Appendix 1 — Category Response Times

Calls to 999 are categorised in to four basic categories. These categories are
assigned following a system called NHS Pathways, which our call assessors use to
clinically determine the needs of the patients. The categories are:

C1: Category one is for calls about people with life-threatening injuries and
illnesses. We aim to respond to these in an average time of 7 minutes and at least 9
out of 10 times within 15 minutes

C2: Category two is for emergency calls. We aim to respond to these in an average
time of 18 minutes and at least 9 out of 10 times within 40 minutes

C3: Category three is for urgent calls. In some instances, you may be treated by
ambulance staff in your own home. We aim to respond to these within 120 minutes at
least 9 out of 10 times.

C4: Category four is for less urgent calls. In some instances, you may be given
advice over the telephone or referred to another service such as a GP or pharmacist.
We aim to respond to these at least 9 out of 10 times within 180 minutes.



