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Source of all data is AQI July 2023 unless otherwise stated. As well as the full data set, the linked page also includes a PDF of the data spec which includes a full description of each measure used. 

Overview: This month saw an increase in Category-2 and Category-3 incidents, and the highest volume of patients requiring conveyance to hospital since late 
2021. It also saw improvement in call-answer and response times, although in most cases the latter remain above national standards for each category. Longer 
patient handover delays continue to decrease, with hour-plus delays - and associated time lost - reaching some of their lowest volumes in two years.

• Despite a slight decrease in the average daily volume of calls to ambulance control rooms, demand 
remained steady. Call volume has decreased over the past year, however, with 761-thousand 999 calls 
across the month compared with 946-thousand in July 2022.

• Mean call-answer time improved to 10-seconds from 17-seconds in June. In July 2022 the mean answer-
time exceeded one-minute.

• Volume of incidents was 707-thousand across the month, higher than June 2022 by 10-thousand incidents. 
Category-1 volume remained high, but steady while Category-2 and Category-3 volumes both increased.

• Response times improved for each category, but in most cases remain above the respective national 
standard. One notable exception is the Category-2 90th centile response time, which dipped below its 15-
minute standard for the third time in four months.

• The number of responses requiring ambulance conveyance to hospital increased to 374-thousand across 
the month, the highest since November 2021. 

• Hear-and-treat responses dropped slightly in July to reach 84-thousand. This compares with 88-thousand 
the previous July. Long term growth continues, however, with annualised data revealing the current 
volume exceeding that seen just two years ago by some margin.

• Patient handover delays exceeding an hour decreased to reach their lowest numbers in several years, with 
fewer hours lost as a result.

• Despite this positive trend, the annualised volume of time lost remains extremely high. There were 386-
thousand hours lost to two-hour plus delays in the most recent period - over ten times greater than that 
seen just two years ago.

Section 1.
Contact Volume and Call Answer Time

Section 2.
Incidents and Response Time, by Category

Section 3.
Incidents by Response Outcome

Section 4.
Patient Handover Delays

2. Summary and Contents

https://www.england.nhs.uk/statistics/statistical-work-areas/ambulance-quality-indicators/


Section 1

Contact Volume and Call Answer time

• Demand: Volume of Contacts
• Demand: Volume of 999 Calls Answered
• Demand: 111 Call Volumes
• Ambulance Dispositions (111 to 999 calls)
• Demand: Call Answering Time



11,855,844 

12,548,118 

14,067,790 

12,713,583 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of Contacts in the 12 months to Jul (A0)

Contacts to ambulance control rooms decreased slightly between June and July with the daily average moving from 35-thousand to 34-thousand calls. Demand is 
less pronounced than last year, with 156k fewer calls compared with July 2022, and over one-million fewer calls in the most recent 12-month period.

4. Demand: Volume of Contacts to Ambulance Control Rooms (Measure A0)

1. Monthly 2. Average Daily Volume 

3. Annualised Data

Yellow areas show COVID waves in the UK: source ONS.
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July 2023: Rank in Series = 28



8,635,621 8,969,429 

10,770,448 
9,572,234 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Calls Answered in the 12 months to Jul (A1)

The number of 999 calls answered followed the trend for contacts overall, with a slight month-on-month decrease and notably fewer calls compared with the 
equivalent month in 2022. The annualised data show over a million fewer calls in the most recent period compared with the 12-months to July 2022. 

5. Demand: Volume of 999 Calls-Answered (Measure A1)

1. Monthly

3. Annualised Data

Yellow areas show COVID waves in the UK: source ONS.
-20% (or -185k)

difference, Jul '22 to Jul '23

2. Average Daily Volume 
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18,323,941 

20,502,810 

22,762,620 22,301,435 

12m to June '20 12m to June '21 12m to June '22 12m to June '23

Total 111 Calls: 12 months to June (5.3, A01)

Running a month behind the AQI figures, 111-call data shows volume dropped in June and currently hovers just above the series average. Meanwhile, the daily 
average of 56-thousand calls was the lowest since December 2022. 

