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33.01  PUBLIC SAFETY COMMUNICATION

POLICY PURPOSE
Public safety communication--especially during emergency situations--must be organized, clear, and efficient, so that messages are effectively and professionally conveyed between agency personnel and other law enforcement, fire, and/or emergency medical service (EMS) personnel.  This policy defines the manner in which public safety communication will be managed and conducted by agency employees.

DEFINITIONS
Radio traffic—a radio transmission to or from any public safety employee.

Public safety employee—any employee of a public safety agency (law enforcement, fire, and/or EMS) that this 	agency has interaction with via telephone or radio.

Communications Officer—includes any employee who is employed solely in that job description, or any other 	agency employee acting in place of a Communications Officer, either on a permanent or temporary basis.   	For purposes of this policy, and to ensure compliance with the Ohio Police-Community Collaborative, 	Communications Officers are also considered Telecommunicators as defined in Ohio Revised Code Section 	4742.01.
                                     
Emergency call – any type of communication reporting a situation that involves the possibility of serious physical 	harm or a life threatening event.

Non-emergency call – any type of communication reporting an incident which is not life-threatening in nature or 	does not involve the possibility of serious physical harm.

POLICY
Agency employees employed as, or acting as, Communications Officers will follow the below listed guidelines.

BASIC COMMUNICATION PROCEDURES

The Communications Officer may be an individual’s first and only contact with the Erie County Sheriff’s Office.  Therefore, the responsibility for presenting an initial positive, favorable image on behalf of this agency is properly placed upon Communications Officers.   Accordingly, the members of the Communications Division are tasked with communicating, and will at all times communicate, any and all necessary information in a courteous and professional manner.  

The manner in which radio traffic and telephone messages are handled is a measure of the overall efficiency of a public safety organization, and also reflects directly on the overall proficiency and professionalism of its individual members.   Radio transmissions are being made over publicly accessed radio frequencies and members of the public routinely monitor such transmissions.   Both radio transmissions and telephone conversations are routinely recorded.   Any and all radio transmissions and telephonic communications are public records and are subject to future intense scrutiny.   Following the guidelines listed below will lead to efficient public safety communication, professional performance, and a positive public image leading to public confidence in the agency.
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1.  Communications Officers will listen before making any radio transmission to make certain that the radio  
     channel is clear.  They will organize their thoughts before transmitting any radio traffic to ensure that 
     their transmitted message is clear and professional.

2.  Communications Officers will keep all radio transmissions brief and to the point. Avoid any long-winded  
     descriptions and unnecessary repetition.  Accuracy of the information, brevity and quick but clear pace of       
     information delivery are equally important and are the signs of a professional.   Brevity is vital to ensure a  
     radio channel is clear in the event that it is needed for priority radio transmissions, either from a 
     Communications Officer or from a public safety employee in the field.   Rather than using terminology 
     such as the words “Clear,” “Okay, “ etc., Communications Officers will broadcast the time at the       
     conclusion of routine radio transmissions to signify that the broadcast, or exchange of radio transmissions, 
     is completed from the Communications Officer’s perspective.   

3.  Communications Officers will speak distinctly and pronounce words carefully when transmitting on the 
     radio.  Speech will be at a moderate speed using a conversational tone of voice with natural emphasis and 
     rhythm.   Volume of speech will be maintained at a level such that it may be heard clearly by public 
     safety employees operating vehicles in the field.   Communications Officers will not yell or scream on the 
     radio, but are responsible to adjust the volume of their voice accordingly if they are advised that their 
     transmission cannot be heard due to voice volume.   Keeping in mind the importance of how the 
     information they communicate is received by callers or by public safety officers in the field,   
     Communications Officers may also be required to adjust the tone of their voice if it appears to be blunt, 
     cynical, or otherwise unprofessional when engaging in radio or telephone communication.

	4.  When dispatching public safety personnel to a specific address, articulate the numeric.   For instance, the 
            address of 1925 Main Street will be dispatched as “One-Nine-Two-Five Main Street” and not “Nineteen 	
	     Twenty-Five Main Street.”   In addition, any letters will be dispatched phonetically.  The use of plain 
	     language, rather than any codes or signals, will be used for any and all radio transmissions.

5.  When answering a call received on any business line, the Communications Officer answering the call will 
     greet the caller by stating - “Erie County Sheriff’s Office, Dispatcher (Last Name)” and will then begin to 
     converse with the caller.

6.  When answering a 911 call, the Communications Officer will greet the caller by stating “911” and will  
     then begin to converse with the caller.

