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1.0 PURPOSE

The purpose of this policy is to provide guidelines for effective and efficient telecommunications
operations. Department personnel should familiarize themselves with the DPS
Telecommunications Manual as it provides greater detail concerning department
telecommunication operations.

2.0 POLICY

It is the policy of the Department of Public Safety to provide 24-hour communication between
the agency and on-duty personnel, persons requesting police services and other agencies.

3.0 APPLICABILITY

This policy applies to all Department of Public Safety personnel.

4.0 REFERENCES
A. Chapter 29 Article 7C, NMSA 1978 — Public Safety Telecommunicator Training
B. CALEA Chapter 81 - Communications

5.0 DEFINITIONS
A. CAD - Computer Aided Dispatch.

DPS — Department of Public Safety.

w

C. FCC — Federal Communications Commission.
6.0 PROCEDURE
A. Telecommunications Operations

1. All DPS telecommunications operations will be conducted under approved FCC
regulations.

2. Portable and mobile two-way radios will be utilized by DPS personnel.

3. DPS Telecommunications Centers provide emergency dispatch services to include:
a. Two-way radio communication on a 24-hour, seven days-a-week basis.
b. Telephone communication on a 24-hour, seven days-a-week basis.
c. Teletype and automated data communication.

4. Department telecommunications personnel will conduct operations within the
guidelines outlined in the DPS Telecommunications Manual, with the understanding
that situations are unique and may require a response not found in the manual.
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TELECOMMUNICATIONS

5. All field personnel will maintain contact with their respective telecommunications
center via radio and telephone when/if necessary. Field personnel are required to
contact the telecommunications center and advise of any changes in their status
(e.g. traffic stop, lunch break, at office, etc.).

6.

Clarification
added.

All field personnel will be identified by a call sign when communicating via radio.

This call sign will be utilized by both the officer/agent and telecommunicator. The
call sign will also be used to track the officer/agent’s activity on the CAD system. The
following general rules apply to call signs utilized by the different divisions of DPS.

a.

State Police Uniform Bureau commanders Lieutenant and above as well as the
Chief’s Staff will be assigned call signs numbered 1 to 99.

State Police Uniform Bureau call signs will be the number of their unit, which will
be 100 and above.

State Police Investigations Bureau call signs will consist of the prefix “Zebra” and
then their number assigned by the Bureau.

State Police Standards Bureau call signs will consist of the prefix “lda” and then
their number assigned by the Bureau.

State Police Tactical Team call signs will consist of the prefix “Tac” and then their
number assigned by the Tactical Team.

State Police Governor’s Security call signs will consist of the prefix “George” and
then the number assigned by Governor’s Security.

Motor Transportation Division call signs will consist of the prefix “Mary” and then
their number assigned by the Division.

. Special Investigations Division call signs will consist of the prefix “Sam” and then

their number assigned by the Division.

Additional call signs may be utilized as necessary.

a.

. Telecommunications personnel answering calls for service shall:

Make an initial inquiry as to whether or not the caller is requesting emergency or
non-emergency service.

Judge the characteristics of the call and make a decision as to its priority |,
including the number of units to assign, based on the information being given by
the reporting party.

1. This determination depends on the type of call. In the instance of a domestic
violence call, calls involving multiple parties, possible weapons, major incident
or accident calls, the communications personnel will notify a uniform
supervisor on duty or on call. Per direction from that supervisor, more officers
will be assigned.

2. Officers assigned to calls are also authorized to request additional units to
assist. With this request, additional units will be assigned as needed.

Determine the need to dispatch law enforcement or other resources.

Promptly direct law enforcement services and/or make referrals to other
agencies.

Log all calls for service appropriately in the CAD system.
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TELECOMMUNICATIONS

Clarification
added.

f. In the event of any major call, including domestic violence cases, major crimes,
accidents, or any critical incident, communications personnel will notify the
appropriate supervisor on duty to respond and assist or take command.

g. Telecommunications personnel will contact an available or on call supervisor
when an officer requests such assistance.

h. Inform the caller of the type of agency response, including providing law
enforcement services, or referrals to other agencies.

8. Telecommunications personnel shall continually maintain contact with field officers

10.

11.

and keep an updated status of each using the CAD system, including when
personnel are out of service. This method will ensure officer safety as well as
maintain an up-to-date listing of officers and supervisors available to respond to calls
for service or assist other officers. This may also be accomplished through the use
of the officers or the dispatch radio.

a. CAD system protocols shall be adhered to for any information input into the
system. Refer to the DPS Telecommunications Manual for further explanation.

b. Telecommunications personnel shall obtain and record relevant information from
each request for services or self-initiated activity to include, but not be limited to:

1. Control number.

Date and time of request.

Name and address of complainant, if possible.

Type of incident.

Location of incident.

Identification of officers assigned as primary and backup.
Time of dispatch.

Time of officer arrival.

© © N o g M DN

Time of officer return to service.
10. Disposition or status of incident.

Refer to Attachment A: DPS Telecommunications Manual for details on emergency
responses in situations where a field officer requires assistance due to a duress
activation. Information is also offered for non-duress related emergency
responses.

The DPS Telecommunications Centers have access to local, state, and federal
criminal  justice systems by means of National Law Enforcement
Telecommunications Systems (NLETS), National Crime Information Center (NCIC),
and the Computer Aided Dispatch System (CAD) and are often requested to perform
computer inquiries by field employees. Telecommunications personnel shall
complete those requests and provide the results according to established rules and
procedures regarding these information systems.

Additional communication services, external to the department, may be required on
a regular or occasional basis. These services include, but are not limited to:

a. Requests for fire and ambulance services.
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TELECOMMUNICATIONS

b. Requests for aircraft, environmental, and disaster assistance services when a
request is initiated by a department supervisor. Telecommunications personnel
will refer to the DPS Telecommunications Manual for procedures for fulfilling
these types of requests. The on call number for the State Office of Emergency
Management.

c. Requests for information, e.g., road conditions, public information, and
victim/witness assistance, etc.

1. Telecommunications personnel should be able to respond to initial and
subsequent victim/witness requests for information and/or services.
Depending on the situation this may involve simply providing individuals with
information or if necessary contacting services or obtaining information for
them. The information and/or services provided may include, but not be
limited to:

a. District Attorney’s Victim Assistance Program.
Children, Youth, and Families Division

Local Domestic Violence programs.

Local Domestic Violence shelters.

Local traveler assistance programs.

-~ ® 2 0 T

Local Magistrate and District Court information.

Central Records to obtain copies of reports.

Q@

h. Refer the victim/witness to an officer/agent if necessary.

2. Have the ability to direct victims/witnesses to other agencies that can provide
additional services.

d. Emergency messages shall be accepted and delivered according to the following
criteria:

1. The agency will assist with emergency messages (deaths, serious injuries,
accident notifications, etc.) from official sources or other agencies. No
message will be delivered that can not be verified via telephone or teletype
with an outside agency.

2. Requests for emergency messages shall be routed from the
telecommunications center to the appropriate location for disposition. The
patrol supervisor should be notified, if available, of any emergency messages
that need to be delivered by an officer/agent. The patrol supervisor will then
assign an officer/agent to deliver the emergency message. If no patrol
supervisor is available then telecommunications personnel may assign an on
duty officer to handle the notification as soon as they are available.

12. Telecommunications personnel receiving misdirected emergency calls shall take the
call, provide the correct phone number (if requested) and immediately redirect the
call to the appropriate agency. Telecommunications personnel shall ensure the call
is received by the other agency.

13. Only those telecommunications personnel certified to provide emergency first-aid
instructions over the phone are authorized to do so.
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TELECOMMUNICATIONS

14. In order to facilitate communications operations, telecommunications personnel shall
have the following materials immediately available to them in the
Telecommunications Center:

a. Duty rosters of shift personnel.

b. Roster of department supervisors and contact numbers.
c. Home phone numbers for all department personnel.
d

. Written procedures for contacting/requesting emergency and non-emergency
contact information for additional resources, such as fire, ambulance, and
wrecker service.

e. Maps detailing the agency’s service area.
f. Tactical dispatching plans.
g. Any other resource materials necessary to perform the communications function.

15. CAD operations shall be conducted according to the guidelines provided in the DPS
Communications Manual.

a. CAD System “Crashes™ In the event the CAD system crashes, the
telecommunicator will document all radio transmissions utilizing a written log
(attached to this policy and the manual). The documentation shall include all
pertinent information; e.g. time notified, unit assigned, arrival times, completion
time, changes in duty status, etc.

