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999

Norfolk Police have received 12,983 999 calls. On average these were answered within 5 seconds.

91.8% of these calls were answered within 10 seconds.

101

During this period, Norfolk Police have also received 24,142 calls to 101.
When dialling 101, callers are presented with a series of options. A number of these allow self-service.
14.6% of 101 calls were processed having selected a self-service option.

85.4% continued past this stage without selecting a self-service option.

Those not requiring one of the self-service options are put through to a switchboard call handler.
In this period, our switchboard received a total of 20,613 calls.

On average, the time to answer a callwas 19 secs. 41.5% of these calls were managed at this point.

The remaining 11,359 calls were joined by 183 Night Service calls and these continued to a
communications officer following a risk assessment under the THRIVE policing model
(Threat, Harm, Risk, Investigation, Vulnerability, Engagement).

Following this assessment, calls are placed into the appropriate queue as follows:

Call Type Cal.ls Calls Average
Received | Answered [ AnswerTime
Emergency 968 964 00:00:04
Priority 4,673 3,941 00:05:30
Routine 3,516 2,871 00:04:52 |(Night Service Calls fall within 'Routine')

Advice 73 57 00:03:26

Partners 2,285 1,354
Other 27 13

Total 11,542 9,200

Call groups consist of multiple priority-based queues, e.g. Priority includes calls under Domestic, Mental Health, Public Safety or those triaged as urgent.
The switchboard is not routinely open during the night. Calls received at this time continue straight to an operator if selecting the relevant option.

Calls listed under 'Partners' will also include calls accessing via routes other than 101, i.e. dedicated direct dial.
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