7.  It is this agency’s policy that radio traffic will be given ultimate priority, due to the dangers that public 
     safety employees in the field constantly face.    Radio transmissions from public safety employees in the 
     field will always be answered as soon as possible, and any and all Communications Officers on duty at   
     any given time are equally responsible to answer any radio traffic directed to the Communications Center.  

8.  Communications received via 911 will be answered immediately, but may be prioritized based upon the 
     type of information being received—this policy acknowledges that many calls received via the 911 
     system are not emergency in nature, and Communications Officers will need to prioritize those 
     communications.   Communications received via business telephone lines will be answered as quickly as 
     possible, but will be answered secondarily to 911 calls.  If at some point radio traffic and emergency 911 
     communications are received at essentially the same time as a non-emergency call, the radio traffic and/or 
     emergency call(s) will take precedence over the non-emergency communication.   Communications 
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     Officers must be prepared at all times to satisfactorily articulate the reasoning behind a decision to not  
     answer a radio transmission immediately.

9.  After receiving the emergency or non-emergency communication, Communications Officers will dispatch 
     the appropriate agency to the incident without delay, as outlined above and without delay.  If a call for 
     service is received to be dispatched to a public safety agency, and the members of that agency are all 
     handling other calls for service, the Communications Officer responsible for dispatching that call will 
     immediately notify the officer-in-charge of that public safety agency of the pending call for service via 
     radio transmission.  That officer-in-charge will then determine how, and/or when, the pending call for 
     service will be handled.


RECEIPT AND TRANSMISSION OF PERTINENT INFORMATION
A vital function of any Communications Officer is to obtain the necessary background information relating to any form of communication engaged in by that Communications Officer.  Communications Officers will attempt to obtain as much information as possible from a telephone caller or other complainant.  Communications Officers must obtain the address or location of the incident, along with the caller’s name and phone number if possible.  While it is understood that there are circumstances when this information is not able to be obtained, it is the responsibility of the Communications Officer speaking with the caller or complainant to ask for this information.   It is also the responsibility of a Communications Officer to immediately utilize any and all electronic or other means available in an attempt to determine the exact location of a complaint, if the complainant is not able to articulate that information, prior to dispatching a call for service.   Communications Officers should always ask the caller information that would be prudent for responding public safety personnel to be aware of while responding to the call in question, as outlined in this agency’s training protocol—i.e.: presence or use of any weapons and descriptions of those weapons, descriptions of involved individuals and/or vehicles, direction of travel of individuals and/or vehicles fleeing from the scene.   All of the information obtained will be then communicated to the public safety employee assigned to handle that call for service, either via radio or, if practical, via mobile data terminal transmission.

EMERGENCY MEDICAL DISPATCH
Properly trained and certified Communications Officers will provide pre-arrival emergency medical dispatch (EMD) instructions to callers reporting certain medical emergencies after the appropriate emergency medical service has been dispatched.   Those instructions will be provided using the situation-based instructional guide cards that have been purchased from the Association of Public Safety Communications Officials International (APCO); use of those guide cards has been approved by the local physician acting as EMS medical director.   The guide cards are present throughout the Sheriff’s Office Communications Center.   Pre-arrival instructions will be provided to the caller pursuant to training through APCO governing the delivery of those instructions and the use of the guide cards.

Pre-arrival instructions will be provided directly from the text found on the guide cards; Communications Officers are not permitted to deviate from that text due to liability concerns and to maintain the integrity of the pre-arrival system.   Pre-arrival instructions will be offered in all cases when applicable; the only exception to this policy would be during extreme emergency situations that would result in other 911 calls going unanswered during the delivery of those pre-arrival instructions.   
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INTERACTION BETWEEN COMMUNICATIONS OFFICERS
The operation of this agency’s Communications Center is a 24/7/365 undertaking, and information must flow seamlessly during each shift—and from shift-to-shift—to ensure efficient and proper service to the public. Ongoing interaction between Communications Officers is an absolute necessity; Communications Officers must constantly verbally interact with each other while on duty.   A Communications Officer is not properly relieved from duty (either for a break or at the end of that officer’s shift) until that officer has relayed any information pertaining to pending calls for service or unusual/major events to the Communications Officer(s) providing break relief or of the oncoming shift.   The responsibility for that communication rests solely with the officer being relieved.  

INTERACTION WITH THE PUBLIC
It must be understood that many of the individuals who call this agency for assistance are in the midst of a crisis.   Communications Officers will keep this thought in mind and will assist all callers with patience and empathy.

TRAINING (FOR COMPLIANCE WITH OHIO COMMUNITY-POLICE COLLABORATIVE)

	Training for Communications Officers concerning this policy shall be conducted at least annually and shall meet and support minimum standards as established in Ohio Administrative Code Section 5507-1 for 911 call centers and public safety answering points (PSAPs).   Communications Officers are required to complete basic and/or advanced training through APCO. 

