
 
1)      For 999 calls categorised as grade/tier 1 ‘emergency’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 
d)      Total number of calls 
e)      Total number of abandoned calls 
NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
 
2)      For 999 calls categorised as grade/tier 2 ‘priority’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 
d)      Total number of calls 
e)      Total number of abandoned calls 
NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
 
3)      For 999 calls categorised as grade/tier 3 ‘standard’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 
d)      Total number of calls 
e)      Total number of abandoned calls 
NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
 
Clarification 
I’ve already had a couple of queries from police forces asking for me to define ‘response time’. The 
definition I am using for the purposes of this FOI is as follows: 
‘The time in minutes from the 999 call being received in your control room to the first officer(s) reaching 
their deployment destination’. 
And, for the avoidance of doubt, when I ask for the ‘average’ response time I would like the ‘mean’ 
please.   
 
The NPCC assured me that ‘abandoned call’ was a standardised term in policing. But, for clarity, an 
‘abandoned call’ in the context of this FOI is: 
‘When someone calls 999, and they are connected by a BT operator to police, but they hang up or the 
call is otherwise disconnected from that force, or diverted to another force, before the call has been 
answered by a police operator within the original force’.  
 
Therefore, on reflection, it makes more sense for you to ignore bullet points d and e for questions 1, 2 
and 3 in my original FOI. And, add a new question 4. 
 
1)      For 999 calls categorised as grade/tier 1 ‘emergency’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 
NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
  
2)      For 999 calls categorised as grade/tier 2 ‘priority’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 
NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
  
3)      For 999 calls categorised as grade/tier 3 ‘standard’ calls (or equivalent) what was your annual: 
a)      Average response time 
b)      Longest response time 
c)       Target response time 



NB: Please provide the data in calendar years from 2010 up to the end of 2018.  
 
Please see the table below showing attendance at incidents reported Using 999, 01/01/2010-
31/12/2018. 
 

  
EMERGENCY - 

Target = 15 mins 
PRIORITY - Target = 

1 hour 
STANDARD - Target = 

48 hours 
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2010 0:10:00 8:46:59 0:46:37 23:59:37 7:42:13 3061:31:37 

2011 0:09:25 5:14:16 0:37:03 23:42:04 8:03:13 16275:59:20 

2012 0:09:04 4:56:34 0:32:06 22:33:13 7:10:28 3241:48:05 

2013 0:09:33 9:59:55 0:36:32 23:09:11 8:37:55 4461:02:15 

2014 0:10:17 7:35:14 0:42:49 23:55:27 10:26:48 2015:17:33 

2015 0:11:00 9:04:51 0:54:45 23:58:20 11:49:03 7256:06:58 

2016 0:11:12 9:49:54 1:00:55 23:54:48 13:34:04 923:18:49 

2017 0:11:51 8:45:42 1:07:49 23:51:07 15:24:14 1248:02:30 

2018 0:11:45 6:36:47 1:00:40 23:57:45 17:37:00 868:40:43 

 
Figures represent incidents recorded during the period shown which: 
 - were reported using 999 
 - were finalised as the grade shown 
Attendance time based on incident start date and date of first arrival at scene 
Emergency incidents do not include logs without a time to scene or where the time to scene is over 10 
hours 
Priority incidents do not include logs without a time to scene or where the time to scene is over 24 hours 
Incidents are recorded in accordance with the National Standard for Incident Recording (NSIR) Counting 
Rules: 
www.gov.uk/government/publications/the-national-standard-for-incident-recording-nsir-counting-rules  
 
When any incident is reported (whether 999 or 101) where a policing response is required, a log is 
started. This is automatically timed and dated and cannot be amended for integrity.   
 
Where the final grade of an incident is shown as Emergency, it is highly likely that other calls that started 
as Emergency Grading were recorded and were downgraded before officer arrival. In these 
circumstances the caller must be notified. Two reasons for this may be that the offender has left the 
scene or further information has come to light which changes the initial understanding of the grade.  
 
Each crime is subject to a thorough assessment (screened) which considers a range of factors including 
any vulnerability of victims and witnesses, public safety, crime patterns, community impact and lines of 
enquiry. This model is referred to by the acronym THRIVE (Threat, Harm, Risk, Investigation, 
Vulnerability and Engagement). 
 
This rigorous assessment often begins whilst the victim is still speaking to the police, the primary 
investigation starts here. Where, after assessment, there are factors as described above which require 
secondary investigation, crimes are allocated for these enquiries to be conducted. Where no secondary 
investigation is necessary, but further information comes to light, the whole assessment process is 
repeated to identify all positive lines of enquiry and ensure excellent service delivery. 
 
Customer Contact Centre (CCC) staff try to resolve issues at first point of contact as often as possible. 
Call handlers within CCC can offer advice, crime at source, or log for future info calls where these 
courses of action are appropriate and so reduce the number of logs requiring deployment. 
 

http://www.gov.uk/government/publications/the-national-standard-for-incident-recording-nsir-counting-rules


We have an aspirational target of 40% to be handled at source, but this is affected by such as night time 
economy which can lead to an increase in deployments on specific days for example. 
 
4) For ALL 999 calls what was your annual: 
a)  Total number of calls received 
b) Total number of abandoned calls 
NB: Please provide the data in calendar years from 2010 up to the end of 2018. 
 
Please see the table below showing the number of 999 calls received 2013-2018.  
 

Year  Volume of 999 calls Abandoned rate 

2013 347661 0.55% 

2014 35225 1.81% 

2015 362202 0.95% 

2016 393125 0.10% 

2017 413733 0.0004% 

2018 463267 0% 

 
The complexity of the calls that call handlers have to deal with now is greater than in 2013-14 with more 
mental health related and missing person calls which take longer to handle. 
 
Nationally, the increase on the 9s service has been around the 15% year on year which has caused 
handling issues, our 9s have improved over this period as we protect the critical risk. 
 
 


