Staffordshire Police trials AI call agents to tackle growing non-emergency demand
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Staffordshire Police is set to trial AI-powered call-handling agents to reduce waiting times for its non-emergency 101 service, becoming the third police force in the UK to participate in such a scheme. The artificial agents will manage straightforward queries, such as requests for information, without needing human intervention. This approach is designed to free up human call handlers and shorten answer times, addressing a longstanding issue of lengthy waits on the 101 line. Over the past year, Staffordshire Police has reported improvements in both answering times and call abandonment rates, but the introduction of AI aims to enhance service efficiency further.
In recent years, the force has implemented several measures to manage increasing demand on its control room services. Since June 2022, a triage function staffed by experienced officers has been in operation, assessing around 60% of incoming 101 calls daily and resolving over half of these at the initial point of contact. This system helps prioritise calls and directs them appropriately to reduce waiting times. Staffordshire Police plans to extend the operating hours of the triage function to further relieve pressure on 999 emergency call handlers. However, the force continues to face challenges due to having a relatively low number of call handlers compared to similar-sized police forces.
Alongside AI and triage developments, Staffordshire Police has also introduced additional channels for contacting the force. Since February 2023, a 24/7 LiveChat function allows the public to communicate directly with Force Control Room Operators via online messaging. This service is aimed at improving accessibility, particularly for those with hearing or physical impairments, and reducing reliance on social media for official police communication. The force also provides an online reporting system for non-emergency matters, textphone services, and encourages the use of CrimeStoppers for anonymous crime reporting.
The urgency to improve contact systems comes amid broader efforts to enhance response times and service quality. Data published by Staffordshire Police shows that between April 2024 and March 2025, the force received over 338,000 calls on the 101 non-emergency line, with an average wait time of 54 seconds. Approximately 5% of calls waited longer than 15 minutes, mainly during peak demand periods on the 999 emergency line. To assist victims of crime more effectively, the force has introduced a digital Victims Portal as part of its service improvements.
Staffordshire’s adoption of AI for call handling aligns with wider policing trends using technology to better serve the public. For example, West Midlands Police employs AI to identify vulnerable callers to the non-emergency number, such as victims of domestic abuse or those at risk of self-harm, ensuring they receive prompt and appropriate support. This demonstrates increasing confidence in AI's ability to enhance police responsiveness while freeing human resources for complex and urgent cases.
The force continues to balance the need for technological innovation with public safety and accessibility concerns. Staffordshire Police also actively warns the public about ongoing scams, such as fraudsters impersonating officers trying to extract money or personal information. Clear advice includes verifying caller identity by asking for official collar and incident numbers and contacting the force independently via 101.
In sum, Staffordshire Police’s AI trial represents a significant step towards modernising police communication channels amid rising demand. It complements existing initiatives like call triage and LiveChat services, aiming to optimise resources and improve public experience when contacting the police for non-emergencies.
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