B. Telecommunications Personnel

1. Telecommunications personnel are often the first line of contact between the
department and the general public; therefore, telecommunications personnel are
expected to conduct business in a professional and courteous manner at all times.

2. Call-taking and telecommunicating shall be in accordance with the requirements
described in the DPS Telecommunications Manual and department policy and
procedures.

3. All telecommunications personnel shall be trained and certified by the New Mexico
Law Enforcement Academy (NMLEA).

4. Telecommunications personnel are required to maintain their certification by meeting
all of the NMLEA certification requirements.

C. Communications Security

1. The safety of telecommunications personnel and equipment is of paramount
importance; therefore, unauthorized access to telecommunication center shall be
strictly prohibited.

a. Physical barriers are the preferred method of restricting access; however, access
can be denied by any means available in order to maintain a safe and
professional environment.

b. At a minimum, access to Telecommunications Centers must be denied by the

use of signage restricting access to “AUTHORIZED PERSONNEL ONLY” in
bold lettering, conspicuously posted.
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D. Equipment and Preparedness

1. Every telecommunications center operation shall be supported by an alternate
power source in the event power is lost to the facility. This requirement is to ensure
uninterrupted operation of essential communication equipment until the power can
be restored.

2. The alternate power source (generator) shall be maintained in top working condition.

3. The generator shall have monthly documented tests conducted by district personnel.
In the event the test is automated, a maintenance log shall reflect these tests, as
well as any conducted by district personnel.

4. Inthe event of a loss of power, or loss of ability to provide radio communications, the
nearest district with communication abilities will assume the role of dispatching for
the affected district. At the discretion of the Chief, this assignment may be changed
to a district with less radio traffic, or more personnel to handle incoming calls.

5. In the event of a lack of manpower, the Chief may choose to assign communications
personnel from other districts to assist in communications duties.

E. Recordings of Telephone and Radio Transmissions Procedures

1. Recordings of radio and telephone transmissions are to be retained for a minimum
of thirty (30) days.

2. District commanders, or their designees, shall implement security measures for
maintaining recordings of telephone and radio transmissions. These measures
should include, but not be limited to:

a. Password protection on recording machine.

b. Archived recordings shall be maintained in a secure location, such as a locked
filing cabinet in a locked room. District commanders, or their designees, are
responsible for identifying those personnel authorized to access the recordings.

c. District commanders, or their designees, shall implement guidelines for reviewing
recordings. These criteria and procedures shall include, but not be limited to:

1. Permission must be obtained from the district commander, or designee, to
access recordings.

2. This request must be made through the appropriate chain of command.

3. The district commander or designee will authorize a review of the recording
and may request the communications supervisor to make a recording of the
initial recording; which can then be reviewed by the requesting individual.

4. The district commander or his designee will designate under what conditions
the recording will be disseminated, i.e., if the communications supervisor will
transfer the recording back through the chain of command to the person
requesting.

F. Warrants

The entry, maintenance, validation, and removal of all warrants will be accomplished in
accordance with the Federal NCIC Wanted Person File Guidelines.
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TELECOMMUNICATIONS

1. All felony, misdemeanor and petty misdemeanor warrants will be entered into NCIC
by an entering agency. These entries will be made in accordance with NCIC 2000
criteria governing the entry of warrants.

2. Original copies of warrants will be stored only at district office with twenty four (24)
hour coverage by communications personnel. Warrants from sub districts without
this coverage will be housed at the respective district office. After warrants are
entered into the system, the original copy will be placed in the filing system. These
warrants will be stored so that they are accessible to communications personnel for
file maintenance, addition, validation, and removal as needed.

3. Upon receiving information from another agency or jurisdiction, the
telecommunications staff will respond according to the following criteria:

a. When telecommunications personnel receive a request for information, such as a
hit confirmation, they will make every effort to check the filing system, verify
whether or not the warrant is valid, and respond to the request as quickly as
possible; and prior to a second or third request from the requesting agency. In
cases where a second or third request is received, the telecommunications
supervisor will review and document the incident and take corrective action as
appropriate.

b. After verifying the status of a warrant and sending a reply, telecommunications
personnel will follow up on the status of a locate message from a locating
agency, so warrants can be removed from the system quickly.

4. When telecommunications personnel receive a “hit” on a warrant, they will notify the
appropriate officer of the hit, and confirmation when it is received.
Telecommunications personnel will keep track of confirmation requests and send
second and third requests as needed. Telecommunications personnel will also be
responsible for sending a “locate” or status change message to the entity which
confirmed the warrant.

5. Monthly validation requests from the FBI will be carried out and reported in
accordance with NCIC guidelines covering scope and time frames.

6. Upon receiving cancellation notices from the appropriate court or jurisdiction, or after
service, telecommunications personnel will remove, warrants from NCIC and the file
from the manual filing system, as quickly as possible.

7.0 ATTACHMENTS
A. DPS Telecommunications Manual
B. NMSP Radio Log

8.0 APPROVAL

APPROVED BY: s/Gorden E. Eden Jr. DATE: March 1, 2011
DPS Cabinet Secretary
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1.
PURPOSE AND SCOPE: The purpose of this directive is to supply you with information necessary to function efficiently as a Department of Public Safety Telecommunicator.  Your effectiveness as a telecommunicator will depend on your own initiative and sense of responsibility, and on the tools and equipment provided to you by the Department of Public Safety. 

This manual outlines policy and standard procedures to be followed in a variety of situations.  It is obviously impossible to develop procedures for every situation that might arise.  Therefore, in situations not covered by specific instructions, decisions made and actions taken must be governed by common sense and judgement on the part of the telecommunications personnel.


The telecommunications center is the central hub for Department of Public Safety and operates on a 24-hour, seven-days-a-week basis. Telecommunications personnel are responsible for the coordination of police services, fire services and Emergency Medical services. The telecommunications center provides radio, telephone, teletype, and related electronic services, along with assisting walk in complainants, and other task assigned.


A. Mission Statement: the Telecommunications center goal is to render courteous, efficient service at all times to the citizens of New Mexico, as well as each and every individual whom the Center may come in contact with.


2.
CHANGES AND REVISIONS: It is important that the contents of this publication be up to date at all times.


A. Any individual desiring changes which affect the telecommunications center or which modify, supplement, or require action not covered by this manual shall forward a request to the chief of the state police chief. After review, the chief shall forward recommendations to the Research and Development Section.


B. Approved changes will be forwarded to all members of the telecommunications centers for inclusion in their manual.


3.
CHARACTERISTICS OF A GOOD TELECOMMUNICATOR: 


A.
Desire to be helpful.  This includes not only persons who are a pleasure to help, but also individuals that may be unreasonable, demanding, rude, unpleasant and uncooperative. 



B.
Ability to think clearly and act promptly in emergencies and under pressure.  A 
telecomunicator must maintain cool-headedness at all times.



C.
Ability to speak clearly and distinctly at all times. 


D.
An inquiring mind, desire to learn and desire to do a good job.


E.
Recognition of the importance of the job.  The telecommunicator is the Department’s representative most often contacted by the public and often the only link between the citizen and the patrol officer.


F.
The telecommunications center is essentially a business office and must be operated in a business like manner.  In our business, as in any other business that deals with the public, all employees are expected to be courteous. 

G. 
Task Assignments (as per specific district PAQ’s)

All employees:

1. 
Monitor and answer selected and unselected channels on the Centracom II   radio. 

2. 
Answer 911 calls by the second ring.


3. 
Answer administrative telephone lines by the third ring.


4. 
Take telephone messages or transfer the caller to the appropriate office or to voicemail.


5. 
Update CAD database as new information is received.


6. 
Process warrants when assigned by the Terminal Agency Controller (TAC).

7. 
Ensure that CAD database entries are correct, accurate, and complete.


8.
Report all communications equipment failures/problems to the Telecommunications Supervisor.


9. 
Modify, clear, cancel all NCIC entries immediately upon receipt and document these actions in the appropriate folder. 

