Call Priorities

[If your PSAP prioritizes calls for service, having a policy to guide call takers on proper prioritization is important.  The details will need to be adjusted to meet the needs of your CAD system and responding agencies’ policies.]

The time lapse from when a caller has contacted {PSAP} to when the call actually occurred is a large factor in determining officer response.
IN-PROGRESS (I/P): the call is occurring as the RP is reporting it.
JUST OCCURRED (J/O): the call occurred within 5 to 15 minutes of the RP’s call to {PSAP}.
COLD: the incident occurred over 20 minutes ago.
There is a bit of gray area between 15 and 20 minutes: depending on the nature of the call, a robbery that occurred 18 minutes ago may be classified as a J/O, while a gas run that occurred 18 minutes ago would be considered cold.

All calls have a preset priority level. Base on the time lapse, it may be necessary to increase or lower the priority of a call. The highest priority is a 1; the lowest priority is a 9. Call types have specific guidelines as to what changes should and should not be made to the priority of a call based on the time lapse and other circumstances involved. Refer to the calls types for further information in this area.

