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SECTION I. INTRODUCTION 

In January, 1986, the Police Management Association (PMA) 

received a continuation grant award from the National Institute 

of Justice (NIJ) to conduct a series of eight two-day management 

training seminars over a 14 month period. This award followed a 

previous NIJ 10-month award to PMA to conduct six one-day 

training seminars. A major recommendation resulting from the 

original project was ~n pxpand the training period to include one 

additional day. 

Start up activities included convening the project's Site 

Selection Committee in January to review and select eight u.S. 

cities as primary training sites. PMA had received four written 

requests for the training during 1986. Because it was 

anticipated that the majority of host departments would select 

NIJ's "Improving Police Management" (IPM) training program for 

presentation, the IPM course was updated in the early planning 

stages to include some of NIJ's latest research findings in the 

major topic areas. 

This specialized training course was targeted to middle and 

upper level law enforcement managers and participant selection 

was left to the discretion of the host department(s}. 

Evaluation instruments were designed for the participants 

and for the chiefs of each host department. Results of these 

evaluations are presented herein, as well as other succinct 

information deemed important to overall project history. 

Recommendations are addressed to both FHA and NIJ, in the 

event that future projects of this nature are anticipated. 
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SECTION II. PROJECT BACKGROUND INFORMATION 

A. Description of the Police Management Association 

Incorporated in the District of Columbia in 1980, the Police 

Management Association {PMA} is a private, nonprofit, 

international membership organization. Membership is increasing 

rapidly and PMA currently has enrolled over 1500 law enforcement 

personnel in the United States and twelve other countries. 

Recruiting efforts are targeted to middle managers ranking from 

sergeant through executive heads of police agencies, as well as 

civilian law enforcement personnel who qualify also within PMA's 

four membership categories. 

Challenged with the complex problems of policing and guided 

by six principles, PMA seeks to upgrade police management and 

ultimately to professionalize policing at all levels. 

PMA believes that through continual research, 

experimentation, and exchanges of ideas through public discussion 

and debate, development of a professional body of knowledge about 

policing will be enhanced. 

In addition to conducting management training seminars, PMA 

publishes a newsletter, and readership reaches well beyond its 

membership. An annual conference draws together both an 

international membership and representatives of major law 

enforcement organizations in the U.s. Through membership, a host 

of benefits are offered. To further one of PMA's goals -- to 

upgrade police management the Research in Brief (RIBS) 

publications of the National Institute of Justice are mailed 

regularly to its membership. 
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B. Project History 

The "Improving Police Management" (IPM) workshop series was 

developed originally through the Research Utilization Program 

supported by the National Institute of Justice (NIJ). Prior to 

1981, the IPM program w~~ conducted in three days and attended by 

top criminal justice policymakers and administrators in a 

multistate area. NIJ then began to look at less costly ways to 

conduct training and disseminate research findings. 

In late 1984, the Police Foundation requested and received 

funding from NIJ to present six one-day training workshops for 

police middle managers and executives. The grant was contracted 

directly to the Police Management Association (PMA) because o~ 

its unique qualifications to conduct such workshops. 

Offering police departments a shopping list of several NIJ­

approved training programs, PMA sponsored four IPM seminars and 

two Differential Police Response workshops in ten months during 

1985. 

Pleased with the overall success of these one-cay 

seminars, PHA applied for and received direct funding from NIJ to 

present eight, two-day training programs. Extending the course 

for at least one additional day was a major recommendation 

stemming from PMA's 1985 training evaluation report to NIJ. PHA 

strongly urged interested police agencies to select the 

"Improving Police Management" training from among the course 

offerings, because of the comprehensive update and revisions 

planned for the course materials. Moreover, the program's 

trainers had exhaustive knowledge about each training topic as 
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well as each other's training methods. Thus, historical 

familiarity with the program enabled PMA and the trainers to plan 

and conduct the specialized training in an efficient, effective, 

and flexible manner. 
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SECTION III. SCOPE OF WORK 

A. Site Selection 

An ad-hoc Site Selection Committee, comprised of two PHA 

members/practitioners, project staff, and NIJ's project monitor, 

convened in January, 1986 with the mission to identify the 

project's eight primary training sites. Several criteria were 

used in the selection process: seasonal considerations, 

-geographic location, and verbal or written invitations from 

interested police departments. 

Primary sites selected and tentatively scheduled at this 

meeting were: St. Petersburg, FL, Charleston, SC, Chicago, IL, 

Northern California, Tucson, AZ, New York/Nassau County, NY, 

Portland, OR, and Birmingham, AL. Secondary sites were 

identified as Fort Wayne, IN, Boston, MA, Duluth, MN and 

Richmond, VA. 

Because of conflicting scheduling problems, some departments 

needed to rearrange training dates. In two instances, 

departments elected not to host an IPM seminar. Even with 

several dela.yed cancellations, PMA reports that with its 

secondary training sites on sta.ndby, no major obstacles were 

encountered in program implementation. 

PHA conducted its eight IPM training programs 

chronologically in the following cities: St. Petersburg, FL, 

Chicago, IL, Charleston, SC, Fort Wayne, IN, Nassau County NY, 

Honolulu, Hawaii, Tucson, AZ, and Birmingham, AL. Six of the 

eight primary sites chosen by the Site Selection Committee and 

one secondary site (Fort Wayne, IN) hosted a training seminar. 
~ 
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• PHA requested and received permission from NIJ to present its 

sixth rPM training course to the Honolulu, Hawaii Police 

Department, since Honolulu was the venu~ for PHA's annual 

conference and the Honolulu Police Department had requested the 

training seminar during 1985. Because all sites were firmly 

scheduled, PMA was unable to accommodate them at that time. 

Scheduling these two events back-to-back in Honolulu eased the 

burden of repeated, remote travel for project staff and trainers 

who had planned to attend both events. 

FHA's project workplan called for conducting eight training 

seminars in 14 months. Adherence to this timetable was easily 

accomplished, even with unanticipated program deviations at 

several sites. 

B. Curriculum Development 

Although the project's grant indicated that nine training 

topics would be offered for departmental course selection, PMA's 

projection that the "Improving Police Management" (IPM) course 

offering would be selected by the majority of chiefs of police 

across all sites, bore out. PHA recommended the IPM training 

program to each seminar host because of several factors: the IPM 

program incorporates many segments of other NIJ's course 

offerings; the IPM program was to be substantially updated; and, 

to PMA's best knowledge, none of the remaining course topics on 

NIJ's suggested list had been updated since the early 80's. 

As a result, only two training sites requested other course 

syllabuses for review. One of these two departments elected not 

to host a seminar, while the other selected the IPM program 
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• following review of the various syllabuses. 

Shortly following the Site Selection Committee meeting, 

project staff met with Mr. Jerome Miron, National Sheriffs' 

Association, and NIJ-certified IPM Trainer, to review the outline 

for the IPM training program. A 12-session outline was 

submitted, accompanied by time schedules for each session. Mr. 

Miron indicated that he was revising and updating the 1985 IPM 

Handbook to incorpc~a:~ some of NIJ's latest research. Included 

among these updates were selected chapters from the recently 

published Patrol Deployment, "Issues and Practices in Criminal 

Justice," National Institute of Justice, September 1985; 

"Evaluation of the DPR Field Test," Executive Summary, Thomas 

McEwen and Edward Connors, Research Management Associates, 

Alexandria, VA, 1984; "Synthesizing and Extending the Results of 

Police Patrol Studies," Larson, 1985; and, "Responding to the 

Needs and Rights of Crime Victims: Managing Criminal 

Investigations," Jerome Miron, National Sheriffs' Association. 

Following endorsement of Miron's updated materials by 

project staff and PMA's other principal IPM course trainer, Mr. 

William Bieck, Houston, TX Police Department, the IPM course 

syllabus was prepared, and the 194-page Handbook edited and 

printed in late February for PMA's initial seminar presentation 

scheduled on March 6 and 7. (See Appendices A & B) 

Project staff designed a calligraphed certificate of 

completion which was forwarded to participants following 

training. See APpendix E for a facsimile. 
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c. Participant and Trainer Selection 

PMA targeted the training to middle and upper level law 

enforcement managers. One or more departments hosted each 

seminar and inviting participation from surrounding departments, 

in most cases, those within drivable distance. Leeway for 

variance in participant selection was left to the discretion of 

chiefs of each department represented. For instance, a large 

city department having over 1000 sworn officers might elect to 

offer the training to more sergeants than a small, rural 

department with only 20 sworn officers. At many of the seminars, 

this proved to be the case. So, smaller departments usually 

appointed higher ranking officer(s) to attend the seminar, sin~e 

the managerial issues addressed by the trainers often were the 

responsibility of lieutenants, captains, or even higher ranking 

officers. 

Information on ranks represented at the training seminars 

are reported for each site in Section IV. B. 

Three of NIJ's certified IPM trainers were available to 

present the IPM course over the project period. This scarcity of 

IPM course trainers fortunately presented no major obstacle to 

program implementation, mainly because the course was designed 

for two trainers only. Those trainers contracted during the 

previous year's project, Mr. Jerome Miron, National Sheriffs' 

Association, and Mr. William Bieck, Houston, TX Police 

Department, were contracted again by PMA to present the course 

over the 14-month project period. Mr. Miron updated the course 

materials and prepared the course syllabus while PMA developed 
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e _ 
the draft training schedule. Dr. Victor Strecher, Professor of 

Criminal Justice, Sam Houston State University, agreed to be an 

alternate trainer in the event neither of the primary trainers 

were available. 

D. Pre-seminar Activities 

PHA's workplan called for the project director, trainers, 

and its Board member/practitioner to schedule a meeting with 

representatives of th~ ~~st department{s) one day before seminar 

initiation. During these meetings, project staff were given an 

overview of law enforcement roles and services in the community, 

lines of command, and the area's political climate. Because 
. 

differences existed, of course, among the various departments 

represented at the seminars, it was believed that such variations 

should be pointed out before training commenced. 