6. Demand: 111 Call Volumes (sources NHS 111 Min Data Set to March 2021 (5.3) then IUCADC  (measure A0))

Yellow areas show COVID waves in the UK: source ONS.
-2% (or -225k)

 difference,  Jun ‘22 to Jun ‘23

1. Monthly 2. Average Daily Volume 

3. Annualised Data
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June 2023: Rank in Series = 31
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https://www.england.nhs.uk/statistics/statistical-work-areas/iucadc-new-from-april-2021/


1,672,173 

1,976,106 

1,787,663 

1,536,562 

12m to June '20 12m to June '21 12m to June '22 12m to June '23

Total Dispositions: 12 months to June (5.3, A01)

The number of 111 calls referred to the ambulance service also dipped in June, but despite this the monthly total was higher than the same month last year. 
Dispositions continue to represent around ten-percent of monthly calls – a figure that has remained largely unchanged since April 2021 (trend not shown).

7. Ambulance Dispositions (sources NHS 111 Min Data Set to March 2021 (measure 5.23) then IUCADC (measure E02))

1. Monthly 2. Average Daily Volume 

3. Annualised Data

Yellow areas show COVID waves in the UK: source ONS.
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Cyber attack

June 2023: Rank in Series = 37
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Mean and 95th centile call-answer times improved in July. The mean dropped to 10-seconds, faster than the series average of 17-seconds and notably faster than 
the 64-seconds recorded in July 2022. The 95th centile time nearly halved between June and July, dropping to 54 seconds, four times faster than July 2022.

8. Demand: Call Answer Time (999, Measures A3 and A5)

1. Mean 2. 95th Centile

Yellow areas show COVID waves in the UK: source ONS.
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Time (Seconds) Series Average

July 2023: Rank in Series = 36
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Section 2

Incidents and Response Time, by Category

• Demand: All Incidents
• Share of Incidents by Category
• Demand: C1 Incidents
• Demand: C2 Incidents
• Demand: C3 Incidents
• Demand: C4 Incidents

• Demand: C1 Response Times
• Demand: C2 Response Times
• Demand: C3 Response Times
• Demand: C4 Response Times



8,668,736 

9,008,285 

8,545,339 

8,069,272 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of incidents in the 12 months to Jul (A7)

July’s monthly increase in incidents can be attributed to the longer calendar month -  the daily average dropped very slightly. That said, demand was greater than 
in July 2022 with 10-thousand more incidents, and in 2023 has risen above the series average four times in the last five months.

10. Demand: All Incidents (A7)

Yellow areas show COVID waves in the UK: source ONS.

1. Monthly volume of Incidents and Proportion that are C1

+1% (or +10k)
difference, Jul '22 to Jul '23

2. Average Daily Volume 

3. Annualised Data
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Volume of all incidents ('000, A7)

Volume Series Average

July 2023: Rank in Series = 36
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Distribution of incidents remains steady in July with Category-2 accounting for over half, and Category-1 accounting for over one-in-ten. Over the past four years 
Category-3 and Category-4 have seen share of incidents decrease, falling from a quarter in the 12-months to July 2020 to 18-percent in the most recent period.

1. Monthly 2. Annualised Data

Yellow areas show COVID waves in the UK: source ONS.

11. Demand: Share of Incidents by Category

C3+C4 = 25% C3+C4 = 18%
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681,004 
740,360 

933,718 925,465 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of C1 Incidents in the 12 months to Jul (A8)

Category-1 volume dipped slightly in July, but demand remains well above the series average. Although the most recent month had 9-thousand fewer incidents 
than July 2022, annualised data show just one-percent fewer incidents in the 12-months to July compared with the previous period. 

12. Demand: Category-1 Incidents (A8)

1. Monthly

Yellow areas show COVID waves in the UK: source ONS.

2. Average Daily Volume 

3. Annualised Data
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July 2023: Rank in Series = 17
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C1 Volume, Daily Average



4,562,932 

4,756,477 
4,683,923 

4,365,793 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of C2 Incidents in the 12 months to Jul (A10)

Category-2 incidents increased in July with the monthly total slightly higher than seen in July 2022. The daily average has exceeded 12-thousand since March 2023, 
and July’s total of 12,259 incidents per day was the second highest seen in 12-months.

13. Demand: Category-2 Incidents (A10)

Yellow areas show COVID waves in the UK: source ONS.
<+1% (or +0.5k)
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3. Annualised Data
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Volume of C2 Incidents ('000, A10)

Volume Series Average

July 2023: Rank in Series = 30
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2,000,370 1,994,704 

1,397,022 1,410,327 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of C3 Incidents in the 12 months to Jul (A11)

Category-3 incidents also registered an increase in volume in July, with the most recent month recording 25-thousand more incidents than in July 2022. The 
annualised data also show a slight increase, with one-percent more incidents in the most recent period.

