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Ref: FOI/2790 
 
 
02 September 2019 
 
 
xxxxxxxxxxxxxxxxxxxxxxx@xxxxxxxxxxxxxx.xxx 

 

Dear Mr Holden 
 
REQUEST UNDER THE FREEDOM OF INFORMATION ACT 2000 
 
Further to your enquiry, which we received on 12 August 2019, you requested the following 
information which we have provided our response in green below each question asked: 
 
1.  Any policies and guidance regarding the operation of a frequent caller service. 

We publish all our policies on our website which can be located using the following link; 
 
https://wmas.nhs.uk/about-wmas/organisation/freedom-of-information/foi-publication-
scheme/our-policies-procedures-and-strategies/  
 
You will find our High Intensity Service User Policy in the ‘Corporate Services – 
Policies’ folders. 
  

2.  The standards and requirements for placing a person or address onto the 

frequent caller list, and for removing a person or address from a frequent caller 
list. 
Please refer to the above-mentioned policy.  
 

3.  The total number of persons or addresses on a frequent caller list for the years 

2018, 2017 and 2016. 
the lists are held by each of our Clinical Commissioning Groups (CCGs) in the areas 
we cover, and they fluctuate on a monthly basis as the metric is monthly based. 
 

4.  The number of calls made from those persons or addresses prior to and after 

being placed on a frequent caller list. 
As per our response to question 3.  
 

5.  The number of times an emergency resource was dispatched to a person or 

address prior to and after it was placed on a frequent caller list. 
As per our response to question 3.  

 
For questions 3, 4, and 5 I am happy to receive the information as calendar, financial 
or other year, depending on how the information is recorded by yourselves. 
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If you are dissatisfied with our response you have the right to appeal in line with guidance 
from the Information Commissioner: 
 
In the first instance you may write to the Chief Executive Officer of this Trust 
 

•  Mr A C Marsh 

Regional Headquarters 
Millennium Point 
Waterfront Way 
Brierley Hill 
West Midlands 
DY5 1LX 
Tel: 01384 215555 

 
The Chief Executive Officer will then appoint a nominated deputy to oversee and respond 
to the appeal with their approval.  
 
 
 
Should you disagree with the contents of this letter you have the right to appeal to the 
Information Commissioner at: 
 

•  Information Commissioner’s Office, 

Wycliffe House,  
Water Lane, 
Wilmslow, 
Cheshire. 
SK9 5AF 
Tel:  0303 123 1113 
www.ico.org.uk  
 

If you require further clarification, please do not hesitate to contact us. 
 
 
Yours sincerely 
 
 
 
Lynsey Kumari 
Freedom of Information Officer 




    

  

  