For instance, some agency heads were appointed under civil 

service qualifications, while others were elected or hand-picked 

for the position. Rank structures differed among participants 

due to departmental size, resulting in managers having similar 

responsibilities and duties but holding disparate ranks. 

Departmental size and differences in jurisdictional areas 

i.e., urban, rural, suburban, would also affect beat configura-

tion patterns among seminar participants. 

These briefings played a vital role in ensuring that all 

project staff were well informed of participants' geographic 

araas, political arenas, and functional differences. 
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E. Evaluation Desi2n 

Trainer Miron designed an evaluation instrument 

corresponding to the revised training materials. Miron submitted 

the survey instrument to PMA along with the revised course 

materials. PMA reviewed and approved the evaluation design, 

making no changes at this time. 

Following the initial seminar held in March, minor revisions 

were made to the evaluation forms. For instance, staff performed 

a content analysis on responses received from two open-ended 

questions at the form's conclusion, having determined that 

participant responses could be aggregated into a multiple choice 

format. With the improved design, open-ended responses were 

decreased to one question only. The evaluation forms covering 

each session held over the two days contained 68 separate items 

to score or rank. (A copy of the evaluation instrument is 

attached as Appendix C.) 

The second component of the project's evaluation methodology 

was the "Chiefs' Followup Survey." Designed with the input of 

trainer Bieck, the one-page survey sought to collect seminar 

followup information from chiefs of police of each department/ 

agency represented in the seminars. A similar form was initiated 

during PMA's 1985 training cycle, but later discarded in favor of 

a telephone survey. PMA believed that the 1985 telephone survey 

IDay not have included a representative sample of departmental 

chiefs. In light of this reservation, staff restored its 

original methodology. This survey instrument is included as 

Appendix D. 
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SBCTION IV. IMPROVING POLICE MANAGEMENT TRAINING SEMINARS 

A. Key Events and Evaluation Results 

1. St. Petersburg, Florida 

In June, 1985, The Florida Institute of Law Enforcement 

contacted the Police Management Association (PMA) and expressed 

interest in co-sponsoring one of PMA's management training 

seminars with the St. Petersburg Police Department. 

At that time PMA had firmly scheduled all of its seminars 

for the remainder of 1985, but was planning to submit another 

grant proposal to the National Institute of Justice (NIJ), 

requesting funding for another seminar series. This series, 

however, would be held over two days, rather than one day a 

key recommendation stemming from the evaluation report. 

Upon notification of grant award in December 1985, PMA 

contacted the St. Petersburg Police Department and Florida 

Institute of Law Enforcement (FILE), scheduling the first of its 

series of eight seminars for March, 1986. 

PMA's Seminar Coordinator made a site visit in February to 

confer with assigned liaison personnel of the two sponsoring 

agencies. The Bilmore Beach Hotel, Treasure Island, FL, was 

selected as the training locale and registration fees were set at 

$25.00 per student to cover expenses of daily luncheons and 

relat~d local delivery expenses. At that time, enrollment was 

projected at 100 participants. 

Address labels of P~~'s Florida membership were mailed to 

FILE to aid participant recruitment. In addition, the St. 

Petersburg Police Department provided FILE with a mailing list of 
l' 

-12-



surrounding police departments. Three weeks before the seminar 

date, FILE designed and mailed flyers announcing the seminar to 

all persons on these two lists. The "Improving Police 

Management" course was approved by the Florida Criminal Justice 

Standards and Training Commission for local dollar funding. 

P~~ was disappointed when informed only a few days before 

the seminar that projected attendance of 100 fell far short. 

Only 49 participants had registered. PMA immediately reported 

registration to the NIJ Project Monitor who gave approval to 

proceed with the seminar on March 6-7. 

On day one, PMA's Board President briefed participants on 

the National Institute of Justice' and PHA's respective mission 

in presenting the IPM seminar. Results of the st. Petersburg, FL 

participant evaluation follow. 
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ST. PETERSBURG, FLORIDA 

Participants by Rank (N=49) 

Chief: 2 Captain: 5 Lieutenant: 8 
Sergeant: 25 Line Personnel: 1 
Civilian: 8 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and you~ ~gency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for Improving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.5 
4.3 
4.1 
4.5 

Police 

4.3 
4.3 
4.3 
4.6 

4.0 
3.9 
3.9 
3.7 

Range 

1-5 
3-5 
3-5 
3-5 

Management 

3-5 
3-5 
3-5 
3-5 

3-5 
2-5 
2-5 
2-5 

Session 4: Why Do People Call the Police? 

Clarity 4.2 1-5 
Specificity 4.0 1-5 
Relevancy 3.9 1-5 
Presenter's Delivery 4.2 1-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 4.2 2-5 
Specificity 4.1 3-5 
Relevancy 4.1 3-5 
Presenter's Delivery 4.4 3-5 

-14-

N 

43 
42 
43 
43 

42 
42 
42 
42 

43 
43 
43 
43 

42 
42 
42 
42 

43 
43 
42 
43 

---
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Session 6: Summary/Conclusion - DAY ONE 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

DAY TWO: 

Session 7: Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.2 
4.1 
4.1 
4.3 

4.1 
3.9 
3.9 
4.3 

Session 8: Case Study - Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.2 
3.9 
4.0 
4.3 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's D~li~o~y 

4.2 
3.8 
3.8 
4.2 

1-5 
1-5 
1-5 
2-5 

Range 

2-5 
2-5 
2-5 
3-5 

3-5 
2-5 
2-5 
3-5 

2-5 
2-5 
1-5 
2-5 

41 
41 
41 
41 

39 
39 
39 
39 

40 
40 
40 
40 

38 
38 
38 
38 

Session 10: Responding to the Needs and Rights of Crime 
Victims - Criminal Investigations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.2 
4.0 
4.0 
4.3 

2-5 
2-5 
2-5 
2-5 

38 
38 
38 
38 

Session 11: A Management Plan to Improve Police Operations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 
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4.3 
4.1 
4.2 
4.0 

3.9 
4.2 
3.1 
4.2 

3-5 
2-5 
2-5 
2-5 

2-5 
2-5 
1-5 
2-5 

21 
21 
21 
20 

38 
38 
36 
38 



Sequence of sessions 4.1 3-5 39 
Transition of sessions 4.0 2-5 39 

Utility of small group work 4.0 2-5 38 
Utility of individual work 3.6 1-5 37 
Time for small group work 3.5 1-5 38 
Time for individual work 3.5 1-5 36 

The Participant Handbook 4.5 3-5 38 
Visual Aids 3.0 1-5 37 
Handouts 3.6 1-5 38 
Task worksheets 3.6 1-5 38 

IMPACT OF WORKSHOP 

How informative was workshop? 3.9 2-5 39 
How useful WBb ~~rkshop? 3.6 2-5 39 
How relevant was information 
presented to your agency? 3.6 2-5 39 

COMMENTS/SUGGESTIONS 

What were the stronger features of this workshop? 
(This was an open-ended question. A content analysis was 
done, and numbers given here are number of times stated) 

Quality of trainers = 20 
Selection/Relevance of topics = 11 
Course Handbook = 5 
Group Tasks/Group Interaction = 4 
Patrol Dep10~ffic~t ~~~cion = 4 
Differential Police Response session = 4 

Thirty one students responded to this question, with some 
offering several comments. Additional comments included: 
low training cost; physical facility; refreshments and 
luncheons. 

What were the weaker features of this workshop? 
(This was an open-ended question. A content analysis was 
done, and numbers given here are number of times stated). 

Insufficient time for lectures = 7 
Insufficient time for group sessions = 8 
Course not relevant = 6 
Lack of/poor visual aids = 6 
Other = 9 

Thirty-five students responded to this question. Other 
responses included: too much lecture vs. hands-on group; 
not enough breaks; non-adherence to schedule. 
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other Comments/Suggestions: 

Twenty-nine additional comments were received. For the most 
part, these comments reflect the same observations noted in 
the two questions above. Students from one department 
indicated that since their department is in the final stages 
of accreditation, the topics have been covered many times 
in the past. Other suggestions were: make the evaluation 
form anonymous to increase constructive criticism; have 
name tags for easier recognition; direct seminar to upper 
level managers who may have more impact on areas discussed; 
add alternative solutions to specific problems; spend less 
time on manpower allocation; eliminate Session 10 (criminal 
investigations). 
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2. Chicago, Illinois 

Chicago was identified by the Site Selection Committee as a 

primary site for the IPM training course. Although a tentative 

seminar schedule listed Chicago as the venue for a May seminar, 

because of conflicts at the third site (Charleston, SC) seminar 

dates were switched. 

PHA contacted the Cook County Office of the Sheriff in early 

February to discuss whether a need was perceived for the IPM 

training in the Chicago area. The Sheriff's Office agreed to 

review course materials at that time. PMA suggested that the 

Chicago Police Department co-host the seminar. This suggestion 

was agreed to and PMA scheduled tentative training dates of April 

17 and 18. A liaison person was assigned by the Cook County 

Office of the Sheriff to interact with project staff. 

Following review of the course materials, both the Cook 

County Sheriff's Office and the Chicago Police Department 

approved the training and mailed out the rPM syllabus, a letter 

of invitation, and registration forms to departmental heads in 

the tri-state area. Seminar fees of $50.00 were set for each 

participant. This fee included local service delivery and a one 

year membership in PHA, as approved by NIJ's Training and Testing 

Division's Director. 

During PMA's site visit on April 3rd, several minor 

logistical problems and concerns were noted and resolved. 

On April 17, the seminar opened with 90 participants, 

representing 26 areawide departments. A PMA Board member and 

female c,aptain from the Peoria, IL Police Department, opened the 
l, 
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seminar with an overview of the National Institute of Justice' 

training sponsorship role and a description of PMA's membership 

services. NIJ's Summary Report, "Reducing Fear of Crime in 

Houston and Newark," was disseminated to each participant. 
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CHICAGO, ILLINOIS 

Participants by Rank (N=90) 

Superintendent/Deputy Superintendent: 3 
Chief/Deputy Chief: 12 Commander/Major: 6 
Captain: 8 Lieutenant: 32 
Sergeant/Me Sergeant: 23 Corporal: 4 
Civilian: 2 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your agency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for Im12roving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.3 
4.0 
4.0 
4.4 

Police 

4.3 
4.1 
4.3 
4.5 

3.9 
3.9 
4.1 
3.7 

Range 

3-5 
2-5 
1~5 

3-5 

Management 

3-5 
1-5 
1-5 
3-5 

1-5 
1-5 
1-5 
1-5 

Session 4: Why Do People Call the Police? 

