacies in Risk Assessment and Management
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The dual structure of the NPS and CRCs created inconsistencies in risk assessment
and offender management. Risk levels were only sometimes accurately assessed or
updated, leading to mismatches in supervision intensity. For instance, medium-risk
offenders managed by CRCs often received insufficient monitoring, while high-risk
offenders under the NPS faced delays in accessing specialized interventions (HM
Inspectorate of Probation, 2021). The reliance on standardized risk assessment tools, such
as the Offender Assessment System (OASys), also limited the ability of probation officers
to capture the complexity of individual cases, particularly for offenders with intersecting

needs such as mental health issues and substance misuse.

2.4.5 Limited Availability of Rehabilitative Programs

Rehabilitative programs, a cornerstone of probation services, were unavailable
before the pandemic. Due to financial pressures, many CRCs struggled to provide
sufficient access to accredited programs, leading to long waiting lists or inadequate
coverage. In some cases, offenders could not complete required programs within their
probation period, resulting in breaches and legal repercussions. This lack of timely and
comprehensive rehabilitative support undermined the service's ability to reduce
reoffending and rehabilitate offenders effectively (Vanstone, 2004).

Housing support was another critical area where inefficiencies were evident. Stable
accommodation is a crucial determinant of successful reintegration, but probation officers
often find it difficult to secure housing for offenders, particularly in regions with high
demand and limited supply. Homelessness or unstable housing not only increased the risk
of reoffending but also placed additional strain on probation services, as officers had to
manage offenders with heightened vulnerability and fewer resources (Tidmarsh, 2020).

2.4.6 Operational and Administrative Inefficiencies
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Administrative inefficiencies further hindered the effectiveness of probation
services. Probation officers were required to spend a significant portion of their time on
tasks such as completing risk assessments, preparing court reports, and maintaining
detailed case records. While these tasks were essential, the emphasis on documentation
often came at the expense of direct offender engagement. Additionally, outdated or
incompatible IT systems created barriers to efficient case management and communication

between the NPS, CRCs, and other agencies (HM Inspectorate of Probation, 2021).

2.4.7 Weaknesses in Multi-Agency Collaboration

Effective offender management often depends on collaboration with external
agencies such as the police, social services, healthcare providers, and housing authorities.
However, before the pandemic, these partnerships were frequently hindered by resource
constraints, bureaucratic barriers, and inconsistent communication. For high-risk
offenders, participation in Multi-Agency Public Protection Arrangements (MAPPA) was
essential to managing risks and safeguarding the public. However, limited information
sharing and a lack of coordinated strategies sometimes reduced the effectiveness of these
arrangements, creating gaps in support and supervision (Tidmarsh, 2020).

2.4.8 Public Confidence and Accountability

The inefficiencies in probation service delivery also eroded public confidence in
the system. High-profile cases of serious reoffending by individuals under probation
supervision drew criticism of the service's ability to protect communities. Privatizing CRCs
further undermined trust, with concerns that profit motives were prioritized over public
safety and offender rehabilitation (Vanstone, 2004). These accountability issues
highlighted the need for greater oversight and coherence in service delivery.

2.4.9 Conclusion
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Before the pandemic, systemic inefficiencies in probation service delivery stemmed
from structural fragmentation, resource limitations, workforce challenges, and operational
weaknesses. The TR reforms exacerbated these issues by creating a disjointed system that
struggled to deliver consistent, high-quality supervision and rehabilitative support.
Addressing these inefficiencies required substantial structural reforms, initiated with the
renationalisation of probation services in 2021. However, the pre-pandemic challenges
underscored the need for sustained investment, coherent leadership, and a focus on
evidence-based practices to ensure that probation services could effectively balance
rehabilitation and public protection.

2.5 Transition to Remote Supervision and Digital Tools

The shift to remote supervision during the COVID-19 pandemic represented a
profound transformation in how probation services were delivered in England. This
transition was facilitated by the swift adoption of digital tools, which became essential for
maintaining the continuity of supervision during such extraordinary times. While these
digital solutions offered new avenues for engaging with offenders and ensured that support
could still be provided despite physical distancing measures, they also introduced a range
of both opportunities and challenges. These changes significantly impacted the quality of
supervision and the support offered to offenders, revealing complexities that influenced the
overall effectiveness of the probationary system in nuanced and intricate ways.

2.5.1 Ensuring Continuity of Services

Implementing digital tools ensured probation services could continue during
lockdowns and social distancing measures. Platforms such as video conferencing, phone
calls, and online reporting systems replaced traditional face-to-face meetings, maintaining
a degree of oversight and accountability for offenders. This transition was precious for low
and medium-risk offenders, where the convenience of remote interactions reduced

logistical challenges, such as travel to probation offices (Kordova and Hirschprung, 2023).
48



For some offenders, the flexibility of digital tools improved accessibility, as they could
engage with probation officers from their homes, which was especially beneficial for those
with mobility issues or childcare responsibilities (HM Inspectorate of Probation, 2021).

Digital tools also streamlined administrative tasks for probation officers, allowing
for more efficient case management. Automated systems facilitated record-keeping and
enabled officers to monitor compliance with probation conditions more effectively. In
some instances, referrals to rehabilitative programs were expedited through online
platforms, reducing delays in accessing essential services. These efficiencies highlighted
the potential of technology to enhance the operational aspects of probation work
(Tidmarsh, 2020).

2.5.2 Challenges to Relationship Building and Risk Assessment

Despite the operational benefits, the shift to remote supervision compromised the
relational aspects of probation work, which are central to effective rehabilitation. Face-to-
face interactions are essential for building trust and rapport between probation officers and
offenders, enabling officers to provide tailored support and identify risks. Digital
communication, particularly phone calls, limited the depth of engagement, as officers could
not observe non-verbal cues or assess the offender’s physical and emotional state
accurately. This lack of in-person contact was especially problematic for new clients or
high-risk offenders, whose situations often required more nuanced understanding and
intensive monitoring (Vanstone, 2004).

The absence of home visits further hindered comprehensive risk assessments.
Before the pandemic, probation officers relied on home visits to evaluate offenders’ living
conditions, family dynamics, and social environments. These visits provided valuable
insights into potential risk factors, such as housing instability or exposure to negative
influences, which were not easily observable through remote supervision (Meredith et al.,

2020). The inability to conduct these assessments during the pandemic limited the
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effectiveness of risk management strategies and potentially increased the likelihood of
reoffending (HM Inspectorate of Probation, 2021).

2.5.3 Rehabilitation and Programme Delivery

Many rehabilitative programs, including those addressing anger management,
substance misuse, and domestic violence, were adapted to online formats during the
pandemic. While this allowed programs to continue, the transition often reduced their
effectiveness. Group-based programs, which rely on interpersonal dynamics and peer
support, were challenging to replicate in virtual settings. Offenders found it harder to
engage fully in online sessions, and facilitators struggled to create the same accountability
and commitment that in-person settings fostered (Tidmarsh, 2020).

Participation in these programs was particularly challenging for offenders with
limited digital literacy or access to technology (Choudhary and Bansal, 2022). Older
offenders or those from low-income backgrounds often lacked smartphones, computers, or
stable internet connections, effectively excluding them from rehabilitative interventions.
These barriers risked widening disparities in service delivery and reduced the overall reach
of probation programs (HM Inspectorate of Probation, 2021).

Additionally, offenders with complex needs, such as mental health issues or
learning disabilities, faced significant difficulties in adapting to digital formats. Virtual
sessions could feel impersonal and overwhelming, reducing their engagement and the
overall impact of interventions. This limitation highlighted the inadequacy of a one-size-
fits-all approach to digital supervision and program delivery (Vanstone, 2004).

2.5.4 Equity and Digital Exclusion

The reliance on digital tools during the pandemic exposed systemic inequities in
access to technology. Many offenders, particularly those from marginalised communities,
faced digital exclusion due to poverty, lack of connectivity, or inadequate skills. Rural

areas with poor broadband infrastructure were disproportionately affected, leaving some
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offenders unable to meet supervision requirements or participate in online programs (Li,
2022). This digital divide created significant disparities in the quality of probation support,
with offenders who lacked access to technology being more likely to disengage from the
process or face punitive consequences for non-compliance (HM Inspectorate of Probation,
2021).

Furthermore, the over-reliance on remote supervision raised concerns about privacy
and security. Some offenders were hesitant to discuss sensitive issues over video or phone
calls due to fear of being overheard, mainly if they lived in shared or unstable housing.
This reluctance limited the effectiveness of discussions and the ability of probation officers
to address underlying issues that contributed to offending behaviour (Tidmarsh, 2020).

2.5.5 Impact on Probation Officers

For probation officers, the transition to remote supervision brought its own set of
challenges. Many officers reported difficulties adapting to new digital tools, particularly in
the early stages of the pandemic when training and technical support were limited.

The lack of in-person contacts with offenders also left officers less confident in
managing risks effectively, particularly for high-risk cases. The absence of face-to-face
interactions made it harder to detect subtle changes in behaviour or emotional state that
could indicate escalating risks, potentially compromising public safety (HM Inspectorate
of Probation, 2021).

The shift to remote supervision also increased workloads for some probation
officers, as they had to manage technological issues, ensure compliance in less structured
settings, and navigate the complexities of remote program delivery. These pressures and
the broader challenges of working during a global crisis contributed to increased stress and

burnout among probation staff, further straining the system (Tidmarsh, 2020).

2.5.6 Long-Term Implications and Lessons Learned
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Adopting digital tools during the pandemic demonstrated the potential for hybrid
supervision models that combine in-person and remote methods. Digital platforms proved
effective for low-risk offenders and administrative tasks, offering opportunities to enhance
efficiency and flexibility in the future. However, the limitations of remote supervision
underscored the importance of retaining in-person practices for high-risk offenders and
those with complex needs (Wu, 2022).

To ensure equitable access, probation services must address digital exclusion by
providing offenders with the necessary technology and training. Tailored approaches to
supervision and program delivery, based on individual circumstances and risk levels, will
be essential to maximise the benefits of digital tools while mitigating their drawbacks.
Investments in officer training and technological infrastructure are also crucial to ensure
that digital methods enhance, rather than hinder, the quality of offender supervision and
support (HM Inspectorate of Probation, 2021).

The transition to remote supervision during the COVID-19 pandemic, supported by
digital tools, was a necessary adaptation that enabled the continuity of probation services
under challenging circumstances. While this shift offered operational efficiencies and
greater flexibility for some offenders, it highlighted significant challenges in relationship
building, risk assessment, and program delivery. The experience underscored the need for
a balanced approach that combines digital innovations with in-person supervision's
relational and observational strengths to maintain offender management's quality and
equity in the post-pandemic world.

2.6 Importance of Studying Probation Services in the Context of a Pandemic

Studying the impact of pandemics on probation services is critical to
understanding how these essential components of the criminal justice system adapt to
unprecedented challenges while maintaining their dual focus on public safety and

offender rehabilitation. The lessons from such studies provide valuable insights for
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policymakers, practitioners, and researchers, enabling the development of resilient
systems capable of effectively navigating future crises.

2.6.1 Maintaining Public Safety and the Continuity of Justice

Probation services play a vital role in the criminal justice system, tasked with
managing offenders within the community and ensuring adherence to court-mandated
conditions. However, during pandemics, limitations on in-person interactions, heightened
workloads, and staff shortages pose significant challenges to maintaining adequate
supervision. Research into these disruptions highlights how public safety may be
jeopardized when critical components of probation work—such as risk assessment,
compliance monitoring, and offender engagement—are impeded. For instance, during the
COVID-19 pandemic, the transition to remote supervision created difficulties in
monitoring high-risk offenders, thereby increasing the potential for reoffending and
diminishing the visibility of risks to the public (HM Inspectorate of Probation, 2021).
Examining these impacts is crucial for developing strategies to sustain probation operations
during crises and reduce risks to public safety.

2.6.2 Evaluating the Effectiveness of Digital Tools and Remote Supervision

Adopting digital tools during pandemics offers opportunities for innovation but also
highlights critical challenges in maintaining the quality of supervision. Remote supervision
methods, such as video conferencing and phone calls, allow probation officers to continue
engaging with offenders despite physical restrictions. However, these tools often need
more depth of in-person interactions, limiting the ability to build trust, assess non-verbal
cues, and provide tailored support. For instance, research during the pandemic found that
probation officers struggled to detect signs of escalating risk or distress during remote
interactions, particularly with high-risk or vulnerable offenders (Tidmarsh, 2020). By

studying the effectiveness of digital tools, researchers can identify best practices for
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integrating technology into probation services, ensuring that remote methods complement
rather than replace traditional approaches.

2.6.3 Understanding the Impact on Rehabilitative Programs

Rehabilitative programs, including cognitive-behavioural therapy, substance abuse
counselling, and anger management, are essential for addressing the underlying causes of
offending behaviour. During pandemics, the shift to virtual delivery methods often
diminishes the effectiveness of these programs, particularly for group-based interventions
that depend on interpersonal dynamics and peer support. Offenders may encounter
obstacles such as limited digital literacy, lack of access to technology, and challenges in
engaging with virtual formats. These issues were particularly pronounced during the
COVID-19 pandemic when offenders reported decreased engagement and accountability
in online sessions compared to in-person programs (HM Inspectorate of Probation, 2021).
Analyzing these impacts enables policymakers to enhance the design and accessibility of
virtual interventions, ensuring that rehabilitative efforts remain effective even during
crises.

2.6.4 Addressing Systemic Inequalities

Pandemics often exacerbate existing inequalities within probation services,
disproportionately affecting marginalised offenders. Vulnerable populations, such as those
experiencing poverty, homelessness, or mental health issues, face more significant
challenges in accessing supervision and support during crises. For example, digital
exclusion became a substantial barrier during the pandemic, with offenders from low-
income backgrounds or rural areas unable to access the technology required for remote
supervision or virtual programs. These disparities highlight the importance of studying how
pandemics affect different offender groups, enabling the development of targeted
interventions that address structural inequalities and promote equitable access to services

(Tidmarsh, 2020).
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2.6.5 Supporting Workforce Resilience

The probation workforce is critical to the success of offender management, yet
pandemics place significant strain on probation officers. Increased workloads, the rapid
adoption of new technologies, and the emotional toll of working during a crisis contribute
to stress and burnout among staff. Research during the COVID-19 pandemic revealed that
many probation officers felt they needed more confidence in managing risks effectively
due to the limitations of remote supervision and the absence of face-to-face interactions
(HM Inspectorate of Probation, 2021). Studying these challenges provides insights into the
resilience of the workforce. It informs strategies for supporting staff well-being, such as
training, mental health resources, and workload management, to maintain a motivated and
capable workforce during future crises.

2.6.6 Strengthening Multi-Agency Collaboration

Practical probation work collaborates with other agencies, such as social services,
healthcare providers, and housing authorities. Resource constraints, communication
breakdowns, and competing priorities often disrupt these partnerships during pandemics.
For instance, the COVID-19 pandemic strained Multi-Agency Public Protection
Arrangements (MAPPA), reducing the ability to coordinate risk management for high-risk
offenders. Research into these disruptions can identify barriers to multi-agency
collaboration and highlight strategies for maintaining effective partnerships during crises.
This is critical for ensuring that offenders receive holistic support and that public safety is
safeguarded (Tidmarsh, 2020).

2.6.7 Building Resilient Systems for Future Crises

Studying the impact of pandemics on probation services provides a blueprint for
building more resilient systems capable of withstanding future emergencies. Lessons
learned from the COVID-19 pandemic underscore the importance of contingency planning,

including the development of hybrid supervision models, investment in digital
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infrastructure, and training for staff to adapt to changing circumstances. By understanding
the vulnerabilities exposed during pandemics, policymakers can implement reforms that
strengthen the capacity of probation services to operate effectively under various crisis
scenarios, from natural disasters to economic downturns (Vanstone, 2004).

2.6.8 Informing Policy and Resource Allocation

Research into the effects of pandemics on probation services provides evidence-
based insights that inform policy decisions and resource allocation. Policymakers can use
these findings to prioritize investments in technology, rehabilitative programs, and
workforce support, ensuring that probation services are equipped to navigate future
challenges. For example, recognizing digital exclusion as a barrier to adequate supervision
during the COVID-19 pandemic highlights the need for targeted funding to provide
offenders with access to technology and training (HM Inspectorate of Probation, 2021). By
aligning resources with identified needs, probation services can improve their capacity to
deliver equitable and practical support during crises.

Studying the impact of pandemics on probation services is essential for
understanding how these critical systems respond to crises and maintaining their dual focus
on rehabilitation and public safety. Research provides valuable insights into the challenges
of remote supervision, the effectiveness of digital tools, and the barriers marginalized
offenders face. These findings inform the development of resilient, equitable, and effective
probation services that can adapt to future crises while continuing to fulfil their role in the
criminal justice system.

2.7 Crisis Impacts on Public Services

Crises like the COVID-19 pandemic present significant challenges for public

services, rigorously testing their resilience and adaptability in unprecedented ways. These

obstacles encompass a wide range of issues, including severe resource constraints that limit
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the availability of essential supplies and personnel and overwhelming strain on the
workforce that can lead to burnout and decreased efficiency.

Moreover, such crises often expose and exacerbate systemic inequities, revealing
vulnerabilities in the support structures for marginalized communities. Operational
disruptions further complicate the landscape, as the typical functioning of public services
is still being determined.

By thoroughly examining these challenges, policymakers and stakeholders can gain
a comprehensive understanding of the complex environment in which public services
operate. This knowledge is crucial for enhancing preparedness strategies and ensuring
critical services function effectively, even during emergencies.

2.7.1 Resource Constraints

Public services frequently operate with limited resources, but crises exacerbate
these shortages to critical levels. During the COVID-19 pandemic, healthcare systems
worldwide were overwhelmed by surging demand for hospital beds, intensive care units
(ICUs), ventilators, and personal protective equipment (PPE). This scarcity forced
healthcare providers to ration resources, sometimes prioritizing patients based on severity,
which sparked ethical and operational concerns (Walton et al., 2020). Similarly, other
public services, such as social care and welfare support, faced unprecedented demand. For
example, food banks and housing services were inundated with requests as unemployment
surged, leaving many without adequate assistance. Resource constraints also hindered the
ability of public services to scale up testing, tracing, and vaccination efforts, critical
elements in managing public health crises. These limitations underscore the importance of
stockpiling essential supplies and maintaining flexible funding mechanisms to respond
swiftly to emergencies.

2.7.2 Workforce Strain
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The strain on public sector workers during crises is immense. Frontline workers,
including healthcare professionals, social workers, teachers, and law enforcement officers,
face increased workloads, long hours, and heightened risks to their health. During the
pandemic, many healthcare workers contracted COVID-19 themselves, leading to staff
shortages that further strained the system (Tilney et al., 2022). Mental health issues,
burnout, and physical exhaustion among public service workers compounded these
challenges, reducing morale and productivity. For example, teachers transitioning to
remote learning had to adapt lesson plans quickly while managing their family
responsibilities, leading to widespread stress and dissatisfaction. Addressing workforce
strain requires systemic changes, such as better mental health support, adequate
compensation, and investment in workforce resilience through training and backup
staffing.

2.7.3 Operational Disruptions

Public services often need to substantially alter their operations during crises, which
disrupts established workflows and diminishes efficiency. The COVID-19 pandemic
compelled a swift transition to remote service delivery across various sectors, including
education, justice, and healthcare. Schools implemented online learning, presenting
challenges in maintaining student engagement and effectively assessing progress,
especially for younger children and those with learning disabilities (Sankaranarayanan et
al., 2020). Similarly, courts transitioned to virtual hearings, which resulted in technical
difficulties, delays, and decreased participation from vulnerable individuals. In healthcare,
elective surgeries and routine care were postponed to prioritize COVID-19 cases, causing
delays for non-urgent patients and exacerbating outcomes for chronic conditions. These
disruptions underscore the necessity for robust contingency plans that enable public
services to adapt their operations while maintaining quality and access.

2.7.4 Digital Divide and Technological Barriers
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Crises such as the COVID-19 pandemic underscore the growing reliance on digital
tools to maintain service delivery. However, this reliance exposes significant inequities in
technology access, often called the digital divide. Remote learning, telemedicine, and
virtual court hearings became essential during the pandemic but were inaccessible to
individuals without reliable internet, devices, or digital literacy. For example, many low-
income families could not afford the laptops or tablets required for their children to
participate in online education, exacerbating educational inequalities (Sankaranarayanan et
al., 2020). Similarly, older adults and rural communities with limited broadband access
needed help to engage with telehealth services. Addressing these barriers requires
investments in digital infrastructure, affordable technology, and programs to improve
digital literacy, ensuring that public services remain equitable and accessible during crises.

2.7.5 Inequities in Service Delivery

Crises often magnify existing inequalities in public service delivery,
disproportionately affecting marginalised populations. Vulnerable groups, such as the
elderly, people with disabilities, and individuals living in poverty, face more significant
barriers to accessing critical services during emergencies. For instance, during the
pandemic, minority and low-income communities experienced higher infection rates,
lower access to testing and vaccination, and poorer health outcomes due to systemic
inequities in healthcare (Walton et al., 2020). Social services struggled to address the
compounded needs of these groups, from securing stable housing to providing mental
health support. Studying these disparities is essential for developing targeted policies that
prioritize equity and reduce the disproportionate impact of crises on marginalized
populations.

2.7.6 Coordination and Communication Challenges

Effective crisis response requires seamless coordination among public services,

government agencies, and private stakeholders. However, crises often strain these
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partnerships, leading to fragmented responses and inefficiencies. During the COVID-19
pandemic, inconsistent messaging from government authorities created confusion about
public health guidelines, reducing compliance with measures such as mask mandates and
social distancing. Furthermore, collaboration between agencies, such as healthcare
providers, social services, and law enforcement, could have been improved by unclear
roles, resource constraints, and siloed communication systems (Tidmarsh, 2020).
Strengthening inter-agency coordination through centralised planning, clear
communication protocols and regular joint training exercises is crucial to enhancing crisis
response capabilities.

2.7.7 Backlogs and Delays

Crises disrupt routine operations, leading to significant backlogs in public services.
In healthcare, elective surgeries, routine check-ups, and preventive screenings were
delayed during the pandemic, creating a backlog that persisted long after the initial crisis.
The justice system's court closures and the transition to virtual hearings resulted in
extensive delays, leaving victims and offenders waiting months or even years for case
resolutions (HM Inspectorate of Probation, 2021). These delays erode public trust in
institutions and exacerbate stress for those relying on timely services. Addressing backlogs
requires strategic resource allocation and prioritisation to resolve critical cases swiftly
while minimizing the long-term impact on service delivery.

2.7.8 Public Trust and Compliance

Crises often test the public's trust in government institutions and public services.
During the COVID-19 pandemic, perceived inequities in resource allocation, inconsistent
enforcement of guidelines, and misinformation undermined public confidence in official
responses. This erosion of trust made it more challenging to secure compliance with public
health measures, complicating efforts to control the spread of the virus. Understanding the

factors influencing public trust, such as transparency, fairness, and clear communication,
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is essential for improving crisis management and fostering community resilience (Tilney
etal., 2022).

2.7.9 Recovery and Resilience Building

The long-term implications of crises often linger, requiring sustained efforts to
recover and build resilience. Backlogs in healthcare and justice, financial deficits in public
service budgets, and workforce shortages are common post-crisis challenges. For example,
the mental health toll on frontline workers during the pandemic is likely to result in higher
turnover and reduced capacity in the future. Investing in infrastructure, workforce
development, and contingency planning is essential to prepare public services for future
crises. For instance, creating hybrid service models that combine in-person and virtual
delivery can enhance flexibility and ensure continuity during emergencies (Tidmarsh,
2020).

