[image: A picture containing blue, sitting, street, person

Description automatically generated]




FREEDOM OF INFORMATION REQUEST



FREEDOM OF INFORMATION REQUEST 2023/26345 


Dear Requester,

Thank you for your recent request under the Freedom of Information Act 2000.

Section 1 of the Freedom of Information Act 2000 (FOIA) places two duties on public authorities.  Unless exemptions apply, the first duty at, Section 1(1) (a), is to confirm or deny whether the information specified in a request is held. The second duty at, Section1 (1) (b), is to disclose information that has been confirmed as being held. 

The information that you are seeking is in relation to the following:

REQUEST

1) In each of the last three financial years (20/21), (21/22) and (22/23) how many calls to (a) 999 and (b) 101 were recorded as NOT having been answered?
[bookmark: _Hlk137049326]2) In each of the last three financial years (20/21), (21/22) and (22/23) what was the average time for a response to be connected to an operator on a (a) 999 and (b) a 101 call?
[bookmark: _Hlk137049362]3)  In each of the last three financial years (20/21), (21/22) and (22/23) what was the longest time it took for a caller to get a response to a (a) 999 and (b) a 101 call? For each example state the date of the call and how long it took to be answered.
4) In each of the last three financial years (20/21), (21/22) and (22/23) how many calls to (a) 999 and (b) 101 took more than 5 (five) minutes to be connected to an operator.
For the avoidance of any doubt when I refer to "response" what I am seeking is the time between the call being made and the call being answered by a handler, NOT the time between the call being made and the time when the police provide a physical response to the incident/emergency.







RESPONSE


The below tables show the number of calls received, answered, and abandoned in addition to the average and maximum answer times and the number of calls answered after 5 minutes for both 101 and 999 calls. Please note that the 101 data provided is based on Options 1 & 2 which are our main 101 options (New Incident and Incident Update). Please note no calls are abandoned on the 999 line, instead these will transfer to a buddy force if required (South Wales Police or Dyfed Powys Police). Data for the number of calls that were waiting over 5 minutes before being answered for the 2020/2021 financial year is not available due to system changes.

	101

	FY
	Calls Received
	Calls Answered
	Not Answered (ie Abandoned)
	Average Answer Time (HH:MM:SS)
	Maximum Answer Time (HH:MM:SS)
	Answer Time - Over 5 Minutes (COUNT)

	2020-2021
	149,241
	132,099
	17,142
	00:02:15
	02:28:12 (18/08/2020, 21:00-21:59)
	~

	2021-2022
	142,713
	105,059
	37,654
	00:05:32
	02:31:37 (19/03/2022, 12:00-12:59)
	35,806

	2022-2023
	144,366
	91,834
	52,532
	00:07:39
	02:23:08 (28/07/2022, 20:00-20:59)
	40,990

	 
	 
	 
	 
	 
	 
	 

	 
	 
	 
	 
	 
	 
	 

	999

	FY
	Calls Received
	Calls Answered
	Calls Not Answered (ie Abandoned)
	Average Answer Time (HH:MM:SS)
	Maximum Answer Time (HH:MM:SS)
	Answer Time - Over 5 Minutes (COUNT)

	2020-2021
	73,396
	73,396
	0
	00:00:08
	01:00:03 (25/10/2020, 01:00-01:59)
	~

	2021-2022
	87,259
	87.259
	0
	00:00:09
	00:06:00 (21/03/2022, 17:00-17:59)
	26

	2022-2023
	99,891
	99,891
	0
	00:00:11
	01:00:03 (30/10/2022, 01:00-01:59)
	20








Freedom of Information Act is a public disclosure regime, not a private regime. Any information disclosed under the Act is thereafter deemed to be in the public domain, and therefore freely available to the public and will be published on the Gwent Police website.

[bookmark: _Hlk121728472]If, upon receiving a response to a freedom of information request, you are unhappy with the outcome, you may request an internal review.  This should be made within 40 working days of the initial response.

Please note, any written reply from an applicant expressing dissatisfaction with an authority’s response to a request for any information will be treated as a complaint and will automatically lead to an internal review.


Thank you for your interest in Gwent Police.
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