Clarity 4.0 1-5 
Specificity 3.7 1-5 
Relevancy 3.7 1-5 
Presenter's Delivery 4.0 1-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 3.7 2-5 
Specificity 3.7 2-5 
Relevancy 3.7 1-5 
Presenter s Delivery 4.1 1-5 
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63 
62 
62 
62 

64 
63 
63 
63 

64 
63 
63 
63 

64 
64 
64 
64 

64 
64 
63 
64 



Session 6: Summary/Conclusion - DAY ONE 

Clarity 4.0 
Specificity 3.8 
Relevancy 3.9 
Presenter's Delivery 4.1 

DAY TWO: 

Session 7: Patrol Deployment 

Mean 

Clarity 4.1 
Specificity 4.0 
R~levancy 4.1 
Presenter.'s Delivery 4.2 

Session 8: Case Stu.dy - Patrol Deployment 

Clarity 3.7 
Specificity 3.7 
Relevancy 3.6 
Presenter's Delivery 3.8 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

3.8 
3.6 
3.6 
3.8 

1~5 

1-5 
1-5 
2-5 

Range 

2-5 
2-5 
1-5 
2-5 

1-5 
1-5 
1-5 
1-5 

1-5 
1-5 
1-5 
1-5 

Session 10: Responding to the Needs and Rights of 
Victims - Criminal Investigations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.0 
3.9 
3.9 
4.0 

1-5 
1-5 
1-5 
1-5 

55 
55 
55 
55 

N 

64 
62 
63 
63 

66 
66 
66 
66 

61 
59 
61 
60 

Crime 

47 
47 
47 
45 

Session 11: A Management Plan to Improve Police Operations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 
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4.1 
3.9 
4.1 
3.8 

3.7 
4.1 
3.1 
3.7 

1-5 
2-5 
1-5 
2-5 

1-5 
2-5 
1-5 
1-5 

36 
36 
35 
33 

60 
60 
55 
61 



Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

How informa~ive w~s ~orkshop? 
How useful was workshop? 
How relevant was information 
presented to your agency? 

COMMENTS/SUGGESTION~ 

3.7 
3.8 

3.6 
3.4 
3.4 
3.4 

4.4 
2.9 
3.3 
3.4 

3.9 
3.7 

3.9 

1-5 
1-5 

1-5 
1-5 
1-5 
1-5 

3-5 
1-5 
1-5 
1-5 

1-5 
1-5 

2-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 40 
B. Topics Covered ~ 37 
C. Course Handbook = 41 
D. Group Interaction = 36 
E. Other (pl6~~2 =~~cify) = 3 

63 
63 

62 
56 
62 
56 

63 
50 
43 
52 

63 
63 

64 

Other stronger features mentioned were the focus on current 
issues, presenter/audience rapport and interaction, and 
amenities provided. 

What were the weaker features of this workshop? 

A. Insufficient time for ~ectures = 13 
B. Insufficient time for group sessions = 15 
C. Course Not relevant to my department/agency = 5 
D. Additional Visual Aids needed = 28 
E. Other (please specify) = 17 

Other weaker features mentioned were digression of speakers, 
lectures slow moving or narrowly focused, one complaint 
about instructor participation in group sessions, program 
either too long or too short, program applicable mostly to 
larger agencies, and group too large for meaningful group 
interaction. 
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Please add here other comments/suggestions on the workshop. 

Thirty-nine participants offered one or more comments. Fourteen 
of these offered positive feedback on the speakers or course, 
while five persons offered negative comments on speakers/course. 
Six persons commented specifically that the information presented 
was too basic, suggesting instructors focus on current topics, 
not LEAA history, Kansas City Patrol Experiment, or the Rand 
Study. Remaining comments reinforced stronger or weaker features 
noted above. 
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C. Charleston, South Carolina 

The Charleston, SC Police Department was selected by the 

Site Selection Committee to host an "Improving Police Management" 

training seminar. PHA discussed the program with the 

Department's Chief in early February and agreed to mail the IPM 

course syllabus developed for the previous year's one-day IPM 

training program, since the program's new syllabus was in the 

development process. Following review of the sample syllabus 

and training schedule, PHA was told to proceed with planning 

activities. A liaison person was appointed by the Chief to 

coordinate with PMA and IPM training was scheduled for April 17 

and 18. 

In late March, PMA was informed by the Charleston Police 

Department that conflicts had arisen, preventing April training. 

The seminar was then rescheduled to May 22-23, dates originally 

set for the Chicago, Illinois seminar. Co-hosts in Chicago 

readily agreed to switch training dates. 

Training was scheduled at a hotel close to the Police 

Department and registration fees of $30.00 per student were 

assessed which covered expenses for two lunches and other local 

delivery services. As the case at most other sites, the training 

rooms were available free of charge, since the hotel's catering 

service would be used. 

FMA experienced a minor problem when the registration form 

and course information was mailed by the Charleston Police 

Department to outlying departments before it had been reviewed by 

PMA staff. Although cautioned that the course syllabus was not 
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yet updated, registration information included a description of 

the previous year's training program, which did not accurately 

reflect the updated material. However, the Department agreed to 

forward a corrected syllabus to participants as registration was 

received. 

PHA's Seminar Coordinator made a preliminary site visit to 

Charleston on May 12th. No impediments to program implementation 

were perceived. 

Case study materials, prepared by trainer Miron, were used 

for the first time in Charleston. In addition, selected segments 

of the NIJ's "Crime File" film series were viewed by participants 

in conjunction with the session "Responding to the Needs and 

Rights of Crime Victims: Criminal Investigations." 

Forty-nine participants attended the seminar, representing 

twelve law enforcement agencies in South Carolina, Georgia, and 

North Carolina. A FMA Board member and Captain in the Raleigh, 

NC Police Department presented opening remarks about NIJ and PMA. 

Staff reports that because of long distance driving, some 

participants left early on the second day. This, coupled with an 

the fact that many participants did not complete Day 2 evaluation 

forms, resulted in low response rates for these sessions. 

-25-



CHARLESTON, SOUTH CAROLINA 

Participants by Rank (N=49) 

Chief: 1 Deputy Sheriff: 2 
Lieutenant: 8 Sergeant: 26 
Line Personnel: 7 

Captain: 4, 
Civilian: 1 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your agency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for Improving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.7 
4.5 
4.4 
4.6 

Police 

4.6 
4.4 
4.3 
4.6 

4.4 
4.3 
4.3 
4.4 

Range 

3-5 
3-5 
3-5 
3-5 

Management 

3-5 
3-5 
3-5 
3-5 

2-5 
3-5 
2-5 
3-5 

Session 4: Why Do People Call the Police? 

Clarity 4.4 3-5 
Specificity 4.2 2-5 
Relevancy 3.9 1-5 
Presenter's Delivery 4.4 2-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 4.2 2-5 
Specificity 4.1 1-5 
Relevancy 3.8 1-5 
Presenter's Delivery 4.1 1-5 
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N 

40 
40 
40 
40 

40 
40 
40 
40 

40 
40 
40 
40 

40 
40 
40 
40 

40 
40 
40 
40 



It 
Session 6: Summary/Conclusion - DAY ONE 

Clarity 4.2 
Specificity 4.2 
Relevancy 4.1 
Presenter's Delivery 4.3 

DAY TWO: 

Session 7: Patrol De1210yment 
Mean 

Clarity 4.5 
Specificity 4.2 
Relevancy 4.1 
Presenter's Delivery 4.3 

Session 8: Case Study - Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.4 
4.1 
4.0 
4.5 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.4 
4.2 
4.1 
4.2 

e 

2-5 
2-5 
2-5 
2-5 

Range 

3-5 
3-5 
3-5 
3-5 

3-5 
2-5 
2-5 
3-5 

2-5 
3-5 
1-5 
2-5 

38 
38 
38 
38 

N 

25 
25 
25 
25 

25 
25 
25 
25 

24 
24 
24 
24 

Session 10: Responding to the Needs and Riahts of Crime 
Victims - Criminal Investigations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 11: A Management 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Plan to 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 

4.6 
4.5 
4.3 
4.6 

Improve 

4.5 
4.4 
4.3 
4.5 

4.1 
4.2 
3.9 
3.8 
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4-5 
4-5 
3-5 
4-5 

23 
22 
22 
23 

Police Operations 

3-5 15 
3-5 15 
3-5 15 
3-5 15 

2-5 24 
3-5 24 
1-5 24 
2-5 24 



Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

4.4 
4.5 

4.4 
4.4 
4.1 
4.1 

4.5 
4.1 
4.5 
4.4 

How informative was workshop? 4.3 
How useful was workshop? 3.8 
How relevant ~s~ information 
presented to your agency? 3.6 

COMMENTS/SUGGESTIONS 

e 
3-·5 
3-5 

3-5 
3-5 
2-5 
1-5 

2-5 
1-5 
3-5 
3-5 

3-5 
2-5 

2-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 14 
B. Topics Covered = 5 
C. Course Handbook = 14 
D. Group Interaction = 11 
E. Other (please specify) = 0 

23 
24 

24 
23 
24 
22 

24 
24 
24 
24 

24 
24 

24 

Twenty-one students responded to this question, choosing 
one or more of 0:>1" h,T"""C; , 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 7 
B. Insufficient time for group sessions = 5 
C. Course Not relevant to my department/agency = 7 
D. Additional Visual Aids needed = 9 
E. Other {please ¢pecify} = 7 

Twenty-two students responded here, choosing one or more 
features. Other weaker features specified were: too much 
time spent on certain topics; smoking policy needed; 
speakers were a little dry; workshop needed more time. 