Crises like the COVID-19 pandemic expose systemic vulnerabilities in public
services, from resource constraints and operational disruptions to inequities and workforce
challenges. By studying these challenges in depth, governments and organizations can
develop strategies to improve crisis preparedness, strengthen resilience, and ensure that
public services remain accessible, effective, and equitable during emergencies.
Understanding these issues is essential for building systems that adapt to future crises while

maintaining critical societal functions.

2.8 Gaps in Literature

While existing research provides valuable insights into the evolution and operation
of probation services, significant gaps warrant further exploration. One critical gap is the
limited focus on probation services in metropolitan areas like London. Urban settings
present unique challenges, including diverse offender populations, high caseloads, and

resource constraints, which significantly impact the delivery and effectiveness of probation
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services. Despite these complexities, much of the existing literature has centred on broader,
national-level analyses or rural contexts, leaving the intricacies of urban probation services
underexplored. Addressing this gap is essential to tailoring policies and practices that
consider the specific demands of metropolitan areas.

Another notable gap lies in the lack of studies examining the impact of
pandemics, such as COVID-19, on probation services, which perhaps has been due to the
unprecedented nature of the crisis. According to the World Health Organization (WHO,
2022), the COVID-19 pandemic has been the most severe combined health and economic
crisis in the last century. It is therefore unsurprising that studies on its impact on public
services, including the probation service, are very limited.

The rapid transition to remote supervision during the pandemic disrupted
traditional practices, presenting challenges in maintaining supervision quality, addressing
offenders' needs, and ensuring public safety. While some researches have begun to assess
the effects of remote methods on probation work, these studies are limited in scope and
often fail to capture the long-term implications of such disruptions. Moreover, the
specific experiences of probation officers and offenders in adapting to digital tools and
remote engagement have not been thoroughly investigated, particularly in densely
populated and diverse urban areas.

Furthermore, the intersectionality of challenges faced by marginalized groups
within probation services during crises is underexplored. Vulnerable populations, such as
those with mental health issues, substance abuse disorders, or limited access to technology,
were disproportionately impacted by the shift to remote supervision (Zhai and Du, 2022).
However, there is a lack of comprehensive studies addressing how these individuals
navigated probation requirements during the pandemic and the specific support

mechanisms that could mitigate such challenges.
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Lastly, while the broader impact of the COVID-19 pandemic on public services has
been discussed, its specific influence on probation officers' workloads, stress levels, and
operational capacity remains underrepresented in academic literature. This gap is
significant, as understanding the workforce's experiences is crucial for developing effective
support systems and ensuring the sustainability of probation services during future crises.

In summary, these gaps highlight the need for targeted research that delves into the
unique challenges of probation services in metropolitan areas and during pandemics. By
addressing these overlooked dimensions, future studies can provide critical insights to
enhance the resilience and effectiveness of probation systems in addressing contemporary
and emerging challenges. Overall, the outcomes show that my research topic area is still
evolving, and further reviews will be needed in the nearest future.

To fill these gaps and gain a better understanding of the implications of the COVID-
19 pandemic on probation service delivery, this study used a quantitative research
methodology as detailed in the subsequent chapter. This approach will involve the
collection of data from targeted Staff (Probation Officers, Administrative Officers and
Management staff) who are directly linked with the service delivery, establishing a solid
foundation for analysis.

e Lack of Research on Probation Services in Metropolitan Areas

One major gap is the limited focus on probation services in metropolitan areas such
as London. Urban settings present distinct challenges, including a highly diverse offender
population, increased caseloads, and significant resource constraints, all of which influence
the effectiveness of probation service delivery. Despite these complexities, much of the
existing literature focuses on national-level analyses or rural probation services, leaving
the unique operational demands of metropolitan probation systems underexamined. Given

the scale and density of urban populations, understanding these localized challenges is
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essential for developing policies and practices that are responsive to the realities of

probation service delivery in major cities.
e Absence of Studies on Probation Services during Public Health Crises
Another significant gap lies in the lack of research examining how probation
services operate during public health crises, particularly the COVID-19 pandemic. The
unprecedented nature of the pandemic, as described by the World Health Organization
(WHO, 2022), has made it one of the most severe global crises in a century. Consequently,
while extensive studies have explored its effects on healthcare, education, and other public
services, research on its implications for probation service delivery remains sparse. The
abrupt shift to remote supervision disrupted established practices, raising concerns about
supervision quality, offender rehabilitation, and public safety. While some preliminary
studies have assessed the impact of digital tools on probation work, these studies are often
limited in scope and fail to capture the long-term consequences of such disruptions.
Additionally, there is insufficient research on how probation officers and offenders adapted
to remote engagement, particularly in densely populated urban areas where digital
exclusion, socio-economic disparities, and high service demand pose additional challenges.

e Need for Research on Hybrid Probation Models and Their Long-
Term Viability

With the rapid adoption of digital tools and remote supervision during the
pandemic, there is a growing need to assess the long-term viability of hybrid probation
models, which integrate both in-person and remote engagement strategies. While remote
supervision offered benefits such as increased accessibility for some offenders, it also
introduced significant challenges in relationship-building, risk assessment, and
rehabilitative interventions. There is limited research evaluating whether hybrid probation
models can balance efficiency with effectiveness, ensuring that supervision remains

personalized and responsive to offenders’ needs. Studies examining the optimal blend of
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digital and in-person supervision, particularly in different offender categories (e.g., high-
risk vs. low-risk offenders), are crucial to informing future probation policies.
e Challenges Faced by Marginalized Groups During Probation
Supervision

The intersectionality of challenges faced by marginalized groups within probation
services during crises remains largely unexplored. Vulnerable populations—including
individuals with mental health disorders, substance abuse issues, or limited digital access—
were disproportionately affected by the transition to remote supervision (Zhai and Du,
2022). However, there is a lack of comprehensive studies examining how these individuals
navigated probation requirements during the pandemic and what specific support
mechanisms could mitigate these challenges. Without addressing these gaps, probation
services risk further marginalizing already vulnerable populations, reducing their access to
effective rehabilitation and supervision.

¢ Insufficient Research on Probation Officers’ Workloads and Stress
Levels

While broader discussions exist regarding the pandemic’s impact on public service
operations, limited attention has been given to its specific effects on probation officers’
workloads, stress levels, and operational capacity. Given that probation officers play a
crucial role in offender rehabilitation and public safety, understanding their experiences
during a crisis is vital for informing workforce support strategies and ensuring service
sustainability during future emergencies.

In summary, these gaps highlight the need for targeted research on the unique
challenges of probation services in metropolitan areas and their response to public health
crises. Addressing these overlooked dimensions will provide critical insights into
enhancing the resilience and effectiveness of probation services in managing contemporary

and emerging challenges.
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To bridge these gaps and provide empirical evidence on the implications of the
COVID-19 pandemic on probation service delivery, this study adopts a quantitative
research methodology, as detailed in the following chapter. Data will be collected from key
probation personnel, including probation officers, administrative staff, and management-
level employees directly involved in service delivery. This approach ensures a robust and
data-driven foundation for analysis, contributing valuable insights to the evolving

discourse on probation service resilience in times of crisis.
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CHAPTER III:
METHODOLOGY

This chapter outlines the research design, population and sampling strategy, data
collection procedures and analytical techniques used in this study. It will also address the
limitations of the methodology used.

3.1 Overview of the Research Problem

This study employs a quantitative research methodology to thoroughly explore the
effects of the COVID-19 pandemic on probation services in London, England. This study
aimed to systematically gather measurable data that can be rigorously analysed to
comprehend the various shifts in service delivery, the increased workload faced by
probation officers, and the adaptation to remote supervision practices that emerged during
the pandemic. The research utilised a structured survey meticulously designed to elicit
objective and consistent participant responses to achieve this. This approach not only
enhances the reliability of the data collected but also ensures that the responses can be
directly compared for a comprehensive understanding of the challenges and changes
experienced in probation services throughout this unprecedented period.

The quantitative research approach is exceptionally well-suited for achieving the
objectives of this study, primarily because it enables the statistical analysis of patterns and
relationships among a varied group of probation staff. By leveraging this method,
researchers can generate a robust, evidence-based understanding of the complexities and
challenges probation services encounter. This thorough analysis illuminates the specific
difficulties faced in these environments. It provides practical insights that can be applied
to enhance service delivery and optimise resource management in similar crises. Through
this detailed examination, the study aims to contribute valuable knowledge that can inform

strategies and policies in probation services.
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3.2 Research Design

This study employs a cross-sectional survey design to collect data at a single point,
focusing on the diverse experiences of probation staff in London. By capturing a snapshot
of the challenges and operational realities faced during the pandemic, this design allows
for a detailed exploration of critical issues such as increased workloads, service delivery
delays, and remote supervision's effectiveness. The cross-sectional approach is well-suited
to identifying patterns and trends, providing a robust basis for understanding the immediate
and varied impacts of the pandemic on probation services.

The survey instrument was meticulously designed to align with the study's research
objectives, ensuring comprehensive coverage of core themes. Questions were carefully
structured to assess perceptions of efficiency, workload, and the quality of supervision
during the pandemic. This standardised format facilitates consistency in responses,
allowing for meaningful statistical analysis and identifying significant trends within the
data.

Furthermore, the survey design enables comparisons across different staff groups,
including variations in roles, levels of professional experience, and demographic
backgrounds. These comparisons offer valuable insights into how different subsets of
probation staff experienced and managed the challenges of the pandemic. By integrating
both quantitative measures and demographic variables, this approach highlights
measurable impacts and provides a nuanced understanding of the broader implications for
probation services in London.

3.3 Changes in Probation Service Efficiency Post-COVID-19

A structured, multi-faceted strategy was implemented to evaluate the changes in
the efficiency of probation service delivery in London post-COVID-19. The approach
aimed to combine staff perceptions with objective operational data to provide a

comprehensive understanding of how the pandemic impacted service efficiency. The focus
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was on key variables such as appointment delays, service timeliness, and quality of
delivery.

The data collection process involved two primary sources. First, a structured
questionnaire was distributed to probation service staff to capture their experiences and
perceptions of service delivery efficiency. The questionnaire included specific questions
on appointment delays, overall service timeliness, and perceived quality. These responses
provided qualitative insights and numerical ratings that could be analysed quantitatively.
Second, administrative records were reviewed to gather objective data on pre- and post-
pandemic indicators such as the number of scheduled appointments, compliance rates, and
recidivism rates. This dual approach ensured that both subjective perceptions and objective
trends were captured.

The collected data were cleaned to streamline analysis to remove incomplete or
inconsistent responses. The questionnaire data were organized into specific sub-dataframes
focusing on efficiency-related questions. This segmentation allowed for targeted analysis
and comparison of responses across different demographic and operational groups within
the probation service.

The analysis began with descriptive statistics to summarize the responses and
identify overarching trends. Bar charts and frequency distributions were used to visualise
perceptions related to service efficiency, delays, and quality. This step provided an initial
understanding of staff views, highlighting areas where agreement, neutrality, or
dissatisfaction were most prevalent.

A chi-square test was then conducted to explore the relationship between training
received and perceptions of service efficiency, appointment delays, and service quality.
The results showed no significant association between training and these variables,
suggesting that other operational factors were more critical in influencing service

efficiency.
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A correlation matrix was developed to further explore relationships among the
variables. The analysis revealed moderate positive correlations between appointment
delays and service efficiency, indicating that scheduling disruptions negatively impacted
operational smoothness. Additionally, a mild negative correlation was observed between
delays and service quality, suggesting that disruptions slowed processes and compromised
the thoroughness and satisfaction of services delivered.

Staff comments and open-ended responses added qualitative depth to the findings.
These narratives highlighted recurring themes, such as logistical challenges associated with
remote supervision and inadequate resources during the transition to hybrid service
delivery models.

The analysis underscored several critical insights. Delays in appointments emerged
as a significant issue post-pandemic, with staff responses pointing to logistical difficulties
in managing remote and hybrid supervision. Service efficiency was perceived with mixed
sentiments, as a sizeable neutral group indicated variability in how these changes were
experienced across different roles and contexts. Moreover, service quality was found to be
negatively impacted by scheduling disruptions, further complicating the delivery of
consistent and satisfactory services.

The findings revealed that the COVID-19 pandemic significantly disrupted the
efficiency of probation service delivery in London, mainly due to delays in scheduling and
broader operational challenges. While training was not a significant determinant of
perceived efficiency, systemic issues like resource allocation and workflow optimization
emerged as critical areas for improvement. Addressing these challenges will require
targeted interventions, such as enhanced digital tools for remote supervision, streamlined
scheduling systems, and robust support mechanisms for staff. By focusing on these areas,
probation services can build greater resilience and maintain quality and efficiency during

future crises.
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3.4 Assessing Workload Increase for Probation Officers

A comprehensive and multifaceted approach was implemented to thoroughly
evaluate the heightened workload experienced by probation officers during the COVID-19
pandemic. This strategy blended subjective insights gathered from the officers themselves
with robust quantitative data to provide a well-rounded assessment. The initiative aimed to
pinpoint critical areas of concern, focusing on several key factors such as caseload
fluctuations, increased administrative responsibilities, and the corresponding levels of
stress that officers faced. Additionally, the evaluation sought to critically analyse the
effectiveness and sufficiency of the support systems that were in place during this
unprecedented period, ensuring that the needs of the officers were being adequately met.

Data were gathered using a structured questionnaire distributed among probation
officers. The survey included questions that captured perceptions of workload changes,
caseload management challenges, and stress levels. Additionally, administrative records
were analysed to compare pre-and post-pandemic caseloads, including the number of
probationers assigned per officer and the time spent per case. Demographic details, such
as years of experience and role within the probation service, were also collected to explore
variations in perceptions among different groups.

The data collection involved meticulous cleaning to eliminate any incomplete or
irrelevant entries that could skew the results. This step was crucial to ensure the integrity
of the dataset. Columns within the dataset were systematically renamed and organized to
enhance clarity and usability. Each response was then carefully segmented into specific
subcategories focusing on key areas such as workload distribution, caseload management
processes, and the adequacy of training programs. This structured approach was designed
to facilitate a more targeted and practical analysis, allowing for a deeper understanding of

the underlying trends and patterns within the data.
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The responses were summarized using descriptive statistics to identify general
trends. Visual tools like bar charts and histograms illustrated vital patterns, such as the
reported increases in workload, difficulties in managing caseloads, and heightened stress
levels.

The chi-square test explored associations between training adequacy and workload-
related challenges. Results showed no significant relationship between training and
workload increase or caseload management difficulties, suggesting that other factors, such
as systemic inefficiencies, may have played a more substantial role.

An Ordinary Least Squares (OLS) regression model was implemented to identify
predictors of workload increase. Variables such as caseload management challenges, stress
and burnout, training adequacy, and organizational support during the pandemic were
analysed. The model revealed that caseload management difficulties and stress levels were
the most significant contributors to workload increases.

A correlation matrix was constructed to examine relationships among variables.
Strong positive correlations were found between workload increase, caseload management
challenges, and stress levels, highlighting their interconnected nature. Weak correlations
with training adequacy suggested that the training provided during the pandemic must be
more robust to mitigate workload-related challenges.

This test was conducted to compare perceptions of training adequacy across
different demographic groups. Significant disparities were identified, indicating
inconsistent training experiences among staff.

Most respondents (over 80%) agreed or strongly agreed that their workload had
significantly increased during the pandemic. Probation officers reported managing larger
caseloads and spending more time on administrative tasks, mainly due to the transition to

remote and hybrid work models.
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The analysis revealed that caseload management was a critical issue, with most
officers finding it increasingly difficult to balance their responsibilities. The regression
analysis showed that caseload management challenges had the highest predictive value for
workload increases, with a coefficient of 0.49 (p-value < 0.001).

Many officers reported experiencing heightened stress and burnout, which is
strongly correlated with workload increases and caseload management difficulties. Stress
and burnout emerged as the second most significant predictor of workload increases in the
regression analysis, with a coefficient of 0.29 (p-value = 0.005).

Most respondents expressed dissatisfaction with the training provided during the
pandemic. While training adequacy showed no significant direct impact on workload in the
regression analysis, the Mann-Whitney U test revealed substantial disparities in training
perceptions among different groups, emphasizing the need for standardized training.

The strong correlations among workload, caseload challenges, and stress levels
highlighted their interconnectedness. Addressing one factor, such as workload, could
cascade positive effects on caseload management and stress reduction. Weak correlations
with training adequacy underscored its limited effectiveness, suggesting a need for targeted
improvements.

The findings emphasize that caseload management challenges and stress levels
were the primary drivers of increased workloads among probation officers during the
pandemic. While training adequacy and organizational support were less impactful,
disparities in training experiences highlighted the need for consistent and role-specific
programs. Addressing workload distribution, enhancing mental health support, and
improving training are critical to building resilience and ensuring efficient service delivery
during future crises. These insights provide a roadmap for strengthening probation services

and supporting staff in high-pressure situations.
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3.5 Impact of Remote Supervision on Probation Quality

A detailed mixed-method approach was implemented to thoroughly assess the
impact of remote and virtual probation service delivery methods employed during the
COVID-19 pandemic on the quality of supervision and support provided to probationers
in London. This involved collecting data through a structured questionnaire, which was
meticulously distributed among a diverse group of respondents, including probation
officers, administrative staff, and other key stakeholders involved in the probation system.

The survey was designed to capture a range of essential elements, focusing
specifically on the comparative effectiveness of remote supervision compared to traditional
in-person interactions. It sought to uncover insights regarding the quality of supervision
experienced in virtual environments and evaluate how adequately probationers felt
supported while engaging with these remote services. Additionally, the questionnaire
explored the flexibility and accessibility of the remote service delivery methods, providing
a comprehensive understanding of their impact on probationers' experiences during this
unprecedented time.

The demographic and contextual information gathered from the respondents, such
as their roles, years of experience, and training for remote work, allowed for an in-depth
analysis of variations in perceptions. This data was organised into subcategories
corresponding to the research objective, enabling a focused investigation of factors
influencing the quality and effectiveness of remote service delivery.

The analysis effectively interpreted the collected data using descriptive and
inferential statistical methods. Descriptive statistics provided a summary of the responses,
while visual tools such as bar charts and histograms depicted trends, including staff
preferences for in-person versus remote supervision and their perceptions regarding the

adequacy of support offered to probationers.
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A chi-square test was performed to identify any significant associations between
training received for remote supervision and perceptions of supervision quality and
effectiveness. The results indicated no statistically significant relationship, suggesting that
training alone was not a decisive factor in shaping these perceptions.

A correlation matrix was also created to explore the relationships among variables.
It revealed a strong positive correlation between the quality of remote supervision and the
perceived effectiveness of remote methods, emphasizing the importance of high-quality
supervision in ensuring the success of remote service delivery.

An Ordinary Least Squares (OLS) regression analysis identified critical remote
service delivery effectiveness predictors. Among the variables analysed, supervision
quality and virtual support for probationers emerged as the most significant contributors,
while factors such as training adequacy showed a minimal impact.

Open-ended survey responses also derived thematic insights, providing qualitative
context to the statistical findings. These insights highlighted specific challenges, such as
technical barriers, lack of personal interaction, inconsistent access to training, and benefits
like time efficiency and reduced travel for routine tasks.

The analysis provided insight into respondents' preferences regarding supervision
methods. Most strongly preferred in-person supervision, which fostered better
communication and developed more robust, trusting relationships with probationers. They
cited face-to-face interactions as essential for building rapport and addressing issues more
effectively.

In contrast, a smaller segment of respondents acknowledged the effectiveness of
remote supervision methods, especially for low-risk probationers. These respondents
highlighted the convenience and time savings associated with virtual meetings, suggesting
that in some instances, remote interactions could adequately meet the needs of probationers

without the necessity for in-person contact. This nuanced perspective points to a potential
75



for flexibility in supervision methods, catering to the specific circumstances and risk
profiles of probationers.

Supervision quality during remote sessions was identified as a critical concern.
Many respondents perceived the quality as inadequate, often attributing to limited personal
interaction, technical challenges, and insufficient preparation for remote engagement. This
perception was strongly correlated with the overall effectiveness of remote service
delivery, as evidenced by the correlation coefficient of 0.75.

The adequacy of support provided to probationers during remote sessions also drew
mixed responses. Many staff expressed concerns about inconsistencies in support delivery,
particularly for high-risk probationers, while others highlighted the success of remote
methods for routine check-ins. Neutral responses suggested variability in experiences
across different contexts and roles.

Most respondents viewed the flexibility and accessibility of hybrid models,
combining remote and in-person methods, positively. However, challenges remained in
ensuring equitable access for probationers with limited technological resources or internet
connectivity.

The chi-square test results showed no significant association between training
adequacy and perceptions of supervision quality or effectiveness, indicating that systemic
and operational factors may have played a more substantial role. In contrast, the strong
positive correlation between supervision quality and remote method effectiveness
highlighted the critical importance of improving supervision practices to enhance overall
service delivery.

The findings underscore the logistical benefits of remote probation service delivery
during the pandemic while highlighting its challenges, particularly in maintaining

supervision quality and adequate support. Supervision quality emerged as the most
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significant factor influencing the perceived effectiveness of remote methods, followed
closely by virtual support for probationers.

These results emphasize the need for targeted improvements in remote supervision
practices. Enhanced training, robust virtual support systems, and practical communication
tools are essential to address these challenges. By adopting a balanced hybrid model that
combines the strengths of remote and in-person methods, probation services can improve
their adaptability and resilience, ensuring consistent and high-quality support across all
delivery models.

3.6 Population and Sample

The study focuses on employees actively engaged in probation services in London
during the COVID-19 pandemic, aiming to understand the diverse roles and experiences
of those contributing to service delivery during this challenging period. The target
population is carefully delineated to include specific groups whose responsibilities and
experiences provide valuable insights into the pandemic's impact on probation services.

Probation Officers are at the forefront of service delivery, playing a critical role in
supervising probationers and ensuring compliance with court-mandated conditions. Their
direct interaction with probationers uniquely positions them to provide feedback on how
the shift to remote or hybrid service delivery affected supervision quality and overall
efficiency. Administrative Staff support case management and operational processes,
ensuring smooth communication, record management, and logistical functions. Their
perspectives reveal the challenges of maintaining operational continuity under crisis
conditions. Management Staff oversee the broader framework of probation services,
making critical decisions about resource allocation, service delivery methods, and policy
adjustments, offering a macro-level perspective on the system's efficiency and resilience.

Finally, Support Staff ensure the seamless execution of probation services through
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logistical and operational assistance, highlighting on-the-ground challenges and the impact
of pandemic-induced changes on day-to-day operations.

A purposive sampling technique was employed to ensure a comprehensive
understanding of the pandemic's impact. That is firstly stratifying the population into
groups and then purposefully selects the samples (Creswell and Plano Clark, 2017). This
is in line with selecting participants with experiences relevant to the research questions.

This method deliberately included participants representing various roles, levels of
experience, and responsibilities within probation services. The study captures a broad
spectrum of experiences and perspectives by targeting individuals directly affected by the
pandemic-induced changes.

The study's inclusion and exclusion criteria focused on those most relevant to the
research objectives.

Inclusion Criteria ensured the participation of individuals whose experiences were
directly shaped by the pandemic:

e Employees with at least one year of service during the pandemic were
included to ensure familiarity with pre-pandemic practices and the
subsequent changes.

e Staff directly involved in probation services or related operational
activities were selected to capture relevant insights into the changes in
service delivery, workload, and supervision methods.