10. 
File all incoming and outgoing teletypes that pertain to our office and make copies and distribute as necessary.


11. 
Notify appropriate supervisors as required.


12.
Send outgoing teletypes, as needed, utilizing the correct forms and giving the appropriate officer’s their copies.


13. 
Identify your transmitter on the half hour with the complete call sign.


14. 
Up-date weather daily by 0800 or as conditions require.


15. 
Maintain all callout list and schedules in the callout binder and on your computer. Always print a hard copy.


16. 
Maintain NCIC/NMCIC files and records as required by NCIC/NMLETS policy.


17. 
Maintain and update computerized telephone lists as new information is received.

18. 
Monitor and ensure that NCIC/NMCIC files remain in alphabetical order. 


19. 
Document wrecker service calls in the appropriate file or folder.


20. 
Maintain and review maps of our area.


21. 
All telecommunicators should be National Incident Management System (NIMS) certified. 

4.
CHAIN OF COMMAND: The telecommunications supervisor shall supervise the telecommunications personnel.  It shall be the responsibility of the telecommunications supervisor to make certain the entire operation of the Telecommunications center is in compliance with all policies and procedures. The overall supervision of the Telecommunications center shall be the responsibility of the Assistant District Commander (Lieutenant).  During times when the telecommunications Supervisor or Assistant District Commander or District Commander is not available, the highest-ranking Uniform supervisor shall be responsible.


5.
GENERAL: The Telecommunications center is established as a functional component of the district for the purpose of providing radio communications and complaint reception services for the Department of Public Safety. Telecommunications interface with local, state and national agencies is provided through radio networks, telephone/teletype links, and computer-based information systems.  Information concerning registration, impoundment, and motor vehicle theft and recovery is received and disseminated by the Telecommunications center.


A.
Dispatch Section:

1. Receives and evaluates requests for police services.


2. Relays information to police telecommunicator regarding citizens’ requests for service and assistance needed by field units.


3. Receives inquiries from the public and provides general information or referrals.


4. Disseminates messages over the computer-based information network as requested.


5. Transmits message recovery information to the proper departmental entity or originating agency.


6. Deploys field and support units to the scene of routine and emergency incidents.


7. Relays requests and information from field units to the complaint section or appropriate agency for processing.


8. Receives and accurately transmits any orders, instructions or information from field supervisors to designated units.


9. Utilizes computer information systems to provide clearance checks on subjects, vehicles and other property to field units.


10. Operates on Department of Public Safety radio frequency; utilizing the district channel and any other State Police radio channels as may be necessary.

11. Monitors all Department of Public Safety Department District radio frequencies. Can operate on Channel 4, Inter-District, Inter-City, Law Enforcement Network (LEN) and any other radio frequencies when required.

B.
Security:


1.
Access to the Telecommunications center is restricted to the following authorized personnel:


a. Telecommunicators


b. Personnel providing relief for telecommunicators

c. Computer Network Personnel

d. On-duty Commissioned Supervisors


e. Command Staff



A telecommunicator will accompany any other personnel requiring entrance to the Telecommunications center;


2.
Access doors to the Telecommunications center will be kept locked at all times.


3.
Visitors on official business requesting entry into the department facility during normal business hours must check in with the assigned personnel located in the lobby area. Visitors requiring assistance after hours must check with the Telecommunications center prior to accessing any interior section of the department.  


C. Criteria for Accepting and Delivering Emergency Messages: Emergency messages such as death notifications shall be delivered when: 

1. A teletype is received from the jurisdiction in which the death or emergency has taken place requesting this agency's assistance.


2. Upon receipt of a death or emergency notification, the telecommunicator shall promptly enter a call for service in the CAD system as a “death notification,” and dispatch it to a uniformed officer.

3. If the officer is unable to deliver the notification or message, the task will be assigned to the next officer working the area.  After two unsuccessful attempts per shift, a message will be left on the door to have the requested party contact the Department of Public Safety. Teletype of the results will notify the requesting agency.

D. Incident Notifications: Unexpected incidents that develop require the assigned unit to notify the shift supervisor. If unable to do so, the telecommunicator will notify the shift supervisor. The following are examples of incidents requiring notification:


1. Department of Public Safety Officer is requested for coordination with another agency, i.e., K-9, emergency backup, perimeters, pursuits, in-progress calls, civil unrest, etc.

2. Department of Public Safety officer seriously injured or killed.


3. Department of Public Safety officer, on or off duty, shoots or critically injures a person.

4. Riots or major crowd control situations.


5. Aircraft crash.


6. Incidents of a newsworthy nature, i.e., homicide, kidnapping, explosions.


7. Incidents involving VIPs or public officials.


8. Hazardous materials incidents.


6. 
RULES OF CONDUCT: All rules are mandatory unless changed via formal directive from the Secretary of DPS or the Chief of the State Police.


A.
Work Assignments: All on-duty telecomunicators will remain within the physical confines of the Telecommunications center unless authorized to be elsewhere, i.e. break


1.
When workload permits, two 20-minute breaks shall be taken during an eight hour shift or one 40-minute break.  Only one telecommunicator shall be on break at a time. 

2.
Vacation or compensation time must be requested in writing at least three (3) days in advance.  

3.
A telecommunicator who is unable to report to work because of illness or other emergency will notify the telecommunications supervisor at least two (2) hours prior to their scheduled reporting time, unless emergency or other conditions make it impossible.  If the telecommunications supervisor is unavailable, the telecommunicator will notify the lieutenant in charge of Telecommunications center.  If the lieutenant is unavailable, the on-duty uniform supervisor will be notified.  A leave form must be completed upon the employee’s return to work.


4.
Work schedules will be posted at least monthly.  All shift work personnel will be required to keep track of their specific assignments as well as any overtime they may have reported.

5.
Overtime will only be permitted by authorization of a department supervisor.  Overtime forms must be filled out on the day the overtime is worked and left for the telecommunications supervisor or lieutenant.

B.
All telecommunicators are required to learn and perform all functions listed under their specific job description as well as any other functions deemed necessary by the telecommunications supervisor or district commander or designee.


C.
It is the responsibility of the person going off duty to advise the oncoming shift of any incidents, teletype entries, special orders or activities that they may be required to deal with. Relieving personnel will review with person leaving and will ask any necessary questions prior to taking over.


D. 
All matters related to telecommunications center and the Department of Public Safety is considered confidential and must not be discussed with unauthorized personnel.


E.
The telecommunications center shall be kept neat and orderly at all times. No smoking or chemicals are permitted in the telecommunications center.  Any drinks must be in a covered cup.


F.
No cursing, yelling or physical horseplay is permitted in the telecommunications center.


G.
Putting feet up on desks is not permitted.


H.
Sleeping on duty is not permitted.


I.
All persons contacting the telecommunications center, including walk-ins, requests via radio, or telephone calls will be addressed in a courteous manner. Improper or disrespectful comments will not be used, nor will your voice display irritation, sarcasm, anger or other improper emotion.


7.
TELECOMMUNICATIONS CENTER SAFETY RULES

A.
Never attempt to repair any equipment in the telecommunications center unless you are qualified and authorized to perform the repair.


1.
All equipment must be disconnected from its power source before dismantling for inspection or maintenance.


2.
Report all mechanical defects immediately to the proper personnel.  Send an email to the telecommunications center supervisor advising of the defect and which supervisor was notified. If the computer system is down for more than one hour, notify the network administrator.

B.
Keep the floor clear of anything that might cause a fall or injury.


C.
Console Safety:


1.
Keep drawers closed, wastebaskets in place, and any moveable objects from where they could pose a problem.


2.
Do not stand on the desk for any reason.


3.
Never spray any chemicals, deodorants, hairsprays or similar substances at or near the console/desk area.


D.
Firearms:  Possession of firearms is prohibited by civilian personnel (excluding training staff at the LEA) in all DPS facilities.


8.
TELEPHONE COMMUNICATIONS

A. Telephone Techniques: The telephone is the most available and important means of access a citizen has for obtaining the services of the Department of Public Safety.  Each time you answer the telephone, you are about to meet someone.  You are the primary link between the public and the services of the Department of Public Safety.


1. Telephone calls will be answered in a timely manner. Treat each call as an emergency and attempt to answer all calls within three rings, even if you must place another call on hold momentarily.


2. Telecommunicators will exert every effort to satisfy the needs of the citizens requesting service, assistance, or information and politely explain those instances where a call may be out of our Department’s jurisdiction.  Always suggest alternate procedures or agencies the caller may contact for further information.


3. Calls will be answered with New Mexico State Police and location of district i.e., “New Mexico State Police, Las Vegas, how can I help you?” If you have placed another call on hold, or have multiple lines ringing, ask the caller if they have an emergency.  Should the caller reply “Yes,” find out the nature of the emergency.  Should the caller reply “No,” answer any other incoming calls in the same manner, placing calls on hold so that you can go back to the call holding the longest.


