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MECs:  

 

11. Mr R S Stevenson to ask the MEC responsible for Community Safety:  

 
(1) Why are problems being experienced with regard to the answering of the 

10111 centre in the Nelson Mandela Bay; 

 

RESPONSE: 

 

• Load shedding is currently a challenge as our telephone system 

takes up to 45 minutes after load shedding to be up and running 

again.   

• Absenteeism in the form of members booking off sick is also a 

huge contribution and it is being addressed on a regular basis.  

• Due to absenteeism, the centre, who have 24 incoming 10111 

lines, are at times having only 2 to 3 call takers logged on for calls.  

• When all calls takers are busy on 10111 calls, all other incoming 

calls from the community goes into a queuing system causing the 

community to have to hold on until a call taker are finished with 

his/her call and that is why the community at times complains that 



they do not get through to the 10111 lines. Some of the calls 

received is at times not police related however these are calls that 

keeps a call taker busy for up to 30 minutes e.g if a call comes in 

where the complainant has been kept on the line to obtain more 

information.  

• Insufficient manpower is also a challenge as if when all members 

are back on shifts and there is no absenteeism we only have 6 

members to answer 10111 calls. One of the dispatchers need to 

go on lunch breaks, then another call taker must stand in as a 

floater.  

 

 

 

 

(2) why are complainants reportedly  not being issued with a complaint 

reference number (IR); 

 

RESPONSE: 

Since 2022-09-16 load shedding caused the centre’s UPS room to not 

work anymore, causing the GEMC3 (Global Emergency Command and 

Control Centre System) not to work and the therefore all calls received 

had to be dealt with on the 297 forms (hand written). The UPS room have 

to procure and according to Radio Technical the cost is R4 million.   

 

(3) why is it allegedly taking so long for vehicles to be dispatched; 

 

RESPONSE: 

If stations have only two vehicles on the air for complaints and both are 

off at scenes such as shooting incident and /or a murder scene, the centre 

cannot dispatch any complaints until such time that the vehicles are done 

at the scenes. Some stations have only one vehicle to attend to 

complaints and shortage of vehicles other stations causes a delay in 

transmission.  

 

(4) whether there are sufficient staff employed at the 10111 centre; if so, can 

he kindly provide the relevant details in this regard; 

 

RESPONSE: 

The centre have a total of 71 members employed on shifts and they are 

as follows:-  

A Shift   =  18 

B Shift    =  17 



C  Shift   =   18 

D Shift =  19  

A shift of 18 members are utilized as follows  

Relief Commander    = 1 

Supervisor                   = 1 

Assistance Supervisor = 1 

Dispatchers                   = 5 

It is therefore leaves you with 10 members of which 2 members are on 

vacation leave at any given time and 2 on sick leave causing only 6 

members  for call given  

 

(5) what steps is the South African Police Service (SAPS) taking with a view to 

correct the situation highlighted above? 

 

RESPONSE: 

 

To curb all these aspects the call Centre need more manpower especially 

for the 10111 lines  

 

 

 

 

 