Exclusion Criteria ensured the dataset remained focused and relevant:

e Individuals no longer employed within probation services were excluded
to maintain the study's focus on current challenges and adaptations.

e Staff without direct engagement in service delivery or supervisory
responsibilities were excluded to ensure the data reflected those actively

involved in the probation process.
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e Sample Size Justification

The sample size of 116 was determined based on a combination of power analysis
considerations, prior research benchmarks, and practical feasibility constraints. Given the
study’s exploratory nature, an appropriate sample was needed to capture diverse
perspectives across different roles within probation services. A power analysis was
considered using Cohen’s (1988) guidelines, which suggest that a sample of over 100
participants is sufficient to detect moderate effect sizes in inferential tests such as chi-
square, correlation, and regression models. This ensures that statistical findings are
meaningful and interpretable, providing a robust foundation for data analysis.

Additionally, previous research in probation service evaluation studies has
employed sample sizes in a similar range when examining workforce experiences and
policy adaptations. This reinforces the appropriateness of the sample size, as comparable
studies have effectively identified trends and patterns within similar participant groups.
Moreover, the diversity of roles within probation services, including probation officers,
administrative staff, management personnel, and support staff, required a sampling
approach that ensured proportional representation. A stratified purposive sampling method
was used to mitigate biases and ensure that insights from different job roles were
adequately captured.

Practical feasibility also influenced sample size determination. The probation
workforce is specialized, with many employees engaged in high-demand roles, limiting
their availability for participation in research studies. Recruiting a larger sample posed
challenges in terms of participant engagement and response rates, as individuals had to
balance professional responsibilities alongside survey participation. Therefore, 116 was a
realistic and manageable number that ensured data quality while maintaining a broad

spectrum of professional perspectives. The study’s focus on London’s probation services
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rather than a nationwide analysis further supports the sample’s appropriateness, as it
prioritizes depth and relevance over broad generalizability.
e Criteria for stratified sampling

The study employed a stratified purposive sampling approach to ensure a balanced
representation of various roles within probation services. Stratification was based on job
function rather than rank or probationer risk level, as the research aimed to capture the
perspectives of those directly involved in different aspects of probation service delivery.
The key stratification criteria included Probation Officers, Administrative Staff,
Management Staff, and Support Staff, ensuring that insights were gathered from those
responsible for direct supervision, operational support, strategic decision-making, and
logistical execution.

Within the Probation Officer category, further implicit stratification was achieved
by including officers with varying levels of experience and caseload sizes. This enabled
the study to examine how different workloads and supervisory challenges influenced their
adaptation to pandemic-induced changes. Administrative Staff were selected based on their
involvement in case management and operational coordination, ensuring that perspectives
on documentation, scheduling, and remote operations were included. Management Staff
represented individuals responsible for resource allocation and policy adaptation, offering
a macro-level understanding of how probation services were structured during the crisis.
Support Staff, though a smaller subgroup, were included to reflect the impact of logistical
and operational disruptions on service continuity.

This stratification approach allowed for a holistic examination of how different
professional roles within the probation service experienced and adapted to pandemic-
related changes. While officer rank and probationer risk level were not used as stratification
criteria, future research could explore these dimensions to provide an even more granular

understanding of probation service efficiency and effectiveness during crises.
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3.7 Participant Selection

The selection of participants for this study was carefully designed to ensure the
inclusion of individuals who could provide meaningful insights into the impact of the
COVID-19 pandemic on probation services in London. The study focused on a diverse
group of employees engaged in various capacities within probation services, ensuring a
comprehensive understanding of the changes and challenges faced during this period.

The participant pool included four critical categories of Staff: Probation Officers,
Administrative Staff, Management Personnel, and Support Staff. Probation Officers were
prioritized as they were directly responsible for supervising probationers and ensuring
compliance with court-mandated conditions. Their experiences with shifting supervision
models, increased caseloads, and the adaptation to remote or hybrid work environments
are central to understanding the study’s objectives. Administrative Staff, who support
operational processes and case management, were included to capture insights into the
logistical challenges and workflow disruptions caused by the pandemic. Management
Personnel, responsible for overseeing resource allocation, policy adjustments, and service
delivery strategies, provided a broader, system-level perspective on the adaptations
required during the crisis. Lastly, the Support Staff, who ensure the seamless execution of
day-to-day activities, offered valuable observations about the practical challenges in
implementing new protocols and methods.

Purposive sampling was employed to ensure the participant group was
representative. This sampling method was chosen to intentionally target individuals who
directly experienced and adapted to the operational shifts prompted by the pandemic. By
focusing on Staff from varied roles and experience levels, the study aimed to collect a
balanced dataset that accurately reflects the diverse impacts of the pandemic across the

probation service workforce.
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One hundred and sixteen participants were selected for the study, providing a robust
and diverse sample. This participant base was refined using inclusion and exclusion criteria
to ensure relevance and focus. Employees with at least one year of service during the
pandemic were included, as they had sufficient exposure to both pre-pandemic practices
and the changes introduced during the crisis. Additionally, participants needed to be
directly involved in probation services or operational activities to provide data that was
closely aligned with the research objectives. Individuals who were no longer employed
within probation services or lacked direct involvement in service delivery or supervision
activities were excluded to maintain the study’s focus on those actively contributing to the
probation service during the pandemic.

This approach to participant selection ensured that the study captured a wide range
of experiences and perspectives, enabling a thorough analysis of how the pandemic
affected probation service delivery in London. By engaging with individuals across
different roles and responsibilities, the study provides a nuanced understanding of the
systemic and individual challenges faced during this unprecedented period.

3.8 Instrumentation

In this study, the Python programming language was used as the main tool for data
analysis and processing. Python's wide range of libraries and tools made it efficient for
handling and analysing survey data, ensuring accurate and reliable results.

Pandas was utilized to clean and structure the dataset for data organization and
preparation, ensuring it was ready for analysis. Numerical computations were facilitated
through NumPy, while visualizations, including charts and graphs, were crafted using
Matplotlib and Seaborn to convey the findings effectively.

Statistical tests were conducted with Python's SciPy and Statsmodels libraries.
These tests included chi-square analyses to examine relationships between variables,

regression analysis to identify critical factors influencing workload and supervision, and
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correlation analysis to explore connections between service delivery challenges and staff
experiences.

Python also streamlined the data processing tasks. Activities such as removing
unnecessary data, renaming columns for improved clarity, and segmenting the dataset
according to the study's objectives were automated, saving time and minimizing errors.

Using Python, the study ensured that all steps, from data cleaning to analysis and
visualization, were performed accurately and efficiently. This made the findings clear,
reproducible, and aligned with the research goals.

3.9 Data Collection Procedures

The data for this study were collected using a structured, web-based survey
designed to address the research objectives comprehensively. The survey was chosen as
the primary data collection method because it enabled the efficient gathering of detailed
insights from a broad and diverse population within the probation service workforce during
the COVID-19 pandemic. Surveys are particularly well-suited for studies aiming to capture
quantitative and qualitative data, offering flexibility in question design while ensuring
systematic responses for analysis. Additionally, their web-based format was ideal during
the pandemic, as it facilitated remote participation, ensuring safety and convenience for
respondents.

The survey aimed to explore key areas such as service efficiency, workload, and
the transition to remote supervision, aligning with the study's focus on understanding the
impact of the pandemic. It comprised 29 well-crafted questions divided into four key
sections, each targeting specific dimensions of the research:

Demographic Information: The first section gathered basic demographic details to
provide context for the analysis. Participants were asked about their roles within the
probation service (e.g., probation officer, administrative staff, or management), years of

experience, age group, and caseload size. This information was essential for examining
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how different roles and experience levels influenced perceptions of the pandemic's impact.
By capturing this baseline data, the study could identify patterns and correlations across
various subgroups within the workforce.

Service Efficiency: The second section focused on the efficiency of probation
services during the pandemic. Respondents were asked about appointment delays, resource
allocation challenges, and overall performance shifts. These questions probed into how the
pandemic affected service delivery, whether logistical barriers emerged, and whether staff
perceived changes in the quality of their work. This section provided insights into systemic
disruptions and identified areas requiring operational improvements.

Workload and Stress Levels: The third section explored workload dynamics and
stress management. Participants detailed changes in their caseload distribution, increases
in administrative tasks, and the psychological toll of these changes. By exploring how
additional responsibilities—such as adapting to remote tools and managing shifting
priorities—affected staff mental well-being and performance, this section highlighted the
human impact of the pandemic on probation service employees.

Remote Supervision: The final section examined the shift to remote and virtual
supervision. Participants assessed the effectiveness of remote methods, challenges
encountered, and overall satisfaction with virtual interactions. Questions uncovered how
the transition impacted their ability to supervise probationers, maintain compliance, and
foster meaningful connections. This section aimed to identify the strengths and weaknesses
of remote supervision, contributing to discussions on hybrid service models.

The choice of a survey was guided by its ability to capture diverse perspectives
efficiently and systematically. Likert scales measured the degree of agreement or
satisfaction with specific statements, providing quantifiable data for statistical analysis.
Multiple-choice questions enabled categorical data collection, such as identifying barriers

to service efficiency or selecting commonly used remote tools. Open-ended questions
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allowed participants to share personal experiences and nuanced observations, capturing
qualitative data that enriched the study's findings.

The survey was distributed via professional networks, email lists, and internal
communication channels within the probation service sector. This approach ensured broad
accessibility and encouraged participation across different roles and experience levels. The
web-based format allowed respondents to participate independently, enhancing response
rates and data quality. Regular reminders further encouraged engagement, ensuring a
representative sample.

The study's scope and logistical considerations drove the decision to use a
structured survey rather than other methods, such as interviews. While interviews offer
deep qualitative insights, they require significant time and resources, which would have
limited the study's ability to include a broad sample. In contrast, the survey allowed for
capturing various perspectives across various roles within the probation service, making it
the most practical and effective choice given the pandemic-related constraints and the
research objectives.

This structured and thoughtfully distributed approach ensured the survey
comprehensively addressed the study's objectives while maintaining respondent
convenience. The combination of quantitative and qualitative data allowed for a deeper
understanding of how probation services adapted to the challenges posed by the pandemic,
forming the foundation for detailed analysis and actionable insights to improve service
delivery.

e Why Surveys were Chosen

Surveys were chosen as the primary data collection method for this study due to

their efficiency, feasibility during the pandemic, and ability to capture a broad range of

opinions from diverse probation service staff. Given the study’s objective of assessing the
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impact of COVID-19 on probation services, a survey provided an optimal balance between
structured data collection and large-scale participation in a time-sensitive manner.

One of the primary reasons for selecting surveys was efficiency. Surveys allow for
the systematic collection of data from a large sample in a relatively short period, ensuring
that diverse experiences across different roles—probation officers, administrative staff,
management, and support staff—were captured. Surveys enable simultaneous data
collection, significantly reducing logistical constraints and facilitating a structured analysis
of key themes such as service efficiency, workload increases, and remote supervision.

The feasibility of data collection during the pandemic was another crucial factor.
With restrictions on in-person interactions, a web-based survey was the most practical and
safe approach. It ensured that respondents could participate remotely at their convenience,
minimizing health risks while maintaining high response rates. The flexibility of online
surveys allowed respondents to complete the questionnaire independently, reducing
scheduling challenges and enabling broader participation across different locations.

Additionally, surveys were selected for their ability to capture a broad range of
opinions and experiences across various roles within the probation service. The study
aimed to identify patterns and trends in how different staff members perceived the
pandemic’s impact on service delivery, workload, and supervision models. By using
Likert-scale questions and multiple-choice options, the survey facilitated a quantitative
comparison of responses while maintaining consistency in data collection.

Surveys also provided a cost-effective and scalable solution, ensuring that a larger
and more representative sample could be included. This broader dataset allowed for robust
statistical analysis, making the findings more generalizable and actionable for informing
future probation service strategies. By leveraging surveys, this study ensured
comprehensive, systematic, and timely data collection, ultimately enhancing the reliability

and depth of the research.
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e Why Qualitative Methods were not Prioritized

Qualitative methods, such as interviews and case studies, were not prioritized in
this study primarily due to time constraints, feasibility issues during the pandemic, and the
study's focus on broad, generalizable trends rather than in-depth individual narratives.
While qualitative approaches are valuable for exploring deep, nuanced insights, they were
deemed less practical given the need for efficient, large-scale data collection during the
COVID-19 pandemic.

One of the key reasons for not prioritizing interviews was the significant time and
resource requirements associated with conducting and analysing them. Interviews require
extensive scheduling, participant coordination, and transcription, making them impractical
for a study aiming to capture perspectives from a broad sample of probation service staff.
Given the urgency of assessing the pandemic's impact, a structured survey provided a faster
and more efficient means of gathering data from a larger group, allowing for statistical
comparisons and trend identification across different roles.

Similarly, case studies, while useful for in-depth exploration of specific instances,
were not the primary focus because they limit generalizability. Case studies typically
provide rich, detailed accounts of individual experiences or specific probation offices, but
they do not allow for broad comparisons across the entire probation system. Since this
study aimed to examine system-wide changes and trends in probation service delivery,
quantitative analysis was prioritized to ensure findings could be applied across various
roles, offices, and contexts within the probation service in London.

However, qualitative insights were still deemed complementary, as open-ended
survey questions were included to capture personal experiences and nuanced perspectives.
This hybrid approach ensured that while the primary focus was on quantitative patterns,
qualitative responses added depth and context to the statistical findings. By integrating

limited qualitative elements, the study maintained a balanced methodology, ensuring that
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the data reflected both measurable trends and individual reflections without compromising
the efficiency and feasibility of data collection.
3.10 Data Analysis

The data analysis process for this study was carefully designed to derive meaningful
insights from the structured survey responses. The primary goal was to explore how the
COVID-19 pandemic impacted probation service delivery, workloads, and remote
supervision practices. The data, collected from 116 respondents, were systematically
processed and analyzed to address the study's objectives. A combination of statistical and
qualitative methods was employed to ensure a comprehensive understanding of the patterns
and relationships within the dataset.

The analysis commenced with a comprehensive data cleaning process, crucial for
ensuring the reliability of the findings. Each response was meticulously reviewed to assess
consistency and completeness. Any entries identified as missing, incomplete, or invalid
were addressed with specific strategies to uphold the integrity of the dataset. For instance,
missing values were either imputed based on statistical methods or excluded from the
analysis when appropriate.

Additionally, unnecessary columns that did not contribute to the analysis were
systematically removed to streamline the dataset. Variable names were carefully
standardized, aligning them with clear and descriptive terminology to enhance
understanding and facilitate ease of subsequent analysis.

Following the cleaning phase, the data was methodically organized into distinct
sub-datasets corresponding to the different sections of the survey. These sub-datasets
included detailed demographic information of the respondents, evaluations of service
efficiency, assessments of workload and stress levels, and insights on remote supervision
practices. This structured approach set a solid foundation for a nuanced analysis of each

aspect of the survey responses.
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For the quantitative data, descriptive and inferential statistical methods were
employed:

Descriptive Statistics: These included measures such as frequency distributions,
percentages, and mean scores to summarize responses. Bar charts, histograms, and
correlation matrices were generated to visually represent the findings, offering a clear
picture of trends and patterns. For example, demographic data highlighted the workforce
composition, while workload metrics provided insights into stress levels and caseload
management challenges.

Inferential Statistics: Tests such as the Chi-square test were used to examine
associations between categorical variables, such as the relationship between training
adequacy and service disruptions. Similarly, regression analysis was applied to identify
predictors of increased workloads and their impact on efficiency and stress. The statistical
significance of findings was determined using p-values, ensuring robust conclusions.

Open-ended survey responses were analyzed using thematic analysis, which
allowed for identifying recurring themes and insights. These qualitative responses provided
context to the quantitative findings, capturing nuanced experiences and perceptions that
numbers alone could not convey. Key themes included challenges with remote supervision,
perceived inadequacies in training, and the emotional toll of increased workloads.

A mixed-methods approach was employed to integrate quantitative and qualitative
findings. For example, statistical results on workload increases were complemented by
qualitative insights from open-ended responses about specific stressors faced by probation
officers. This integration provided a richer understanding of how the pandemic disrupted
probation services and highlighted actionable areas for improvement.

The results were presented using visual tools such as bar charts, heat maps, and
correlation matrices to facilitate interpretation. These visuals helped identify critical

patterns, such as the strong relationship between increased caseloads and stress levels or
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the impact of remote supervision on service quality. Detailed observations and
interpretations were provided to contextualize the results within the broader framework of
probation service challenges during the pandemic.

The data analysis process combined rigour and adaptability, ensuring the findings
were statistically valid and practically relevant. By leveraging quantitative methods for
robust statistical analysis and qualitative techniques for in-depth exploration, the study
successfully identified critical areas of impact and opportunity within probation services.
These insights formed the foundation for evidence-based recommendations to enhance
resilience, efficiency, and quality in future service delivery.

3.11 Research Design Limitations

While this study offers valuable insights into the impact of the COVID-19
pandemic on probation services in London, it is essential to acknowledge its limitations to
provide a balanced perspective on the findings. These limitations, inherent in the research
design and methodology, may have influenced the scope and depth of the conclusions.

e Geographical Scope

One significant limitation is the study's geographical focus, which is restricted to
probation services in London. This localised scope means that the findings may need to be
more generalizable to probation services in other regions of the United Kingdom or
internationally. Different areas may have unique challenges, resources, and organizational
practices that shape their experiences differently. For example, rural regions might have
faced additional difficulties adapting to remote supervision due to limited digital
infrastructure, which this study needs to capture.

e Quantitative Design

The study primarily employed a quantitative research design, using structured

surveys to gather data. While this approach facilitated the analysis of measurable variables

and provided statistically robust results, it could not capture detailed personal narratives
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and subjective experiences. The absence of qualitative methods, such as interviews or focus
groups, limits the study's depth in understanding the emotional and contextual factors that
influenced probation officers and staff during the pandemic. A mixed-methods approach
could have offered richer insights by integrating numerical data with qualitative
perspectives.

e Technological Constraints

Another area for improvement stems from potential technological constraints
among participants. The study relied on a web-based survey for data collection, which may
have excluded staff with limited access to digital tools or those unfamiliar with online
platforms. This exclusion could lead to an underrepresentation of individuals in roles where
digital access was less prevalent, such as support staff or probationers working in less
technologically equipped environments. Consequently, the findings may only partially
reflect the experiences of some stakeholders within the probation service.

e Implications of Limitations

These limitations underscore the need for cautious interpretation of the findings.
While the study provides valuable insights into the effects of the pandemic on probation
services in London, its conclusions should be understood within the context of these
constraints. Future research could address these limitations by expanding the geographical
scope, incorporating qualitative methods, and employing alternative data collection
strategies to ensure broader inclusivity.

By recognising and addressing these limitations, the study maintains transparency
and sets the stage for further exploration into the resilience and adaptability of probation
services under challenging circumstances.

3.12 Conclusion
The methodology employed in this research is designed to systematically

investigate the impact of the COVID-19 pandemic on probation services in London. The
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study adopts a quantitative research approach, leveraging measurable data to analyze shifts
in service efficiency, workload management, and the transition to remote supervision
practices. This structured approach ensures reliability and comparability of findings across
diverse roles within the probation services.

A cross-sectional survey was conducted to capture the experiences of 116
participants, including probation officers, administrative staff, management, and support
personnel. The survey comprised 29 questions, divided into four sections: demographic
details, service efficiency, workload and stress, and remote supervision. By focusing on
these areas, the survey effectively aligned with the study's objectives, allowing for an in-
depth examination of the challenges posed by the pandemic.

Python was utilized extensively for data analysis, employing libraries such as
Pandas, NumPy, Matplotlib, and SciPy to clean, organize, and interpret the dataset.
Descriptive statistics were used to summarize trends, while chi-square tests, correlation
analysis, and regression models explored relationships and predictors of critical outcomes.
Open-ended survey responses were analyzed using thematic analysis to provide qualitative
insights that complemented the statistical findings.

The results highlighted several critical insights:

Service Efficiency: Delays and logistical disruptions significantly impacted service
delivery. The training was found to have minimal influence on perceptions of efficiency,
pointing to broader systemic challenges.

Workload and Stress: Increased caseloads and administrative responsibilities were
strongly linked to heightened stress levels. Regression analysis identified caseload
management difficulties and stress as contributors to workload increases.

Remote Supervision: The effectiveness of remote methods varied, with supervision
quality emerging as a critical factor. While remote practices offered logistical benefits, they

often needed more depth and personal connection than in-person interactions.
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Participant selection was guided by purposive sampling to ensure representation
across diverse roles and responsibilities within probation services. Inclusion criteria
targeted staff directly involved in service delivery during the pandemic, while exclusion
criteria filtered out individuals who were not actively engaged in probation activities or
were no longer employed in the service.

The study acknowledges limitations, including its geographical focus on London,
the absence of qualitative data from interviews or focus groups, and the potential
underrepresentation of staff with limited digital access. These constraints frame the
findings and suggest directions for future research.

This methodology integrates rigorous quantitative techniques with targeted
qualitative insights to comprehensively analyse the pandemic's effects on probation
services. It provides valuable guidance for improving resilience, operational efficiency,
and workforce support in the face of future disruptions.

The next chapter outlines the results obtained from this methodology.

CHAPTER IV:
RESULTS

The following results are based on the quantitative research methodology
described in the previous chapter (Chapter I11), which involved data collection from
targeted 116 participants using a structured, web-based survey designed to address the
research objectives comprehensively.

The results are presented by using descriptive and inferential statistical returns as
detailed below. That is using visual tools such as bar charts, heat maps, and correlation

matrices to facilitate interpretation. These visuals helped identify critical patterns, such as
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the strong relationship between increased caseloads and stress levels or the impact of
remote supervision on service quality. Detailed observations and interpretations were
provided to contextualize the results within the broader framework of probation service

challenges during the pandemic.

4.1 Demographic Details
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Figure 1 Distribution of Roles
e Observation:

The bar chart titled ‘Distribution of Roles’ illustrates the composition of various
roles within the probation service. The majority, with a count of 70, are Probation Officers,
followed by 20 Administrative Staff members, 17 individuals in Management/Leadership
positions, 1 Support Staff member, and 8 individuals classified under "Other (Please

specify).”
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e Interpretation

The chart shows that most people working in probation services are Probation
Officers, who have the primary responsibility for supervising and supporting individuals
on probation. There are also a good number of Administrative Staff and some in
Management roles who help support the overall operations. However, there are very few
Support Staff, which might mean that Probation Officers and Administrative Staff had to
handle a lot more work themselves, especially during the COVID-19 pandemic.

This setup aligns with the research, which looks at how the pandemic affected the
workload and efficiency of probation services. Since Probation Officers are the largest
group, any changes in their workload and the way they supervise probationers (such as
shifting to remote work) are likely to have a big impact on the service as a whole. This
study aims to understand these changes and suggest ways to support probation services

better in the future, especially during crises.

Distribution of Years of Experience

50 4

an 4

30 4

23

Number of Counts

20 19

13

10 4

T T T T T
Less than 1 year 1-3 years 4-T years 8-10 years More than 10 years
Years of Experience in the Probation service

95



Figure 2 Experience Distribution
e Observation:

The bar chart titled ‘Experience Distribution’ displays the years of experience
among staff in probation services. The largest group, with 54 individuals, had over ten
years of experience. Other groups include 23 individuals with 4-7 years of experience, 19
with 1-3 years, 13 with 8-10 years, and 7 with less than 1 year of experience.

e Interpretation

The chart shows that most people working in probation services have over 10 years
of experience, which means that they are very familiar with their work. This level of
experience is helpful because these staff members likely have a strong understanding of
probation practices and might be better at handling challenges, like the shift to remote work
during the COVID-19 pandemic.

