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Freedom of Information Response
Our reference:  FOI 25-2564
Responded to:  12th September 2025


Your recent request for information is replicated below, together with our response.
What action is being taken by Police Scotland to improve wait times for 101 nonemergency calls?
Police Scotland receives around 2.8 million contacts annually, which requires us to prioritise our contact handling. 
As such, the highest priority is given to 999 calls from members of the public seeking emergency assistance. This is followed by calls received from other emergency services (e.g. other Police Forces, Fire, and Ambulance) and then alarm activations - these are often emergency calls and will always be prioritised. 
Routine, non-emergency calls via 101 are then answered in the order in which they were received. 
When there is a surge in 999 calls, we will re-prioritise Service Advisors from Non-Emergency (101) calls and emails as we aim to answer 999 calls in under 10 seconds.  
It is important to note that all calls are answered by the same Service Advisors, therefore an increase in 999 volumes will impact 101 call performance as we will always prioritise our 999 calls over non-emergency contacts.  
Thus, we hope that you will understand that there may be occasions when callers do experience a delay in getting through on 101 while we prioritise emergency contacts, which will always be our primary focus.
Callers who contact 101 during periods of high demand are presented with a ‘front end message’ which advises of the expected wait time and highlights alternative means of contacting Police Scotland, including a reminder to call 999 in an emergency. 
In addition, we also provide information and alternative contact options to callers when using our 101 service during peak periods such as our Contact Us email facility/ form (Contact Police Scotland - Police Scotland).

In 2024, our average speed of answer for 999 calls was 8 seconds and for 101 calls was 4 minutes 14 seconds.  
For 2025 year to date, our average speed of answer for 999 calls is 8 seconds and for 101 calls is 5 minutes 51 seconds.
The unpredictable nature of demand means that, on occasion, extended wait times are experienced on the 101 service. Our Service Centre staff and management team monitor demand and performance and do take steps to address call queues wherever possible.
Please be assured that we do endeavour to provide the best service possible to the communities of Scotland. 
In relation to what action is being taken to improve the level of service in particular, Police Scotland are committed to improving public contact, and through the Modernised, Contact and Engagement Programme work is ongoing to make our services more accessible, relevant and responsive to public need.  
To explain, Police Scotland have invested in modernised technology and work is underway through the Unified Contact Communications Platform Project (UCCP) to replace our existing telephony and contact platforms - this new, modern technology will provide opportunities to understand our demand better and explore opportunities to improve our performance. 
Also included in the suite of technology is a new Workforce Management System, which will assist in ensuring that we align our resources to our demand in the most efficient way possible.
This is a highly complex project which represents a significant investment by Police Scotland and one which will assist in improving our service to the public. 

What are Police Scotland’s targets for the average wait times?
What are Police Scotland’s targets for the longest wait times?
The information sought is not held by Police Scotland and section 17 of the Act applies.
By way of explanation, there are no targets for average or longest call waiting times on 101 calls specifically. 
If you require any further assistance, please contact us quoting the reference above.
You can request a review of this response within the next 40 working days by email or by letter (Information Management - FOI, Police Scotland, Clyde Gateway, 2 French Street, Dalmarnock, G40 4EH).  Requests must include the reason for your dissatisfaction.
If you remain dissatisfied following our review response, you can appeal to the Office of the Scottish Information Commissioner (OSIC) within 6 months - online, by email or by letter (OSIC, Kinburn Castle, Doubledykes Road, St Andrews, KY16 9DS).
Following an OSIC appeal, you can appeal to the Court of Session on a point of law only. 
This response will be added to our Disclosure Log in seven days' time.
Every effort has been taken to ensure our response is as accessible as possible. 
If you require this response to be provided in an alternative format, please let us know.
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