Please add here other comments/suggestions on the workshop. 

Nine additional comments were offered. Most noted the 
workshop's high quality. Other suggestions were: add 
smoking sections; clarify abbreviations; give information 
on how supervisors can gain respect from their staff; 
disagree with using nonprofessionals for dispatching; add 
more days to course and overhead slides for note-taking. 
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4. Fort Wayne, Indiana 

PHA had originally scheduled a June seminar in New York, co­

hosted by the New York City and Nassau County Police Departments. 

In early May, the invitation was declined because maximum 

departmental resources were committed to the Statue of Liberty 

Centennial Celebration activities. However, the door was left 

open to reschedule another training date. 

The Fort Wayne, Indiana Police Department, identified by the 

Site Selection Committee as a secondary site, was immediately 

contacted. The Chief of Police expressed interest in the IPM 

training course and requested review of the training materials. 

Following departmental approval, liaison was provided to interact 

with PMA staff for seminar planning. Brochures describing the 

IPM training program were mailed to surrounding departments, as 

well as to several law enforcement agencies in Ohio and Michigan. 

Registration fees were set at $30 per person. A site visit was 

made by PMA's Seminar Coordinator in early June when the 

facilities were perceived to be appropriate for the training. 

Sixty-three participants attended the seminar. As was the 

case at most training sites, some participants left early on the 

second training day because of long distance driving needs. In 

spite of PMA's ongoing efforts to increase evaluation returns and 

completions, this remained a problem. 

Fort Wayne's Chief of Police and one of PHA's course 

trainers were interviewed by a local television station. Each 

gave their views on ways that management training, such as the 

IPM course, can improve the quality of policing. 
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FORT WAYNE, INDIANA 

Participants by Rank: N=63 

Chief/Deputy Chief: 10 Captain: 12 Sheriff: 1 
Lieutenant: 18 Sergeant/Me Sergeant: 19 
Inspector/Major: 2 Civilian: 1 

Assess on a 5-point scale (5=excellenti l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your agency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for ImJ2roving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.4 
4.2 
4.1 
4.5 

Police 

4.4 
4.2 
4.3 
4.4 

3.9 
4.0 
4.2 
3.8 

Range 

3-5 
1-5 
1-5 
3-5 

Management 

3-5 
2-5 
2-5 
3-5 

2-5 
2-5 
2-5 
2-5 

Session 4: Why Do PeoJ21e Call the Police? 

Clarity 4.0 2-5 
Specificity 3.8 1-5 
Relevancy 3.9 1-5 
Presenter's Delivery 4.1 2-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 4.1 2-5 
Specificity 3.9 2-5 
Relevancy 4.1 2-5 
Presenter's Delivery 4.1 2-5 
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N 

56 
56 
56 
56 

56 
56 
56 
55 

55 
55 
55 
55 

54 
54 
54 
54 

42 
42 
42 
42 



" 

Session 6: Summary/Conclusion - DAY ONE 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

DAY TWO: 

Session 7: Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.4 
4.1 
4.2 
4.3 

4.3 
4.2 
4.1 
4.4 

Session 8: Case Study - Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.2 
4.2 
4.2 
4.5 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.3 
4.2 
4.1 
4.3 

3-5 
2-5 
3-5 
3-5 

Range 

3-5 
2-5 
2-5 
3-5 

2-5 
2-5 
2-5 
3-5 

1-5 
1-5 
1-5 
1-5 

44 
44 
44 
44 

43 
42 
42 
42 

40 
39 
39 
39 

37 
36 
36 
36 

Session 10: Responding to the Needs and Rights of Crime 
'Victims - Criminal Investigations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.5 
4.4 
4.4 
4.6 

3-5 
3-5 
3-5 
3-5 

29 
28 
29 
29 

Session 11: A Management Plan to Improve Police Operations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 
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Q 

4.5 
4.3 
4.3 
4.2 

3.9 
4.4 
3.7 
4.1 

3-5 
3-5 
3-5 
2-5 

2-5 
3-5 
2-5 
2-5 

24 
24 
24 
24 

43 
43 
43 
43 



---

Sequence of s~ssions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

4.2 
4.3 

3.9 
4.0 
3.6 
3.6 

4.5 
3.7 
4.2 
4.0 

How informative was workshop? 4.2 
How useful was workshop? 4.0 
How relevant wap information 
presented to your agency? 3.9 

COMMENTS/SUGGESTIONS 

e 
1-5 
1-5 

1-5 
1-5 
1-5 
1-5 

3-5 
2-5 
2-5 
1-5 

2-5 
2-5 

2-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 32 
B. Topics Covered = 24 
C. Course Handbook = 6 
D. Group Interaction = 17 
E. Other (please specify) = 0 

42 
42 

43 
42 
42 
43 

42 
42 
41 
42 

43 
32 

42 

Thirty-eight respondents selected one or more stronger 
areas. Presen~pr~' delivery was view as the workshop's 
stronger feature. This is reflected also on individual 
session scores. 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 11 
B. Insufficient time for group sessions = 18 
C. Course Not relevant to my department/agency = 6 
D. Additional Visual Aids needed = 16 
E. Other (please specify) = 6 

Thirty responses were received to this question. The need 
to allot additional time to group sessions is evident. 
Again, this is reflected also in the averages of the 
group task scores. 

Please add here other comments/suggestions on the workshop. 

Twenty-one comments/suggestions were offered. Seven 
commented favorably on the overall seminar or on the 
quality of instructors. Additional comments noted a 
lack of cooperation from some group task members; 
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irrelevancy of workshop to one tradition-oriented 
department; need for more in-depth look at topics; 
need to offer sources of information; and need for an 
additional day for the seminar. 
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5. Nassau County, New York 

As mentioned previously, Nassau County was selected to host 

a seminar after New York City's Police Department had indicated 

that none of PHA's suggested training dates were feasible for 

1986, because of the S~a~ue of Liberty celebrations, previous 

training priorities and influx of new recruits. Nassau County 

Police Department had remained eager to receive the training, 

although there was so~e coordination delays within the Department 

because of personnel vacations. Following course review, on 

September 4, PHA received a written request from the Nassau 

County Police Commissioner to present the program on September 29 

and 30. The Commanding Officer of the Nassau County Police 

Academy was directed to coordinate the seminar program. On 

September 16, all commands of city and village police departments 

within the Port Washington Police District,' having the rank of 

Captain and above, were requested to attend. In retrospect, 

selection of higher ranking participants does not appear to be 

appropriate for the Port Washington District, as evaluation 

results and findings indicate. 

Eight surrounding departments~ including one participant 

from the New York City Police Department, were represented by 81 

officers. No tuition fees were assessed since Nassau County 

Police Department provided both training facilities and service 

provisions over the two day period. 

Introductory remarks were offered by one of PHA's Board 

members -- Undersheriff of Essex County, NJ. His remarks focused 

on .NIJ's sponsorship of the seminar series and PHA's membership 
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services. 

Trainer Miron prepared several new case studies for the 

Nassau County seminar audience, "The Changing Roles of Law 

Enforcement Managers," and "The Law Enforcement Manager as 

Resource Allocator." 

1· 
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NASSAU COUNTY, NEW YORK 

Participants by Rank (N=80) 

Dep. Commissioner/Commissioner: 3 
Chief/Asst. Chief/Dep. Chief: 16 
Captain: 8 Det. Lt./Lt.: 19 

Dep. Insp./Inspector: 27 
Det. Sgt./Sergeant: 7 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the followina perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your agency? Presenter's delivery -- style? 

Session 1: Int{oduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for Improving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

3.9 
3.7 
3.6 
3.9 

Police 

4.1 
3.9 
4.1 
4.1 

3.6 
3.5 
3.8 
2.9 

Ranae 

1-5 
1-5 
2-5 
1-5 

Management 

2-5 
2-5 
2-5 
2-5 

1-5 
1-5 
2-5 
1-5 

Session 4: Why Do People Call the Police? 

Clarity 3.5 1-5 
Specificity 3.4 1-5 
Relevancy 3.0 1-5 
Presenter's Delivery 3.2 1-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 3.4 1-5 
Specificity 3.2 1-5 
Relevancy 3.0 1-5 
Presenter's Delivery 3.4 1-5 
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N 

52 
51 
51 
51 

52 
50 
51 
51 

52 
51 
51 
51 

49 
48 
48 
48 

40 
39 
40 
39 



---

e 
Session 6: Summary/Conclusion - DAY ONE 

Clarity 3.5 1-5 32 
Specificity 3.4 1-5 31 
Relevancy 3.1 1-5 31 
Presenter's Delivery 3.6 1-5 31 

DAY TWO: 

Session 7: Patrol De l2loyment 
Mean Range N 

Clarity 3.4 1-5 39 
Specificity 3.3 1-5 39 
Relevancy 3.0 1-5 39 
Presenter's Delivery 3.4 1-5 38 

Sel3sion 8: Case Study - Patrol Deployment 

Clarity 3.4 1-5 39 
Specificity 3.3 1-5 39 
Relevancy 3.2 1-5 39 
Presenter's Delivery 3.7 2-5 39 

Session 9: What Do Managers Want Patrol Units 
To Do When Del2loyed? 

Clarity 3.7 1-5 39 
Specificity 3.4 1-5 39 
Relevancy 3.5 1-5 39 
Presenter's Delivery 3.9 2-5 39 

NOTE: Session 10: Resl20nding to the Needs and Rights of Crime 
Victims - Criminal Investigations and §ession 11: A Managem~nt 
Plan to Improve Police Operations, were not held because of 
schedule runovers. 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 

Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 
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3.3 
3.6 
3.2 
3.2 

3.2 
3.2 

3.3 
3.6 
3.2 
3.2 

1-5 
1-5 
1-5 
2-5 

1-5 
1-5 

1-5 
1-5 
1-5 
2-5 

39 
39 
39 
38 

37 
37 

39 
39 
39 
38 



The Participa~t Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

How informative was workshop? 
How useful was workshop? 
How relevant was information 
presented to your agency? 