However, even with their experience, moving to online methods might have been
difficult because they were used to meeting people face-to-face. This connects to the
research goal of understanding how the pandemic affected their work and the quality of the
support they provided. Learning from their experiences could help probation services to be
better prepared for future challenges by offering training or resources that fit the needs of

both newer and more experienced staff.
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Distribution of Age Groups
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Figure 3 Distribution of Age Groups
e Observation:

The bar chart titled ‘Distribution of Age Groups’ shows the number of people in
various age groups working in probation services. The age group with the highest count is
55-64, with 36 individuals, followed by the 25-34 age group with 30 individuals. Other age
groups include 35-44 with 23 individuals, 45-54 with 15, 65 and over with 10, and under
25 with only 2 individuals.

e Interpretation:

The age distribution indicates that a large portion of the probation service
workforce is in the 55-64 age range, which suggests that many employees are likely
experienced and may be approaching retirement. This could present challenges for the
probation service, as these experienced employees might retire soon, leading to a potential

loss of institutional knowledge.
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The significant number of staff in the 25-34 age group, however, shows that there
is a younger workforce in place who may be adapting to new methods, such as remote
supervision, more easily. This mix of younger and older staff aligns with the research
proposal's focus on understanding how the pandemic has impacted workload and service
delivery. Different age groups may have experienced unique challenges in adapting to
remote work, with older staff potentially finding it more challenging due to less familiarity

with digital tools, while younger staff might be more comfortable.
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e Observation
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The bar chart titled ‘Distribution of Gender’ illustrates the gender composition
within the probation service workforce. The majority are female (81), followed by male
(33). No individuals were identified as Non-binary/Third gender, and 2 individuals
preferred not to disclose their gender.

e Interpretation

This mostly female workforce could mean that any changes in workload, stress, or
remote working methods during the COVID-19 pandemic might have had specific effects,
especially considering work-life balance. Many female employees may have faced unique
challenges in balancing work and home responsibilities while working remotely.

This gender distribution is important for the research, which aims to understand
how the pandemic impacted the efficiency and workload of probation services. By
recognising this, the study can suggest ways to support all staff effectively, taking into
account the needs of a workforce that is mostly female. This understanding could help
improve future planning and make the probation service more resilient and supportive of

all employees.
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Distribution of Education
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Figure 5 Distribution of Education
e Observation:

The bar chart titled ‘Distribution of Education’ displays the educational
qualifications of individuals within the probation service. The largest group, with 60
people, holds a Bachelor’s degree, followed by 28 people with a Master’s degree. Other
educational levels include High School Diploma (11), Associate Degree (1), Doctorate (3),
and 13 individuals with "Other" qualifications.

e Interpretation:

This education distribution shows that the majority of the probation service staff
have a Bachelor’s degree, with a significant portion holding a Master’s degree as well. This
suggests a well-educated workforce, which may benefit the probation service by providing

staff who are likely equipped with relevant skills and knowledge for their roles. Higher
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education levels could aid staff in adapting to new methods, such as remote supervision,
introduced during the COVID-19 pandemic.

The presence of staff with diverse educational backgrounds aligns with the research
proposal's goal of understanding the pandemic’s impact on service efficiency and
workload. Staff with higher education may find it easier to adapt to changes in technology
and work practices, while those with less formal education may need additional support or
training. Recognising this variation in educational background could help the probation
service tailor its strategies for training and support, ensuring that all staff are well prepared
to handle future crises. This approach aligns with the objective of building a resilient and

effective probation service.
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Figure 6 Distribution of Ethnicity
e Observation:

The bar chart titled ‘Distribution of Ethnicity’ illustrates the ethnic composition of
the probation service workforce. The largest group is White, with 51 individuals, followed
by Black or African British with 38 individuals. Other categories include Asian or Asian
British (5), Mixed or Multiple Ethnic Groups (10), Other (4), and 8 individuals who
preferred not to disclose their ethnicity.

e Interpretation:

The diversity in ethnicity within the probation service indicates a predominantly
White and Black or African British workforce, with smaller representations from Asian,
Mixed, and other ethnic backgrounds. This ethnic diversity is important to consider,
especially when evaluating the impact of the COVID-19 pandemic on workload and
service delivery. Different cultural perspectives and environmental experiences may
influence how individuals in these roles perceive and adapt to remote work or increased
workload demands.

This distribution aligns with the research proposal’s focus on understanding
changes in service efficiency and workforce resilience. Recognising and valuing ethnic
diversity within the workforce can help the probation service implement more inclusive
support and training practices, especially in adapting to new technologies and work

environments introduced during the pandemic.
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Caseload Distribution
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Figure 7 Caseload Distribution

e Observation:

The bar chart titled "Caseload Distribution” shows the number of cases managed
by staff in different caseload categories within the probation service. The "Not Applicable”
category, likely representing staff without direct caseloads (e.g. Leadership/Management,
and administrative or support roles), has the highest count at 41. Among those handling
cases, the largest group (34) manages "More than 40 Cases," followed by 21 staff managing
"31-40 Cases," 9 staff with "10-20 Cases," 8 with "21-30 Cases," and 3 with "Less than 10
Cases."

e Interpretation:
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This caseload distribution indicates that a significant portion of the workforce,
specifically those handling cases, manage a heavy caseload, with many staff members
overseeing more than 40 cases. This high caseload could lead to increased stress and
workload, especially during the COVID-19 pandemic, where remote supervision and new
administrative demands may have added further challenges.

Aligning with the research proposal, which focuses on the impact of COVID-19 on
workload and service delivery, these data highlight the potential strain on probation officers
and the need to examine how heavy caseloads influence service quality and employee well-
being. Staff with "Not Applicable" caseloads might be in supporting roles that aid probation
officers, which is crucial in managing such high volumes of cases.

Understanding this caseload distribution can help the probation service implement
measures to better support officers with heavy caseloads, especially in times of crisis. The
study’s goal of finding ways to improve resilience and efficiency in probation services
would benefit from addressing the distribution of caseloads, possibly through better

support systems, training, or technology to aid in case management.
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Training Distribution
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Figure 8 Training Distribution
e Observation:

The bar chart titled "Training Distribution™ illustrates the number of staff members
who received training on remote supervision or virtual service delivery within the
probation service. Out of the total, 80 individuals did not receive any training, 21 received
training, and 15 marked "Not Applicable,” likely representing roles that do not require this
type of training.

e Interpretation:

This distribution shows that a majority of probation service staff did not receive
training on remote supervision or virtual service delivery. Only a small portion of the
workforce received such training, which could have impacted their ability to adapt to the
sudden shift to remote work during the COVID-19 pandemic. The lack of training for most
staff members may have contributed to challenges in maintaining service quality,

managing workloads, and effectively 105 using digital tools for supervision.



This finding aligns with the research proposal’s focus on understanding the effects
of the pandemic on workload and service efficiency. Without adequate training, staff may
have faced additional stress and difficulty in adapting to remote supervision, potentially
affecting their productivity and the overall effectiveness of probation services. Recognising
this gap highlights the importance of providing training to improve digital skills and
preparedness for remote service delivery. This approach would support the study’s goal of
enhancing the resilience and adaptability of probation services in future crises by ensuring

staff are better equipped to handle remote work situations.

Service Type Distribution
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Figure 9 Service Type Distribution

e Observation:
The bar chart titled ‘Service Type Distribution’ shows the types of probation

service delivery methods used. The most common method is "Hybrid" (65), which
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combines both in-person and remote supervision. Other methods include "In-person” (24),
"Remote"” (21), and a smaller number of "Other" (6).
e Interpretation:

The preference for hybrid service delivery, combining both in-person and remote
methods, indicates an adaptation in the probation service to balance traditional supervision
with the flexibility of remote options. This mix allows for the benefits of face-to-face
interactions while also utilising remote supervision when appropriate, likely a result of
adjustments made during the COVID-19 pandemic.

This distribution aligns with the research proposal’s focus on assessing the impact
of the pandemic on service efficiency and delivery. The shift towards a hybrid approach
suggests that the probation service has recognised the need for flexibility and resilience in
service delivery methods, which may enhance both accessibility and continuity of
supervision. Understanding the effectiveness of these different service types can help to
identify the best strategies for delivering probation services under various conditions,
particularly during crises. This aligns with this study's goal of developing resilient and
adaptable probation services.

e Summary of Demographic Charts

The demographic data for the probation service workforce provides insights into
various characteristics, including role distribution, experience, age, gender, education,
ethnicity, caseload, training, and service type.

Role Distribution: The majority of the workforce consists of Probation Officers,
with smaller groups in administrative, management, and support roles. This indicates a
strong focus on direct service delivery.

Experience: Most staff members have over 10 years of experience, which suggests
a highly experienced workforce. This experience may contribute to adaptability, although

the high experience level may also indicate an aging workforce approaching retirement.
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Age: The largest age group is 55-64, followed by a younger group (25-34),
indicating a blend of experience and emerging talent. This mix may influence the
adaptability to new work methods, such as remote supervision.

Gender: The workforce is predominantly female, which could affect work-life
balance and adaptability to remote work, especially during periods of high workload, such
as the COVID-19 pandemic.

Education: Most staff have at least a Bachelor’s degree, with a significant number
holding a Master’s degree. This high level of education likely supports their ability to
handle complex tasks and adapt to changes in service delivery.

Ethnicity: The workforce is primarily White and Black or African British, with
representation from other ethnic backgrounds. This diversity may bring varied perspectives
to service delivery, which is valuable for understanding and addressing the needs of diverse
probationers.

Caseload: Many staff members handle large caseloads, with some managing more
than 40 cases, indicating a potentially high workload. This could lead to stress and
challenges in maintaining service quality, especially under remote or hybrid supervision
models.

Training: A significant portion of the workforce did not receive training for remote
supervision, which may have impacted their ability to transition smoothly to remote or
hybrid work environments during the pandemic.

Service Type: Hybrid service delivery, which combines in-person and remote
methods, is the most common approach. This flexibility likely reflects the adaptations

made during the pandemic to ensure the continuity and accessibility of services.
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4.2 Shifts in Probation Service Delivery Post-COVID-19
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Figure 10 Delays in Appointments Distribution

e Observation:

The bar chart titled "Delays in Appointments Distribution” shows the responses of
staff regarding delays in appointments. Among the responses, 37 staff members agreed that
delays occurred, while 18 strongly agreed. A neutral stance was taken by 35 participants.
On the other side, 20 disagreed and 6 strongly disagreed, indicating that they did not
experience significant delays.

e Interpretation:
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This distribution suggests that the majority of staff either agreed or strongly agreed
that delays in appointments were an issue, with 55 respondents acknowledging delays to
some extent. A large group (n = 35) remained neutral, possibly indicating uncertainty or
mixed experiences. Fewer respondents disagreed, suggesting that delays were generally
perceived as a common issue.

This observation aligns with the research proposal’s focus on examining the impact
of the COVID-19 pandemic on probation service delivery, particularly in terms of service
efficiency. The agreement among a significant number of staff on the occurrence of delays
suggests that the shift to remote or hybrid service delivery might have contributed to
scheduling challenges. Understanding these perceptions can help to identify areas in the
service process that may need improvement to minimise delays in the future, aligning with

the proposal’s aim to enhance service resilience and efficiency.
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Figure 11 Service Efficiency Distribution
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e Observation:

The bar chart titled "Service Efficiency Distribution” shows staff responses
regarding the efficiency of service delivery. The majority, 44 individuals, responded
neutrally, indicating neither agreement nor disagreement on the efficiency of service
delivery. Among the remaining, 31 staff members agreed that services were efficient, and
14 strongly agreed. On the contrary, 22 disagreed and 5 strongly disagreed, indicating that
they did not find the service to be efficient.

e Interpretation:

The chart shows that staff members have mixed feelings about the efficiency of
service delivery. A large group of people (44) felt neutral, meaning they did not lean
strongly one way or the other about whether the services were efficient. About 45 staff
members agreed or strongly agreed that services were efficient, while 27 felt the opposite,
indicating they found the service delivery to be inefficient.

This variety of opinions suggests that some staff members experienced smooth and
efficient service, while others faced challenges, possibly due to changes during the
pandemic, such as the shift to remote or hybrid work. Understanding these mixed
experiences can help the probation service identify areas where improvements are needed,

making the service more efficient and better prepared for future challenges.
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Service Quality Distribution
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Figure 12 Service Quality Distribution
e Observation:

The bar chart titled ‘Service Quality Distribution’ shows staff responses regarding
the quality of service delivery. A majority of staff members (42) responded neutrally,
neither agreeing nor disagreeing on service quality. Among the others, 40 disagreed and 4
strongly disagreed, indicating that they felt the quality of service was lacking. On the
positive side, 27 agreed, and 3 strongly agreed that the service quality was satisfactory.

e Interpretation:

This distribution indicates that staff members have varied perceptions of service
quality, with a large portion feeling neutral. A significant number of staff members (44)
viewed the quality of service as inadequate, while a smaller group (30) felt positively about

it. The mixed responses suggest that while some staff were satisfied with the quality, others
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experienced challenges, possibly related to changes brought about by the COVID-19
pandemic, such as the shift to remote or hybrid models of service delivery.

These findings align with the research proposal's focus on evaluating the impact of
the pandemic on service delivery quality. Understanding this variation in responses can
help identify areas where service quality may need improvement, especially in adapting to
new work environments. This insight supports the study’s aim of enhancing service

resilience and quality, ensuring consistent standards across various conditions.
Disruption by Measures Distribution

44

40 A

30 4
2
c
g 26
o 24
N
o
[
2
= 20 19
=
2

10 4

3
0 | T | T T
N
& & 8 & &
: 'bq @0} @) vg ?.Q
g ) - &
9 S S
& &
éoc' o

Response

Figure 13 Disruption by Measures Distribution
e Observation:
The bar chart titled ‘Disruption by Measures Distribution’ shows staff responses on
how much disruption was caused by various measures (likely pandemic-related changes).
The majority of responses leaned toward agreement, with 44 staff members agreeing and

19 strongly agreeing that the measures caused disruption. A smaller group, 24,
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responded neutrally, while 26 disagreed and 3 strongly disagreed, indicating that they felt
less impacted by disruptions.
e Interpretation:

The responses suggest that most staff members experienced disruptions due to
pandemic-related measures, with a combined total of 63 staff members who agreed or
strongly agreed on the presence of disruption. The neutral responses from the 24 staff
members may indicate varied or situational experiences with disruptions. A smaller group
(29) disagreed, indicating that they were less affected by the changes.

This finding aligns with the research proposal's focus on understanding the impact
of the COVID-19 pandemic on probation service operations. The high level of agreement
on disruption points to significant challenges in adjusting to new measures, which likely
affected overall service delivery. Recognising the areas where disruptions were most felt
can help the probation service develop strategies to manage such measures more effectively
in the future, supporting the proposal’s goal of building resilience and adaptability within

the service.
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Access to Resources
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Figure 14 Access to Resources
e Observation:

The bar chart titled ‘Access to Resources’ shows staff responses regarding their
access to resources. A significant proportion (47 respondents) chose a neutral response,
indicating neither agreement nor disagreement. Among the rest, 37 disagreed and 5
strongly disagreed, suggesting that they felt their access to resources was limited. On the
positive side, 24 agreed and 3 strongly agreed, indicating that they had sufficient access to
resources.

e Interpretation:

The responses indicate mixed feelings about access to resources, with a large group
remaining neutral. A considerable number of staff (42) felt that they lacked sufficient
access to resources, while a smaller group (27) felt positively about their access. This
variation suggests that access to necessary tools and resources may have been inconsistent,
possibly influenced by changes in service delivery methods, such as remote work or

adjustments during the pandemic.
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This finding aligns with the research proposal’s focus on evaluating the impact of
the COVID-19 pandemic on probation service delivery. Limited access to resources could
have contributed to challenges in maintaining service quality and efficiency, as indicated
in other findings. Addressing these resource gaps can help the probation service ensure that
staff have the tools they need, especially during crisis situations, supporting the study’s
goal of improving service resilience and adaptability.

e Summary for Section 1 Charts

The charts in Section 1 provide insights into staff perceptions of various aspects of
service delivery during the COVID-19 pandemic, including delays in appointments,
service efficiency, service quality, disruptions caused by pandemic measures, and access
to resources.

Delays in Appointments: A significant portion of staff agreed or strongly agreed
that delays in appointments were an issue, suggesting that scheduling and timeliness were
impacted, potentially due to changes in service delivery methods during the pandemic.

Service Efficiency: Staff responses regarding service efficiency were mixed, with
a large neutral group and a balance of those who agreed and disagreed. This suggests that
while some staff members found the services to be efficient, others faced challenges,
possibly due to adjustments to remote or hybrid service models.

Service Quality: Similarly, perceptions of service quality varied, with a large
number of neutral responses but more staff disagreeing with the statement on quality. This
indicates that the pandemic may have impacted service quality, with some staff
experiencing challenges in maintaining standards.

Disruption by Measures: Most staff agreed or strongly agreed that measures taken
during the pandemic caused disruptions. This shows that pandemic-related changes
significantly impacted the day-to-day work environment, likely requiring adjustments to

routines and practices.
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Access to Resources: Staff responses on access to resources were also mixed, with
a considerable number indicating that they lacked sufficient access, while others were
neutral or felt they had adequate resources. Limited access to necessary tools may have
contributed to the challenges experienced in service delivery.

e Section 1 :Test 1 — Chi-square test

Chi-square test for Delays in Appointments:

Chi-square statistic: 5.985787835709228

P-value: 0.648823943799852

Degrees of freedom: 8

Fail to reject the null hypothesis: There is no significant association between
training received and Delays in Appointments

Chi-square test for Service Efficiency:

Chi-square statistic: 2.5075363826526615

P-value: 0.9613785848061719

Degrees of freedom: 8

Fail to reject the null hypothesis: There is no significant association between
training received and Service Efficiency

Chi-square test for Service Quality:

Chi-square statistic: 6.562163162234589

P-value: 0.5845210251371478

Degrees of freedom: 8

Fail to reject the null hypothesis: There is no significant association between

training received and Service Quality
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Chi-square test for Disruption by Measures:

Chi-square statistic: 22.242419755041706

P-value: 0.004486035628202254

Degrees of freedom: 8

Reject the null hypothesis: There is a significant association between training
received and Disruption by Measures

Chi-square test for Access to Resources:

Chi-square statistic: 7.0643057012001105

P-value: 0.529710750301051

Degrees of freedom: 8

Fail to reject the null hypothesis: There is no significant association between
training received and Access to Resources

e Observations

For Delays in Appointments, the chi-square test showed no significant link
between training and delays. This means that whether or not staff received training did
not affect the likelihood of appointments being delayed.

In Service Efficiency, there was also no significant connection between training
and how efficiently services were delivered. Training did not seem to improve service
speed or efficiency.

The Service Quality test showed that the training did not significantly impact the
quality of the services provided. Whether staff were trained or not did not make a

noticeable difference in service quality.
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In Disruption by Measures, there was a significant link between training and
managing disruptions. This suggests that training helped staff handle challenges caused
by changes, like those during the pandemic.

Regarding Access to Resources, there was no significant link between training
and access to resources, meaning that training did not affect how easily staff could access
the necessary tools or materials.

e Interpretation

The results showed that training did not have a significant impact on delays,
efficiency, quality of service, or access to resources. This suggests that other factors, such
as the workload or available technology, may be more important in these areas.

However, training helped staff manage disruptions caused by changes, like those
during the pandemic. This means that training can be valuable in preparing staff to handle
unexpected challenges, making the probation service more adaptable and resilient in
difficult situations.

In summary, although general training did not improve basic service outcomes, it
was useful for managing specific disruptions. This highlights the importance of targeted
training to help staff effectively deal with unexpected changes.

Disruption by measure refers to the interruptions or disturbances caused by
specific policies, guidelines, or actions implemented in response to a situation, such as a
crisis or emergency. In the context of the COVID-19 pandemic, "disruption by measure™
might include:

Public Health Protocols: Social distancing, lockdowns, or quarantine requirements
that hindered normal operations.

Safety Guidelines: Rules around PPE usage, restricted in-person interactions, or

limited group gatherings.
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Policy Changes: Adjustments to service protocols, such as reduced face-to-face
meetings or shifting to remote operations.
Resource Allocation: Shifts in funding or availability of personnel to comply with

new measures.

e Section 1: Test 2 — Correlation Matrix
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Correlation Matrix for Section 1

Delays in Appointments

Service Efficiency - - 0.6

- 0.4

Service Quality

- 0.2

Disruption by Measures -

Access to Resources

Service Efficiency
Service Quality -
Access to Resources

Delays in Appointments
Disruption by Measures

Figure 15 Corelation Matrix for Sectionl
e Observations
The correlation between Delays in Appointments and Service Efficiency is
moderately positive (0.38). This means that when there are delays in appointments, service
efficiency tends to be lower. This suggests that disruptions in scheduling can affect how
smoothly and efficiently services are delivered.
For Delays in Appointments and Service Quality, there is a moderate negative

correlation (-0.33). This indicates that as appointment delays increase, the quality of service
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decreases. When schedules are disrupted, staff may feel rushed, which could lead to a
decline in service quality.

Service Efficiency and Service Quality also have a moderate negative correlation
(-0.30). This suggests a trade-off, where focusing on improving speed and efficiency may
sometimes result in a small drop in service quality.

Disruption by Measures shows weak correlations with the other factors: a weak
positive link with delays (0.23) and efficiency (0.21), and a weak negative link with quality
(-0.13). This indicates that while disruptions from pandemic-related changes did have some
effect, their impact on delays, efficiency, and quality was not very strong.

Lastly, Access to Resources has very weak or almost no correlation with other
factors, meaning that access to resources did not have much effect on delays, efficiency, or
quality. This suggests that other operational issues, like scheduling or workload, may have
been more influential.

e Interpretation

The analysis shows that delays in appointments are connected to both service
efficiency and service quality. When there are scheduling issues, both the speed and quality
of services can suffer. The negative link with quality suggests that delays may lead to
rushed or less thorough service, which can affect client satisfaction.

The negative correlation between service efficiency and service quality indicates a
potential trade-off; focusing on efficiency could sometimes reduce quality. This highlights
the challenge of balancing quick service with maintaining high standards, especially when
under pressure.

The weak links for disruption by measures suggest that while pandemic-related
changes had some impact on service delivery, they were not the main issues affecting
delays, efficiency, and quality. This implies that other factors, like workload management,

may have played a bigger role.
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Similarly, the weak impact of access to resources suggests that resource availability
was not a major factor in delays, efficiency, or quality. This means that operational
practices, such as how resources are managed, may be more important than the amount of
resources available.

Overall, these findings support the research proposal’s goal of improving service
resilience. By focusing on better scheduling and balancing efficiency with quality, the
probation service could enhance its reliability, especially during times of disruption.

e Summary
e Observations

In Section 1, the analysis included both a chi-square test (Test 1) and a correlation
matrix (Test 2) to examine factors affecting service delivery during the COVID-19
pandemic, specifically focusing on delays in appointments, service efficiency, service
quality, disruptions caused by measures, and access to resources.

