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1.1 Monthly -Volume of 999 Calls Answered 1.2 Daily Average - 999 Calls Answered

1.3 Annualised Data - Volume of Calls Answered

-8.2% Difference

Source: Ops Directorate Telephony Qlikview

+7.2% 
Difference

The number of 999 calls saw a 7.2% increase from November 2023 to January 2024. The number of 999 calls were 20.1% higher in January 2024 as 
compared with the same period the previous year.  The daily average number of 999 calls answered has increased by 238 calls in January 2024 as 
compared to January 2023.

Performance Report | 999 calls demand

-10.2%  Difference
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Performance Report | 111 Wales to 999 Transfers
There was a 0.5% increase in the number of calls returned from 111 Wales from November 2023 to January 2024.  In January 2024, the number of 
calls returned was 16.7% higher and the % of calls were 1.8% lower than in January 2023. 
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Performance Report | 999 call answer times

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

999 call answer times have remained constant. The 95th percentile showed an increase up to December 2022 and then reduced from January 2023,  
to May 2023. It then increased from June to August 2023 and has been reducing from August 2023 to January 2024. 
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4.1 Monthly Volume of Incidents and Calls 1. 4.2 Average Daily Incidents - 2023

Source: AQI5 Total number of incidents; Avg Daily Incidents - WAST SQL Data Academy

1. 4.3 Annualised Data - Total Incidents and Calls
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Performance Report | All incidents

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

January 2024 saw a  20.1% increase in calls and a 15.7% increase in incidents compared to January 2023.



0K

2K

4K

6K

13%

14%

15%

N
o 

of
 H

ea
r 

an
d 

Tr
ea

t

%
 H

ea
r 

an
d 

Tr
ea

t

Dec-2
022

Jan-2023

Feb-2023

Mar-2
023

Apr-2
023

May-2
023

Jun-2023

Jul-2023

Aug-2023

Sep-2023

Oct-2
023

Nov-2
023

Dec-2
023

Jan-2024

6096

4683
4221

4838 4924 5013
4754 4967

4468 4437

4984
4697

5375
5151

No of Hear and Treat % Hear and Treat

0

100

200

N
o 

of
 H

&
T 

In
ci

de
nt

s

Dec-2
022

Jan-2023

Feb-2023

Mar-2
023

Apr-2
023

May-2
023

Jun-2023

Jul-2023

Aug-2023

Sep-2023

Oct-2
023

Nov-2
023

Dec-2
023

Jan-2024

197
151 151 156 164 162 158 160 144 148 161 157 173 166

0K

50K

N
o 

of
 H

&
T 

In
ci

de
nt

s

2018 2019 2020 2021 2022 2023 2024

36312

5151

57361
47495

42413

54377

41852

The percentage of Hear and Treat Incidents has increased by 9.7% from November 2023 to January 2024. The percentage of Hear and Treat incidents 
in January 2024 were 0.75% lower than the same period last year.  

5.1 Monthly - Volume of Hear and Treat Incidents 5.2 Daily Average - Number of Hear and Treat Incidents

5.3 Annualised Data - Number of Hear and Treat Incidents

Source: AQI10i Number of calls ended following WAST telephone assessment (Hear and Treat)
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Performance Report | Hear and Treat

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 
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Performance Report | See and Treat

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

The number of See and Treat responses have increased by 11.4% from November 2023 to January 2024. In January 2024 the number of See and 
Treat responses were 24.1% higher than January 2023.  The daily average of See and Treat responses were 15 incidents higher for the same time 
period.
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Performance Report | RED incidents

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

+104% Difference

There has been a 8.3% increase in the number of red incidents from November 2023 to January 2024.  However, the number of red incidents in 
January 2024 is 21.9% higher than January 2023.  The 8 min % performance is 0.1% lower for the same time period. 

+8.2% Difference



8.1 Median and 65th Percentile Red Response Time (Minutes)

8.3 Longest Red 

8.2 95th Percentile Red Response Time (Minutes)

Source: AQI11 Red Category Median, 65th and 95th Response Minutes
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Performance Report | RED incident response time

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

There is a 1.2% increase in the red median between November 2023 and January 2024.  The 95th percentile was 0.9 minutes less in January 2024 as 
compared to January 2023 and the longest red was 87 minutes less for the same period.
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Performance Report | AMBER incidents

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

There was a 2.8% increase in the number of amber incidents from November to January 2024. The number of amber incidents in January 2024 were 
10% higher than January 2023. The daily average were 46 amber incidents higher for the same period.