14. Demand: Category-3 Incidents (A11)

Yellow areas show COVID waves in the UK: source ONS.
+24% (or +25k)

difference, Jul '22 to Jul '23

1. Monthly 2. Average Daily Volume 

3. Annualised Data
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Volume of C3 Incidents ('000, A11)

Volume Series Average

July 2023: Rank in Series = 48
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153,324 

96,781 

53,636 53,775 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of C4 Incidents in the 12 months to Jul (A12)

Category-4 incidents remains well below their series average, with the average daily volume dropping for the second consecutive month. The annualised data 
show a less-than one-percent difference between the most recent, and previous periods.

15. Demand: Category-4 Incidents (A12)

Yellow areas show COVID waves in the UK: source ONS.
+24% (or +930)
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1. Monthly 2. Average Daily Volume 

3. Annualised Data
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Category-1 response times improved in July. Both measures reached their third-fastest time in 12-months, and while the mean time remains over a minute slower 
than its national standard, the 90th centile measure was slightly faster than its 15-minute standard for the third time in four months.

7 min national standard 15 min national standard

16. Demand: Category-1 Response Times (Measures A25 and A26)

1. Mean 2. 90th Centile

Yellow areas show COVID waves in the UK: source ONS.
-1 minute and 14 seconds 
difference, Jul '22 to Jul '23

-1 minute and 56 seconds 
difference, Jul '22 to Jul '23
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Category-2 response times also improved in July and both measures are now half the times recorded in July 2022. However, both continue to exceed their national 
standards by some margin – and have now done so for well over two years,

18 min national standard 40 min national standard

17. Demand: Category-2 Response Times (Measures A31 and A32)

Yellow areas show COVID waves in the UK: source ONS.
- 27 minutes and 17 seconds

difference, Jul '22 to Jul '23
- 1 hour and four minutes
difference, Jul '22 to Jul '23
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Mean Category-3 response time dropped below two hours in the latest month, while the 90th centile measure, although also faster, was still double the national 
standard of two-hours. Despite this, both measures were significantly faster than seen in July 2022. 

18. Demand: Category-3 Response Times (Measures A34 and A35)

Yellow areas show COVID waves in the UK: source ONS.
-1 hours and 27 minutes
difference, Jul '22 to Jul '23

- 4 hours
difference, Jul '22 to Jul '23
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Category-4 response times reflect the trends seen above with both measures improving month-on-month, both recording significantly faster times than in July 
2022, but both equally still slower than the series average (mean) and national standard (90th centile).

19. Demand: Category-4 Response Times (Measures A37 and A38)

Yellow areas show COVID waves in the UK: source ONS.
-1 hour and 42 minutes
difference, Jul '22 to Jul '23

-4 hours and 24 minutes
difference, Jul '22 to Jul '23

1. Mean 2. 90th Centile
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Section 3

Incidents by Response Outcome

• Share of Incidents by Response Outcome
• Hear and Treat
• Face to Face
• See and Treat
• Incidents with Transport to ED
• Incidents not with Transport to Destination other than ED



The share of incidents by response type was largely unchanged in July, although the longer-term, annualised data continue to show a slight decrease in share of 
incidents requiring conveyance to Emergency Departments, and a corresponding increase in the share of Hear-and-Treat incidents.

21. Share of Incidents by Response Outcome

1. Monthly 2. Annualised Data

Yellow areas show COVID waves in the UK: source ONS.
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641,134 

804,147 

1,039,856 
952,647 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of H&T Incidents in the 12 months to Jul (A17)

Volume of Hear-and-Treat responses dipped very slightly in July, but remain well above the series average. Annualised data also decreased slightly when compared 
with previous period, but volume remains high when compared with previous years.

22. Hear and Treat (measure A17)

Yellow areas show COVID waves in the UK: source ONS.
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+18%

-8%

88 
84 

61 

 -

 20

 40

 60

 80

 100

 120

Au
g-

20
Se

p-
20

O
ct

-2
0

N
ov

-2
0

De
c-

20
Ja

n-
21

Fe
b-

21
M

ar
-2

1
Ap

r-
21

M
ay

-2
1

Ju
n-

21
Ju

l-2
1

Au
g-

21
Se

p-
21

O
ct

-2
1

N
ov

-2
1

De
c-

21
Ja

n-
22

Fe
b-

22
M

ar
-2

2
Ap

r-
22

M
ay

-2
2

Ju
n-

22
Ju

l-2
2

Au
g-

22
Se

p-
22

O
ct

-2
2

N
ov

-2
2

De
c-

22
Ja

n-
23

Fe
b-

23
M

ar
-2

3
Ap

r-
23

M
ay

-2
3

Ju
n-

23
Ju

l-2
3

Volume of Hear and Treat ('000, A17)