Test 1 (Chi-Square Test) showed that most factors, such as delays in appointments,
service efficiency, service quality, and access to resources, had no significant association
with training received by staff. The only exception was "disruption by measures," where
training appeared to help staff handle disruptions better, suggesting that training may have
been beneficial in managing specific challenges during the pandemic.

Test 2 (Correlation Matrix) revealed moderate relationships between some factors.
Delays in appointments had a moderate positive correlation with service efficiency,
indicating that delays tend to affect operational efficiency. There was also a moderate
negative relationship between delays and service quality, suggesting that delays may lead
to a decrease in quality. Additionally, a moderate negative correlation between service
efficiency and service quality hinted at a trade-off, where efforts to improve efficiency
could sometimes reduce quality. Other correlations, like those involving disruptions and

access to resources, were weak, indicating limited impact on overall service performance.
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e Interpretation

The combined results from both tests provide insights into how various factors
influenced service delivery during the pandemic. The chi-square test suggests that while
training did not have a major impact on most aspects of service, it was useful in managing
disruptions caused by pandemic-related measures. This highlights the potential value of
targeted training for handling unexpected challenges, enhancing the resilience of the
probation service during crises.

The correlation analysis complements this by identifying key relationships among
factors. Delays in appointments were found to impact both efficiency and quality,
suggesting that issues in scheduling can lead to broader operational challenges. The
negative correlation between efficiency and quality indicates that focusing too much on
speed can sometimes compromise service quality, a balance that may need careful
management in times of high demand or disruption.

Overall, these findings support the research proposal's aim of improving service
resilience and adaptability. By addressing scheduling issues, ensuring a balance between
efficiency and quality, and providing targeted training to handle disruptions, the probation
service could strengthen its ability to maintain effective service delivery during challenging
times.

Answer to Research Question 1: Efficiency of Probation Service Delivery in
London Post-COVID-19

The efficiency of probation service delivery in London underwent significant
disruptions in the post-COVID-19 period, with multiple indicators pointing to challenges
in timeliness, quality, and overall service effectiveness. One of the most prominent issues
was the delay in appointments, with 55 respondents agreeing or strongly agreeing that
scheduling challenges had become a major concern. These delays likely stemmed from

increased caseloads and administrative inefficiencies as the probation service adapted to
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pandemic-induced operational changes. Moreover, staff opinions on service efficiency
were mixed, with 44 respondents remaining neutral, 45 agreeing or strongly agreeing that
services remained efficient, and 27 expressing dissatisfaction. This variation suggests that
while some probation officers adapted effectively to new operational methods, others
struggled due to resource constraints and heightened workloads.

A notable decline in service quality was observed, with 44 respondents perceiving
a deterioration in probation services. This decline could be linked to challenges in remote
supervision, delays in case management, and the overall strain placed on probation officers.
Additionally, pandemic-related policy measures introduced further disruptions, with 63
staff members acknowledging that new guidelines and procedural adjustments negatively
impacted service delivery. These disruptions often involved shifts to remote supervision,
changes in case-processing workflows, and logistical hurdles, all of which contributed to
inefficiencies.

Several key factors were identified as contributors to the changes in probation
service efficiency. First, the increased workload played a crucial role, with many probation
officers managing over 40 cases, making it difficult to provide timely and thorough
supervision. Second, resource constraints emerged as a major issue, as 42 respondents
indicated insufficient access to necessary tools and support, further hindering service
effectiveness. Third, gaps in training limited the ability of staff to adapt efficiently to new
service delivery methods. The chi-square test results showed no significant association
between training and service efficiency, indicating that systemic challenges such as staff
shortages and the transition to remote work had a greater impact on performance.
Furthermore, the shift to remote and hybrid supervision models presented logistical
challenges, particularly for staff unfamiliar with digital tools and remote engagement

practices. A correlation analysis revealed a moderate negative correlation between service
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efficiency and service quality (-0.30), suggesting that efforts to improve efficiency in
certain areas may have come at the expense of service quality.

Lastly, disruptions caused by pandemic measures were a significant contributing
factor to inefficiencies in service delivery. While the chi-square test showed a statistically
significant association between training and the ability to manage these disruptions, the
overall impact of pandemic-related policy changes remained substantial. The need to
quickly adjust supervision protocols and case management procedures often resulted in
operational inefficiencies and inconsistencies in service delivery.

4.3 Evaluating Workload Changes for Probation Officers
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Figure 16 Workload Increase Distribution
e Observation:
The bar chart titled "Workload Increase Distribution” displays responses from staff
regarding whether their workload increased. A majority of respondents agreed or strongly

agreed, with 41 agreeing and 49 strongly agreeing that their workload increased. A
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smaller group, 17, responded neutrally, indicating no strong opinion either way. Only a
few respondents disagreed, with 6 disagreeing and 3 strongly disagreeing.
e Interpretation:

The majority agreement on workload increase suggests that most staff members
experienced a significant rise in workload. This is likely due to the additional challenges
and adjustments required during the COVID-19 pandemic, such as adapting to remote
supervision and managing disrupted schedules. The neutral and disagreeing responses may
represent staff in roles less affected by these changes or those with lighter caseloads.

This finding aligns with the research proposal's focus on understanding the impact
of the pandemic on probation service operations, particularly in relation to workload and
service delivery. The increased workload observed here could have contributed to
challenges in maintaining service quality and efficiency, as staff may have been stretched
thin to meet the demands of new service delivery models. Addressing workload
management and providing adequate support may help the probation service build

resilience and adapt more effectively to similar future disruptions.
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Figure 17 Caseload Management Distribution
e Observation

The majority of respondents, specifically 40 who agreed and 51 who strongly
agreed, indicated that probation officers are finding it increasingly challenging to manage
their caseloads. A smaller portion, comprising 22 respondents, remained neutral, which
might reflect uncertainty or mixed views about this issue. Only a very small number of
respondents, 1 and 2 respectively, strongly disagreed or disagreed, suggesting that the
notion of caseload management being a challenge is overwhelmingly shared among the
participants.

e Interpretation

The responses suggest that managing caseloads is a common challenge among
probation officers. A significant majority agreed or strongly agreed that they find it difficult
to handle their workload, while only a small number of respondents disagreed. This
indicates that many officers face difficulties in this area.

The challenges could be linked to increased workloads, limited resources, or
inefficiencies in current systems. Officers might be managing a higher number of cases
than usual or lack the tools and support needed to work efficiently. The neutral responses
suggest that some officers may not have a clear opinion or face varied experiences, possibly
influenced by their specific roles or levels of experience.

Overall, the results highlight an area of concern that could benefit from further
investigation and support to ensure officers are better equipped to manage their caseloads

effectively.
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Stress and Burnout Distribution
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Figure 18 Stress and Burnout Distribution
e Observation:

The bar chart titled "Stress and Burnout Distribution” shows staff responses
regarding their experience of stress and burnout. The majority of respondents strongly
agreed (55) or agreed (30) that they experienced stress and burnout. A smaller group of 22
responded neutrally, while 7 disagreed and only 2 strongly disagreed, indicating that they
did not feel affected by stress and burnout.

e Interpretation:

The data highlights that stress and burnout were significant issues for most staff
during the period under consideration. The high number of agreements suggests that the
increased workload and challenges posed by the pandemic, such as adapting to new service
delivery models, likely contributed to high stress levels. The neutral responses may reflect
staff who felt moderately affected or whose workloads were less intense.

This finding aligns with the research proposal's focus on evaluating the impact of

the COVID-19 pandemic on probation services, particularly concerning workload and staff
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well-being. The high levels of stress and burnout emphasize the importance of addressing
mental health and support systems within the organization. Implementing strategies such
as workload management, stress-reduction programs, and mental health support could

enhance resilience and ensure the sustainability of service delivery during crises.

Training Adequacy Distribution
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Figure 19 Training Adequacy Distribution
e Observation:

The bar chart titled "Training Adequacy Distribution” illustrates staff responses
regarding the adequacy of training provided during the pandemic. A significant number of
respondents (47) chose a neutral stance, while 36 disagreed and 12 strongly disagreed,
indicating dissatisfaction with the training received. On the other hand, only 18 agreed and
3 strongly agreed that the training was adequate.

e Interpretation:

The responses indicate that a considerable portion of staff felt the training provided

was inadequate, with dissatisfaction outpacing agreement. The large neutral group suggests
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that some staff may have felt indifferent about the training or experienced varying levels
of preparedness based on their roles. The low number of agreements highlights a gap in
perceived training adequacy, which may have contributed to challenges in adapting to new
service delivery models or managing increased workloads during the pandemic.

This finding aligns with the research proposal’s aim to understand the role of
training in enhancing service efficiency and handling disruptions. The apparent inadequacy
of training highlights the need for targeted and role-specific training programs to equip
staff with the necessary skills and knowledge, especially during crises. Addressing this gap
can help the probation service improve resilience, service delivery, and staff confidence in
future disruptions.

e Summary for Section 2: Workload, Stress, and Training

The analysis in Section 2 provides insights into key factors affecting probation
service staff during the COVID-19 pandemic, including workload, caseload management,
stress and burnout, and the adequacy of training provided.

Workload Increase: A majority of staff agreed or strongly agreed that their
workload increased during the pandemic. This highlights the additional demands placed
on staff due to disruptions and adaptations required for remote or hybrid service delivery.

Caseload Management: Most probation officers find caseload management
challenging, likely due to increased workloads or insufficient resources. Varied responses
suggest experiences differ by role or experience, highlighting the need for better support
and system improvements.

Stress and Burnout: A significant portion of staff reported experiencing high
levels of stress and burnout. This indicates that the increased workload and pandemic-
related challenges took a toll on staff well-being, emphasizing the need for mental health

support and stress-reduction initiatives.
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Training Adequacy: Many staff expressed dissatisfaction with the adequacy of

training provided during the pandemic. A significant number of respondents disagreed or

strongly disagreed that the training was sufficient, with a large neutral group also

indicating uncertainty about its effectiveness. Only a small portion of staff felt the

training adequately prepared them for the challenges they faced.

e Section 2: Test 1 — Regression analysis

OLS Regression Results

Dep. Variable:
0.459

Model:

Method:

Date:

Time:

No. Observations:

Df Residuals:
Df Model:

Covariance Type:

Workload_Increased_Post_Pandemic R-squared:
OLS Adj. R-squared: 0.433
Least Squares F-statistic: 17.82
Tue, 26 Nov 2024 Prob (F-statistic): 9.28e-13
08:45:31 Log-Likelihood: -122.44
111 AIC: 256.9
105 BIC: 273.1
S)
nonrobust

coef stderr t P>t [0.025 0.975]

Intercept

0.0861 0.377 0228 0.820 -0.661  0.833
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0.722

0.497

0.082

0.278

0.273

Caseload_Management_Challenges  0.4897 0.117 4.187 0.000 0.258

Stress_and_Burnout_Increased 0.2941 0.102 2.880 0.005 0.092

Training_Adequate_for_Remote_Work 0.0971 0.090 1.076 0.284 -

0.276
Org_Support_During_Pandemic -0.0577  0.111 -0.519 0.605 -
0.163
Safety_Protocols_Effective 0.0890 0.093 0961 0.339 -0.095
Omnibus: 50.956 Durbin-Watson: 1.985
Prob(Omnibus): 0.000 Jarque-Bera (JB): 201.785
Skew: 1.533 Prob(JB): 1.52e-44
Kurtosis: 8.850 Cond. No. 325

Observation:
e Model Overview
Dependent Variable: Workload_Increased_Post_Pandemic

R-squared: 0.459 (45.9% of the variability in workload increase post-pandemic is

explained by the independent variables).

Adjusted R-squared: 0.433 (slightly lower, accounting for the number of predictors

in the model).
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F-statistic: 17.82 (significant, with a p-value of 9.28e-13, indicating the model as a

whole is statistically significant).

e Key Predictors and Their Impact

Caseload_Management_Challenges:

Coefficient: 0.4897

p-value: 0.000 (highly significant)

Interpretation: A one-unit increase in caseload management challenges is
associated with a 0.49-unit increase in workload increase, holding other variables constant.
This is the strongest predictor in the model.

Stress_and_Burnout_Increased:

Coefficient: 0.2941

p-value: 0.005 (statistically significant)

Interpretation: Stress and burnout increase contribute to a 0.29-unit increase in
workload, highlighting its substantial role.

Training_Adequate_for_Remote_Work:

Coefficient: 0.0971

p-value: 0.284 (not significant)

Interpretation: Adequate training for remote work has a small, positive
but insignificant effect on workload increase.

Org_Support_During_Pandemic:

Coefficient: -0.0577

p-value: 0.605 (not significant)

Interpretation: Organizational support during the pandemic has a small, negative
but insignificant impact on workload increase.

Safety_Protocols_Effective:
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Coefficient: 0.0890
p-value: 0.339 (not significant)
Interpretation: Perception of effective safety protocols has a small, positive

but insignificant effect on workload increase.

Model Diagnostics

Omnibus Test and Jarque-Bera: Both are highly significant, indicating potential
issues with normality of residuals.

Durbin-Watson Statistic: 1.985 (close to 2, suggesting no major autocorrelation
issues).

Condition Number: 32.5 (moderate multicollinearity, but not critical).

e Summary
The regression results suggest that caseload management challenges and increased
stress and burnout are significant predictors of workload increases post-pandemic.
However, other factors, such as organizational support, training adequacy, and safety
protocols, show no statistically significant impact. The model explains a moderate portion
of the variability in workload increases, but further improvements could be made by
exploring additional predictors or addressing potential issues with residual normality.
e Observation
The regression analysis reveals that caseload management challenges contribute
significantly to workload increases, with a coefficient of 0.4897 (p-value =0.000),
meaning a one-unit increase in challenges leads to a 0.49-unit increase in workload.
Similarly, stress and burnout have a significant effect, with a coefficient of 0.2941 (p-value

= 0.005).
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In  contrast, factors such  astraining adequacy (0.0971, p-value
=0.284), organizational support (-0.0577, p-value =0.605), and effective safety
protocols (0.0890, p-value =0.339) show no statistically significant impact. The
model's R-squared value of 0.459 indicates that 45.9% of the variation in workload
increases is explained by the predictors, highlighting the critical role of caseload
management and burnout.

e Interpretation

The regression analysis strongly highlights that caseload management
challenges and increased stress and burnout are the key factors driving the rise in
workloads for probation officers post-pandemic. Among the predictors, caseload
management challenges have the most significant impact, with a 0.49-unit increase in
workload for every unit increase in these challenges. This clearly indicates that poorly
managed caseloads are a major contributor to the growing pressure on officers.
Similarly, increased stress and burnout also play a significant role, leading to a 0.29-unit
increase in workload, further emphasizing the toll of the pandemic on officers' mental and
emotional well-being.

Other factors, such as training adequacy for remote work, organizational support,
and effective safety protocols, show no meaningful or statistically significant impact on
workload increases. This suggests that while these areas may be important in other
contexts, they did not directly influence the workload increases observed during the
pandemic.

The model explains approximately 46% of the variation in workloads, which is a
substantial portion, highlighting the strength of the predictors included. However, the
significant skewness in residuals, as indicated by the Jarque-Bera and Omnibus tests,

suggests that further investigation is needed to capture additional factors influencing
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workloads. This underlines the urgency of addressing caseload management and burnout

to reduce the burden on probation officers.

e Test 2: Correlation Matrix
Correlation Matrix for Section 2

Stress and Burnout Caseload Management Workload Increase

Training Adequacy

Workload Increase Caseload Management Stress and Burnout  Training Adequacy

Figure 20 Correlation Matrix for Section 2
e Observation
The correlation analysis shows strong connections between workload, caseload
management, and stress levels. There is a strong positive correlation (0.65) between
Workload Increase and Caseload Management, meaning that as workloads grow, managing

caseloads becomes more challenging. Similarly, there is a strong correlation (0.60)
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between Workload Increase and Stress and Burnout, suggesting that higher workloads lead
to more stress. The strongest relationship (0.71) is between Caseload Management and
Stress and Burnout, indicating that difficulties in handling caseloads are a major cause of
stress and burnout among staff.

On the other hand, Training Adequacy has weak negative correlations with
workload (-0.06), caseload management (-0.16), and stress and burnout (-0.23). This means
that the adequacy of training had little to no impact on these factors, suggesting that training
did not effectively address the challenges faced by staff.

e Interpretation

The results highlight that workload, caseload management, and stress are closely
linked. When workload increases, it makes managing caseloads harder, which leads to
higher stress and burnout levels. This shows the importance of managing workload and
providing proper support to staff to prevent stress and ensure effective service delivery.

However, the weak connection between Training Adequacy and these factors
suggests that the training provided during the pandemic did not effectively help staff handle
these challenges.

Overall, the findings suggest that improving training programs and addressing
workload and stress through better organizational support can help staff feel more prepared
and reduce their stress, ensuring better service delivery in future crises.

e Section 2 : Test 3— Mann-Whitney U test

Mann-Whitney U test for Workload Increase:

Statistic: 1026.0

P-value: 0.38197331629305953

Fail to reject the null hypothesis: There is no significant difference between groups.

Mann-Whitney U test for Caseload Management:
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Statistic: 962.0

P-value: 0.7472204711382286

Fail to reject the null hypothesis: There is no significant difference between groups.
Mann-Whitney U test for Stress and Burnout:

Statistic: 945.0

P-value: 0.8600711288546069

Fail to reject the null hypothesis: There is no significant difference between groups.
Mann-Whitney U test for Training Adequacy:

Statistic: 1329.0

P-value: 0.0007182456046723073

Reject the null hypothesis: There is a significant difference between groups.

1. Observation

The Mann-Whitney U test shows no significant differences between groups for

Workload Increase, Caseload Management, and Stress and Burnout. For Workload

Increase, the p-value (0.382) indicates that staff from different groups experienced similar

increases in workload. For Caseload Management, the p-value (0.747) suggests that all

groups faced similar challenges in managing caseloads. Similarly, for Stress and Burnout,

the p-value (0.860) shows no major difference in stress levels among staff across different

However, there was a significant difference in Training Adequacy, with a p-value

of 0.0007. This means that staff had different opinions about the quality and usefulness of

the training they received. Some groups found the training more effective, while others felt

it was inadequate.
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2. Interpretation

The results show that Workload Increase, Caseload Management, and Stress
and Burnout were common issues faced by all staff, regardless of their group. This means
that these challenges affected everyone similarly, pointing to the need for organization-
wide solutions, such as better workload management and stress support systems.

The significant difference in Training Adequacy suggests that not all groups
received the same level of effective training. Some staff felt the training was helpful, but
others believed it did not meet their needs. This highlights the need to improve and
standardize training programs so that all staff are equally well-prepared for challenges.

In summary, while workload, stress, and caseload challenges were universal,
training programs need improvement to ensure consistency and effectiveness for all staff.
These changes will help the probation service better support its employees during
disruptions.

e Summary
e Observation
Test 1: Regression Analysis

The analysis shows that caseload management challenges (0.49, p-value = 0.000)
and stress and burnout (0.29, p-value = 0.005) significantly increase workloads for
probation officers post-pandemic. The model explains 45.9% of workload variation, while
factors like training adequacy, organizational support, and safety protocols have no
significant impact. Addressing caseload challenges and stress is critical to reducing officer
burdens.

Correlation Test (Test 2):

Workload Increase and Caseload Management:

Strong positive correlation (0.65) indicates that as workload increases, caseload

management becomes more difficult.
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Workload Increase and Stress and Burnout:

Strong positive correlation (0.60) shows that higher workloads are closely linked
to increased stress and burnout.

Caseload Management and Stress and Burnout:

Very strong positive correlation (0.71) suggests that difficulties in managing
caseloads are a significant driver of stress and burnout.

Training Adequacy with Other Variables:

Weak negative correlations with workload increase (-0.06), caseload management
(-0.16), and stress and burnout (-0.23) suggest that inadequate training slightly worsens

these challenges.

e Interpretation
e Regression Analysis (Testl)

The regression analysis highlights that caseload management challenges and
increased stress and burnout are the key drivers of workload increases for probation officers
post-pandemic, with significant coefficients of 0.49 and 0.29, respectively. These findings
underline the need for focused interventions to address these issues. Other variables, such
as training adequacy, organizational support, and safety protocols, show no significant
impact, suggesting they play a limited role. With 45.9% of workload variation explained,
improving caseload management and reducing stress are critical steps toward alleviating
officer workloads.

o Correlation Test (Test 2):

The strong positive correlations among workload increase, caseload management,
and stress and burnout highlight their interconnectedness. As workload rises, staff struggle
to manage caseloads effectively, leading to increased stress and burnout. These findings

suggest that addressing one factor, such as workload, could positively influence caseload
141



management and reduce stress. The weak negative correlations with training adequacy
indicate that while training plays a less critical role, improving its quality could provide
indirect benefits in reducing workload-related challenges and stress.

Answer to Research Question 2: Increase in Workload of Probation Officers
and Contributing Factors

The workload of probation officers in London significantly increased in the post-
COVID-19 period, creating substantial challenges in effectively managing probationers.
Survey responses indicate that a majority of probation officers (90 out of 116 respondents)
either agreed or strongly agreed that their workload had increased. This rise in workload
can be attributed to multiple factors, including increased caseloads, additional
administrative responsibilities, and the challenges of adapting to new service delivery
models, particularly remote and hybrid supervision. A strong correlation (0.65) was
observed between workload increases and caseload management challenges, indicating
that as the number of cases per officer grew, managing probationers effectively became
more difficult.

One of the most significant contributors to increased workload was the rise in
caseloads. Many probation officers reported handling more than 40 cases, with a
considerable portion managing between 31 to 40 cases. The regression analysis confirmed
that caseload management difficulties were the strongest predictor of workload increase,
with a coefficient of 0.49 (p-value < 0.001), demonstrating that as probation officers
struggled with larger caseloads, their overall workload intensified. The lack of sufficient
staffing and resources further exacerbated the situation, forcing officers to take on
additional responsibilities beyond their typical case management duties.

Stress and burnout also emerged as critical factors contributing to workload
challenges. The survey results indicated that 85 respondents (approximately 73%) agreed

or strongly agreed that they experienced increased stress and burnout due to heavier
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workloads. A strong positive correlation (0.71) was found between caseload management
difficulties and stress levels, suggesting that as officers faced difficulties in managing
probationers, their psychological strain increased. This highlights the need for better
support systems to mitigate the impact of workload-induced stress, as excessive stress can
reduce the effectiveness of probation officers and lead to staff attrition over time.

The lack of adequate training further compounded these challenges. While training
programs were introduced to help probation officers adapt to remote and hybrid
supervision methods, the majority of respondents (48) disagreed or strongly disagreed that
the training provided was adequate. The Mann-Whitney U test confirmed significant
disparities in training adequacy perceptions among different staff groups (p-value =
0.0007), indicating that not all officers received the same level of preparedness to handle
the increased workload. Additionally, the chi-square test revealed no significant
relationship between training adequacy and caseload management difficulties, suggesting
that other systemic issues, such as staffing shortages and inefficiencies in remote service
delivery, played a larger role in workload increases.

Another key factor was the shift to remote supervision, which altered traditional
case management practices and introduced new complexities. While remote supervision
provided some logistical advantages, many officers found it challenging to maintain
consistent communication and engagement with probationers. The effectiveness of
supervision was strongly linked to workload increases, with staff reporting that remote
methods required additional administrative tasks, such as increased documentation, virtual

check-ins, and compliance monitoring, further straining their capacity.