4. Speak directly into the mouthpiece.   This will ensure that you will be properly understood and that you understand the caller.  Speak up, speak clearly and avoid using jargon, slang or codes, taking care to use proper English.  Observe telephone courtesy.  Remain calm and polite, never losing your temper or arguing with a caller.  Using a firm and confident voice will always generate your best results.


5. Show an interest in a complainant’s call.  Explain any possible delays. 


6. Handling emergency calls by telephone or radio is the primary concern of all telecommunicators because an emergency call is considered life threatening while a non-emergency call is considered non-life threatening.  There are specific standards/procedures that must be followed for every call.


a. Ask questions relative to the situation to obtain specific information. NEVER ASSUME. There are five basic questions: where, what, when, how, and who (not necessarily in that order).  Repeat numerical information back to complainant to verify.


Where/Location – It is imperative you know WHERE the problem is occurring.  The primary objective is to obtain and verify the exact location. This is the first question you ask which will enable you to send help even if the call is cut off.  If unable to obtain an exact location, ask open-ended questions; ones that can not be answered with a simple “yes” or “no.”  Be specific – anything that will describe the location may help; the apartment number, color of house, the nearest cross street.


- Where are you?




- Where is it occurring?


What – You must understand what has happened in order to decide what action to take.  Ask the caller what the problem is.  You need to determine if it is a crime, fire, medical emergency, or possibly a combination of all three.  Anytime you have a potentially violent situation, find out if there are weapons available and where they are.


- What is the problem there?


- What happened?


- What is happening now?


- What he/she looks like?


When – In order to decide what priority to assign to the call, you need to determine whether the event is over or still ongoing.


- When did this happen?


How – How something happened can change the response to a situation.  Asking how may get you valuable additional information.

- How are you involved?


- How many involved?


- How often does this occur?


Who – In any incident you want to know who is involved?  Generally you want to know who the reporting person is.  Sometimes callers wish to remain anonymous.  It is always best to get a name and number, if possible.


- Who is calling?


Weapons – Whenever a weapon appears to be involved or is reported to be involved in a complaint, the information is of the highest priority for officers responding to a call.  Knowing a weapon is involved could save the officer’s or someone else’s life.


- Are there any weapons involved?




- What type of weapon?




- Where is the weapon now?


Descriptions - Ask specific questions about physical descriptions such as sex, race, age, height, weight, glasses, facial hair, and clothing. Ask specific questions about vehicle descriptions, such as color, year, make, license, state, how many doors, what direction did it go, how many occupants.


7. Do not try to solve a complaint yourself over the phone or advise complainants, particularly those having disputes, to “settle it amongst themselves.” Advise callers you will have an officer contact them.


8. Regardless of the nature of the call, you should remember that to the caller, their problem is important.  Treat a complainant as you, yourself, would want to be treated in their position.  Problems that seem unimportant to you might be very important to a caller.


9. Irate and belligerent callers are inevitable when handling a police telephone line.  Treat such calls as a challenge, attempting to meet the caller’s needs and leaving him/her less upset than they were when they first called.


B. Telephone Courtesy: A Telecommunicator will make every effort to be courteous on the telephone.  Remember that courtesy not only includes what is said, but how it is said.  A calm, competent, decisive voice that is courteous will never antagonize the caller.  Give the caller your undivided attention.  Don’t try to carry on two conversations at once.   


1. Treat all callers as you would expect to be treated.


2. Always be prompt and courteous.  Only in cases of system overload should any telephone ring more than three times before it is answered.


3. Write all information down.  Never leave it to memory.


4. Explain all transfers and holds.  If you must look up information or answer another call, quickly advise the person what you are doing and that you will get back to them.


5. When transferring a call, if time permits, stay on the line until the person on the other end answers or their voicemail picks up.  


6. Terminate calls positively and courteously.


C. Emergency Police Calls: The Department of Public Safety is part of the toll-free Enhanced 911 emergency call system.  A citizen in need of help need only dial 9-1-1 on any telephone (including pay telephones) to obtain emergency assistance.  Calls are normally received by a primary 911 Telecommunications center, and then transferred to a Department of Public Safety Telecommunications center. The caller’s location is automatically displayed on a computer screen when a 9-1-1 call is placed.  


1. The address may not always display on the 911 screen or the address displayed may not always be correct.  When answering a 911 call, always ask the callers location.


2. Take control of the conversation and keep the caller on the line until you are satisfied that you have all the information you need.


3. Emergency incidents take precedence over all other calls.  Try to keep the caller calm.  Reassure the caller that the police are presently en route and that additional information may be requested.  Continue to gather information about the call, keep the person talking and act as a facilitator between the caller and responding units, when time and manpower permit.


D. Emergency Calls Received for Areas Not Within DPS Jurisdiction: 


1. A telecommunicator receiving an emergency call for an area not covered by this Department will gather all the necessary information and relay it to the appropriate dispatch center via the police radio or telephone system.


2. Do not further confuse or add to the caller’s anxiety by lecturing them on the fact that he/she has called the wrong police department.


3. When in doubt – TAKE THE CALL.


9.
DISPATCH PROCEDURES: The Department of Public Safety provides 24-hour radio communications. All members of this Department will comply with all FCC regulations when operating the radio. 



In order to eliminate the need for undo repetition of communication messages, voice transmission should be made with maximum articulation.  When keying the microphone, wait two-three (3) seconds before speaking otherwise the first few syllables will not transmit.  Keep microphone approximately two-three inches from your mouth.  Speaking too closely to the microphone or holding the microphone too far from your mouth will cause your voice to be unintelligible.  Transmission should be brief, accurate and contain specific information.

A. Dispatching Skills: Always dispatch priority calls first, attempting to minimize stack time.  Stack time is the elapsed time from call received to call dispatched.  Assign units according to their patrols.  Provide proper back-up units when the situation warrants.  Remember your responsibility to the officers.   Provide complete, accurate and specific information.  Think before you transmit. Know what you want to say.  Press transmit button.  Hesitate an instant.  Speak distinctly. Transmissions should be kept short and to the point. 

1. Diction - Speak clearly and distinctly at all times.  Words or voice inflections which when broadcast reflect or indicate irritation, disgust or sarcasm must not be used.  Courtesy can be more aptly expressed by the tone of voice and manner of presentation than by words.  Eliminate all unnecessary talking. A telecommunicator’s voice should give the distinct impression that he/she is on his/her toes, alert, and ready for any contingency.  A telecommunicator’s reply to a call must be immediate and decisive.   Nothing imparts confidence, more than a Telecommunicator whose voice is impersonal, clear and instant.  The key to having units remain as calm as possible is by the Telecommunicator remaining calm and showing no emotion.  This will help keep the situation under control and give the officer(s) reassurance.


2. Decisions - Call prioritizing is the systematic process of determining the appropriate response based on the criteria presented by the caller and agency procedures. During the first few seconds of an emergency call, the telecommunicator must judge the characteristics of the call to determine the level of service needed to assist the caller.  Every complaint received must be prioritized and dispatched in accordance with the units available.  Factors such as the threat to life and property, in-progress situations and any information provided by the caller must be considered when determining priority. 

3. Status - All on-duty officer activity will be recorded by use of the CAD system, including indicating when field personnel are out of service. Always keep as accurate as possible status on all your units.  Keep time and location.  Be sure to always echo your units. When raising or responding to units, raise them by using the unit’s identifier number. 

4. The radio is not an appropriate medium for personality conflict, arguments, “chewing out” or sarcasm. All police personnel will be treated courteously and tactfully over the radio.  Sarcasm, profane or obscene language, innuendoes, etc., will not be permitted.  If problems exist, when time permits, advise the on-duty supervisor.

5. The telecommunicator is responsible for all transmissions.  If a transmission is unreadable, the telecommunicator is to have the officer repeat using the ten code until the information is understood.  

6. The telecommunicator is responsible for control of the air.  Control of the air may be obtained in the following manner:  

a.
If the air is not clear and a unit raises the telecommunicator, the telecommunicator will respond by saying the unit number, followed by “go ahead.” This automatically signals the officer that the air was not clear.  When working a priority call and multiple units begin to transmit without acknowledgement by the telecommunicator, as soon as communications has regained control of the air, the telecommunicator will advise,  “All units except (the unit with the emergency)10-3 the air.

7. Transmissions should be kept short and to the point.  When a call for dispatch contains a long narrative, send the unit a message to their laptop, or have the unit call the station.


