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Audit Title Summary of Opinion/Findings 
Date by which all 

recommendations due 
to be implemented: 

Telephony 
(DCP) 

Risks Reviewed Assessment 

The Force operates 999/101 call handing on platforms and 
systems that are out of support. This may result in a wider 
loss of disruption between back office and 999/101 
telephony which will impact future operational activity. 

High 

 
 
 
 
 
 
 

Key Findings 

 Contractual discussions with the Cortex supplier were expected to conclude by 28th May 2021 but there have since been 
further delays caused by the supplier. Whilst these are expected to be resolved by 11th June, no formal assurance could 
be obtained from this supplier that they would provide the technology and services required to support Phases 1 and 2 of 
the Contact Centre Upgrade Programme. As a result, the Project Board has been unable to formally sign off the solution 
nor assess the adequacy of the existing budget. 

 The overarching project plan for all Phases 1 and 2 activities had not been completed, not formally agreed by all parties 
involved nor signed off by the Project Board. The technologies involved are very complex, and the lack of a project plan 
had stemmed in part from the difficulty in identifying all critical dependencies. However, the Critical Dependencies Matrix 
has now been completed. 

The unexpected delays caused by the need to re-evaluate the Force’s preferred Cortex solution in light of the information 
received from the supplier caused uncertainty and wasted valuable time. However, without a plan we are unable to offer 
assurance that Phases 1 and 2 of this Programme will complete before 31 st December 2021 when ‘best endeavours’ 
support will cease. 

 There are operational pressures arising from the summer change freeze, Operation Trelawny as well as the need to deliver 
on several other critical projects (e.g. Windows 10), that are competing for resource. However, the Contingency Plan is 
incomplete. The Contact Centre does have a business continuity plan as well as a ‘Buddy’ force (who would support this 
function) should the project not complete by 31st December 2021. 

 

Summary 
The Telephony System enables a Police Force to offer immediate public assistance in the event of an emergency. The Force has little 
over six months to upgrade its Telephony System and whilst we appreciate that progress has been hindered by events outside of its 
control, we have outlined above immediate steps that should be taken to support delivery.  
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