
1. How 999 calls are handled, processed and prioritised and what criteria are used to determine whether officers are dispatched. 
  

Force Graded Response Policy - http://foi.west-midlands.police.uk/wp-content/uploads/2014/05/Force-Graded-Response.pdf 
 

2. The manner and way in which routine calls should be responded to - is there an HR guide which informs staff of how they should speak to the public for 
example? 

Could I see copies of the standards applied to the police service? 

https://www.west-midlands.police.uk/contact-us/quality-of-service/index.aspx 

3. Procedures for dealing with all reports of crime from start to finish, i.e. whether officers have the obligation to follow up calls. 
 
This request relates in particular to the standards and procedures relating to telephone callers and RADS in control rooms. I am referring to routine and 
emergency calls made to WMP. 
 

Standards are outlined above. ‘…. Obligation to follow up calls’- All calls are risk assessed by the call taker (and throughout their ‘journey’) 
and any follow up is dependent on the identified need. Not every call gets an officer. 
 
I would like to know details such as whether officers are expected to identify themselves- when I was in service, I would always announce my rank, name, 
collar number and police station, recently, I've hard: 'Hello, this is the Police' when they call back. 
 

Front Office “Good morning / afternoon / evening. How can I help you?” 

101 Non-Emergency Contact (NE) “Good morning / afternoon / evening. West Midlands Police, ‘first name speaking’. How can I help you?” 

999 Emergency Contact “Police Emergency, What is the location of the emergency?” 

 
I am also interested in the procedures for officers when responding to a report of crime or anti-social behaviour. 
 
So, for example, if I make a call to WMP about an issue, how soon should I receive a call or home visit from my local neighbourhood officer? 
 

This is dependent on the Grading Profile of the incident (outlined above) and the risk and vulnerability associated with it. 
 
When I was in service, I can recall a flow chart on the wall which gave a clear time scale and guidance for the whole process of initial contact, to criming and 
then following up with a courtesy call.  
 

http://foi.west-midlands.police.uk/wp-content/uploads/2014/05/Force-Graded-Response.pdf
https://www.west-midlands.police.uk/contact-us/quality-of-service/index.aspx


                 
The Freedom of Information Act applies to recorded information therefore we are unable to offer opinion, conjecture or speculation, or to supply 
opinions or to comment on events unless those opinions or comments are already recorded. 
 
Are calls logged against a person's mobile number or should I be given a log number? 
 

All calls are recorded. If the contact requires ‘action’ a Command and Control Log will be created (including a unique reference number).  If 
no action is required then the caller’s details and outcome of contact are recorded and stored electronically.  
 
I hope this is helpful, I want to know about the general process and expectation that the public can expect when contacting WMP basically.  
 

Please see attached Contact Counts Leaflet and link below 
 
http://www.west-midlands.police.uk/advice-centre/help-and-advice/advice-for-victims/index.aspx  

 
Therefore, if I have recourse to requesting the assistance of the Police in future, I will have clear guidance on what to expect as a member of the public. 
 
If I know clearly what to expect, I can then ascertain whether officers are following the correct procedures. 
 
I consider all of the above to be reasonable and surely accessible to the public. 
 

http://www.west-midlands.police.uk/advice-centre/help-and-advice/advice-for-victims/index.aspx