Volume Series Average

July 2023: Rank in Series = 14

2,693 
2,997 2,834 

2,406 2,282 
2,571 2,577 

3,185 

2,433 2,506 
2,766 

2,471 2,618 2,790 2,695 

Hear and Treat, Daily Average



8,027,602 
8,204,138 

7,505,483 

7,116,625 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of F2F Incidents in the 12 months to Jul (A56)

The monthly volume of Face-to-Face responses increased in July 2023, and exceeds the July 2022 volume by 15-thousand incidents. The average daily volume has 
remained fairly steady for three months now, having shown notable growth in the first quarter of the calendar year.

23. Face to Face (measure A56)

Yellow areas show COVID waves in the UK: source ONS.
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2,823,065 

2,955,255 

2,715,582 

2,558,453 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Volume of S&T Incidents in the 12 months to Jul (A55)

While the monthly volume of See-and-Treat responses increased slightly, the average daily total moved in the opposite direction, dipping below seven-thousand 
for the first time since March 2022.  

24. See and Treat (measure A55)

Yellow areas show COVID waves in the UK: source ONS.
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1. Monthly 2. Average Daily Volume 

3. Annualised Data
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4,727,693 4,757,118 

4,370,462 
4,183,719 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Vol of Transport to ED in the 12 months to Jul (A53)

The volume of patients conveyed by ambulances to Emergency Departments was at its highest since November 2021: at 374-thousand, the monthly volume was 
26-thousand cases higher than in July 2022.

Yellow areas show COVID waves in the UK: source ONS.
+8% (or +26k)

difference, Jul '22 to Jul '23

1. Monthly 2. Average Daily Volume 

3. Annualised Data
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25. Transported to Emergency Departments (measure A53)
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476,844 491,765 
419,439 

374,453 

12m to Jul '20 12m to Jul '21 12m to Jul '22 12m to Jul '23

Vol of Transport/ not ED in the 12 months to Jul (A54)

The volume of patients transported to destinations other than an ED continues to remain steady. The average daily volume increased slightly at the start of 2023, 
and has since exceeded one-thousand trips each month.

26. Transported to Destination other than ED (measure A54)

Yellow areas show COVID waves in the UK: source ONS.
+5% (or +1k)

difference, Jul '22 to Jul '23

1. Monthly 2. Average Daily Volume 

3. Annualised Data
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July 2023: Rank in Series = 59
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Section 4

Patient Handover Delays

• Average Handover Times and Delays as Proportion of All Handovers 
• Handover Delays Over 15 Minutes
• Handover Delays Over 30 Minutes
• Handover Delays Over 60 Minutes
• Handover Delays Over 120 Minutes
• Handovers Longer Than Three Hours
• Impact on Patients and Crew
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Mean and 90th Centile Handover Time (hh:mm:ss)
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In July, the mean (and 90th centile) patient handover time was lower than the same month in both 2021 and 2022. Similarly, the proportion of handovers 
exceeding 15, and also 60 minutes was lower than the two previous years, the latter dropping to six-percent – less than half that seen 12-months ago.

28. Average Handover Times and Delays as Proportion of All Handovers (source, NAIG)

1. Mean and 90th Centile Handover Times 2. Handover Delays as a Percentage of All Handovers
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Handover Delays as % of All Handovers
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2021 to 2023 2022 to 2023

-26 seconds -14 minutes

2021 to 2023 2022 to 2023

-2 minutes -37 minutes

2021 to 2023 2022 to 2023
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2021 to 2023 2022 to 2023

-1pp -9pp



Handovers exceeding 15-minutes increased in July, but hours lost to those delays decreased. Around 79-thousand hours were lost across the month, around half 
the volume recorded last July - however, the annualised data (next page) show hours lost in the most recent period are more than double that seen two years ago.