10.1 Median and 65th Percentile Amber Response Time (Minutes)

10.3 Longest Amber (Minutes)

10.2 95th Percentile Amber Response Time (Minutes)

Source: AQI11 Amber Category Median, 65th and 95th Response Minutes
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Performance Report | AMBER incident response times

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

There was a 16.4% increase in amber median from November 2023 to January 2024. The amber median and the 65th percentile in January 2024 
were both 60.4% and 51.1% respectively higher with January 2023. The 95th percentile was 59 minutes higher and the longest amber was 377 
minutes higher for the same period.
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Performance Report | GREEN incidents

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

The number of green incidents reduced by 3.5% from November 2023 to January 2024.  The number of green incidents in January 2024 were 7.5% 
higher than in January 2023. The daily average were 4 incidents higher for the same date period.



12.1. Median and 65th Percentile Green Response Time (Minutes)

12.3 Longest Green

12.2 95th Percentile Green Response Time (Minutes)

Source: AQI11 Green Category Median, 65th and 95th Response Minutes
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Performance Report | GREEN incident response times
﻿Green median and 65th percentile have increased from April 2023 to September 2023.  Since September 2023, green median has been reducing. 
Green median in January 2024 was 20 minutes higher than January 2023. The green 65th percentile was 27 minutes higher and the green 95th 
percentile was 30 minutes higher for the same period.
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13.1 Monthly Volume of Transport to Major ED Units 13.2 Daily Average - Number of Transport to Major ED Units

13.3 Annualised Data - No of Transport to Major ED Units

Source: AQI19ii Tier 1 Major A&E Units
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Performance Report | Transported to Tier 1 site

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 

The number of incidents transported to Tier 1 sites have been increasing for the period shown (in 13.1), although since 2018, the total number of 
transfers has been reducing. In January 2024, the number of incidents transported to Tier 1 sites were 9.7% higher than January 2023. The daily 
number of incidents were 38 incidents higher for the same period.
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There has been a 2.5% increase in the number of incidents transported to non Tier 1 sites from November 2023 to January 2024. The number of 
incidents transported to non tier 1 sites were 27.2% increase in January 2024 as compared to the same period the previous year. The daily average in 
January 2024 were 12 incidents higher than January 2023. 

14.1 Monthly Volume of Transport to non Major ED 14.2 Daily Average - Transport to Non Major ED

14.3 Annualised Data - Transport to Non Major ED

Source: AQI19ii Total number of patients conveyed to hospital by type / AQI19ii Tier 1 Major A&E Units
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Performance Report | Transported to non-Tier 1 site

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 



0K

5K

10K

0%

5%

10%

15%

20%

N
o 

of
 H

an
do

ve
rs

 o
ve

r 
15

 m
in

s

%
 H

an
do

ve
r 

w
ith

in
 1

5 
M

in
s

Dec-2
022

Jan-2023

Feb-2023

Mar-2
023

Apr-2
023

May-2
023

Jun-2023

Jul-2023

Aug-2023

Sep-2023

Oct-2
023

Nov-2
023

Dec-2
023

Jan-2024

10577
9784

11117 11663 11510 11091 11305 11958

Handovers over 15 Mins % Handover within 15 Mins

0K

50K

N
o 

of
 L

os
t H

ou
rs

Dec-2
022

Jan-2023

Feb-2023

Mar-2
023

Apr-2
023

May-2
023

Jun-2023

Jul-2023

Aug-2023

Sep-2023

Oct-2
023

Nov-2
023

Dec-2
023

Jan-2024

32109
2354219158

28645
23096203991855719119192351961723229201272276927012

The number of handovers over 15 mins in January 2024 were 13.9% higher as compared to January 2023. The % of handovers within 15 minutes were
4.4% lower for the same period.  The total lost hours over 15 minutes for January 2024 increased by 14.7% from January 2023.

