
REF: IR-01-20-20836 

02 September 2020 

Jordan Williams 
(per email) Jordan@taxpayers.org 

Dear Jordon 

I refer to your email dated 22th July 2020, where you requested the following 
information under the Official Information Act: 

“I request more information. In the same time period: please list the waiting times 
for the ten calls with the longest wait times; the 95th percentile wait time; and the 
percentage of calls who gave up waiting” 

I have broken your request into three questions. 

Given that this is an extension of the questions asked in your request of the 17th 
of April 2020 I have used the same time period, i.e., 1- April to 17th April 2020. 

1. The waiting times for the ten calls with the longest wait times

Our reporting tool only gives summary information about this particular 
characteristic in 15 minute segments.  

time_from 
answd_longest_que_dur 
(Minutes) 

3/04/2020 18:00 53.6 

3/04/2020 18:15 53.4 

3/04/2020 14:30 49.9 

3/04/2020 14:15 49.4 

3/04/2020 17:45 48.7 

3/04/2020 14:00 47.3 

3/04/2020 11:45 45.3 

3/04/2020 15:15 45.2 

3/04/2020 17:30 45.2 

3/04/2020 11:00 45.1 



2. The 95th percentile wait time 
 

Police’s reporting tool only provides information about the distribution of wait 
times in the following time bands. 

Call Answering times 

time_interval call_count % 

10 12005 23.49% 

20 1282 2.51% 

30 889 1.74% 

60 2201 4.31% 

120 3499 6.85% 

180 2655 5.20% 

300 4371 8.55% 

301 24197 47.35% 
 

 
3. The percentage of calls who gave up waiting 

 

During the period 1-17 April, 46,291 calls were routed to the 105 centres for 
answering of which 17,760 were abandoned.  

Abandonment is characterised by a time dimension, with more than fully 40% of 
all abandonments occurring quite quickly - within 30 seconds, as given below. 

Call Abandonment times 

time_interval % 

10 9.38% 

20 14.39% 

30 18.21% 

60 12.37% 

120 11.58% 

180 7.12% 

300 8.34% 

301 18.61% 
 
 
The time period identified was during the COVID-19 response phases and is 
somewhat atypical, with Police receiving a large number of COVID related non-
emergency calls.  Typical daily demand peaked at 2-3 times normal demand in 
late March, and was in the first week of April about 1.5 times the normal daily 
volume. 

  



In comparison, this is analogous data for the most recent week available (ending 
27/7/2020). 

time_from 
answd_longest_que_dur 
(Minutes) 

26/07/2020 20:15 39.0 

26/07/2020 18:15 38.0 

25/07/2020 20:45 34.5 

25/07/2020 21:30 33.3 

26/07/2020 20:45 32.1 

20/07/2020 12:00 31.0 

25/07/2020 19:45 30.7 

21/07/2020 11:00 29.5 

26/07/2020 18:30 29.5 

26/07/2020 20:00 29.4 

  
 

Call Answering times 

time_interval % 

10 27.6% 

20 5.6% 

30 3.2% 

60 8.4% 

120 14.8% 

180 11.0% 

300 13.5% 

301 15.8% 
 

 

21,738 
calls were 
received of 
which 
6,387 were 
abandoned.  

 

 

Police is working to ensure that long wait-times are minimized as much as they 
can be, and in this last week, for example, nearly 85% of non-emergency calls 
are answered in under five-minutes.   

While long wait times are undesirable, sometimes unexpected call demand 
volume in a narrow time period, longer in-call lengths, and operator availability 
can conspire to mean that answering times for individual calls are much longer 
than average, as represented by the long tail of answering times that some 
callers experience. 

Police also prioritise the answering of emergency calls (111) over non-emergency 
(105) calls.  This is not an invitation to call 111 for service; simply a reflection that 
the thresholds for emergency versus non-emergency calls are different.  Callers 
are reminded every 90 seconds through the call queuing time that if their 
circumstance is an emergency to hang up and dial 111 or alternatively that there 
are equivalent online reporting options at 105.police.govt.nz. 

If you are not satisfied with my response to your request, you have a right under 
section 28(3) of the Official Information Act 1982 to ask the Office of the 
Ombudsman to seek an investigation and review of my decision. 

Yours sincerely 

 
Zane Kearns 

Manager Strategy and Practice 
Service Group 