COMMENTS/SUGGESTIONS 

3.5 
3.0 
3.5 
3.0 

2.9 
2.6 

2.7 

1-5 
1-5 
1-5 
1-5 

1-5 
1-5 

1-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 23 
B. Topics Covered = 7 
C. Course Handbook = 12 
D. Group Interaction = 26 
E. Other (please specify) = 3 

40 
39 
39 
37 

38 
38 

38 

Forty-one students reponded to this question. Some chose 
one or more feature as being stronger than another. 

--- -- - ~:---

The three "Other" comments were that the second day's 
sessions were far more interesting than day one; the seminar 
can be considered a success if it results in thinking about 
the situations; and, only one of the presenters' delivery 
was a strong feature. 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 4 
B. Insufficient time for group sessions = 18 
C. Course Not relevant to my department/agency = 20 
D. Additional Visual Aids needed = 4 
E. Other (please specify) = 6 

Thirty-four students responded here, with some participants 
selecting more than one feature. "Other" weaker features 
included: the course was too basic; no new material. 

Please add here other comments/suggestions on the workshop. 

Twenty-two comments/suggestions were offered. ~hirteen 
described the level of presentation as being far 
too basic for the high level of students. Other comments 
included too much lecture time; insufficient group task 
time; evaluation form difficult to complete since because 
presenters did not give lecture titles; the futility of 
spending 3-4 hours explaining charts that can be read from 
the textbook. 
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6. Honolulu, Hawaii 

The Honolulu Police Department had reque~ted the "Improving 

Police Management" management training program during PMA's 1985 
~ 

training cycle. PMA was unable to accommodate the request at 

that time because of its full training schedule. 

Although Honolulu was not targeted as either a primary or 

secondary training site, the late seminar cancellation of the 

Portland, OR Police Department because of the chief's unexpected 

resignation, coupled with the inability of Multonomah Co., OR 

Sheriff's Department to serve as an alternate site, led PMA to 

reconsider the Honolulu Police Department's request. In August, 

PMA's Executive Director visited Honolulu on other business apd 

met with the Department's Director of Training. At that meeting, 

the l?M course materials was favorably reviewed and November 6-7, 

1986 was tentatively scheduled as training dates, contingent upon 

approval of NIJ for project staff to conduct the seminar in 

Honolulu. Written approval was received shortly thereafter, and 

coordination efforts begun. 

Registration fees were not assessed because the Honolulu 

Police Department decided that participants would be responsible 

for their own lunches over the two days. However, expenditures 

for other service provisions were assumed by the Police 

Department. 

In September, PMA forwarded its list of departmental roles 

and responsibilities and logistical models to the Department. 

Let~ers of invitation to nine other agencies were mailed by HPD 

in October, suggesting that participants hold the rank of Captain 
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and above. An interesting comparison can be drawn between 

officer ranks at the Nassau County, NY seminar and those in 

attendance in Honolulu. Although quite similar in rank, because 

of differing geographical and social factors, evaluation results 

are quite disparate. 

A site visit was made the first of November. Program 

trainers and other project staff met with the Training Division 

Director on Novem~er ~ for the pre-seminar briefing. 

PMA's Board President presented the introductory remarks on 

opening day. Eighty-seven participants attended the training, 

including 71 officers of the Honolulu Police Department and 16 

attendees from other agencies. Evaluation results below reflect 

that the IPM program was well received, achieving some of the 

highest scores across all seminar sites. 

It is noted here that low response rates for Sessions 10 and 

11 can be attributed, in part, to an error in collating the 

evaluation form. I.e., this page was collated as page 5 (last 

page) instead of page 2. 
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HONOLULU, HAWAII 

Participants by Rank (N=71) 

Chief, Asst. Chief/Deputy Chief: 4 Major/Inspector: 21 
Captain: 28 Lieutenant: 6 
Sheriff Department personnel: 2 

Federal/Other Personnel: 10 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your agency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 2: Context for Improving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Group Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.2 
4.0 
4.1 
4.3 

Police 

4.3 
4.1 
4.1 
4.3 

3.7 
3.8 
3.8 
3.7 

Range 

3-5 
3-5 
2-5 
2-5 

Management 

3-5 
3-5 
1-5 
2-5 

2-5 
2-5 
1-5 
2-5 

Session 4: Why Do People Call the Police? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.3 
4.2 
4.3 
4.4 

3-5 
2-5 
3-5 
3-5 

Session 5: How Do Departments Respond to Calls? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 
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4.2 
4.1 
4.3 
4.4 

1-5 
2-5 
3-5 
3-5 

~ 

51 
51 
51 
51 

51 
51 
51 
51 

51 
51 
51 
51 

51 
51 
51 
51 

51 
51 
51 
51 



Session 6: Summary/Conclusion - DAY ONE 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

DAY TWO: 

Session 7: Patrol Deployment 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 8: Case Study -
Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Patrol 

4.3 
4.1 
4.2 
4.4 

Mean 

4.4 
4.3 
4.3 
4.5 

Deployment 

4.3 
4.2 
4.3 
4.5 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.3 
4.2 
4.2 
4.4 

3-5 
3-5 
3-5 
3-5 

Range 

3-5 
3-5 
2-5 
3-5 

3-5 
3-5 
3-5 
3-5 

3-5 
3-5 
3-5 
3-5 

44 
44 
44 
44 

N 

43 
43 
43 
43 

41 
41 
41 
41 

40 
39 
40 
40 

Session 10: Responding to the Needs and Rights of Crime 
Victims - Criminal Investigations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.1 
4.2 
4.1 
4.4 

3-5 
3-5 
3-5 
3-5 

22 
21 
21 
21 

Session 11: A Management Plan to Improve Police Operations 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 
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4.2 
4.2 
4.3 
4.3 

4.1 
4.3 
4.1 
3.8 

3-5 
3-5 
3-5 
3-5 

3-5 
3-5 
3-5 
2-5 

22 
21 
21 
21 

43 
43 
43 
43 



Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

4.2 
4.1 

4.1 
3.7 
3.7 
3.7 

4.6 
4.0 
4.4 
4.2 

How informative was workshop? 4.2 
How useful was workshop? 4.1 
How relevant was information 
presented to your agency? 4.1 

COMMENTS/SUGGESTIONS 

-
3-5 
3-5 

3-5 
1-5 
2-5 
1-5 

3-5 
2-5 
3-5 
3-5 

3-5 
3-5 

2-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 32 
B. Topics Covered = 22 
C. Course Handbook = 27 
D. Group Interaction = 14 
E. Other (please specify) = 1 

42 
43 

42 
40 
42 
40 

43 
43 
43 
42 

43 
43 

43 

Forty-one students responded to this question and some 
checked one or more features. The "otherfl suggestion is 
included below in "Other Comments/Suggestions." 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 14 
B. Insufficient time for group sessions = 11 
C. Course Not relevant to my department/agency = 2 
D. Additional Visual Aids needed = 18 
E. Other (please specify) = 4 

Thirty-three participants responded to this question, 
with some selecting one or more features. "Other" weaker 
features are included below in "Other Comments/ 
Suggestions. 

Please add here other comments/suggestions on the workshop. 

Other comments were: add more group sessions; need for 
additional involvement of students/dialogue and visual 
aids; instructors should repeat questions asked before 
responding; add another day. The remaining comments 
complimented the instructors and excellent program. 
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7. Tucson, Arizona 

The Tucson, AZ Police Department, selected as a primary site 

because of its earlier request for IPM training, received a broad 

overview of departmental training responsibilities in February. 

Ongoing liaison over the 10- month period produced an expectation 

of no impediments to program implementation. 

PMA approved registration materials and the course synopsis 

designed by the Depart~pnt in early November. A site visit was 

not scheduled for several reasons the lengthy preparation 

phase, the long-term professional relationship between project 

and departmental staff, and the fact that the seminar was 

scheduled at the Marana, AZ Federal Law Enforcement Training 

Center. 

Two occurrences during the week before the seminar was 

scheduled appear to have contributed, in part, to the weak 

evaluation scores received from participants. One of the IPM 

course trainers indicated he would not be available to train, due 

to grave family illness. PMA was able to employ its alternate 

trainer as a replacement. It is noted here that the alternate 

trainer had not been used during this grant period -- the period 

during which the IPM course materials was revised, substantially 

updated, and training extended for an additional day. Although 

this trainer had received the new materials, little time was 

available for preparation and coordination with PMA's regular 

trainer. 

The second factor which is perceived relevant to the weak 

evaluation scores is the large number of participants (114) who 
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registered for the training. If attendance gets too large, it is 

difficult to physically manage breakout group sessions. In fact, 

the federal training facility was unable to offer a larger room. 

PHA and the Tucson Police Department considered dividing 

registrants into two separate seminars, i.e., conducting another 

IPM seminar within 9-12 weeks. This idea was discarded because 

of the inconveniences involved in returning registration monies, 

cancelling sleeping accoro~odationst etc. Because of this 

overenrollment, no group or individual breakout sessions were 

held at the seminar. Thirty-three law enforcement agencies in 

four states were represented by the 114 participants. 

One group session, "Case Study: - Patrol Deployment" was 

replaced by a presentation from Inspector Edward J. Spurlock, 

Metropolitan Washington, DC, on the Department's "Repeat Offender 

Project" (ROP). Inspector Spurlock had been invited to the 

seminar to act in the role of PHA practitioner. Interestingly, 

the ROP presentation received conspiciously higher evaluation 

ratings than any course component. 

The course agenda was amended substantially to accommodate 

the late trainer substitution. Therefore, the Tucson seminar 

evaluation results reflect a quite different program than that 

planned originally. 