15.1 Volume of Handovers over 15 minutes 15.2 Hours lost for handovers over 15 minutes

Source: AQI20i Total Number of Handovers / AQI20i Number of Notification to Handover within 15 minutes

15.3 Hours Lost for handovers over 15 minutes
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Performance Report | Handover delays over 15-minutes

NB. Ambulance indicator and performance data is published on 

the penultimate Thursday of the month with the exception of  

February 2023 when it is the last Thursday. As such only those 

in the public domain are shown on this slide. 
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16.1 Number of Handovers over 60 minutes 16.2 Hours lost for handovers over 60 minutes

                                                       Source: Welsh Ambulance Services NHS Trust Data Academy SQL

-1.6% 

The number and % of handovers over 60 minutes have been increasing since June 2023.  The number and % of handovers over 60 minutes were 19% 
and 2.7% respectively higher in January 2024 as compared to January 2023. Total lost hours over 60 minutes were 16.1% higher for the same period.

16.3 Hours Lost for handovers over 60 minutes

Performance Report | Handover delays over 60-minutes
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17.1 Number of Handovers over 4 Hours 17.2 Hours lost for handovers over 4 Hours

Source: Welsh Ambulance Services NHS Trust Data Academy SQL

There is an overall upward trend for handovers over 4 hours and total lost hours from June 2023.  The number of delays over 4 hours were 32% lower 
in January 2024 as compared with January 2023, and a 15.8% increase in lost hours over 4 hours for the same period.

Performance Report | Handover delays over 4-hours



0K

2K

4K

6K

8K

N
o 

of
 H

an
do

ve
rs

 o
ve

r 
1 

H
ou

r

Jul 2022 Jan 2023 Jul 2023 Jan 2024 Jul 2024 Jan 2025

6067

69277001

5306

6826

5413 5308

6838

5816

0

Waits over 1 Hours Trajectory
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18.1  1 Hour Trajectory 18.2 Average Lost Minutes per Arrival (All Vehicles)

The number of handovers over 1 hour were 18.5% higher in January 2024 compared to January 2023. Average lost minutes per arrival for January 
2024 were 3 minutes higher as compared to January 2023. 

Performance Report | Trajectory
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Source: WAST Red/Amber 1 Immediate Release Weekly Update / AQI20i Total Number of Handovers
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19.1 Red/Amber Release Request v Verified Incidents 19.2 Red/Amber Release Request v Total Handovers

From February 2023, there is an upward trend in both verified incidents and release requests. Release requests were 51.9% higher in January 2024 as 
compared to January 2023. The number of incidents were 15.7% higher and the number of patients handed over were 7.9% higher for January 2024 
as compared to January 2023.﻿

Source: WAST Red/Amber 1 Immediate Release Weekly Update / AQI5 Total number of incidents

Performance Report | RED/AMBER release requests
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Performance Report | Unit Hour Production (UHP)
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21.1  Unit Hours Production

Performance Report | Unit Hour Production (UHP)



Verified Incidents All incidents recorded in the Call Ambulance System excluding duplicate incidents, errors, information calls, calls made in error or test calls or calls passed to another 
ambulance service

Ambulance Dispositions      All Calls with a final outcome of "Referred to 999"

 
 
 Destinations other  than ED This includes Minor Injury Units (MUIs) and Major Acutes
 
 
 Red Incidents The ‘Red’ category of call is for immediate life-threatening conditions where a person is in imminent danger of death.
 
 
 Amber Incidents The ‘Amber’ category of call is for those patients with serious conditions that are not immediately life-threatening, but which are urgent

and may need treatment and care at the scene or rapid transport to a healthcare facility.

 
 Green Incidents The ‘Green’ category of call is for non-serious conditions which can often be managed by other health services, including healthcare advice or through self-care.
 
 Hear and Treat ‘Hear and Treat’ is the telephone advice that callers who do not have serious or life threatening conditions receive from an ambulance service

after calling 999. They may receive advice on how to care for themselves or where they might go to receive assistance.
 
 See and Treat See and treat is when a patient receives advice and care at scene and does not need to be taken to hospital.
 
 UHP (Unit Hour Production) The actual number of hours the Welsh Ambulance Services NHS Trust were able to produce against planned hours (number of available shifts)

Performance Report | Glossary of Terms