8. Do accept landmarks or building names as a location in rural areas as these areas are not properly marked or addressed.   Get an exact location and/or intersection, cross street.  There are several locations that have the same business name, but different addresses.


B. Response Types

1. Routine/Non-Emergency Response - A routine/non-emergency response is appropriate when the caller fails to present a life-threatening situation but meets criteria for some level of response.  This response is usually appropriate when caller is reporting an incident that can be handled over the telephone or in person.  This response does not justify lights and sirens.  Units will respond observing all applicable traffic regulations and traffic control devices.


2. In-Progress Calls Response - These calls include situations where information is received that life or property is threatened, in imminent danger, or a crime is actually being committed at that very moment, has just happened, the offender is believed escaping, and/or the complainant reports that a serious offense is about to be committed.  This category includes calls such as hold-ups, aggravated assaults, burglaries, murders, or bank robberies. Burglaries are not included in this category if the caller has already checked the dwelling and know the subjects are no longer on scene.

3. Emergency Response - An emergency response is appropriate when the caller presents criteria which includes a life threatening situation where failure to respond on an emergency basis could jeopardize life and property. This response requires lights and sirens. 

a. When a unit assigned to an emergency arrives at the scene, all non-emergency transmissions will be delayed until the telecommunicator is notified of any further assistance the primary unit requires.  This will be accomplished by a transmission for the telecommunications personnel to all units.

b. The first unit to arrive at the scene will assume command and advise the telecommunicator if other units should continue on a routine or emergency basis.


c. Emergency signals will not be held or delayed unnecessarily.  The shift supervisor will be notified immediately if there are no units available to handle the emergency. 


d. The following type calls will be dispatched as priority calls:


1.
All in-progress calls where immediate danger of death or serious bodily injury, i.e., armed robbery, rape is present.


2.
All emergency calls where immediate danger of death or serious bodily injury, i.e., sick or injured person calls, accidents and drowning is present.


4.
Emergency Response - Officer Requiring Assistance – Duress Activation


a.
Upon hearing the duress signal on radio the telecommunicator will confirm number and check duress list to verify which officer the number is assigned to.  Communications personnel may receive duress signals that originate from other districts within the state.  In this event, the telecommunicator will advise the appropriate district. 

b.
The telecommunicator shall contact nearest officer and dispatch him/her to the last known location of the officer, whose duress is going off.  The telecommunicator shall continue to raise the officer by radio, cell phone, and CAD messaging.  Should the telecommunicator raise the officer, he/she will arrange to meet the assisting (responding) officer to verify that no emergency exists.


c.
The telecommunicator shall also notify supervisor on duty.  Should there be no supervisor on duty, in the event the duress is an actual emergency, the telecommunicator will contact the on-call supervisor and apprise of the emergency.


d.
The assisting (responding) officer is to make physical contact with officer, whose duress was activated.  The assisting (responding) officer shall inform the Telecommunications center of the condition of the officer whose duress was activated.

e.
If the duress signal received by the Telecommunications center does not belong to the district in which the signal is received, the receiving Telecommunications center shall notify the appropriate district and offer assistance.

f. 
In the event there is an actual emergency, assistance will be dispatched according to the officer’s needs.

5. 
Emergency Response – Non- Duress Related

a.
Upon receiving an emergency broadcast (pursuit, assistance needed, critical incident, etc), the telecommunicator will clear the air and advise other units that an emergency situation exists.  The telecommunicator will attempt to gather information on the emergency and relay it to other units, as well as the on duty or on call supervisor.  The telecommunicator will request appropriate resources as the situation dictates.  In the event of a major critical incident that may require additional communications personnel, the telecommunicator will also notify the communications supervisor.     


C. Unit Dispatching: The Telecommunications center is responsible for dispatching patrol units.  The telecommunicator will document the primary officer assigned to the call and all back-up units who responded to the call in the CAD system.  The telecommunicator will document the time of dispatch, the officer’s arrival time and the time the officers clear the call. When clearing the call for service, the telecommunicator will document the status of the call, whether a report will be written, or if no report taken, the basic information on the settlement of the call provided in the narrative of call in the CAD system.


1. Order of Calls Dispatched

a. In-progress, injury, or disaster calls.

b. Calls involving high possibility of injury.

c. Alarms.

d. Felonies already committed.

e. Other violations.

f. Public service and all other calls.

2. Normal Transmission: Except during emergencies, units will not attempt to transmit until the telecommunicator acknowledges them by repeating their unit number followed by “go ahead.”


3. Be-On-The-Look-Out (BOLO):


a. The telecommunicator will transmit a BOLO when dispatching calls involving subjects, provided that no more than one hour has elapsed since the incident occurred.  The following incidents are exceptions:


1.
Missing, mentally ill or disturbed persons of any age.


2.
Persons and vehicles involved as suspects/victims of serious crimes.


b. The following calls require BOLOs:


1. Intoxicated Driver.

2. Hit and Run where subject seen fleeing.

3. Occupied stolen vehicle/tag.

4. Robbery with subject information.

5. Shooting with subject information.

6. Homicide with subject information.

7. Battery/Sexual battery.

8. Missing persons.

9. Abduction, just occurred.

10. Fraud, just occurred.

11. Theft, just occurred where subject information is available.


4. Unit Availability - Unless specifically prohibited by assignment, units will monitor the assigned frequency at all times.  Whenever an officer departs the vehicle or is going to be away from the radio, the Telecommunicator will be advised and the appropriate signal assigned.


5. Officers Not Answering the Radio - When the telecommunicator attempts to raise contact with a unit and receives no response, a second attempt will be made.  If no response is received after the second attempt, the telecommunicator will call the officer on his cell phone or instantly message him on CAD.  If no reply, an officer will be dispatched to the last known location for the officer and notify the supervisor.

6. Prohibitions - The following actions are prohibited:


a. Transmission of superfluous signals, messages, communications, laughter or sarcasm.


b. Use of profane, indecent or obscene language.


c. Willfully damaging or permitting radio apparatus to be damaged.


d. Maliciously interfering with the radio transmission of another unit.


e. Making unidentified transmissions.


f. Transmitting before the air is clear and interfering with other transmissions, except in the case of emergencies.


g. Transmitting a call signal, letter or numeral not assigned to the station or unit.


h. Adjusting, repairing or altering a radio transmitter.  Only radio technicians may make adjustments or repairs.


7. Inspections - Telecommunications equipment will be available for inspection at any reasonable hour.


D. Call Numbers: A call number will be assigned by the CAD system and a unit dispatched on all police related complaints received in the Telecommunications center, including calls from anonymous complaints. 

E. No Report Procedures: Field units will initiate a “no report” via the telecommunicator or laptop.  Under the comment section, all appropriate information will be noted for the no report.


F. Signal Cancellation: The telecommunicator may cancel a signal prior to the unit’s arrival if:

1. The complainant advises the Telecommunications center that a police unit is not required.


2. The incident is being handled by another police agency.


3. In the event of a domestic, drunk driver or other high priority call (911 hang-up, burglary in progress, etc., the call will not be cancelled until an officer has checked the area and made sure all parties are fine.


G. Call Holding: It is the general policy of the Telecommunications center not to hold any calls for service if there are available units to respond.  However, practical dispatching procedures will be utilized.

1. If no units are available and the call holding has potential for danger (i.e., suspicious person, suspicious vehicle, accident where vehicles are on the street, alarms, etc) a supervisor will be notified immediately. Note the time of notification in the narrative section of the call.


2. If a call is held for more than fifteen (15) minutes, a supervisor will be notified. Note the time of notification in the narrative section of the call.


H. Phonetic Alphabet: The standard Phonetic Alphabet adopted by the Department of Public Safety will be used by the Telecommunications center.  When it is necessary to spell out words or otherwise use letters in radio transmissions, the following phonetic code words are to be used:

(A)
Adam



(N)
Nora


(B)
Boy



(O)
Ocean


(C)
Charles


(P)
Paul


(D)
David



(Q)
Queen


(E)
Edward


(R)
Robert


(F)
Frank



(S)
Sam


(G)
George


(T)
Tom


(H)
Henry



(U)
Union


(I)
Ida



(V)
Victor


(J)
John



(W)
William


(K)
King



(X)
X-Ray


(L)
Lincoln


(Y)
Young


(M)
Mary



(Z)
Zébra


I. Telecommunications Ten Code: The following ten codes shall be utilized for radio transmissions and other Telecommunications when brevity is required.  When appropriate, an explanation may follow the specific code:


10-1 ………RECEIVING POORLY


10-2 ………RECEIVING WELL


10-3 ………STOP TRANSMITTING


10-4 ………O.K.