An impromptu presentation was given on the second training 

day, highlighting the Pima County Sheriff's Department's 

volunteer augmentation program. This program was informally 

requested by participants, following an earlier discussion on 

cutback management and reported as well received. 
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TUCSON, ARIZONA 

Participants by Rank (N=114): 

Chief, Asst. Chief, Deputy Chief: 12 Captain: 24 
Commander, Asst. Commander: 3 Lieutenant: 42 
Sergeant: 25 Other/Civilian Agency Personnel: 8 

Assess on a 5-point scale (5=excellenti l=very poor) the sessions 
from the following perspective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and your aqency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Mean Range ~ 

Clarity 3.6 2-5 84 
Specificity 3.4 2-5 83 
Relevancy 3.6 1-5 83 
Presenter's Dcl.i.vt::.cy 3.6 1-5 84 

Session 2: Context for Improving Police Management 

Clarity 3.6 2-5 82 
Specificity 3.3 2-5 81 
Relevancy 3.5 1-5 81 
Presenter's Delivery 3.8 2-5 82 

NOTE: Session 3: Why Do People Call the Police? was not 
addressed. Instead, the trainer lectured on the history of 
policing from 1900-1970 and on limited resources. 

Session 4: How Do Departments Respond to Calls? 

Clarity 3.9 2-5 83 
Specificity 3.8 2-5 82 
Relevancy 3.8 1-5 82 
Presenter's Delivery 4.0 2-5 83 

Session 5: Summary/Conclusion - DAY ONE 

Clarity 3.5 1-5 68 
Specificity 3.5 1-5 68 
Relevancy 3.5 1-5 68 
PrE.lenter's Delivery 3.8 3-5 68 
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DAY TWO: 

S~ssion 6: Directed Patrol* 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

3.7 
3.3 
3.3 
3.3 

*Substituted for session on Patrol Deployment 

Session 7: Overview: Repeat Offender Project* 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.5 
4.4 
4.3 
4.7 

1-5 
1-5 
1-5 
1-5 

1-5 
1-5 
1-5 
1-5 

*Substituted for group sessions on "Case Study - Patrol 
Deployment" 

66 
66 
67 
67 

66 
66 
67 
67 

Following the above presentation, the trainer lectured on a 
variety of topics which did not correspond to the evaluation 
form. For this reaS0n and because of the low response rates for 
the scheduled sessions, the scores are omitted. 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 

Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

3.5 
3.9 
3.5 
3.0 

3.1 
3.1 

N/A 
N/A 
N/A 
N/A 

1-5 47 
2-5 46 
2-5 46 
1-5 46 

1-5 44 
1-5 44 

NOTE: Because of the large number of participants enrolled 
(114) and the resulting lack of breakout room space, no group or 
individual sessions were held in Tucson. 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 
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4.6 
3.4 
3.8 
N/A 

2-5 
2-5 
2-5 

48 
48 
49 



IMPACT OF WORKSHOP 

How informative was workshop? 
How useful was workshop? 
How relevant was information 
presented to your agency? 

COMMENTS/SUGGESTIONS 

3.4 
3.4 

3.4 

1-5 
1-5 

1-5 

What were the stronger features of this workshop? 

A. Presenters' Delivery = 36 
B. Topics Covered = 27 
C. Course Handbook = 30 
D. Group Interaction = 5 
E. Other (please specify) = ~ 

60 
60 

60 

Fifty-four participants responded to this question, with 
some selecting more than one feature. The "Other" features 
specified were the Repeat Offender Project overview 
presented by Inspector Edward J. Spurlock, Metropolitan 
Washington, DC Police Department. 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 10 
B. Insufficient time for group sessions = 15 
C. Course not relevant to my department/agency = 19 
D. Additional Visual Aids needed = 20 
E. Other (please specify) = 21 

Fifty-three persons selected one or more weaker feature. 
Nine persons adding "Other" weak features said that the 
group was too large to have the scheduled group sessions. 
Others commented that the curriculum was fragmented or 
not followed, or that the instruction was too brief or too 
academic. 

Please add here other comments/suggestions on the workshop. 

Thirty-three participants offered additional comments, some 
of which were quite lengthy. For the most part, the 
participants reiterated stronger and weaker features listed 
above. Other remarks focused on the overemphasis on past 
studies, which detracted from time better spent on how to 
implement new techniques. Several participants felt that 
topics were raced over and not fully explained, while others 
viewed the second day's session as much more informative 
than those held on the first day. Finally, there were 
several complaints about the remote location of the training 
facility. 
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8. Birmingham, Alabama 

The Site Selection Committee selected Birmingham for the 

final seminar. Its southerly location was perceived to be well-

suited for winter travel. 

In October, the Director of the Training Division was 

forwarded the IPM coursebook and syllabus for review, and 

cautioned to tailor student selection according to level of 

responsibility by rank, since PMA was sensitive to the 

possibility of a possible reoccurrence of inappropriate student 

selection as experienced in Nassau County, NY. 

Following departmental review, PMA was invited to hold the 

seminar on January 15-16, 1987. Meeting rooms were arranged at a 

local hotel and registration fees were set at $25.00 per student. 

The Police Academy published a brochure relative to the seminar 

and announced anticipated attendance of mor'e than 100 in mid-

December. Since outstanding liaison and cooperation was offered 

by the Birmingham Police Department, no preliminary site visit 

was required by PMA staff. 

Eighty-five participants, representing three states 

(Alabama, Tennessee, Mississippi) and seventeen departments, 

attended the two day training program. A PMA Board member and 

Captain in the Raleigh, NC Police Department, agreed to serve as 

practitioner in Birmingham, and delivered the seminar's opening 

remarks. 

Birmingham's local television station televised select 

portions of the training on the evening news, as well as a brief 

interview with PMA's Executive Director. 
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BIRMINGHAM, ALABAMA 

Participants by Rank (N=85) 

Chief/Asst. Chief/Deputy Chief: 9 
Captain: 16 Lieutenant: .16 
Training Officers: 3 

Major/Inspector: 4 
Sergeant: 37 

Assess on a 5-point scale (5=excellent; l=very poor) the sessions 
from the followina~spective: Clarity -- Was the information 
clearly presented? Specificity -- Was it an appropriate level of 
new ideas and approaches, or did the presentation suggest another 
approach to you? Relevancy -- Is the information relevant to 
you, your job and YOllr agency? Presenter's delivery -- style? 

Session 1: Introduction and Orientation 

Clarity 
Specificity 
Relevancy 
Presenter's Delivel.Y 

Session 2: Context for Im12roving 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 3: Grou12 Task 

Clarity 
Specificity 
Relevancy 
Time for Task 

Mean 

4.4 
4.3 
4.2 
4.4 

Police 

4.4 
4.2 
4.1 
4.4 

4.3 
4.2 
4.2 
4.2 

Range 

3-5 
2-5 
2-5 
2-5 

Management 

3-5 
2-5 
2-5 
2-5 

2-5 
2-5 
2-5 
1-5 

Session 4: Why Do Peo121e Call the Police? 

Clarity 4.4 3-5 
Specificity 4.3 3-5 
Relevancy 4.4 3-5 
Presenter's Delivery 4.4 3-5 

Session 5: How Do Departments Res120nd to Calls? 

Clarity 4.4 3-5 
Specificity 4.4 3-5 
Relevancy 4.3 2-5 
Presenter's Delivery 4.4 2-5 
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71 
67 
67 
66 

69 
67 
66 
66 

69 
69 
67 
67 

68 
69 
68 
67 

70 
67 
68 
66 



.,e 
Session 6: Summary/Conclusion - DAY ONE 

Clarity 4.5 
Specificity 4.3 
Relevancy 4.2 
Presenter's Delivery 4.4 

DAY TWO: 

Session 7: Patrol De 12l oyment 
Mean 

Clarity 4.4 
Specificity 4.3 
Relevancy 4.3 
Presenter's Delivery 4.4 

Session 8 : Case Stud_v - Patrol Deployment 

Clarity 4.3 
Specificity 4.2 
Relevancy 4.2 
Presenter's Delivery 4.3 

Session 9: What Do Managers Want Patrol Units 
To Do When Deployed? 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

4.3 
4.2 
4.2 
4.2 

e 

2-5 
2-5 
2-5 
2-5 

Range 

3-5 
3-5 
2-5 
3-5 

2-5 
2-5 
1-5 
1-5 

2-5 
2-5 
1-5 
1-5 

69 
66 
67 
66 

!! 

58 
57 
57 
57 

58 
57 
57 
57 

57 
56 
56 
56 

Session 10: Responding to the Needs and Rights of Crime 
Victims - Criminal Investigations ' 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

Session 11: A Management Plan to 

Clarity 
Specificity 
Relevancy 
Presenter's Delivery 

WORKSHOP FLOW AND ACTIVITIES 

Time Allotted 
Opportunity for Questions 
Relevancy of Visual Aids 
Use of text for each session 
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4.4 
4.3 
4.3 
4.4 

Improve 

4.3 
4.2 
4.2 
4.2 

3.9 
4.1 
3.9 
4.0 

3-5 
3-5 
1-5 
3-5 

58 
57 
57 
57 

Police Operations 

3-5 50 
2-5 48 
1-5 49 
2-5 48 

2-5 57 
2-5 55 
1-5 55 
2-5 55 



Sequence of sessions 
Transition of sessions 

Utility of small group work 
Utility of individual work 
Time for small group work 
Time for individual work 

The Participant Handbook 
Visual Aids 
Handouts 
Task worksheets 

IMPACT OF WORKSHOP 

4.2 
4.2 

4.1 
3.9 
4.0 
3.9 

4.5 
3.9 
4.4 
4.3 

How informative was workshop? 4.2 
How useful was workshop? 3.9 
How relevant was information 
presented to your agency? 4.1 

COMMENTS/SUGGESTION~ 

e 
2-5 
2-5 

1-5 
1-5 
1-5 
1-5 

3-5 
1-5 
2-5 
2-5 

2-5 
1-5 

1-5 

What were the s~rc~ger features of this workshop? 

A. Presenters' Delivery = 34 
B. Topics Covered = 29 
C. Course Handbook = 28 
D. Group Interaction = 22 
E. Other (please specify) = 3 

58 
57 

55 
53 
55 
53 

58 
57 
57 
56 

56 
56 

56 

Fifty-six participants responded to this question, with some 
selecting one of more stronger features. The "other" 
features specified the professional presentation; exposure 
to new studies and review of older research in a historical 
perspective; and the need for more time for instruction. 