	Communications Officers are trained to be proficient in numerous disciplines, to include:
		1.  Obtaining complete and accurate information from callers requesting law enforcement assistance; 
		2.  Accurately classifying and prioritizing requests for assistance; and
  		3.  Accurately relaying information which may affect responder and/or citizen safety.
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	PHASE 1
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	CAD SYSTEM/ALERT
	
	
	

	
	
	
	

	WHAT IS A CAD SYSTEM
	 
	 
	 

	INTERFACE WITH ANI/ALI DATABASES
	 
	 
	 

	ASSIGNING RESPONSE UNITS
	 
	 
	 

	CAD SYSTEM FAILURES
	 
	 
	 

	MOBILE DATA SYSTEMS
	 
	 
	 

	24 HOUR TIME 
	 
	 
	 

	MAPPING SYSTEMS
	 
	 
	 

	LOGGING RECORDERS
	 
	 
	 

	
	
	
	

	ALERT
	
	
	

	
	
	
	

	LOGGING IN 
	 
	 
	 

	MAIN SCREEN
	 
	 
	 

	UNIT LIST/SET FILTERS 
	 
	 
	 

	INCIDENT OPTIONS
	 
	 
	 

	RESPONDER BUTTONS
	 
	 
	 

	INCIDENT LIST
	 
	 
	 

	INCIDENT LIST TREES
	 
	 
	 

	GEO FILE
	 
	 
	 

	CROSS STREETS
	 
	 
	 

	MASTER NAME
	 
	 
	 

	INCIDENT FORM MENU
	 
	 
	 

	CALLER INFORMATION
	 
	 
	 

	LOCATION INFORMATION
	 
	 
	 

	CALL NATURE
	 
	 
	 

	CALL COMMENTS
	 
	 
	 

	ACTION CODES
	 
	 
	 

	CREATING A NEW CALL
	 
	 
	 

	RESPONDER STATUS LIST
	 
	 
	 

	DRAG AND DROP FEATURE
	 
	 
	 

	STACKING UNITS TO CALLS
	 
	 
	 

	ADDING INVOLVED PERSONS
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	ADDING INVOLVED VEHICLES
	 
	 
	 

	USING COMMAND LINE
	 
	 
	 

	CREATING A TRAFFIC STOP
	 
	 
	 

	ASSIGING REPORT NUMBERS
	 
	 
	 

	COMMUNITY WATCH
	 
	 
	 

	UNIT HISTORY
	 
	 
	 

	CLOSED CALLS
	 
	 
	 

	TOW FORM
	 
	 
	 

	MESSAGES/BOLO
	 
	 
	 

	LEGEND
	 
	 
	 

	CHAT FUNCTION
	 
	 
	 

	NEWS BULLETIN 
	 
	 
	 

	PENDING INCIDENT LIST
	 
	 
	 

	ENVIROMENT SETTINGS
	 
	 
	 

	INCIDENT LIST CONFIGURATIONS
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	PHASE 2
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	TELEPHONY-TRADITIONAL TECHNOLOGY
	
	
	

	
	
	
	

	BASIC 911 AND ENHANCED 911
	 
	 
	 

	HOW 911 SYSTEMS WORK
	 
	 
	 

	BASIC 911
	 
	 
	 

	ENHANCED 911
	 
	 
	 

	CALL TRACING
	 
	 
	 

	CALL ROUTING
	 
	 
	 

	DIRECT DISPATCH
	 
	 
	 

	CALL TRANSFER
	 
	 
	 

	CALL RELAY
	 
	 
	 

	CALL REFERRAL
	 
	 
	 

	
	
	
	

	CALL CLASSIFICATIONS
	
	
	

	
	
	
	

	LAW ENFORCEMENT CALL TYPES
	 
	 
	 

	ABDUCTION/KIDNAPPING
	 
	 
	 

	AMBER ALERT
	 
	 
	 

	
	
	
	

	KEY QUESTIONS 
	
	
	

	ROBBERY
	 
	 
	 

	BURGLARY
	 
	 
	 

	B&E
	 
	 
	 

	DOMESTICS
	 
	 
	 

	FIGHT CALLS
	 
	 
	 

	SHOTS FIRED
	 
	 
	 

	ALARMS
	 
	 
	 

	WRECKLESS DRIVERS/DUI
	 
	 
	 

	SUICIDAL SUBJECTS
	 
	 
	 

	ACTIVE SHOOTERS
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	PHASE 2
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	CALL PROCESSING
	
	
	

	
	
	
	

	IMPORTANCE OF OBTAINING COMPLETE AND 
ACCURATE INFORMATION FROM CALLERS REQUESTING PUBLIC SAFETY ASSISTANCE.______
IMPORATANCE OF ACCURATELY CLASSIFYING AND PRIORITIZING REQUESTS FOR ASSISTANCE._______
IMPORTANCE OF ACCURATELY RELAYING INFORMATION WHICH MAY AFFECT RESPONDER AND/OR CITIZEN SAFETY._______________________
BASIC CALL PROCESSING TECHNIQUES.
	 