10-5 ………RELAY


10-6 ………BUSY


10-7 ………OUT OF SERVICE


10-8 ………IN SERVICE


10-9 ………REPEAT


10-10 ………OUT OF SERVICE, SUBJECT TO CALL


10-11 ………DISPATCHING TOO RAPIDLY


10-12 ………VISITORS PRESENT


10-13 ………WEATHER AND ROAD CONDITIONS


10-14 ………ESCORT


10-15 ………PRISONER IN CUSTODY


10-16 ………PICK UP PRISONER AT ___________


10-17 ………TRAFFIC HAZARD ON HIGHWAY


10-18 ………LIVESTOCK ON HIGHWAY


10-19 ………RETURN TO YOUR STATION


10-20 ………LOCATION


10-21 ………CALL BY PHONE


10-22 ………TAKE NO FURTHER ACTION


10-23 ………STAND BY


10-24 ………TROUBLE AT THIS STATION, ASSISTANCE REQUIRED


10-25 ………DO YOU HAVE CONTACT WITH_____


10-26 ………DO NOT USE EMERGENCY EQUIPMENT


10-27 ………ANY ANSWER REFERENCE MY LAST


10-28 ………CHECK REGISTRATION


10-29 ………CHECK FOR WANTED


10-30 ………DOES NOT CONFORM TO RULES & REGS 


10-31 ………BOMB SCARE


10-32 ………DEMONSTRATION


10-33 ………EMERGENCY TRAFFIC


10-34 ………CLEAR FOR LOCAL DISPATCH


10-35 ………CONFIDENTIAL INFORMATION


10-36 ………CORRECT TIME


10-37 ………OPERATOR’S NAME


10-38 ………SEND MECHANIC


10-39 ………PROGRESS ON ASSIGNMENT


10-40 ………FEMALE IN UNIT, LOCATION & MILEAGE


10-41 ………OFFICER AT HOME


10-42 ………DRAG RACING


10-43 ………ACCIDENT, NON-INJURY


10-44 ………ACCIDENT WITH INJURIES


10-45 ………WRECKER REQUESTED


10-46 ………DRUNK DRIVER


10-47 ………USE CAUTION


10-48 ………ANY TRAFFIC FOR THIS UNIT?


10-49 ………NO TRAFFIC



10-50 ………INDUSTRIAL ACCIDENT


10-51 ………DROWNING, LOCATION


10-52 ………OFFICER IS CLEAR, LOCATION


10-53 ………HAVE CAR STOPPED MAY BE DANGEROUS


10-54 ………AMBULANCE REQUESTED


10-55 ………CHANGE LOCATION


10-56 ………DRUNK PEDESTRIAN


10-57 ………MENTAL PATIENT, VIOLENT


10-58 ………MENTAL PATIENT, NON-VIOLENT


10-59 ………EMERGENCY ASSISTANCE NEEDED 


10-60 ………THIS OFFICER HAS BEEN INJURIED


10-61 ………STATE POLICE UNIT INVOLVED IN ACCIDENT


10-62 ………DISPATCH MEDICAL EXAMINER


10-63 ………CLEAR FOR MESSAGE ASSIGNMENT


10-64 ………CANCELLATION


10-65 ………STATION ______CARRY THIS MESSAGE


10-66 ………CRIME IN PROGRESS


10-67 ………ROADBLOCK


10-68 ………LIFT ROADBLOCK


10-69 ………STOLEN VEHICLE


10-70 ………ENROUTE TO _______


10-71 ………SWITCH RADIO TO CHANNEL FOUR


10-72 ………WE HAVE A HIT, IS SUBJECT PRESENT?


10-73 ………ARMED AND DANGEROUS


10-74 ………OFFICER AT STATION (LOCATION)


10-75 ………RESERVATIONS


10-76 ………UNDERCOVER INVESTIGATION


10-77 ………INFORMANT IN UNIT


10-78 ………KEEP VEHICLE UNDER SURVEILLANCE


10-79 ………REQUEST YOU MEET ME


10-80 ……….PHONE NUMBER


10-81 ………SP AIRCRAFT GOING DOWN


10-82 ………SP AIRCRAFT MAKING EMERGENCY LANDING


10-83 ………SP AIRCRAFT CLOSING FLIGHT PLAN


10-84 ………SP AIRCRAFT IN ADVERSE WEATHER


10-85 ………SP AIRCRAFT SWITCHING TO FAA FREQUENCY


10-86 ………SP AIRCRAFT ON THE GROUND


10-87 ………CAMPUS UNREST


10-88 ……….ARRIVED AT THE SCENE


10-89 ………LAST ASSIGNMENT COMPLETED


10-90 ………UNABLE TO READ YOUR TRAFFIC


10-91 RIOT CONDITONS EXIST


J. Requesting Emergency Backup from an Outside Jurisdiction: If you are requesting an emergency backup from an adjoining agency, call the agency either by landline (telephone) or by radio if they have our frequency, and speak plain English when requesting assistance.  

K.  K-9/Aviation Request:  Request permission from the shift supervisor prior to requesting outside assistance. 


10.
CAD SYSTEM: At the beginning of each shift, the oncoming telecommunicator will log into the State Police Printrak CAD System by using their assigned User name or man number, password, position, agency, and area. 


A.
Dispatch: You must supply your agency ID, name or personnel number, position, password, with at least one agency and area.  Your agency ID is ”SP”; enter last name first followed by a comma, space, then the first name, space, and middle initial.  The middle initial is only entered if it was supplied to the System Administrators. It is not recommended to use this identifier for logon.  Or, you may enter your four-digit Employee ID number in the space labeled Personnel No.  Your position will be “D” for dispatch.  Your password will be “Welcome” the first time you log onto the CAD system, and then you will choose your own password in the “New Password” and “Verify Password” fields.  After that, you will only use the password you have chosen for yourself.  If you forget your password and are unable to log into the CAD system, you must contact a CAD System Administrator to reset your password.  In the AGY box, enter “SP” and in the area box enter the district you will be dispatching, i.e., D1, D2, etc. and hit enter or click OK.


B.
Entering a Call: Pressing the F8 button will bring up the “Initiate Incident” screen.  Enter the address where the incident is taking place, and the name of the city/township. Choose which type of incident best fits the situation from your list of incident codes or from the drop down menu.  In the location box, you may enter a business name or a common name, if appropriate. Caller information, including last name, first name, address, telephone number and source of call are entered in the appropriate boxes.  Any other pertinent information should be entered in the “Cmnts” (comments) section.  All information should be obtained on each call for service, if applicable.  Once the call is entered, it is automatically issued a CAD number as well as time and date stamped by the computer.


C.
Address Verification: The CAD System has automatic address verification. When entering a location on an Interstate, you should do so in the following manner, “I25MP222N.”  Do not insert any spaces between the characters.  Only Interstates have a direction indicator.  If you are given a location of Interstate 25 milepost 222.5 southbound, enter it as I25MP222S.  If it is imperative that you indicate the address as a half-mile past milepost 222, you may do so in the comments section.  All US Highways are entered as follows, “US550MP24,” all State Highways are entered as follows, “SR428MP3,” and all County Roads are entered as “CRA012.”  Should an address or common name be entered incorrectly, the CAD will prompt you with suggestions for correct addresses and common names within the geofile.  If you are certain the address entered for the call is correct, you may choose to bypass the verification.  When bypassing an address, in the ENTER # OR ADDRESS field, type 0, in the BYPASS AGENCY field, type the two-letter agency code SP, in the AREA field, type the District identifier D1, D2, etc.; if known, type the BEAT identifier.  (This will allow CAD to recommend the appropriate unit.)  The city or county identifier can be added in the CITY field, if the operator is certain of the location, then press <F12>.

D.
Dispatching a Call: The Telecommunicator may dispatch a call at the time the call is entered.  The computer will automatically recommend a unit or units to send, based upon the type of call, the area in which it is located, and the units that are available.  The Telecommunicator has the option to override this suggestion at any time.  The CAD system is linked to the officer’s laptop and as soon as the call is dispatched, it is sent to the laptop computer of the officers dispatched to the call.  Comments can be updated anytime, and will be sent to the officer automatically.  The officer receiving the call is able to view the CAD number, date and time of the call, location, caller information, narrative, vehicle information, and any other units dispatched to the call.