What were the weaker features of this workshop? 

A. Insufficient time for lectures = 19 
B. Insufficient time for group sessions = 9 
C. Course Not relevant to my department/agency = 8 
D. Additional Visual Aids needed = 20 
E. Other (please specify) = 8 

Forty-six participants responded to this question. The 
eight "other" features addressed the need to give 
additional study summaries in lieu of research design 
details and need for more group/individual work. Lack of 
visual aids was noted also, and the need to repeat 
questions asked. 
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Please add here other comments/suggestions on the workshop. 

Twenty-two participants offered other comments on the workshop. 
Most comments reinforced one of the stronger or weaker areas 
noted above. Additional suggestions were the need for more 
breaks, disallow smoking during classes, provide note pads to 
participants. Three respondents suggested that instructors 
incorporate opposing views to the Rand Study when discussing this 
report. 

l· 
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NUMBER OF PARTICIPANTS AND RANK - BY SITE 

Insp/Major/ 
Chief* Commander Capt. Lt. ~ Civilian Other** !! 

FL 2 5 8 25 8 1 49 

IL 15 6 8 32 23 2 4 90 

SC 1 4 8 26 1 9 49 

IN 10 2 12 18 19 1 1 63 

NY 19 27 8 19 7 80 

HA 4 21 28 6 12 71 

AZ 12 3 24- 42 25 8 114 

AL 9 4 16 16 37 3 85 

{If'---

TOTAL: 72 63 105 149 162 12 38 601 

*Category includes Deputy or Assistant Chief, Commissioner, or 
Superintendent. 

**Category includes sheriff department personnel, line or military 
personnel. 
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SECTION V. CHIEFS' FOLLOWUP SURVEY 

A. Overview 

Because PMA was eager to assess the impact of the 

"Improving Police Management" training program at f!ach site, a 

brief followup survey form was designed and mailed to the chief of 

each department/agency which participated in the training. 

Consisting of five questions which assessed whether the 

course both positively influenced participating managers, or 

induced changes within each department, the survey was modeled on 

one which project staff had discarded during the previous year's 

training and replaced with a telephone survey. While realizing 

the difficulties of measuring change after a relatively short 

period of time; nonetheless, PMA believed that information 

collected from the survey results would serve as an adjunct to the 

participants' on-site evaluation and aid in program development. 

The survey instrument was not finalized until Summer, 

'86. By then, three of the seminars had already been held -- in 

March, April, and May. It is felt that late survey adminstration 

within these three departments contributed substantially to the 

lower response rates received at the first three sites. Second 

requests were mailed to each nonrespondent but these requests did 

not adhere to any specific schedule. Nonetheless, PMA achieved an 

overall 60 percent response rate across all sites. 

The following information presents response rates by 

each training site, survey results, and analysis. A copy of the 

Followup Survey Form is included as AppendixD. 
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B. Response R&tes by Training Site 

# Agencies 
Site Surveyed 

# Agencies Response 
Responded Rate 

St. Petersburg, FL 16 6 38% 

Chicago, IL 26 13 50% 

Charleston, South Carolina 12 7 58% 

-Fort Wayne, Indiana 17 11 65% 

Nassau County, New York 8 3 38% 

·Honolulu, Hawaii 10 6 60% 

Tucson, Arizona 33 26 79% 

Birmingham, Alabama 17 11 65% 

Total: 139 83 

Mean Response Rate = 60% 
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c. Survey Data and Analysis 

Question 1: 

Based on feedback you received about the IPM seminar, was the 
training worthwhile? 

·FL 
IL 
SC 

.NY 
IN 
HI 
AZ 
AL 

TOTAL: 

YES 

5 
12 

6 
2 

11 
6 

16 
11 

69 

NO (explain) 

1 
1 
1 
1 

7 

11 

An overwhelming majority of respondents felt ~hat the IPM training' was 
worthwhile. Those who stated that training was not worthwhile 
indicated a variety of reasons for their belief. Several indicated the 
training was not timely, i.e., too basic or previously reviewed. Other 
'reasons stated by some respondents trained at the same site are 
contradictory. For example, it was stated that the information was of 
more value to both smaller departments and to larger departments. 

~Question 2: 

'Was the information presented during the IPM seminar compatible with 
your managerial philosophy? 

FL 
'IL 
·SC 
NY 
tIN 
,HI 
AZ 
AL 

TOTAL: 

YES 

5 
13 

5 
2 

10 
6 

24 
9 

74 

NO (explain) 

1 

5 
3 

10 

The majority of respondents felt the information presented was 
compatible with their managerial philosophy. Reasons given for 
incompatibility varied from "political differences" to "sheriff 
deputies must make house calls," (referring to differential police 
~esponse presentation) and "class too large; oriented to larger 
de.partments. " 
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Question 3: 

Did the IPM seminar provoke the types of discussions among your 
off.icers that could result in positive change and improved management 
within your agency? 

YES NO (explain) 

FL, 4 2 
IL 13 
SC 7 
NY 1 1 
IN 11 
HI 4* 1* 
AZ 15 5 
AL 10 1 

65 10 

Respondents clearly believed that the seminar could result in positive 
change and improved management within their agencies. One respondent 
from a Hawaii police agency indicated both "yes" and "no," further 
explaining that time is needed to see how information can be applied in 
improved ways. Again, political control and budget limitations were 
cited as reasons for stating "no," as well as that some departments 
routinely practice the management principles presented. 

Question 4: 

Aside from programs discussed during the seminar that are already in 
place in your department, are there now new programs (e.g., beat 
reconfiguration, resource allocation, crime analysis, differential 
police response, etc.) you would like to see implemented as a result of 
information presented during this seminar? 

YES specify: 

FL 3 
IL' 7 
SC :2 
NY 
IN 9 
HI 4 
AZ 17 
AL 6 

TOTAL: 48 

3 
2 
1 

5 
1 
8 
3 

23 

Resource 
Allocation 

3 
1 

4 
1 
7 
1 

17 
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Beat 
Reconfig. 

3 
1 
7 
2 

13 

Crime 
Analysis Other No 

1 :2 
1 2 5 

4 
3 

4 1 
1 :2 

3 2 9 
1 4 

10 5 30 



Results here indicated that there is a strong movement for change 
within police departments which participated in the seminar series. 
Differential police response and resource allocation were the 
train~ng topics which generated the most interest. Peripheral 
topics mentioned under "other" focused mainly on community-oriented 
policing and team building techniques. 

Six of the 48 respondents, or 13 percent, noted that changes are 
being currently proposed or implemented as a direct result of the 
IPM seminar. 

Question 5: Could you suggest other training topics that would be 
relevant for future IPM seminars? 

Chiefs suggested a wide variety of topics for future training. A 
content analysis was done and the topics mentioned most frequently 
were the following. 

Investigations: 
Personnel Issues: 
Computerization: 
Supervision: 6 

6 
11 

5 

Legal/Liability Issues: 6 
Resource Allocation: 5 
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SECTION VI. FINDINGS AND SITE COMPARISONS 

Several limitations are necessarily imposed before 

presenting the project's major findings. 

PMA used no sophisticated methods for data analysis. 

Computer equipment was available only during the last three 

months of the project when most evaluation results had been 

tabulated manually. Time constraints prohibited computer 

entry of the vast amount of data already analyzed. 

Because of program changes at several training sites, 

aggregation of certain results and comparisons across sites are 

precluded for most of the training sessions. 

Confusion was expressed by some participants about when a 

given session ended and another began. (Trainers occasionally 

failed to announce the next course topic.) While mean scores 

may be affected by this to some degree, differences across 

sites cannot be attributed wholly to this confusion. 

The evaluator is an employee of the Police Management 

Association and has worked on PHA's training grants over the 

past two years. Although attending only one of the current 

seminars, it is believed that through historical knowledge of 

the project's activities and ongoing communication with project 

staff, a fair and valid measure of results are offered. 

Participants were asked to assess the eleven individual 

training sessions, along with perceptions about workshop flow 

and activities, and workshop impact on a 5 point scale with 5 = 
excellent and 1 = very poor. An assessment of stronger and 

weaker features of the workshop was requested also. Sixty-three 
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separate items were ranked and space for additional comments or 

suggestions provided. 

Appendix C). 

(See evaluation form included as 

For reasons cited above, comparisons are not offered 

across sites for the eleven training sessions. However, site 

comparisons are displayed on evaluation returns, workshop flow 

and activities, workshop impact results, and participants' 

perceptions of stronger and weaker seminar features. The 

reader is cautioned here to bear in mind when interpreting 

evaluation results, the wide disparities in participant 

attendance across sites. Another caveat necessary to data 

interpretation is, that for the most part, the project's eleven 

individual training sessions received higher ratings than the 

results displayed in the tables which follow. It is necessary 

for the reader to view individual site results in concert with 

the following analyses. 
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TABLE 1 

EVALUATION RESPONSE RATES: ALL SITES 

% Evaluation Highest Number 
Site Re~~rn Responses Given* 

St. Petersburg, FL 88% 43 
Participants = 49 

Chicago, IL 73% 66 
Participants = 90 

Charleston, SC 82% 40 
Participants = 49 

Fort Wayne, IN 86% 56 
Participants = 63 

Nassau County, NY 65% 52 
Participants = 80 

Honolulu, HA 72% 51 
Participants = 71 

Tucson, AZ 74% 84 
Participants = 114 

Birmingham, AL 84% 71 
Participants = 85 

Lowest Number 
Responses Given* 

20 

33 

15 

24 

31 

21 

66 

48 

*Highest and lowest number of responses represent those received for 
any given training session. 
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o On-siie evaluation return rates were highest in St. 