4.4 Impact of Remote Supervision on Probation Services
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Figure 21 Remote vs, In-Person Distribution

e Observation
The chart illustrates the distribution of responses regarding the preference or
effectiveness of remote versus in-person service delivery. A significant proportion of
respondents remain neutral (38 responses), indicating uncertainty or mixed opinions about
the two methods. Meanwhile, 34 respondents disagreed, suggesting they found remote
service delivery less effective compared to in-person methods. Fourteen respondents
strongly disagreed, further emphasizing dissatisfaction with remote service delivery. On
the other hand, 20 respondents agreed, and 10 strongly agreed, indicating that a smaller
portion of respondents found remote service delivery to be effective or comparable to in-
person methods.
e Interpretation
The responses show that most staff prefer in-person service delivery over remote

methods. Many felt that remote service 144 delivery was less effective, likely



because in-person interactions allow for better communication, more accountability, and a
clearer connection with clients. However, some staff found remote methods effective,
which might be due to the convenience or suitability for certain tasks.

The large number of neutral responses suggests that some staff may not have a
strong opinion, possibly because they have limited experience with remote work or feel
both methods have their advantages and disadvantages. These mixed feelings highlight the
need to better understand how remote service delivery can be improved to meet the needs
of staff and clients.

This feedback shows the importance of finding a balance between remote and in-
person delivery methods. By addressing concerns about remote work and building on its
strengths, the probation service can create a hybrid approach that works well for everyone.
This could include better training and tools for remote work, ensuring staff feel confident

and supported in all types of service delivery.

Supervision Quality Distribution
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Figure 22 Supervision Quality Distribution
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e Observation

The chart illustrates the distribution of responses regarding the quality of
supervision. The majority of respondents expressed dissatisfaction, with 41 respondents
disagreeing and 12 strongly disagreeing, indicating that they felt the quality of supervision
was inadequate. A significant portion of respondents (36) chose a neutral response,
suggesting uncertainty or mixed feelings about the quality of supervision they received. On
the positive side, 21 respondents agreed, and 6 strongly agreed, indicating that some staff
perceived the supervision quality positively.

e Interpretation

The responses show that many staff members were unhappy with the quality of
supervision received by their probationers (client), which could point to issues such as poor
communication, lack of guidance, or inadequate support from the Probation officers
(Supervisors) and management. A significant number of neutral responses suggest that
some staff were unsure or had mixed feelings, possibly because their experiences varied
depending on the staff or the circumstances.

On a positive note, some staff felt that the supervision they carried out was
effective, which could mean that certain Probation officers (supervisors) were more skilled
or better adapted to challenges like remote or hybrid work. However, the majority of
responses indicate that there is room for improvement in how supervision is delivered.

To address these concerns, the probation service could focus on improving
supervision practices by training supervisors (Probation officers), ensuring clear
communication, and providing consistent support to clients. This would help to create a
better working environment and improve staff/probationers’ satisfaction and effectiveness

in their roles.
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Support for Probationers
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Figure 23 Support for Probationers
e Observation
The chart displays responses related to the perceived support provided to
probationers. A significant number of respondents (55) selected neutral, indicating
uncertainty or mixed feelings about the level of support probationers received. Twenty-
seven respondents disagreed, and 7 strongly disagreed, showing that many staff felt the
support provided was insufficient. On the other hand, 24 respondents agreed, and 3 strongly
agreed, suggesting that a smaller group believed probationers received adequate support.
e Interpretation
The responses show that many staff members are uncertain about whether
probationers are receiving enough support, as seen in the large number of neutral responses.
This might mean that the support provided varies widely or that there isn’t a clear standard
for how probationers should be helped. A notable number of staff felt the support was not
enough, indicating areas where the system may be falling short in meeting the needs of
probationers (clients).
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On the positive side, some staff believe that probationers are being adequately
supported, which suggests that certain methods or practices are working well in specific
cases.

To improve, the probation service could focus on creating clear guidelines and
providing better resources and training to staff. This would help ensure that probationers
receive consistent and effective support, addressing the concerns raised by staff and

improving overall service outcomes.

Program Modifications
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Figure 24 Program Modifications
e Observation
The chart illustrates responses regarding the adequacy and effectiveness of program
modifications. A large portion of respondents (50) selected a neutral response, indicating
uncertainty or mixed opinions about whether program modifications were effective.
Twenty-five respondents disagreed, and 9 strongly disagreed, suggesting that a significant

number of staff felt the modifications did not adequately address challenges or improve
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processes. On the positive side, 29 respondents agreed, and 3 strongly agreed, indicating
that some staff believed the modifications were beneficial.
e Interpretation

The responses show that while some staff found the program modifications helpful,
many were either unsure or felt the changes did not meet their needs. The large number of
neutral responses suggests that staff may not have clearly understood the purpose of the
modifications or seen noticeable improvements. This uncertainty could also mean that the
changes were not implemented consistently across the organization.

The negative responses indicate that some staff felt the program changes didn’t
address the challenges they were facing, which points to areas where improvements are
still needed. However, the positive responses show that for some, the modifications were
effective and made a difference.

To address these concerns, it’s important for the probation service to communicate
clearly about why changes are being made and what results are expected. Gathering staff
feedback during and after implementing changes could also help ensure the modifications
are more effective and meet everyone’s needs. This approach can help staff feel more
confident in future program updates and ensure better outcomes for both staff and

probationers.
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Flexibility & Accessibility
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Figure 25 Flexibility and Accessibility
e Observation
The chart displays responses regarding the Flexibility and Accessibility of services
or programs. The majority of respondents (58) agreed that flexibility and accessibility were
adequate, while an additional 24 strongly agreed, reflecting a generally positive view
among staff. Twenty-four respondents remained neutral, indicating some uncertainty or
mixed feelings on the topic. A small number of respondents disagreed (7) or strongly
disagreed (3), indicating that they found flexibility and accessibility lacking.
e Interpretation
The responses show that most staff feel that the services or programs are flexible
and accessible, which is a positive sign. This indicates that the organisation has made good
progress in ensuring that services can adapt to different needs and are easy to access.
However, some staff were unsure or had mixed feelings, as shown by the neutral responses.
This might mean that while the overall system works well, there are still areas where

improvements could be made, or staff might not be fully aware of the available options.
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A small number of staff felt that flexibility and accessibility were lacking, which
suggests there may be specific challenges for certain individuals or situations. These
concerns could be addressed by gathering more feedback from staff and focusing on
making services even more inclusive and adaptable.

Overall, the results show that the organization is on the right track, but there is room
for improvement to ensure that everyone benefits equally from flexible and accessible
Services.

e Summary for Section 3

Section 3 explores staff perceptions of key service elements, including Remote vs.
In-Person Service Delivery, Supervision Quality, Support for Probationers, Program
Modifications, and Flexibility & Accessibility. The responses highlight varying levels of
satisfaction, uncertainty, and areas for improvement across these themes.

Remote vs. In-Person Service Delivery: Most staff expressed a preference for in-
person service delivery, citing potential issues with communication and effectiveness in
remote settings. However, some staff found remote methods suitable, indicating that a
hybrid model might work well with proper support and resources.

Supervision Quality: Many staff were dissatisfied with the quality of supervision,
reflecting gaps in guidance and support from supervisors. Neutral responses suggest
inconsistencies in supervisory practices across teams, while positive responses highlight
instances of effective supervision.

Support for Probationers: A large number of neutral responses indicate uncertainty
about the adequacy of support provided to probationers. Negative responses suggest that
some staff felt support systems were inadequate, while positive responses highlight

successful interventions in certain areas.
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Program Modifications: There were mixed opinions about program modifications,
with many staff unsure about their effectiveness. Some felt the changes were beneficial,
but others believed the modifications did not fully address the challenges they faced.

Flexibility & Accessibility: Most staff viewed the services as flexible and
accessible, reflecting positive efforts by the organization. However, neutral and negative
responses highlight areas where further improvements or clarifications are needed to ensure
inclusivity and adaptability.

e Interpretation

The results of Section 3 indicate that while certain aspects of the service, such as
flexibility and accessibility, are perceived positively, there are clear areas for improvement
in supervision, program modifications, and support for probationers. The neutral and
negative responses across themes suggest inconsistencies in implementation and
communication, leading to mixed experiences among staff.

To address these issues, the organization could:

Enhance supervisory practices through training and standardized guidelines.

Provide clearer communication about program changes and their expected
outcomes.

Ensure support systems for probationers are consistent and well-resourced.

Focus on strengthening both remote and in-person service delivery to create an
effective hybrid model.

By addressing these areas, the organization can create a more supportive, effective,
and consistent environment for staff and probationers alike.

e Section 3: Test 1 — Chi-square test

Chi-square statistic: 175.44312662764585

P-value: 6.886295413747429e-29

Degrees of freedom: 16
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Expected frequencies:

[[ 0.54054054 1.8018018 3.15315315 3.51351351 0.99099099]

[ 1.08108108 3.6036036 6.30630631 7.02702703 1.98198198]

[ 1.94594595 6.48648649 11.35135135 12.64864865 3.56756757]

[ 1.72972973 5.76576577 10.09009009 11.24324324 3.17117117]

[ 0.7027027 2.34234234 4.0990991 4.56756757 1.28828829]]

There IS a statistically significant association between
Remote_vs_InPerson_Effectiveness and Supervision_Quality Remote_vs_InPerson.

Chi-Square Test Summary

Chi-square statistic: 175.44

P-value: 6.89e-29 (highly significant)

Degrees of freedom: 16

The test indicates a statistically significant association between
Remote_vs_InPerson_Effectiveness and Supervision_Quality Remote_vs_InPerson. The
extremely low p-value suggests that the relationship is unlikely to be due to chance. This
means the perceived effectiveness of remote versus in-person methods is strongly linked
to the quality of supervision during remote sessions.

The expected frequencies matrix supports the test's validity, ensuring the
assumptions of the Chi-square test are met. These results highlight the importance of
further exploring how supervision quality impacts the effectiveness of remote methods

compared to in-person ones.

Actionable Insights
Investigate specific factors contributing to differences in effectiveness and

supervision quality.
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Develop strategies to improve remote supervision quality to match or exceed in-
person methods.

Conduct follow-up studies to identify best practices for integrating remote and in-
person supervision.

e Observation

The Chi-square test results clearly show a strong and significant link between the
effectiveness of remote versus in-person supervision and the quality of supervision in
remote sessions:

The Chi-square statistic is a high 175.44, with a p-value of 6.89e-29, meaning the
relationship is statistically significant and highly unlikely to be due to chance.

The expected frequencies confirm the validity of the test, indicating reliable results.

This strong association emphasizes that how supervision is conducted remotely has
a major impact on how effective remote methods are perceived compared to in-person
methods.

e Interpretation

The findings strongly suggest that the quality of remote supervision is a key factor
driving the perceived effectiveness of remote methods. Poor-quality supervision during
remote sessions likely leads to negative views of remote methods, while high-quality
remote supervision enhances their perceived effectiveness.

The Chi-square test reveals a strong and statistically significant relationship
between the effectiveness of remote versus in-person supervision methods and the quality
of supervision during remote sessions. The high Chi-square statistic (175.44) and
extremely low p-value (6.89e-29) indicate that the link is not due to chance and is highly
impactful. This means that the perceived effectiveness of remote methods heavily depends

on the quality of supervision provided during these sessions. Poor-quality supervision
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likely leads to negative perceptions of remote methods, while high-quality supervision
enhances their perceived effectiveness.

Several factors may influence supervision quality in remote settings, such as
technical difficulties, lack of training, or inadequate resources. These challenges can
undermine officers' ability to provide effective oversight remotely, making in-person
methods appear superior. However, the findings also suggest an opportunity: with targeted
improvements in supervision quality, remote methods could match or even surpass the
effectiveness of in-person approaches. This is particularly important in cases where remote
methods offer logistical advantages.

Overall, the results highlight the need for immediate action to improve the quality
of remote supervision. By addressing these issues through better training, technological
investments, and structured protocols, organizations can enhance the perception and
effectiveness of remote supervision, making it a viable alternative to in-person methods.

With proper investments in technology, training, and engagement strategies, remote
supervision can match or even surpass in-person methods, especially in cases where remote
options offer logistical benefits.

Recommendations:

Improve Training and Tools: Equip officers with the skills and resources needed to
conduct effective remote sessions, such as advanced engagement techniques and reliable
technology.

Monitor and Optimize Quality: Regularly assess supervision quality in remote
sessions and take immediate action to address gaps.

Invest in Hybrid Models: Create a balance between remote and in-person methods,
using remote options for routine cases and reserving in-person supervision for high-risk

situations.
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This analysis underscores the critical role of supervision quality in determining the
success of remote methods. It sends a strong message: if remote supervision quality is
improved, remote methods can become just as effective—if not better—than in-person
approaches.

e Section 3: Test 2 — Correlation Matrix

Correlation Heatmap for Section 3
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Figure 26 Correlation HeatMap for Section 3

e Observation
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Strong Positive Correlations: Remote vs. In-Person Effectiveness is strongly
correlated with Supervision Quality (Remote vs. In-Person) (correlation coefficient =
0.75), indicating that as the perceived quality of remote supervision improves, so does its
effectiveness compared to in-person methods.

Virtual Support for Probationers shows notable correlations with Remote vs. In-
Person Effectiveness (0.55) and Program Modification Effectiveness (0.55), suggesting
that better virtual support contributes to the success of remote methods and program
modifications.

Program Modification Effectiveness is moderately correlated with Remote Method
Flexibility (0.4) and Virtual Support for Probationers (0.55), emphasizing its role in
adapting probation services during the pandemic.

Weak or Negative Correlations: Pandemic Increased Risk shows weak to negative
correlations with most variables, including Remote vs. In-Person Effectiveness (-0.11) and
Access to Support During Pandemic (-0.21), implying that increased risks during the
pandemic did not significantly affect these areas.

Access to Support During Pandemic has low correlations with key variables like
Remote vs. In-Person Effectiveness (0.19) and Supervision Quality (0.089), indicating
limited perceived impact.

e Interpretation

Supervision Quality as a Key Factor: The strong correlation (0.75) between Remote
vs. In-Person Effectiveness and Supervision Quality highlights the critical role of high-
quality supervision in enhancing the effectiveness of remote methods. This suggests that
efforts to improve supervision quality can directly improve perceptions of remote methods.

Virtual Support's Role in Effectiveness: Virtual Support for Probationers
significantly correlates with both Remote vs. In-Person Effectiveness and Program

Modification Effectiveness, demonstrating its importance in ensuring the success of remote
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and modified methods. This implies that robust virtual support systems are essential for
maintaining service quality.

Program Flexibility and Modifications: Program Modification Effectiveness and
Remote Method Flexibility are moderately correlated (0.4), suggesting that flexible and
adaptive programs play a vital role in the perceived success of modifications during
challenging times.

Pandemic Risks and Support Access: The weak or negative correlations involving
Pandemic Increased Risk indicate that while risks were present, they did not significantly
influence perceptions of supervision quality or effectiveness. Similarly, the limited impact
of Access to Support During Pandemic suggests that support systems may need to be
strengthened for better alignment with service delivery outcomes.

e Summary for Section 3:
e Observation

In Test 1 (Chi-square analysis), none of the variables in Section 3, including
Remote vs. In-Person Service Delivery, Supervision Quality, Support for Probationers,
Program Modifications, and Flexibility & Accessibility, showed a statistically significant
association with training received. The p-values for all tests were above 0.05, suggesting
no strong link between training and staff perceptions of these factors.

In Test 2 (Correlation Matrix The heatmap reveals that Supervision Quality and
Virtual Support for Probationers are key drivers of the perceived effectiveness of remote
methods. Improvements in these areas, along with program flexibility, can significantly
enhance the success of remote probation services. Conversely, pandemic risks and access
to support appear to have minimal influence, indicating potential gaps in these areas that
require further attention. These findings stress the need for targeted investments in
supervision and virtual support to optimize remote service delivery.

e Interpretation
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The combined results indicate that training does not have a significant influence on
staff perceptions across the variables studied in Section 3. Chi-square analysis suggests
that factors like Supervision Quality, Support for Probationers, and Program Modifications
are not strongly shaped by training programs. This could imply that these perceptions are
more influenced by systemic or operational factors rather than individual training.

The logistic regression model's poor performance highlights the challenges of
handling imbalanced data, as it failed to predict "Not Applicable” and "Yes" responses
accurately. The strong correlation between Remote vs. In-Person Service Delivery and
Supervision Quality suggests that these two areas are interdependent, while moderate
relationships among other variables indicate shared underlying factors.

To improve insights, future models should address class imbalance using
oversampling or advanced machine learning methods. Additionally, focusing on enhancing
training specific to Program Modifications and Flexibility & Accessibility could provide
more meaningful impacts, as these areas showed moderate correlations and room for
improvement in staff perceptions.

Answer to Research Question 3: Impact of Remote and Virtual Probation

Service Delivery on Supervision Quality and Support for Probationers

The shift to remote and virtual probation service delivery during the COVID-19
pandemic had a profound impact on the quality of supervision and the level of support
provided to probationers in London. Survey responses indicated a strong preference for in-
person supervision, with a majority of probation officers disagreeing or strongly
disagreeing that remote methods were as effective. The primary concerns associated with
remote supervision were reduced communication quality, difficulties in maintaining
engagement with probationers, and challenges in monitoring compliance effectively. A

chi-square test confirmed a statistically significant association (p-value = 6.89e-29)
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between supervision quality and perceptions of remote versus in-person effectiveness,
highlighting that officers who viewed remote supervision as less effective also reported
lower supervision quality.

Supervision quality was a major concern among probation officers, with 41
respondents disagreeing and 12 strongly disagreeing that the quality of supervision was
adequate under remote service models. Only 21 respondents agreed, and 6 strongly agreed
that remote supervision maintained high standards, while 36 respondents remained neutral,
suggesting mixed experiences. The strong correlation (0.75) between supervision quality
and remote supervision effectiveness underscores the importance of direct, face-to-face
engagement in maintaining probationers’ accountability and adherence to court-mandated
requirements. Probation officers noted that the absence of in-person interactions made it
more difficult to assess probationers’ behaviour, body language, and overall engagement,
reducing the effectiveness of interventions.

The level of support provided to probationers also saw significant challenges under
remote supervision. A large portion of staff (55 respondents) remained neutral on whether
probationers received sufficient support, while 27 disagreed and 7 strongly disagreed,
suggesting that many officers believed the remote approach did not adequately address
probationers’ needs. Only a small number of respondents (24) agreed that remote
supervision provided sufficient support. These findings indicate that the transition to virtual
methods created inconsistencies in how probationers were assisted, with some benefiting
from increased flexibility, while others faced difficulties due to a lack of in-person
engagement and technological barriers.

Another key finding was the variation in the effectiveness of program modifications
introduced during the pandemic to adapt probation services. A significant number of
respondents (50) expressed neutral views on whether these modifications improved service

delivery, while 25 disagreed and 9 strongly disagreed, indicating skepticism regarding their
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effectiveness. However, 29 respondents agreed, and 3 strongly agreed that modifications
helped enhance service adaptability. This mixed response suggests that while some
probation officers found the adjustments beneficial, others struggled with the lack of clear
guidance and standardized implementation across different cases.

Despite the challenges, the shift to hybrid service models—combining remote and
in-person supervision—was viewed more favorably. The majority of respondents (65)
indicated that hybrid methods allowed for greater flexibility and accessibility, while only
a small group (7) disagreed. This suggests that while fully remote supervision was not
widely accepted, a blended approach incorporating both remote check-ins and in-person
meetings could improve efficiency and maintain service quality. The correlation analysis
further supported this, showing that flexibility in supervision methods (correlation

coefficient = 0.4) contributed positively to perceptions of program effectiveness.

4.5 Answers to the Research Questions

The following table 1 describes the various research questions answers.

Table 1 Answers to Research Question

Research Question Findings Recommendations

Service efficiency was
significantly impacted due to
delays in appointments, logistical
challenges, and limited resources.
A mixed response was observed,
with some neutral or positive
perceptions, but most staff
indicated disruptions in timeliness

How did the
efficiency of
probation service
delivery change in
London post-COVID-
19 pandemic?

Streamline scheduling
processes, invest in
operational improvements,
and ensure access to
adequate resources for
smoother service delivery.

and quality.
What were the major |[Workload increased significantly,
: . : Implement workload
changes in the driven by higher caseloads,

balancing measures, provide

workload of probation ladditional administrative tasks,
stress management programs,

officers, and how did |jand remote supervision. Caseload

161



these affect their management challenges and stress |land improve support systems

ability to manage were major contributors, leading |[for probation officers.
probationers to difficulties in delivering
effectively? effective supervision.

Remote delivery faced challenges
What was the impact |{/in communication, supervision Enhance training for remote
of remote and virtual ||quality, and building rapport. supervision, invest in
probation service Staff largely preferred in-person |technology and tools, and
delivery on the quality||methods, but some appreciated develop a hybrid model that
of supervision and the flexibility of remote options. |combines the strengths of
support provided to  ||Supervision quality strongly remote and in-person
probationers? influenced perceptions of remote |methods.

method effectiveness.

4.6 Conclusion

This study sheds light on the significant challenges faced by probation services in
London during the COVID-19 pandemic, focusing on efficiency, workload, and the
adoption of remote supervision methods. The findings demonstrate a marked increase in
staff workloads, difficulties in caseload management, and heightened stress levels, all
compounded by disruptions caused by pandemic-related measures. The transition to hybrid
service delivery brought flexibility but revealed gaps in remote supervision and support
quality, leaving room for improvement.

Key insights show that the challenges are interconnected, with increased workloads
exacerbating stress and caseload management issues. Training inadequacies further
hindered staff adaptability, highlighting a need for role-specific and scenario-based
training programs. Despite these difficulties, the hybrid service delivery model shows
promise, with many staff appreciating its flexibility and accessibility, signaling an
opportunity for refinement.

Statistical analyses highlighted the pivotal role of supervision quality in the
perceived success of remote methods, emphasizing the need for improved practices and
tools in remote settings. While training proved helpful in mitigating disruptions, its limited

162



impact on other operational challenges points to broader systemic inefficiencies that
require attention.

The findings suggest actionable pathways for improvement. Enhancing training,
refining resource allocation, and improving supervision practices can address core issues
and create a more resilient probation service. With these measures, the probation system
can better support its workforce, ensure service quality, and prepare for future crises with
greater confidence and adaptability.

These observed results demonstrated significant changes in probation service
delivery during and after the COVID-19 pandemic, establishing the framework for a

more in-depth assessment of its implications in the following discussion chapter.
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CHAPTER V:
DISCUSSION

This chapter will examine the findings in the previous chapter (Chapter iv),
specifically evaluating the implications of COVID-19 pandemic on probation service
delivery in London, and making recommendations for future research.

5.1 Discussion of Shifts in Probation Service Delivery Post-COVID-19

The efficiency of probation service delivery in London underwent significant
changes following the COVID-19 pandemic, primarily due to the transition from
traditional in-person interactions to remote and hybrid models. This shift, while necessary
to maintain continuity, introduced a range of operational challenges that affected
timeliness, service quality, and overall efficiency. One of the most prominent challenges
was the delay in scheduling and conducting appointments. As highlighted in the findings,
a majority of probation officers reported experiencing frequent appointment delays, which
were often caused by communication breakdowns, technological constraints, and shifting
work protocols. The inefficiencies in remote coordination underscored the need for more
structured digital workflows and better scheduling mechanisms to improve service
reliability (Li et al., 2023).