29. Patient Handover Delays over 15 Minutes (source, NAIG)

1. Delays over 15 Minutes 2. Hours lost for Handovers Over 15 Minutes

-4% (or -9k)
difference, Jul '22 to Jul '23

-48% (or -73k)
difference, Jul '22 to Jul '23

Yellow areas show COVID waves in the UK: source ONS.
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Volume of Handovers Over 15 Minutes ('000, source NAIG)

Monthly Volume Series Average

July 2023: Rank in Series = 29
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30. Average Daily and Annualised Data for >15 minute delays (source, NAIG)

1. Volume of Handover Delays over 15 minutes 2. Hours Lost for Handover Delays over 15 minutes

6,909 
6,849 

6,782 
6,716 6,765 6,712 

6,966 6,919 

6,352 

6,513 

6,842 

6,480 
6,552 

6,420 
6,479 

Average per Day

2,274,193 2,273,729 

2,517,557 

2,424,996 

'12m to July '20 '12m to July '21 '12m to July '22 '12m to July '23

Annualised Volume of Delays >15 mins: 12 months to July

+7%

-4%

3,999 
4,600 4,916 

4,452 4,859 
5,436 

4,712 

7,326 

3,951 
3,427 

4,203 

2,694 2,934 2,672 2,562 

Average per Day

564,338 630,266 

1,461,385 1,500,851 

'12m to July '20 '12m to July '21 '12m to July '22 '12m to July '23

Annualised Vol of Hours Lost  >15 mins: 12 months to July

+138%

+3%



Handover delays of 30-minutes or longer decreased to its second lowest volume in two years, the lowest being April this year. Hours lost to those delays dropped 
to their lowest level since June 2021. 

31. Patient Handover Delays over 30 Minutes (source, NAIG)

1. Delays over 30 Minutes 2. Hours lost for Handovers Over 30 Minutes

-30% (or -31k)
difference, Jul '22 to Jul '23

-59% (or -66k)
difference, Jul '22 to Jul '23

Yellow areas show COVID waves in the UK: source ONS.
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Monthly Volume Series Average
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Hour-plus handover delays reached their lowest level since June 2021, as did the associated hours lost. The direction of this trend is clearly positive, although the 
annualised data show hours lost in the 12-months to July 2023 were more than six times greater than recorded two years previously.

32. Patient Handover Delays over 60 Minutes (source, NAIG)

1. Delays over 60 Minutes 2. Hours lost for Handovers Over 60 Minutes

-51% (or -23k)
difference, Jul '22 to Jul '23

-67% (or -51k)
difference, Jul '22 to Jul '23

Yellow areas show COVID waves in the UK: source ONS.
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Monthly Volume Series Average
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33. Average Daily and Annualised Data for >60 minute delays (source, NAIG)

1. Volume of Handover Delays over 60 minutes 2. Hours Lost for Handover Delays over 60 minutes
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As seen with the hour-plus delays, handovers of two-hours or longer also dropped to the lowest levels seen in two years, while hours lost were at their third 
lowest. Again, this is positive, although the annualised data show hours lost is more than twelve-times greater than seen two years previously.

34. Patient Handover Delays over 120 Minutes (source, NAIG)

1. Delays over 120 Minutes 2. Hours lost for Handovers Over 120 Minutes

-63% (or -14k)
difference, Jul '22 to Jul '23

-75% (or -32k)
difference, Jul '22 to Jul '23

Yellow areas show COVID waves in the UK: source ONS.
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Volume of Handovers Over 120 Minutes ('000, source NAIG)

Monthly Volume Series Average

July 2023: Rank in Series = 25
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35. Average Daily and Annualised Data for >120 minute delays (source, NAIG)

1. Volume of Handover Delays over 120 minutes 2. Hours Lost for Handover Delays over 120 minutes
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The very longest delays also reached the lowest numbers seen in several years. Delays of ten-hours or more peaked at 1,814 in December 2022, but in July 2023 
had decreased to 46 incidents.

36. Patient Handovers Longer than Three Hours (source, NAIG)

1. Longer Handover Delays: All Over Three Hours 2. Longer Handover Delays: All Over Ten Hours
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Around 20k patients experienced potential harm as a result of long handover delays in July 2023. Looking at the total hours lost to handover delays, the sector lost 
the equivalent of 64k job cycles. This equates to 10% of potential ambulance capacity across the month – compared with three-percent in July 2020. 

37. Impact on Patients and Crew (source, NAIG, AQI Data and AACE)

Yellow areas denote COVID waves in the UK: source ONS.

1. Estimated number of patients experiencing potential harm 2. Estimated impact of lost hours on capacity

*Estimates based on clinical review of patients waiting >60 minutes in 2021
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https://www.england.nhs.uk/statistics/statistical-work-areas/ambulance-quality-indicators/
https://aace.org.uk/wp-content/uploads/2021/11/AACE-Delayed-hospital-handovers-Impact-assessment-of-patient-harm-FINAL-Nov-2021.pdf
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