	 
	 

	EMERGENCY LINES
	 
	 
	 

	NON EMERGENCY LINES
	 
	 
	 

	SPEAK DIRECTLY INTO MOUTHPIECE
	 
	 
	 

	USE APPROPRIATE TONE AND MANNER 
	 
	 
	 

	SHOW INTEREST IN CALLER
	 
	 
	 

	TAKE CHARGE OF THE CONVERSATION
	 
	 
	 

	EXPLAIN HOLDS, PAUSES AND DELAYS 
	 
	 
	 

	EXPLAIN REFERRALS
	 
	 
	 

	NEVER ARGUE WITH THE CALLER
	 
	 
	 

	BASIC INFORMATION TECHNIQUES
	 
	 
	 

	THE FOUR W'S 
	 
	 
	 

	JUST THE FACTS
	 
	 
	 

	TAKING DESCRIPTIVE INFORMATION
	 
	 
	 

	PHYSICAL DESCRIPTION
	 
	 
	 

	CLOTHING DESCRIPTION
	 
	 
	 

	VEHICLE DESCRIPTIONS
	 
	 
	 

	
	
	
	

	HANDLING DIFFERENT CALLER TYPES
	
	
	

	
	
	
	

	HIGHLY EMOTIONAL CALLERS
	 
	 
	 

	CHILD CALLERS
	 
	 
	 

	ELDERLY CALLERS
	 
	 
	 

	FOREIGN-SPEAKING CALLERS
	 
	 
	 

	MENTALLY DISTURBED PERSONS
	 
	 
	 

	CHRONIC CALLERS
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	DEMANDING "SOCIAL STATUS" CALLERS
	 
	 
	 

	INTOXICATED CALLERS
	 
	 
	 

	SUMMARY 
	 
	 
	 

	
	
	
	

	INTERPERSONAL COMMUNICATIONS 
	
	
	

	
	
	
	

	NON VERBAL COMMUNICATIONS
	 
	 
	 

	HEARING AND LISTENING
	 
	 
	 

	ACTIVE LISTENING
	 
	 
	 

	OPEN ENDED QUESTIONS
	 
	 
	 

	PARAPHRASING
	 
	 
	 

	REFLECTING FEELINGS 
	 
	 
	 

	ACTIVE LISTENING PITFALLS
	 
	 
	 

	CONVERSATION OVERLOAD
	 
	 
	 

	PERSONAL PREOCCUPATION
	 
	 
	 

	RATE OF THOUGHT 
	 
	 
	 

	NOISE
	 
	 
	 

	ASSUMPTIONS
	 
	 
	 

	SPEECH AND DICTION
	 
	 
	 

	RATE OF SPEECH
	 
	 
	 

	CUSTOMER SERVICE IN EMERGENCY COMMUNICATIONS
	 
	 
	 

	CUSTOMER SERVICE EFFECTS ON PUBLIC SAFETY 
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	PHASE 3
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	SANDUSKY POLICE DEPT 
	 
	 
	 

	PERKINS POLICE DEPT
	 
	 
	 

	HURON POLICE DEPT 
	 
	 
	 

	
	
	
	

	WARRANTS
	 
	 
	 

	CPOS 
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	FIRE DEPTS
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	EMAILING TIMES
	 
	 
	 

	LIFE FLIGHT
	 
	 
	 

	
	
	
	

	BAYVIEW FIRE 
	 
	 
	 

	GROTON FIRE
	 
	 
	 

	HURON FIRE 
	 
	 
	 

	KELLY ISLAND FIRE
	 
	 
	 

	MARGARETTA FIRE
	 
	 
	 

	VERMILION TWP FIRE
	 
	 
	 

	SANDUSKY FIRE 
	 
	 
	 

	PERKINS FIRE 
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	PHASE 4 - APCO 
	 
	 
	 

	
	TRAINER
	TRAINEE
	DATE

	
	
	
	

	
	
	
	

	PUBLIC SAFETY TELECOMMUNICATOR 1 - 7TH EDITION
	 
	 
	 

	EMERGENCY MEDICAL DISPATCHING 
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