Service efficiency showed mixed results, with some probation officers adapting
well to the new system while others struggled with the transition. Factors contributing to
reduced efficiency included heavier workloads, limited access to resources, and inadequate
organizational support. The findings indicated that probation officers who received
sufficient training and had access to digital tools managed the transition better than those
who lacked these resources (Woo and Newman, 2020). However, the inconsistency in
training preparedness meant that many staff members were left without the necessary skills

to handle remote supervision effectively. This suggests that future improvements should
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focus on developing comprehensive, role-specific training programs to ensure that all
probation officers are equipped to manage hybrid service delivery efficiently.

Another critical aspect affecting efficiency was service quality, particularly the
ability of officers to maintain supervision standards and rapport with probationers. The
shift to virtual supervision impacted accountability, as officers found it challenging to
monitor compliance and assess probationers’ behavior through digital interactions. This
lack of direct engagement raised concerns about the effectiveness of remote probation
services, emphasizing the need for structured guidelines and enhanced supervision
strategies. Providing officers with tools that facilitate meaningful virtual engagement—
such as secure video conferencing platforms with behavioural monitoring features—could
help mitigate some of these issues (Galleguillos et al., 2023).

The disruption caused by pandemic-related measures also had a significant impact
on efficiency. Changes in work protocols, such as safety restrictions and new digital
reporting requirements, created operational bottlenecks. The findings showed that while
training programs were introduced to help probation officers adjust, many reported that the
training was inadequate, inconsistent, or too generalized (Vu et al., 2022). This highlights
the importance of refining training approaches to ensure that they address the specific
challenges of remote and hybrid supervision. Effective training should include practical
simulations, case-based learning, and interactive digital engagement strategies to enhance
officers' ability to manage probationers in virtual settings.

Access to resources further influenced efficiency, with many staff members citing
inadequate technological infrastructure as a key challenge. Some officers lacked reliable
internet access, secure communication platforms, or digital case management systems,
which hindered their ability to conduct seamless virtual supervision. Without proper tools,
officers faced difficulties in maintaining service delivery standards, leading to

inefficiencies and gaps in supervision. Addressing these resource constraints by investing
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in digital infrastructure and ensuring equal access to technology across all staff members
can significantly enhance operational efficiency (Kulal et al., 2024).

Despite these challenges, the findings also pointed to opportunities for
improvement. The hybrid service model, which combines remote and in-person
supervision, was widely recognised as a viable long-term strategy. While remote
supervision alone posed difficulties, hybrid models provided greater flexibility and
accessibility, allowing officers to allocate their resources more effectively. This suggests
that rather than reverting to entirely in-person services, probation departments should focus
on optimising hybrid approaches by integrating structured digital tools and refining their
case management processes.

5.2 Discussion of Evaluating Workload Changes for Probation Officers

The COVID-19 pandemic significantly increased the workload of probation
officers, presenting new challenges in case management, administrative responsibilities,
and stress levels. As probation services transitioned to remote and hybrid supervision
models, officers faced difficulties in adapting to new operational demands while ensuring
that probationers received adequate support. These challenges underscored the need for
improved workload management strategies, better mental health support, and enhanced
training programs to prepare officers for future disruptions (Viglione et al., 2021).

One of the most pressing issues identified was the difficulty in managing caseloads.
The findings showed that many probation officers were handling a higher number of cases
than before, often exceeding 40 cases per officer. This increase in workload led to
diminished attention to individual cases, making it harder to maintain the quality of
supervision. Officers frequently reported that the competing priorities associated with large
caseloads created significant challenges in conducting thorough risk assessments,

monitoring compliance, and providing rehabilitative support to probationers. The struggle
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to balance these responsibilities highlights the need for fair workload distribution
mechanisms that consider both case complexity and officer capacity (Van et al., 2021).

In addition to increased caseloads, officers also faced a rise in administrative
responsibilities, further straining their ability to focus on core supervision tasks. The
transition to remote supervision required extensive documentation, digital reporting, and
frequent virtual check-ins, which added to their already heavy workload. This shift placed
additional pressure on officers who were not fully prepared to handle the administrative
demands of digital case management. Many reported that the lack of streamlined systems
for managing remote documentation and communication further exacerbated inefficiencies
in their workflow. Addressing these administrative burdens by optimizing case
management systems and reducing redundant documentation processes could significantly
improve operational efficiency (Sgobbi and Codara, 2022).

Another major challenge was the significant rise in stress and burnout among
probation officers. The increased workload, coupled with the challenges of adjusting to
remote work and the emotional strain of supporting probationers during a crisis, had a
profound impact on mental well-being. Officers frequently expressed feelings of being
overwhelmed, with some reporting symptoms of burnout, including exhaustion, reduced
motivation, and emotional fatigue (Kohn et al., 2025). This stress not only affected their
well-being but also had consequences for service quality, as overworked officers struggled
to maintain engagement and effectiveness in their roles. These findings emphasise the
urgent need for mental health support initiatives within probation services, including
counseling programs, workload balancing measures, and regular check-ins to assess staff
well-being.

The adequacy of training provided during the pandemic further influenced how
probation officers coped with these challenges. Many officers noted that the training they

received was insufficient to equip them for the shift to remote and hybrid service delivery.
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The sudden reliance on digital tools and virtual communication methods required new
competencies, yet officers often had to navigate these changes without proper guidance.
The lack of structured training programs left many feeling unprepared, further
compounding stress and inefficiencies. Investing in targeted training programs that focus
on digital case management, remote supervision best practices, and crisis response
strategies can help probation officers adapt more effectively in future disruptions (Isensee
etal., 2023).

The findings highlight the interconnected nature of these challenges. Increased
caseloads contributed to stress and burnout, while inadequate training and administrative
inefficiencies further compounded these pressures. Addressing these issues holistically is
essential to ensuring that probation officers can effectively manage their responsibilities
without compromising their well-being or the quality of service delivery. Implementing
equitable workload distribution strategies, improving digital infrastructure to streamline
administrative tasks, and providing comprehensive mental health support can significantly
enhance resilience within the probation service.

5.3 Discussion of Impact of Remote Supervision on Probation Services

The transition to remote supervision during the COVID-19 pandemic introduced
both opportunities and challenges in the delivery of probation services. While remote
methods provided flexibility and allowed for continued operations during periods of
restricted movement, they also exposed significant gaps in supervision quality,
technological infrastructure, and staff preparedness (Lee et al., 2024). The findings indicate
that while some staff appreciated the efficiency of remote supervision for routine tasks,
many preferred in-person engagement due to its advantages in communication,
accountability, and rapport-building.

One of the most pressing concerns surrounding remote supervision was the quality

of interactions between probation officers and probationers. Many staff members reported
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that remote supervision often lacked the personal connection necessary to build trust,
ensure compliance, and provide adequate support. In-person meetings allowed officers to
assess non-verbal cues, understand behavioural changes, and establish a stronger sense of
accountability with probationers. The shift to remote methods, however, made it more
difficult to maintain these essential elements of supervision, leading some officers to feel
that the effectiveness of their oversight had been compromised. These findings highlight
the need to refine remote supervision techniques to ensure that quality is not lost when
face-to-face interactions are limited (Sturm et al., 2021).

Despite these concerns, remote supervision was found to be beneficial in certain
aspects of probation service delivery. Many staff members noted that remote methods were
convenient for handling administrative tasks, conducting low-risk check-ins, and providing
flexibility for both officers and probationers. The ability to use virtual platforms for routine
reporting allowed officers to allocate more time to complex cases, improving efficiency in
some areas. This suggests that a well-structured hybrid model, where high-risk
probationers receive in-person supervision while low-risk cases are managed remotely,
could balance the benefits of both approaches. Implementing such a model requires careful
planning to ensure that remote methods do not compromise service quality or probationer
compliance (Relan et al., 2018).

Another major factor influencing the success of remote supervision was the
availability of adequate training and technological resources. The findings revealed that
many probation officers were not sufficiently trained in remote supervision techniques,
leading to inconsistencies in service delivery. Officers reported difficulties in engaging
with probationers virtually and adapting traditional supervision methods to an online
setting. Additionally, unreliable technology, including poor internet connectivity and
inadequate digital tools, created barriers to effective communication. These issues

highlight the need for targeted training programs that equip probation officers with the
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necessary skills to conduct meaningful remote supervision. Investment in robust
technological infrastructure is also essential to ensure that virtual interactions are smooth
and accessible for both staff and probationers.

The level of support provided to probationers under remote supervision also varied
significantly. While some probationers adapted well to virtual check-ins, others required
more direct and personal interaction, struggling with the lack of face-to-face engagement.
Officers reported challenges in assessing probationers' well-being remotely, particularly in
identifying signs of distress, risk behaviours, or non-compliance. These inconsistencies
underscore the need for comprehensive virtual support systems, including structured
check-in protocols, mental health resources, and emergency response mechanisms, to
ensure that probationers receive equitable and effective supervision regardless of the

method used.

Program modifications implemented during the pandemic received mixed
responses from staff. Some officers appreciated the increased flexibility that came with
using technology for supervision, allowing them to maintain engagement with probationers
despite restrictions on in-person meetings. However, others felt that these modifications
did not adequately address the unique challenges of remote supervision. Common concerns
included reduced personal interaction, difficulties in accurately assessing probationer
compliance, and challenges in building rapport. This divergence in perspectives suggests
that continuous evaluation and refinement of program modifications are essential. Regular
staff feedback and performance assessments can help align remote supervision strategies
with the realities of probation work, ensuring that any changes made remain practical and

effective.
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CHAPTER VI:

SUMMARY, IMPLICATIONS, AND RECOMMENDATIONS

6.1 Summary

Table 2 Summary

Focus Area

Key Findings

Implications

Demographic

Insights

The workforce is diverse, with most
probation officers having over 10 years
of experience, predominantly female,
and varied in ethnicity and age.
Younger staff adapted better to remote

supervision.

Tailored strategies in
training, workload
distribution, and resource
allocation are needed to
address workforce
demographic challenges.

Shifts in Service

Delivery

Hybrid and remote models caused
delays and workflow disruptions,
reducing interpersonal connection and
immediacy. Staff cited logistical and
resource constraints as barriers to

maintaining pre-pandemic standards.

Streamlined scheduling,
improved resource
allocation, and structured
hybrid supervision are
required to enhance service

continuity and quality.

Workload and

Stress

Probation officers faced increased
caseloads and administrative
responsibilities, leading to heightened
stress and burnout. Insufficient support
and training for remote supervision

exacerbated these challenges.

Workload balancing, stress
management initiatives,
and enhanced
organizational support are
essential for staff well-

being and service quality.

Impact of
Remote

Supervision

Staff reported reduced communication
quality, difficulty building rapport, and
lower supervision effectiveness.

Technological issues and inadequate

Investments in technology,
robust training, and clear
operational guidelines are

necessary to improve
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Focus Area Key Findings Implications

training worsened dissatisfaction, remote supervision's
though some appreciated the flexibility |effectiveness.

remote methods offered.

Training programs were inadequate for - )
_ Role-specific, scenario-
addressing the demands of remote o
o o ) based training programs
Training and supervision and hybrid models. )
o o o and improved
Organizational |[Minimal organizational support, o
_ _ organizational support
Support particularly in mental health resources ) .
) o mechanisms are critical for
and consistent communication, -
) . workforce resilience.
hindered adaptability.

Supervision quality and workload Systemic inefficiencies
challenges were the most influential must be addressed by
o factors in service delivery and staff optimizing workload
Statistical _ ) S _
Insight perceptions. Strong correlations were  ||distribution and enhancing
nsights

found between increased workload, training adequacy to
caseload management difficulties, and |limprove service

stress levels. effectiveness.

6.2 Implications

The findings of this dissertation hold considerable implications for the probation
service in London and similar institutions, especially in managing operational shifts and
crises such as the COVID-19 pandemic. These implications encompass policy, practice,
organizational strategy, and research, providing actionable insights to enhance service
delivery, resilience, and adaptability.

One key policy implication is the need to address excessive workloads faced by
probation officers. The study highlights the urgent necessity of policies establishing

caseload limits and providing clear workload distribution guidelines. By
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addressing these challenges, probation services can prevent burnout, improve service
consistency, and enhance efficiency. Additionally, the findings emphasize the importance
of formalising hybrid service delivery frameworks. While hybrid models offer flexibility,
there is a pressing need to develop standardised protocols that optimise in-person and
remote supervision strengths. These frameworks should include clear guidelines on when
and how remote supervision should be applied, focusing on probationers' risk levels and
specific needs. Policymakers must also prioritise fostering inclusivity within the
workforce, ensuring that diverse demographic groups receive equitable support and
resources to navigate disruptions effectively.

From a practical standpoint, the study underscores the critical need for enhanced
training programs. Widespread dissatisfaction with training during the pandemic suggests
a gap in preparing staff for remote supervision and crisis management. Tailored training
modules that address these challenges and leverage advanced digital tools could
significantly improve adaptability. Moreover, hybrid service delivery requires targeted
training in building rapport remotely, managing digital tools effectively, and ensuring
compliance without direct in-person supervision. Furthermore, the study highlights gaps in
resource allocation, which must be addressed through targeted investments in technology
and operational infrastructure. Improving resource access will be essential for maintaining
service quality, particularly in hybrid and remote contexts. The quality of supervision also
emerged as a pivotal factor. Equipping supervisors with advanced communication tools,
structured engagement protocols, and regular feedback mechanisms can help bridge the
gap between remote and in-person supervision effectiveness.

Specific to hybrid models, probation services should integrate digital platforms that
enable seamless communication and supervision, ensuring consistent engagement with
probationers. For example, Al-driven monitoring tools or apps for scheduling and tracking

compliance could complement in-person check-ins, providing real-time data to officers and
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probationers. Practical measures should also include piloting hybrid models with small
teams, refining protocols based on feedback, and gradually scaling up implementation to
ensure effectiveness and sustainability. Additionally, probation services must ensure
digital inclusivity by providing staff and probationers access to necessary devices and
internet connectivity to minimize barriers to participation.

The findings point to the urgent need for mental health and well-being initiatives at
the organizational level. High-stress levels and burnout among staff reveal the importance
of implementing comprehensive support systems, such as counselling services, stress-
reduction programs, and flexible work arrangements. These measures can help sustain
workforce morale and productivity during crises. Additionally, the pandemic highlighted
systemic inefficiencies within probation services, emphasizing the need for investments in
resilience-building measures. Organizations must adopt flexible operational protocols,
conduct crisis simulation exercises, and engage in scenario planning to enhance their
preparedness for future disruptions. Succession planning is another critical area,
particularly given the significant proportion of the workforce nearing retirement.
Structured mentorship programs and knowledge transfer initiatives can ensure the retention
of institutional expertise.

The research implications of this study extend to hybrid service delivery models
and technological innovations. While hybrid models have shown promise, further research
is needed to explore optimal configurations that balance flexibility and effectiveness.
Integrating advanced digital tools, such as Al-driven supervision platforms, could yield
innovative solutions for probation services. Additionally, the role of demographic
variations—such as age, education, and experience—in influencing adaptability and
performance warrants deeper exploration. This research could inform more targeted

interventions and strategies for supporting diverse workforce segments. Furthermore,
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longitudinal studies are necessary to assess the long-term impacts of hybrid supervision on
service quality, compliance rates, and public trust.

Socially, the findings underscore the importance of equitable support for vulnerable
populations. Disruptions in probation services during the pandemic may have
disproportionately affected probationers with complex needs, highlighting the need for
strategies that ensure consistent and equitable service access. Moreover, the challenges in
service delivery may have impacted public trust in probation services. Transparent
communication, community engagement, and consistent service standards are critical for
rebuilding and maintaining this trust. Workforce empowerment is another crucial social
implication. Addressing systemic challenges such as inadequate training, high workloads,
and limited resources can boost staff morale and effectiveness, benefiting probationers and
the broader community.

In conclusion, this dissertation's implications emphasise a comprehensive approach
to reforming probation services. By addressing policy, practical, organizational, research,
and social dimensions, these insights provide a pathway for probation services to navigate
immediate challenges while ensuring sustainable and equitable service delivery in the long
term. These strategies will enhance operational resilience and foster trust, inclusivity, and

effectiveness in meeting the diverse needs of staff and probationers.

6.3 Recommendations for Future Research

This study has provided valuable insights into the impact of the COVID-19
pandemic on probation services, highlighting areas such as workload changes, service
efficiency, supervision quality, and the adoption of hybrid service delivery models.
However, several gaps remain, offering opportunities for future research to build on these

findings and further enhance the understanding and effectiveness of probation services.
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Exploring Long-Term Impacts of Hybrid Service Models:
While this research identified the advantages and challenges of hybrid
service delivery, further studies should investigate the long-term
implications of this model. Future research could focus on how sustained
use of hybrid methods impacts probationer outcomes, staff performance,
and overall service efficiency. Additionally, exploring the technological
advancements required to optimise hybrid delivery would provide
actionable insights for enhancing remote supervision. Specific areas to
explore include the long-term effects on recidivism rates, probationer
engagement, and the integration of in-person and virtual supervision for
high-risk cases.

Examining Demographic Variations in Adaptability:
This study revealed that demographic factors such as age, experience, and
education influenced perceptions of service delivery and training adequacy.
Future research should investigate how these variations impact adaptability
to crisis-induced changes. Comparative studies across different geographic
regions and organisational structures could help identify best practices for
supporting diverse workforce groups, particularly in adapting to
technological innovations and hybrid service models.

Investigating Training Efficacy and Design:
Training emerged as a critical yet inadequate factor in enabling staff to
navigate pandemic-related disruptions. Future research should focus on
evaluating the effectiveness of various training programs, identifying the
specific skills required for remote supervision, and designing tailored

training modules. Experimental studies could assess the impact of different
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training approaches, such as scenario-based simulations, gamified learning,
and digital tools, on staff performance and service quality.

Analysing  Stress and Burnout Management  Strategies:
High levels of stress and burnout among probation officers highlight the
need for targeted interventions. Future studies could investigate the
effectiveness of stress management strategies, such as mindfulness
programs, flexible work arrangements, and workload redistribution.
Research could also explore the interplay between organisational support
systems and individual resilience, offering a nuanced understanding of
mitigating burnout in high-stress environments. Additionally, longitudinal
studies could examine how the implementation of well-being initiatives
influences workforce retention and morale over time.

Studying  Probationer  Experiences in  Hybrid  Models:
While this research primarily focused on staff perceptions, the experiences
of probationers in hybrid supervision models still need to be explored.
Future research could examine how probationers perceive the quality of
remote and in-person supervision, the challenges they face, and the support
they require. Understanding their perspective would help design more
inclusive and effective service delivery systems that cater to diverse needs.
Assessing  Technological Integration in Probation Services:
With the increasing reliance on remote supervision, future studies should
investigate the integration of advanced technologies such as artificial
intelligence, machine learning, and predictive analytics in probation
services. Research could explore how these technologies enhance decision-
making, improve efficiency, and address challenges in supervision quality

and workload management. Additionally, studies should evaluate the
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ethical implications of using technology in probation services to ensure
fairness and transparency.

Evaluating Crisis Preparedness and Organisational Resilience:
This study underscored the systemic inefficiencies revealed during the
pandemic. Future research should focus on assessing organisational
resilience and crisis preparedness in probation services. Longitudinal
studies could analyse how probation systems recover from crises, adapt to
changing circumstances, and implement lessons learned to improve future
responses. Specific research areas include the development of crisis
response frameworks, simulation exercises, and cross-agency collaboration
strategies.

Understanding Long-Term Impacts of Remote Supervision:
The extended use of remote supervision warrants deeper investigation into
its long-term effects on probation services. Future research could examine
how sustained remote supervision influences probationer compliance, the
quality of relationships between officers and probationers, and the ability to
detect and mitigate risks. Studies should also explore how these impacts
differ across offender risk levels and case complexities.
Cross-Comparative Studies on Probation Systems:
Examining the impact of the pandemic on probation services across various
countries or regions offers an opportunity to gain valuable insights into
global best practices. Future research could delve into how differing policy
frameworks affect the implementation and effectiveness of probation
services during crises. Additionally, analysing the allocation of financial

and human resources, as well as the influence of cultural factors, could
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identify innovative strategies and successful practices for probation systems
worldwide.

e Exploring Equity and Inclusivity in  Service Delivery:
The study's findings highlighted significant disparities in the support
available to probationers and the challenges encountered by probation
system staff. Future research should prioritise identifying inequities within
probation services, examining how factors such as race, socioeconomic
status, and personal circumstances affect the level of support probationers
receive. Additionally, understanding how institutional policies, workload,
and training impact staff capacity to deliver equitable support is essential
for creating fairer service models.

e Understanding the Role of Leadership in Crisis Management:
Leadership plays a pivotal role in navigating organisational crises. Future
studies could explore how leadership styles, decision-making processes,
and communication strategies influence staff morale, service efficiency, and
overall organisational resilience during disruptions like the COVID-19
pandemic. Research could also investigate how leadership initiatives foster
innovation and adaptability within probation systems.

In conclusion, future research should adopt a multidisciplinary approach,
leveraging insights from sociology, psychology, technology, and organizational studies to
deepen the understanding of probation services in a post-pandemic context. By addressing
these research areas, scholars and practitioners can contribute to building more resilient,

equitable, and effective probation systems better equipped to navigate future challenges.

6.4 Conclusion
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This dissertation presents an in-depth examination of the challenges, adaptations,
and transformations that probation services in London underwent during the COVID-19
pandemic. The study investigates the shifts in service delivery, fluctuations in workload,
and the impact of remote supervision on both probation officers and probationers.
Additionally, it explores broader themes of organisational resilience and adaptability,
offering insights into how probation services navigated unprecedented disruptions.

The findings highlight substantial disruptions within the system, emphasizing the
pressures placed on both staff and operational processes. Probation officers faced a marked
increase in their workload, with growing caseloads, heightened administrative
responsibilities, and the need to adjust to hybrid service models. Stress and burnout
emerged as major concerns, exacerbated by insufficient training and limited organisational
support. These findings point to deep-seated inefficiencies and a lack of crisis
preparedness, which hindered the service's ability to maintain operational effectiveness and
service quality during the pandemic.

However, despite these obstacles, the study also uncovers areas of innovation and
progress. The adoption of hybrid service delivery introduced a level of flexibility that some
staff found beneficial, indicating its potential for continued application beyond the
pandemic. However, the success of this model is heavily reliant on the quality of
supervision, strong technological infrastructure, and well-structured training programs that
equip staff for remote work challenges.

Demographic variables played a significant role in shaping perceptions of service
delivery, adaptability, and training sufficiency. For example, staff with more years of
experience reported greater difficulty adjusting to remote practices, whereas younger and
more technologically adept employees displayed greater adaptability. Additionally, those
with higher educational qualifications were more critical of the training provided but

demonstrated stronger capacity to navigate change effectively.
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The study underscores the critical role of supervision quality in shaping the success
of remote supervision models. Poor oversight in virtual settings diminished the
effectiveness of hybrid approaches, while enhanced supervision significantly improved
their implementation. This finding highlights the need for strategic interventions to
enhance supervisory practices, particularly in remote and blended service environments.

Furthermore, training emerged as a recurrent issue, with a majority of staff
perceiving it as inadequate to meet the evolving demands of the pandemic. Although
training was beneficial in mitigating immediate disruptions, it fell short in addressing
deeper systemic issues such as workload distribution, service efficiency, and overall
quality. These findings stress the urgency of revamping training programs to ensure they
are tailored to specific roles, crisis scenarios, and evolving technological requirements.