E.
Status Changes: Once the call has been dispatched, the officer should acknowledge the call.  This will show the officer en route to the call.  Any status changes made by the officer, such as arrival, en route to jail, en route to station, available, etc., shall update on the CAD.  Status changes are also automatically time stamped and dated by the computer.  Status changes when an officer goes off shift shall also be made on the CAD.

F.
Ending a Call: Either the telecommunicator or the officer using a disposition code may end calls for service.  Ideally, because of the technology of the laptop computer, officers should end their own calls.  They are able to get their own report number, “no report” a call, and type in comments to be added to the call. If the officer does not enter the “reason” for a “no-report” call in the comments, it is the telecommunicator’s responsibility to ascertain why the call is no reported and note same in the comments.


G.
Action Taken by Telecommunicators on Individual Calls for Service:  Any action taken by the telecommunicator on a call for service should be noted in the comments at the time the action was taken, i.e., crime scene notified, requested a tow truck, requested fire rescue, etc.


H.
Mapping Monitor: The mapping monitor displays a map of the State Police district, as well as the location of each officer’s vehicle.  The mapping monitor can also display the active calls for service locations.


I.
Messaging: The telecommunicator may also send messages to the officers via the CAD.  Likewise, the officers can send messages to the telecommunicator via their laptop computer.  This enables the officer and telecommunicator to have continued contact even in the event the radio is busy or the officer is in a dead area for radio communications.


J.
CAD System “Crashes”:  In the event the CAD system crashes, the telecommunicator will document all radio transmissions utilizing a written log (attached to manual).  The documentation shall include all pertinent information; e.g. time notified, unit assigned, arrival times, completion time, changes in duty status, etc.

11.
TACTICAL DISPATCH PLANS


A. 
Pursuits:  Pursuits are a necessary component of the Law Enforcement function.  Vehicular pursuits are tense, uncertain, and rapidly evolving.  The safety of the public, officers, and fleeing suspect is of paramount importance.  The telecommunicator is a critical component for bringing pursuits to a safe resolution.     

1.
When telecommunicators receive information of a vehicle or foot pursuit, the telecommunicator shall clear the affected channel for emergency traffic.  As much pertinent information as possible shall be obtained about the situation.  That information shall be relayed to the field supervisor and units dispatched for back up.  This information should include, but not be limited to the following:


a.
The officer(s) involved in the pursuit.


b.
Location and direction of travel.


c. Description of vehicle and suspects


d.
If vehicle pursuit, give approximate pursuit speed.


e.
Any vehicle registration information.


f. Reason for the pursuit.


2.
Vehicle registration, wants and warrants, and driver’s license checks shall be performed as the information become available.  That information shall be relayed to all officers.  The CAD system should be continually updated with locations, direction of travel, and any other pertinent information relayed to the telecommunicator by the officers involved in the pursuit.  Any new information should be relayed to the shift supervisor and/or on call supervisor as well as back up units.


3.
Alerts shall be issued to any police agencies in the apparent path of the pursuit.  Shift supervisors for all area agencies should be notified of the pursuit and on which channel it is operating as soon as possible.

4.
The telecommunications supervisor may choose to have all pursuit radio traffic operate on whichever channel they deem is most appropriate based on factors such as the volume of radio traffic and radio coverage.

5.
Upon the conclusion of the pursuit all affected agencies should be notified that the pursuit was terminated.  This information should include whether the pursuit was concluded or canceled and the status of the suspect.


B.
Bomb Threats and HAZMAT: Special attention must be given to bomb threats, located explosive devices, and explosions due to the threat they pose to life and property.  Additionally the spilling or leaking of hazardous material and fires are also concerns for life and property. Initiate incident command procedures recommending or establishing inner and outer perimeter locations in order to contain the incident and minimize loss of life.


1.
Bomb Threat: Telecommunications Personnel Responsibility 


a. 
When a bomb threat or information regarding a device is received directly by the Telecommunications center, via telephone, the person receiving the call shall attempt to gather information possible, including, but not limited to:


1. What exactly did the caller say?  Was the caller the “suspect” or reporting party?


2. Location of the device.  Try to get as specific information as possible.


3. Time the device is supposed to go off.


4. Try to learn the motivation for placement of the device or threat.


5. Information about the device itself.  What type of explosive or timing mechanism is being used?


b.
Other critical factors that should be noted by telecommunications personnel when receiving a call of this type are:


1.
Describe the caller’s voice if it is the “suspect.” Does the caller have an accent or are there other aspects of their speech that make it stand out.


2.
What noises were heard in the background?


3.
If the caller is the “suspect,” do they make reference to any particular persons or events?


4.
Anything of note that will help in identifying the “suspect” or the device.


c.
Upon the receipt of a bomb threat or found device, telecommunications personnel will assign the call to a patrol unit and:


1.
Notify the on-duty patrol supervisor.  The supervisor shall determine what further action will be taken.


2.
Make any notifications, as requested, by personnel on the scene or by a supervisor.


3.
Initiate incident command procedures recommending or establishing inner       and outer perimeter locations in order to contain the incident and minimize loss of life.


2. Hazardous Materials: Hazardous materials are transported through the State of New Mexico on a daily basis. The possibility of a toxic spill or leak due to negligence or vehicle crash is always present.  Hazardous materials include chemical, bacterial or viral agents that may be used and/or released by persons or groups with the specific intent to harm others. 


a.
Telecommunicators shall be responsible for obtaining as much information, as possible, from the caller about the substance or material.  The information should include: 


1.
Hazards of being exposed to the substance; i.e., death, illness, etc.


2.
Method of hazard, i.e., touch, breathing, etc.


3.
Are the substances/materials explosive, flammable, poisonous, fumes.


4.
What is the location of the hazardous material?

5.
How was it being transported?

6.
How much substance is involved in the spill or leak?

7.
Determine, if it is known, if anyone is injured.


b.
The telecommunicator will dispatch a HazMat unit if one is on duty and notify a supervisor.  If a Haz-Mat officer is not on duty, notify the uniform supervisor and he/she will direct you from there.


c.
Fill out the HazMat Incident form available to you.  Once this form is complete, it shall be turned in to the Telecommunications center supervisor or uniform supervisor to ensure that it is included with all other paperwork regarding the incident.


d.
Initiate incident command procedures recommending or establishing inner and outer perimeter locations in order to contain the incident and minimize loss of life.


C.
CRIME SCENE REQUEST: When a crime scene unit is needed, notify the on-duty Criminal Division supervisor.   Any call requiring crime scene processing, a call will be entered into the CAD system.

D.
SEARCH AND RESCUE:  When a State Police District Office is notified of a lost or entrapped subject or subjects, the telecommunicator will notify a State Police Mission Initiator (MI).  The MI will investigate the incident and, if warranted, will notify a Search and Rescue Field Coordinator (FC) who has the responsibility of managing the incident.  The New Mexico Search and Rescue Plan will be activated by the assignment of a SAR Mission Number obtained from the Local District office.  After a Mission Number has been assigned, the district telecommunicator will contact an area commander and brief them on the SAR incident.  A SAR-A teletype will be sent to headquarters radio.

Task #1- When notified of lost or entrapped subject(s) the on-duty telecommunicator will immediately contact an MI who will investigate the incident.  If an MI cannot be contacted, the telecommunicator will contact the on-call FC who can function as an MI for the investigative phase of the incident.  The telecommunicator will brief the MI or FC of the incident and relay any phone number where reporting party can be contacted.


Task #2 - If the MI, or FC (if no MI was available), determines further activation or the SAR Plan is needed they will request a SAR mission number from the district office.  The telecommunicator will assign the next available mission number listed in the “Mission # “ tab of the Search and Rescue Standard Operating Procedures manual.  This mission number will be used to track any information or action concerning that particular SAR mission.


Task #3 - After the telecomunicator has issued the mission number to the MI, or FC (if no MI was available), they will prepare a teletype (SAR-A format) and send it to Headquarters Radio attention: Chief, Zone Commander, and SAR Resource Officer.  The telecomunicator is NOT required by this SOP to contact any search or rescue resource(s) other than the mission initiator, field coordinator, or area commander.


Task #4 After the telecommunicator has sent the SAR-A Teletype to Headquarters; the telecommunicator will contact the ON-CALL area commander (located in the A/C ON-CALL section of the Search and Rescue SOP manual).  When contact is made with the on-call area commander, the telecommunicator will brief them on the SAR incident, and advised them on how they can contact the FC assigned to the mission.


After the initial contact, the FC, or area commander may request the telecommunicator help expedite communication between them at any time during the incident.


