Call management

Calls for service are dispatched based on a priority system that designates calls as emergency, urgent and non-urgent.

Emergency Calls

These calls are typically codes as a priority 1 or 2 and denoted in red in the CAD pending queue. These calls would include all in-progress crimes against persons, property and most fire and medical calls. Upon receipt, emergency calls shall be immediately dispatched to the most appropriate unit. The district car would be the first order assigned. If one is not available, the next in line would be an available general car or neighboring district car. If no one is available to respond, notify a patrol supervisor and document this action in CAD.
Urgent Calls

These calls are typically coded as a priority 3 – 5 and denoted in yellow in the CAD pending queue. These calls would include in-progress crimes not otherwise classified as emergency and/or just occurred crimes against persons or any other special situations as determined by the department. All calls in this category shall be dispatched or a patrol supervisor notified within ten minutes of receipt. Follow the same order of dispatching as described under Emergency Calls above. If for some reason, the dispatcher believes a call should be aired immediately, then it shall be aired accordingly.

Non-Urgent Calls

These calls are typically coded as priority 6 – 9 and are denoted in white in the CAD pending queue. These calls would include calls more than 30-minutes old with no suspect information available. Some examples of these types of calls are:
1. Phone messages;
2. Parking complaints; and,
3. Follow-ups.
All calls in this category should be dispatched or a patrol supervisor notified within 30 minutes of receipt. As the appropriate district car becomes available, the call shall be dispatched providing that a call of a higher priority is not received. All pending non-urgent calls shall be aired to the patrol supervisor on the ½ hour.
For non-urgent calls it is typically not necessary to air all of the call’s details; only the district and nature of the call is required. The district car being dispatched is able to obtain all of the necessary information via their MDC. If needed, a patrol supervisor may request further details of such calls.

Anytime that a call is pending for more than 30-minutes, the caller will be notified of the delay; likewise, this notification shall be document in the CAD call.
Standards for Handling Incoming Calls

1. {PSAP} currently has incoming lines labeled “9-1-1”. Top priority is given to these lines.  Our goal is to answer every 9-1-1 call is two rings or less.

2. All 9-1-1 lines shall be answered, “9-1-1, Where is your emergency?” Without out this information, we are unable to do our job. When numerous 9-1-1 lines are ringing simultaneously, it is acceptable to answer, “9-1-1, do you have an emergency?” If the caller confirms it is a non-emergency situation, ask them if they can hold until the emergency calls have been handled. Upon returning to the line, thank them for their patience and begin the call. 
3. All addresses should be confirmed by the caller. It is preferable to ask the caller to state their address and use the information to confirm the ANI/ALI display. In some emergency situations, if a caller is prompted by the call taker, “Is your address…” they will often agree due to the amount of stress they are under by the current situation. The exceptions are in the cases of a caller who is unable to speak or one who hangs up before confirmation can be obtained. If the RP is unable to provide a complete address, the call taker should obtain as much information as possible in an effort to verify the ALI information. Cross streets, apartment complex names, apartment numbers and landmarks may be used as clues to help verify the caller’s location. If the location displayed on ANI/ALI is incorrect, fill out an ANI/ALI inquiry form and leave it in the MSAG coordinators box for correction;
4. {PSAP} also has 10-digit lines or non-emergency lines. Citizens find these in the blue section of the phone book. The primary number is {non-emergency number}. Although it is listed as a non-emergency line, many times emergency calls will come in on these lines.
5. All 10-digit lines shall be answered, “[Name of your PSAP].”  Giving your name when you answer the phone is optional; however, if you are asked by the caller to provide this information, you are expected to provide your name.
6. Ring down lines: There are a group of lines that are one button direct to that department or agency.  There are ring down lines [list the agencies and entities you have ring down lines with].

7. Alarm lines: These lines are used for alarm calls or rollover from the 10-digit lines and/or 9-1-1 lines if all others are busy.