From a structural standpoint, the research underscores the necessity for improved
workload distribution, stronger support mechanisms, and enhanced resource allocation.
Strengthening these areas will improve employee well-being and reinforce the long-term

sustainability and efficiency of probation services, particularly in times of crisis.
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APPENDIX A

SURVEY COVER LETTER

Questionnaire for Study on “Implications of COVID-19 pandemic on Probation Service
Delivery in London England”

Hello,
I hope you’re doing well. I am currently working on a research study
titled: " Implications of COVID-19 pandemic on Probation Service Delivery in London England."”

The COVID-19 pandemic has changed how probation services worked in London. This is a
survey to identify its implications.

It would mean a lot if you could take a few minutes to participate in this short survey. You can
take this survey on your phone right now by clicking the link below, or via the email on your
computer system.

Please note that your confidentiality is guaranteed and the survey is anonymised. Your insights
will greatly contribute to the research.

https://mwww.surveymonkey.com/r/ TTMRDBQ

Best wishes.
Demographic Information

1. What is your role within the probation service?
o Probation Officer
o Administrative Staff
o Management/Leadership
o Support Staff
o Other (Please specify):
2. How many years of experience do you have in the probation service?
o Lessthan 1 year
o 1-3years
o 4-7years
o 8-10 years
o More than 10 years
3. What type of probation service delivery have you primarily been involved in
during the COVID-19 pandemic?
o In-person
o Remote (e.g., phone, video conferencing)
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o Hybrid (a mix of in-person and remote)
o Other (Please specify):
4. What is the average caseload you manage (if applicable)?
o Less than 10 cases
10-20 cases
21-30 cases
31-40 cases
More than 40 cases
5. Have you received any specific training related to remote supervision or
virtual service delivery during the pandemic?
o Yes
o No
o Not Applicable
6. What is your age group?
o Under 25
25-34
35-44
45-54
55-64
o 65 and over
7. What is your gender?
o Male
o Female
o Non-binary/Third gender
o Prefer not to say
8. What is your highest level of education?
o High School Diploma
Associate Degree
Bachelor’s Degree
Master’s Degree
Doctorate
o Other (Please specify):
9. What is your ethnicity?
White
Black or African British
Asian or Asian British
Mixed or Multiple Ethnic Groups
Other (Please specify):
Prefer not to say

O O O O o O O O

O O O O

O O O O O O

Objective 1: Identifying Changes in Efficiency of Probation Service
Delivery

1. The efficiency of probation service delivery in London has decreased since
the onset of the COVID-19 pandemic.
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Strongly Disagree
Disagree
Neutral
Agree
o Strongly Agree
. There were significant delays in probation appointments and meetings due to
the COVID-19 pandemic.
o Strongly Disagree

o O O O

o Disagree
o Neutral
o Agree

o Strongly Agree
. Probation services were able to maintain consistent quality and timeliness
during the COVID-19 pandemic.
Strongly Disagree
Disagree
Neutral
Agree
Strongly Agree
. The use of technology (e.g., video conferencing, electronic monitoring) has
enhanced the effectiveness of probation service delivery during the
pandemic.
o Strongly Disagree
o Disagree
o Neutral
o Agree
o Strongly Agree
. Social distancing and other public health measures have significantly
disrupted probation service delivery.
Strongly Disagree
Disagree
Neutral
Agree
Strongly Agree
. The technology infrastructure for remote working has been adequate to
support probation services during the pandemic.
Strongly Disagree
Disagree
Neutral
Agree
Strongly Agree
. The allocation of resources during the pandemic was sufficient to meet the
challenges posed by the crisis.
o Strongly Disagree
o Disagree
o Neutral

o

@)
@)
@)
@)

o O O O O

O

O
@)
O
@)
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o

Agree
Strongly Agree

Objective 2: Identifying and Assessing the Increase in Workload of
Probation Officers

1. The workload of probation officers has significantly increased since the
COVID-19 pandemic.

o

o

o

o

@)

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

2. Probation officers are finding it more challenging to effectively manage their
caseloads post-pandemic.

o O O O O

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

3. The stress and burnout levels among probation officers have increased
during the pandemic.

@)

o

@)

o

@)

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

4. 1 received adequate training to adapt to remote working and supervision
during the pandemic.

@)

@)
@)
@)
@)

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

5. The organisation provided sufficient support to probation officers during the
pandemic.

O

O
@)
O
@)

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

6. The implementation of safety protocols and guidelines within probation
settings was effective in protecting staff and clients.

o

o

Strongly Disagree
Disagree
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o

o

Neutral
Agree
Strongly Agree

Objective 3: Assessing the Impact of Remote and Virtual Probation
Service Delivery Methods

1. Remote and virtual probation service delivery methods are as effective as in-
person methods.

o O O O O

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

2. The quality of supervision provided during remote meetings was comparable
to that of in-person meetings.

@)

o

@)

o

@)

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

3. Probationers received sufficient support through virtual methods during the
COVID-19 pandemic.

@)
@)
@)
@)

o

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

4. Modifications to probation program delivery methods (e.g., virtual sessions)
have been effective in meeting the needs of probationers.

@)

O O O O

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

5. The adoption of remote and virtual methods has improved the flexibility and
accessibility of probation services.

o

o

@)
O

Strongly Disagree
Disagree

Neutral

Agree

Strongly Agree

6. Probationers have had adequate access to support services and resources
during the pandemic.

o

Strongly Disagree
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Disagree

Neutral

Agree

Strongly Agree

7. The pandemic has increased the vulnerability and risk factors among
probationers.

Strongly Disagree

Disagree

Neutral

Agree

Strongly Agree

o O O O

O O O O O
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APPENDIX B
INFORMED CONSENT

Title of Study: Implications of COVID-19 Pandemic on Probation Service Delivery
in London, England

Researcher: Adesanya Michael Haastrup

Institution: Swiss School of Business and Management Geneva

Purpose of the Study: This study aims to examine the effects of the COVID-19
pandemic on probation service delivery in London, focusing on changes in service
efficiency, the workload of probation officers, and the quality of remote supervision. The
insights from this research will inform strategies to improve probation services during
future crises.

Participation Details: Your participation involves completing a survey or providing
input via interviews regarding your experiences with probation services during the
COVID-19 pandemic. Participation will require approximately 20-30 minutes of your
time.

Voluntary Participation: Participation in this study is entirely voluntary. You may
choose to withdraw at any point without providing a reason or facing any penalties.

Confidentiality: All information provided will be kept strictly confidential and used
solely for research purposes. Data will be anonymised, ensuring no individual can be
identified in the final analysis or published findings.

Risks and Benefits: There are no foreseeable risks associated with participating in
this study. Your input will contribute valuable insights that may guide the improvement of

probation services and policies.

Contact Information:

For any questions about this research, please contact:
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Adesanya Michael Haastrup

Consent Statement:

By signing below, you confirm that:

You have read and understood the information provided.

You voluntarily agree to participate in the study.

You are aware of your right to withdraw at any time without penalty.

Participant Signature: Date:

Researcher Signature: Date:

189



REFERENCES
1. Annison, J. (2013) ‘Change and the probation service in England and Wales: A gendered

lens’, European Journal of Probation, 5(1), pp. 44-64.

2. Arbour, W., Lacroix, G. and Marchand, S. (2021) ‘Prison rehabilitation programs:
Efficiency and targeting’. SSRN. Available at: https://ssrn.com/abstract=3761992

3. Brooker, C., Sirdifield, C. and Marples, R. (2020) ‘Mental health and probation: A
systematic review of the literature’, Forensic Science International: Mind and Law,
1.

4. Bullock, K. and Bunce, A. (2020) ‘The prison don’t talk to you about getting out of
prison’: On why prisons in England and Wales fail to rehabilitate prisoners’,
Criminology & Criminal Justice, 20(1), pp. 111-127.

5. Burke, L. and Collett, S. (2016) ‘Transforming Rehabilitation: Organizational
bifurcation and the end of probation as we knew it?’, Probation Journal, 63(2), pp.
120-135.

6. Burrell, A. (2022) ‘The reflective practitioner in transition. Probation work during
reintegration of probation services in England and Wales’, Probation Journal,
69(4), pp. 434-451.

7. Butt, M. F. (2021) ‘Approaches to building rapport with patients’, Clinical Medicine,
21(6), pp. €662-e663.

8. Center for Substance Abuse Treatment. (1998) Continuity of offender treatment for

substance use disorders from institution to community.

190



9. Choudhary, H. and Bansal, N. (2022) ‘Addressing digital divide through digital literacy
training programs: A systematic literature review’, Digital Education Review, (41),
pp. 224-248.

10. Cohen, J., (1988) ‘Statistical power analysis for the behavioral sciences.” Probation
Journal, 54 (7) pp. 121-133

11. Corcoran, M. (2021) ‘Finding the eye of the octopus: The limits of regulating
outsourced offender probation in England and Wales’, Revue Francaise de
Civilisation Britannique (French Journal of British Studies), 26(XXV1-2).

12. Creswell, J. W. and Plano Clark, V. L. (2017) ‘Designing and Conducting Mixed
Methods Research’ United States: SAGE Publications.

13. Dhami, M. K. and Joy, P. (2007) ‘Challenges to establishing volunteer-run,
community-based restorative justice programs’, Contemporary Justice Review,
10(1), pp. 9-22.

14. Dickson-Gomez, J., Spector, A., Krechel, S., Li, J., Montaque, H. D. G., Ohlrich, J.,
Weeks, M. and Page, K. (2022) ‘Barriers to drug treatment in police diversion
programs and drug courts: A qualitative analysis’, American Journal of
Orthopsychiatry, 92(6), pp. 692.

15. Elovainio, M., Hakulinen, C., Pulkki-Raback, L., Juonala, M. and Raitakari, O. T.
(2020) ‘A network approach to the analysis of psychosocial risk factors and their
association with health’, Journal of Health Psychology, 25(10-11), pp. 1587-1600.

16. Epperson, M. W., Sawh, L. and Sarantakos, S. P. (2020) ‘Building a therapeutic
relationship between probation officers and probationers with serious mental

illnesses’, CNS Spectrums, 25(5), pp. 723-733.
191



17. Fazel, S., Burghart, M., Fanshawe, T., Gil, S. D., Monahan, J. and Yu, R. (2022) ‘The
predictive performance of criminal risk assessment tools used at sentencing:
Systematic review of validation studies’, Journal of Criminal Justice, 81, 101902.

18. Fitzgibbon, W. (2008) ‘Fit for purpose? OASys assessments and parole decisions’,
Probation Journal, 55(1), pp. 55-69.

19. Galleguillos, S., Sanchez Cea, M., Koetzle, D., Mellow, J., Pifiol Arriagada, D. and
Schwalbe, C. (2022) ‘The COVID-19 pandemic and probation in Chile: Remote
supervision and regional differences’, International Criminology, 2(1), pp. 70-83.

20. Galleguillos, S., Schwalbe, C., & Koetzle, D. (2023) ‘Building accountability and
client—officer relationships through videoconferencing: Exploring best practices for
community corrections.” European Journal of Probation, 15(2), 97-119.

21. Gard, R. (2012) ‘The creation of a “fully public service”’, Probation Journal, 59(4),
pp. 323-338.

22. Gascon, G. (2019) ‘Transformative Justice Prosecution Strategies to Reform the Justice
System and Enhance Community Safety’. Conference presentation, July.

23. Ghosh, A., Nundy, S. and Mallick, T. (2020) ‘Study of COVID-19 pandemic in London

(UK) from urban context’, Cities, 106, 102928.

24. Haganee, Z., Peterson-Badali, M. and Skilling, T. (2015) ‘Making “what works” work:
Examining probation officers’ experiences addressing the criminogenic needs of
juvenile offenders’, Journal of Offender Rehabilitation, 54(1), pp. 37-59.

25. HM Inspectorate of Probation (2021) ‘Annual Report 2020-2021.” Ministry of Justice.

26. Hunter, B. A., Lanza, A. S., Lawlor, M., Dyson, W. and Gordon, D. M. (2016) ‘A

strengths-based approach to prisoner reentry: The fresh start prisoner reentry

192



217.

28.

29.

30.

31.

32.

33.

program’, International Journal of Offender Therapy and Comparative
Criminology, 60(11), pp. 1298-1314.

Isensee, C., Teuteberg, F., & Griese, K. M. (2023) “Success factors of organizational
resilience: a qualitative investigation of four types of sustainable digital
entrepreneurs.” Management Decision, 61(5), 1244-1273.

Jarvis, F. (1977) ‘Developments in the Probation and After-Care Service in England
and Wales’, International Journal of Offender Therapy and Comparative
Criminology, 21(2), pp. 105-113.

Khan, S. A.R., Yu, Z., Umar, M., Lopes de Sousa Jabbour, A. B. and Mor, R. S. (2022)
‘Tackling post-pandemic challenges with digital technologies: An empirical study’,
Journal of Enterprise Information Management, 35(1), pp. 36-57.

Kohn, V., Frank, M., & Holten, R. (2025) ‘Lessons on employees' digital resilience
from COVID-19-induced transitions to remote work-a mixed methods
study.” Journal of Enterprise Information Management, 38(1), 176-196.

Kordova, S. and Hirschprung, R. S. (2023) ‘Effectiveness of the forced usage of
alternative digital platforms during the COVID-19 pandemic in project
communication management’, Heliyon, 9(11).

Kulal, A., Rahiman, H. U., Suvarna, H., Abhishek, N., & Dinesh, S. (2024) ‘Enhancing
public service delivery efficiency: Exploring the impact of Al.” Journal of Open
Innovation: Technology, Market, and Complexity, 10(3), 100329.

Lee, J. Y. H., Chou, C. Y., Chang, H. L., & Hsu, C. (2024) ‘Building digital resilience
against  crises: The case of Taiwan's COVID-19  pandemic

management.’ Information Systems Journal, 34(1), 39-79.

193



34.Li, F. (2022) ‘Disconnected in a pandemic: COVID-19 outcomes and the digital divide
in the United States’, Health & Place, 77, 102867.

35. Li, L., Taeihagh, A., & Tan, S. Y. (2023) ‘A scoping review of the impacts of COVID-
19 physical distancing measures on vulnerable population groups.” Nature
communications, 14(1), 599.

36. Lockwood, A., Viglione, J. and Peck, J. H. (2023) ‘COVID-19 and juvenile probation:
A qualitative examination of emergent challenges and useful strategies’, Criminal
Justice and Behavior, 50(1), pp. 56-75.

37. Lowther-Payne, H. J. et al. (2024) “Working in partnership to reduce re-offending and
improve prison leavers’ lives: a process evaluation of a prison leaver pilot project’,
Journal of Offender Rehabilitation, 63(8), pp. 524-544.

38. Marlowe, D. B. (2003) ‘Integrating substance abuse treatment and criminal justice
supervision’, Science & Practice Perspectives, 2(1), pp. 4.

39. McWilliams, W. (1983) ‘The Mission to the English Police Courts 18761936,
Howard Journal of Criminal Justice, 22(3), pp. 129-147.

40. Meredith, T., Hawk, S. R., Johnson, S., Prevost, J. P. and Braucht, G. (2020) ‘What
happens in home visits? Examining a key parole activity’, Criminal Justice and
Behavior, 47(5), pp. 601-623.

41. Ministry of Justice. (2023) ‘HMPPS organization chart and structure overview.’
Ministry of Justice.

42. Monaghan, R. and Konefal, K. (2023) ‘Presentence investigation reports and
racial/ethnic disparities in sentencing’, Crime & Delinquency, 69(12), pp. 2460-

2483.
194



43. Monico, L. B. et al. (2016) ‘Developing effective interorganizational relationships
between community corrections and community treatment providers’, Journal of
Offender Rehabilitation, 55(7), pp. 484-501.

44, Muthaphuli, P. and Bello, P. O. (2023) ‘Exploring the factors that promote recidivism
in a sample of parolees’, International Journal of Social Science Research and
Review, 6(11), pp. 457-467.

45. Novisky, M. A., Tostlebe, J., Pyrooz, D. and Sanchez, J. A. (2023) ‘The COVID-19
pandemic and operational challenges, impacts, and lessons learned: A multi-
methods study of US prison systems’, Health & Justice, 11(1), pp. 51.

46. Phillips, J., Westaby, C. and Fowler, A. (2016) ““It’s relentless” The impact of working
primarily with high-risk offenders’, Probation Journal, 63(2), pp. 182-192.

47. Purkiss, M., Kifer, M., Hemmens, C. and Burton, V. S. (2003) ‘Probation officer
functions—A statutory analysis’, Federal Probation, 67, pp. 12.

48. Raynor, P. (2015) ‘Probation, offenders and risk’, in Davies, M. (ed.) The Encyclopedia
of Forensic and Legal Medicine. 2nd edn. Elsevier, pp. 43-48.

49. Relan, P., Yiu, K. C,, Lin, H. C., & Loh, L. C. (2018) ‘Remote Supervision in Short-
Term Global Health Experiences.” Journal of tropical medicine, 2018(1), 5629109.

50. Robinson, G. and Burnett, R. (2007) ‘Experiencing modernization: Frontline probation
perspectives on the transition to a National Offender Management Service’,
Probation Journal, 54(4), pp. 318-337.

51. Robinson, G., Priede, C., Farrall, S., Shapland, J. and McNeill, F. (2014)
‘Understanding “quality” in probation practice: Frontline perspectives in England

& Wales’, Criminology & Criminal Justice, 14(2), pp. 123-142.
195



52. Sankaranarayanan, R., Hartshorne-Evans, N., Redmond-Lyon, S., Wilson, J., Essa, H.,
Gray, A., Clayton, L., Barton, C., Ahmed, F., Cunnington, C. and Satchithananda,
D. (2020) ‘The impact of COVID-19 on the management of heart failure: A United
Kingdom patient questionnaire study’, ESC Heart Failure, 8, pp. 1324-1332.

53. Seiter, R. P. and West, A. D. (2003) ‘Supervision styles in probation and parole: An
analysis of activities’, Journal of Offender Rehabilitation, 38(2), pp. 57-75.

54. Sgobbi, F., & Codara, L. (2022) ‘Resilience capability and successful adoption of
digital technologies: Two case studies. In Resilience in a Digital Age: Global
Challenges in Organisations and Society.” (pp. 309-327). Cham: Springer
International Publishing.

55. Singer, D. (2020) ‘Clinical and health policy challenges in responding to the COVID-
19 pandemic’, Postgraduate Medical Journal, 96, pp. 373-374.

56. Sirdfield, C., Nichols, H. and Mullen, P. (2022) ‘Probation and COVID-19: Lessons
learned to improve health-related practice’, Probation Journal, 69(2), pp. 216-234.

57. Sturm, A., Robbers, S., Henskens, R., & de Vogel, V. (2021) Yes, I can hear you now
...” Online working with probationers in the Netherlands: New opportunities for
the working alliance.” Probation Journal, 68(4), 411-
425. https://doi.org/10.1177/02645505211050869

58. Taylor, S. et al. (2017) ‘Transforming Rehabilitation during a penal crisis: A case study
of Through the Gate services in a resettlement prison in England and Wales’,
European Journal of Probation, 9(2), pp. 115-131.

59. Tidmarsh, M. (2020) ‘The probation service in England and Wales: A decade of radical

change or more of the same?’, European Journal of Probation, 12(2), pp. 129-146.

196


https://doi.org/10.1177/02645505211050869

60. Tidmarsh, M. (2020) ‘Transforming Rehabilitation and its aftermath: The impact on
probation services in England’, British Journal of Criminology, 60(2), pp. 341-358.

61. Tidmarsh, M. (2020) ‘Transforming Rehabilitation: Probation services and the
normalization of organizational instability’, Journal of Criminal Justice, 68,
101687.

62. Tilney, H., Vaughan, S. and Ho, T. (2022) ‘Addressing the challenges restoring clinical
services during the COVID-19 pandemic by harnessing the alignment of clinical
and management leadership’, BMJ Leader.

63. Van Deinse, T. B., Crable, E. L., Dunn, C., Weis, J., & Cuddeback, G. (2021)
‘Probation officers’ and supervisors’ perspectives on critical resources for
implementing specialty mental health probation.” Administration and Policy in
Mental Health and Mental Health Services Research, 48(3), 408-419.

64. van Wingerden, S., van Wilsem, J. and Moerings, M. (2014) ‘Pre-sentence reports and
punishment: A quasi-experiment assessing the effects of risk-based pre-sentence
reports on sentencing’, European Journal of Criminology, 11(6), pp. 723-744.

65. Vanstone, M. (2004) ‘Supervising Offenders in the Community: A History of Probation
Theory and Practice.” Ashgate Publishing.

66. Vanstone, M. (2017) ‘Supervising Offenders in the Community: A History of Probation
Theory and Practice.” Routledge.

67. Viglione, J. (2019) ‘The risk-need-responsivity model: How do probation officers
implement the principles of effective intervention?’, Criminal Justice and

Behavior, 46(5), pp. 655-673.

197



68. Viglione, J., Alward, L. M., Lockwood, A., & Bryson, S. (2021) ‘Adaptations to
COVID-19 in community corrections agencies across the United States.” In The
Global Impact of the COVID-19 Pandemic on Institutional and Community
Corrections (pp. 458-478). Routledge.

69. Vivares, K. M. S. and Cuevas Jr, J. F. ‘The Reintegration of Ex-Convicts in Society: A
Case Study’.

70. Vu, T. V., Vo-Thanh, T., Nguyen, N. P., Van Nguyen, D., & Chi, H. (2022) ‘The
COVID-19 pandemic: Workplace safety management practices, job insecurity, and
employees’ organizational citizenship behaviour.” Safety science, 145, 105527.

71. Walk, D. and Dagan, N. (2023) ‘Rehabilitation vs. risk: What predicts parole board
decisions and rehabilitation authority recommendations?’, Punishment & Society,
14624745231213859.

72. Walton, H. et al. (2020) ‘Emergency medicine response to the COVID-19 pandemic in
England: A phenomenological study’, Emergency Medicine Journal.

73. Walton, M., Murray, E. and Christian, M. (2020) ‘Mental health implications of
COVID-19 in public services: Challenges and opportunities’, Public Health
Review, 14(1), pp. 45-60.

74. Wodahl, E. J., Mowen, T. J. and Garland, B. E. (2021) ‘The effect of individual
characteristics and supervision experiences on the perceived quality of the
supervision relationship’, Criminal Justice Policy Review, 32(5), pp. 523-545.

75. Woo, M. W. J., & Newman, S. A. (2020) ‘The experience of transition from nursing
students to newly graduated registered nurses in Singapore.’ International journal

of nursing sciences, 7(1), 81-90.

198



76. Wood, J. and Kemshall, H. (2008) ‘Risk management, accountability and partnerships
in criminal justice: The case of Multi-Agency Public Protection Arrangements
(MAPPA)’, in Applied Criminology. London: Sage.

77. World Health Organization (2021) ‘The impact of COVID-19 on global health and
development.’

78. World Health Organization (2022) ‘A healthy return: Investment case for a sustainably
financed WHO”’, pp. 10-14.

79. Wu, T. (2022) ‘Digital project management: Rapid changes define new working
environments’, Journal of Business Strategy, 43(5), pp. 323-331.

80. Yukhnenko, D., Blackwood, N. and Fazel, S. (2020) ‘Risk factors for recidivism in
individuals receiving community sentences: A systematic review and meta-
analysis’, CNS Spectrums, 25(2), pp. 252-263.

81. Zhai, Y. and Du, X. (2022) ‘Disparities and intersectionality in social support networks:

Addressing social inequalities during the COVID-19 pandemic and beyond’.

199