Task# 5 When the telecommunicator is notified by the assigned MI, or the on-scene FC, that the SAR mission has been terminated or suspended, the telecommunicator will prepare a second teletype (SAR-B format) and send it to headquarters radio attention: Chief, Zone Commander, and SAR Resource Officer.


12.
 MISSING OR OVERDUE AIRCRAFT INCIDENT


A.
Notification by the public, other NMDPS personnel, local airport, sheriff department or other agency that an aircraft has crashed, is missing, or overdue.


Notification by headquarters radio of a missing or overdue aircraft.


If a telecommunicator is notified by a local airport, sheriff’s department, other Department of Public Safety personnel, member of the public, or any other agency that an aircraft has crashed, missing, overdue, or an ELT (Emergency Location Transmitter) is being heard in the area, the telecommunicator will contact headquarters radio and brief them on what information they have received.


Task #1  The telecommunicator will contact headquarters radio and advise them of the incident.


Task # 2  The telecommunicator will then notify on-call district FC and ask them to be on “stand-by.”


When a telecommunicator is notified by headquarters radio that a missing, crashed aircraft, or an ELT signal is being heard and could be in the district, the on-call FC will be notified and put on “stand-by” (“stand-by“ is used only to find out how a Field Coordinator can be contacted if they later need to be activated).  If the incident effort warrants a ground search for the aircraft, the on-call FC will become the incident commander for the ground portion of the mission.


Task #1 When the telecommunicator is notified by headquarters radio of a possible aircraft incident within the district; the telecommunicator will immediately contact the on-call FC and ask them to be put on stand-by.  The telecommunicator will request a telephone, cell phone, or pager number from the FC as to where they can be contacted if needed.  The telecommunicator will relay the number(s) to the on-call area commander and to headquarters radio.


Task#2 After you have been notified by headquarters radio, the telecommunicator will contact other police, sheriff departments, federal land use agencies, such as BLM, Forest Service, National Parks, etc., within their State Police district, and alert them as to the nature of the aircraft incident, and to notify the state police district office if they have any information on the incident.


Task# 3 If it is determined that the missing aircraft is in the local district or an FC is needed to check out a lead, the telecommunicator will contact the “stand by” FC and activate them by asking them to check out the clue or lead.


If an FC is activated to manage the incident, the telecommunicator upon notice by the on-scene MI or FC that the incident has been terminated or suspended, will send a SAR-B teletype to headquarters radio attention: Chief, Zone Commander, SP PIO and SAR Resource Officer.


13.  PROVIDING NOTIFICATION OF MAJOR/SIGNIFICANT EVENTS


A.
Telecommunicators can effectively and accurately disseminate pertinent information regarding major/significant events to those in authority that may need to make decisions or disseminate critical information to the public at the district, zone or administrative level by using the following mediums: email, blackberries, and the New Mexico Law Enforcement Telecommunications System.  This method of disseminating information should reduce some misinformation and may reduce incoming telephone calls to the Telecommunications center from the command staff or PIO’s.

B.
Major/significant events can include, but are not necessary limited to, the following: fatal crashes, road closures, hazardous material incidents, pursuits, downed aircraft, search & rescue, amber alert and any other incidents that a supervisor deems significant.  

C.
Notifications should be made to the following personnel, as appropriate based on the nature of the incident: 

14.
ALARM CALLS: Telecommunicators will receive alarm calls from companies that monitor private residences or commercial businesses.  When an alarm call is received, the Telecommunicator will enter the information in the CAD system, to include name of business/resident, address, type of alarm (holdup, silent, panic, audible, intrusion, etc), location of alarm in dwelling, if a key holder is responding. l information possible to include, but not limited to: 

A. Business/Residence 


1. Audible - Ascertain from the alarm company if they were able to contact the resident/business; if anyone will be responding; if anyone is on the scene that does not have the reference number.

2. Silent Hold-Up - Dispatch an officer and backup.  Do not contact the business for verification of alarm unless requested to do so by the arriving officer.


15.
DELAYED CRASH REPORTS: The "Crash Form" will be provided to drivers who have exchanged information. It is not necessary to enter a call into the CAD system for any crash where an officer was not dispatched or took a report.


The exception to this rule is when the crash is a hit and run and there is follow-up information available (i.e.: tag number) or a crash involving injuries. An officer will complete a crash report.  The usual hit and run information will be obtained.


16.
EMERGENCY CONTACT INFORMATION FOR POLICE PERSONNEL: All emergency contact information on Department of Public Safety employees can be found in the Telecommunications center.  This information is not public record and under no circumstances should be given to the public.

17.
EMERGENCY GENERATOR: Department of Public Safety has an emergency generator to ensure 24-hour service to select areas of the station, including the Telecommunications center. The lieutenant or designee will test the generator on a monthly basis.

A. Emergency Back-up/Power Failure: The Telecommunications center computers are hooked up to a UPS which will supply about one hour of emergency power in the event of a power outage. The building generator will automatically activate thirty (30) seconds after the power outage.  If a power outage lasts longer than then (10) minutes, Telecommunications will notify the on-duty uniform supervisor. 


18.
NCIC: No information received via teletype will be given to anyone other than a bona fide member of a police or criminal justice agency.  No exceptions. Former employees of such agencies are not permitted to receive information.

19.
NEWS MEDIA: The news media has a duty and obligation to inform the public.  This Department has a policy to provide the media with all reasonable assistance to do their duty.  They will need information from time to time regarding situations and incidents that have taken place.  


A. If the Public Information Officer (PIO) is needed, page him/her via the headquarters PIO on-call list.  Media calls will be referred to the officer. 


B. The telecommunicator may release the following information without a press release:


1. Time call was received by Telecommunications center.

2. Location of call as reported.

3. Nature of call as reported.

C. The following information shall NOT be divulged to the media at any time, unless specifically authorized to do so.  It is not our responsibility to provide this data.


1. Any information concerning deaths or if a death occurred.  Refer all such calls to the PIO or proper hospital.


2. Any question regarding the extent of damage, number of injuries or other specific information about an incident.  We are not equipped to give first-hand information.


D. Telecommunicators shall NOT take it upon themselves to notify the media regarding any activities in the Telecommunications center, unless specifically requested to do so by a supervisor.  Anyone who violates this policy without authorization is subject to immediate disciplinary action.


E. Any problems with media callers should be reported to the on-duty supervisor or PIO.


1.
On-Call Schedules: The on-call schedules should be posted in the Telecommunications center in an area where they can easily be seen and accessed by all telecommunicators.


20.
RESOURCE MATERIALS IN THE TELECOMMUNICATIONS CENTER

A. Telecommunications Directory: Contains all employee information, i.e., phone numbers, addresses, pagers, radio numbers, I.D. numbers, shift schedules, etc., city map, emergency phone numbers, on-call schedules, department phone numbers and extensions, etc.

B. Department of Public Safety Policy and Procedures Manual.


C. Communication S.O.P.


D. State of New Mexico Criminal and Traffic Code.


E. North American Emergency Response Guidebook.


21.
STORAGE OF PROPERTY IN THE TELECOMMUNICATIONS CENTER: No impounded or found property will be left in the Telecommunication Center.


22.
TRAINING:  All Department of Public Safety Telecommunicators will successfully complete the Police Radio Dispatch Course at the New Mexico Law Enforcement Academy within one (1) year of being hired.  After this course is completed, all telecommunicators are required to complete at least (20) hours of advanced telecommunications training every two (2) years to maintain their certification. 


NOTE:
Any dissemination of information in electronic format, other than through NMLETS, must comply with the guidelines set forth in the New Mexico Inspection of Public Records Act NMSA, 1978, Chapter 14, Article 2. 

1.
All District Sergeants

2.
All District Lieutenants

3.
District Commander

4.
Both Zone Commanders

5.
Command Staff

6.
All Public Information Officers

A.
Procedure for Making Notification:

1.
Contact immediate supervisor or lieutenant, as appropriate.


2.
If applicable, send a statewide teletype or a teletype to headquarters. 

3.
Once the teletype has been sent, or in place of teletype (as appropriate), an email message can be composed and distributed using a distribution list created for the incident.  Distribution lists should be created in advance for dissemination of information (if possible).  Distribution lists should be updated often to ensure the correct personnel are included.

4.
Ensure the subject line on the message includes an alert which will gain the immediate attention of the recipient(s).


5.
Add additional information that may be pertinent to the event and send the email.

6.
Commanders and PIOs can access the email message via the wireless blackberry.
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