Petersburg, FL (88%), Fort Wayne, IN (86%), and Birmingham, AL 

(84%). Lower returns are evident from the other sites, with 

Nassau County, NY having the lowest rate (65%). 

o A wide degree of fluctuation in number of responses across 

sites is evident. This is attributed to two factors: some 

participants completed the evaluation form presented for one 

training day only; and, project staff reported that because of 

long distance driving needs at several sites, many participants 

left early. 

o Highest and lowest return rates correlate, for the most part, 

to agenda position of training topics with morning topics on 

Day One scored most often and late afternoon topics presented 

on Day Two scored by fewer participants. See individual site 

results for further clarification. 

o No correlation is apparent between number of participants and 

percentage of evaluation returns. 
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TABLE 2 

WORKSHOP FLOW AND ACTIVITIES 
COMPARISONS BY SITE 

FL IL SC IN 

Lectures/Presentations 

Time allotted 3.9 3.7 4.1 3.9 

Opportunity for questions 4.2 4.1 4.2 4.4 

Relevancy of Visual aids 3.1 3.1 3.9 3.7 

'Use of text in sessions ~L2 3.7 3.8 4.1 

Workshop Flow 

Sequence of sessions 4.1 3.7 4.4 4.2 

Transition 'of sessions 4.0 3.8 4.5 4.3 

Small Group Work/Individual Work 

Small group work utility 4.0 3.6 4.4 3.9 

Individual work utilitj :.G 3.4 4.4 4.0 

Small group work - time 3.5 3.4 4.1 3.6 

Individual work - time 3.5 3.4 4.1 3.6 

Materials 

Participant handbook 4.5 4.4 4.5 4.5 

Visual aids 3.0 2.9 4.1 3.7 

Handouts 3.6 3.3 4.5 4.2 

Task worksheets 3.6 3.4 4.4 4.0 

• 
NY HA AZ 

3.3 4.1 3.5 

3.6 4.3 3.9 

3.2 4.1 3.5 

3.2 3.8 3.0 

3a2 4.2 3.1 

3.2 4.1 3.1 

3.3 4.1 N/A* 

3.6 3.7 N/A* 

3.2 3.7 N/A* 

3.2 3.7 N/A* 

3.5 4.6 4.6 

3.0 4.0 3.4 

3.5 4.4 3.8 

3.0 4.2 N/A* 

*Due to participant overenrollment, no group or individual breakout 
sessions were held at the Tucson, Arizona seminar. 
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3.9 

4.1 

3.9 

4.0 

4.2 

4.2 

4.1 

3.9 

4.0 

3.9 

4.5 

3.9 

4.4 

4.3 



------------~--~----------------------------------------~-----

-0 Respondents in South Carolina and Hawaii ranked time allotted for 

lectures/presentations as 4.1 on the 5 to 1 scale, or very good. The 

remaining sites ranked this lower, with New York participants scoring 

lecture time 3.3. 

o At each training site, opportunity for questions was rated the 

highest in the lecture/presentation series of questions, reflecting 

well on the trainers to clarify or discuss the information presented. 

o Congruent with the weaker features noted on Table 3, relevancy of 

visual aids received average ratings across sites, with the exception 

of Hawaii, where respondents rated visual aids higher {4.1). 

o Use of the text (course handbook) in sessions received very good 

scores in Florida (4.2), Indiana (4.1), and Alabama (4.0). The 

remaining five sites scored use of text in the average range. 

o Sequence and transition of sessions was perceived as very good in 

Florida, South Carolina. Indiana, Hawaii, and Alabama, about average in 

Illinois, and barely average in New York, and Arizona. This finding is 

consistent with mean scores assigned by participants to individual 

topic sessions. 

o South Carolina respondents rated small and individual group work the 

highest, perceiving these sessions as very good for both utility and 

time. Consistent with other ratings, New York respondents rated these 

sessions the lowest. 
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o Excellent ratings were received for the participant handbook at every 

site except New York. 

o Scores allocated for visual aids are consistent with those assigned 

to "relevancy of visual aids" noted above. 

o A wide disparity of responses is noted for handouts, ranging from 4.5 

in South Carolina to 3.S in New York. 

o Task worksheets for group and individual sessions were ranked higher 

in South Carolina, Alabama and Indiana than in other sites. 
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ruBLE 3 
WORKSHOP IMPACT: SITE COMPARISONS 

FL IL se IN NY SA AZ AL 

How informative? 3.9 3.9 4.3 4.2 2.9 4.2 3.4 4.2 

How useful? 3.6 3.7 3.8 4.0 2.6 4.1 3.4 3.9 

How relevant to 
your agency? 3.6 3.9 3.6 3.9 2.7 4.1 3.4 4.1 
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o Seminar participants in South Carolina, Indiana, and Alabama 

scored the workshop's impact as very informative, giving mean 

scores of 4.3, 4.2, and 4.2 respectively, while average ratings 

were received from workshop participants in Florida (3.9), 

Illinois (3.9), and Arizona (3.4). Workshop impact was seen as 

less informative (2.9) by Nassau County, New York participants 

-- a finding consistent with additional comments offered at 

this site. 

o Usefulness of the workshop was ranked highest in Hawaii (4.1) 

and Indiana (4.0). Again, the remaining sites rated workshop 

usefulness about average, with the exception of New York 

participants, who clearly did not find the training useful. 

o Relevancy to participants' agencies was rated the highest in 

Hawaii and Alabama (both 4.1). Ratings from remaining sites 

are consistent wi~h Lhu6~ mentioned above. 
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e • TABLE 4 

STRONGER FEATURES SELECTED BY PARTICIPANTS: 
SITE COMPARISONS 

FL IL SC IN NY HA AZ AL N 

Presenters' 
Delivery 20 40 14 32 23 32 36 34 231 

Topics 
Covered 11 37 5 24 7 22 27 29 162 

Course 
Handbook 5 41 14 6 12 27 30 28 163 

Group 
Interaction 4 36 11 17 26 14 5 22 135 

Other* 3 3 0 0 3 1 4 3 17 

NOTE: Some respondents chose one or more feature. For actual number 
of respondents, see individual site results. 

*An overview of "other" features is provided in individual site 
results. 

TABLE 5 

WEAKER FEATURES SELECTED BY PARTICIPANTS: 
SITE COMPARISONS 

FL n. SC IN NY HA AZ AL N. 
Insufficient 
Lecture Time 7 13 7 11 4 14 10 19 85 

Insufficient 
Group Time 8 15 5 18 18 11 15 9 99 

Course not 
Relevant to 
Agency 6 5 7 6 20 2 19 ~ 73 

Additional 
Visual Aids 
Needed 6 28 9 16 4 18 20 20 121 

Other* 9 17 7 6 6 4 21 8 78 

NOTE.~ Some respondents chose one or more feature. For actual number 
of respondents, see evaluation results by individual site. 

*An overview of "other" features is provided in individual site 
results. 
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o The presenters' delivery was clearly perceived by 

participants as th& workshops' strongest feature selected by 

231 participants across sites. This finding is enhanced by 

reviewing presenters' scores for individual sessions at each 

aite. Exceptions to this are noted at the Nassau County, NY 

and Tucson, Arizona seminars. However, the unscheduled "Repeat 

Offender Project" session, presented in Tucson by an Inspector 

of the Metropolitan Washington, DC Police Department, received 

the highest ratings there, and may have influenced selection of 

presenters' deliv~ry as the strongest feature. Other sites 

selecting presenters' delivery as stronger were Florida, 

Indiana, Hawaii: and Alabama, with South Carolina participants 

choosing it as m~ny liili~S as the course handbook. 

o Topics covered at the seminars and the course handbook were 

selected about evenly as stronger features, and substantially 

less times the prp'sp~t@rs' delivery. 

o Although group interaction was selected least as a stronger 

feature, this program component was the favorite in Nassau 

County, NY. An interesting adjunct finding is that Nassau 

County participants also selected "insufficient group time" as 

one of the program's weaker features. Whether group 

interaction was perceived as the camaraderie among officers 

during breaks and luncheons, or as interaction occurring in the 

scheduled group sessions, or a combination of both, is unknown. 
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. • o A distinct need for additional visual aids was perceived at 

the seminars. This need was checked by 121 participants across 

sites, and considered the weakest feature in Chicago, South 

Carolina, Honolulu, Tucson, and Arizona -- 5 of the 8 sites. 

o consistent with overall low scores received for "time for 

task" at individual sites, 99 participants reinforced the 

weakness imposed by schedule overruns by selecting 

"insufficient group time" as one of the program's weaker 

features. 

o Insufficient lecture time was perceived by 85 participants 

with nearly one-third of Birmingham respondents choosing it as 

a weaker feature. 

o Seventy-three respondents felt that the "Improving Police 

Management" cour~p W~~ nnt relevant to their agency. 

Compatible with key events and individual site evaluation 

results, Nassau Co., NY respondents (N=20) felt this the 

program's weakest feature, while only 5 Honolulu respondents 

considered this a weakness. 
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SECTION VII. RECOMMENDATIONS 

The Police Management Association (PMA) has successfully 
completed another series of management training seminars. With 
notification received recently of an NIJ supplemental award to 
conduct four additional seminars, future efforts should focus on: 

o Updating the training materials to include recent research 
findings. Participants often stated that information presented 
was out-of-date, previously known, or too elementary. Updated 
materials should be reviewed by the NIJ program monitor, all 
trainers, and PMA staff prior to program implementation. 

o Ensuring that future seminar audiences are in need of the 
training. This can be accomplished best through closer 
communication with host agencies. A course syllabus should be 
mailed by host agencies to surrounding departments well in advance 
of the seminar for in-depth review. Many participants reported 
the training as too basic or not relevant to their agency. 

o Refining the course schedule to protect against schedule 
overruns by the trainers. These overruns have been the rule 
rather than the exception, precluding conduct of scheduled 
sessions at many training sites. 

o Targeting audience size in a more manageable fashion. At 
several sites, overenrollment prohibited holding the scheduled 
group sessions, resulting in participant dissappointment with the 
'Program outcome. 

o Incorporating additional visual aids into the trainers' 
presentations. This was one of the major needs perceived by 
participants across sites. AV equipment could be requested from 
the host department(s). 

o Redesigning the participant evaluation instruments. For a 
variety of reasons, separate instruments for Day One and Day Two 
resulted in many participants completing only one instrument. 
Additionally, PMA should consider reducing the number of 
evaluation responses requested (68 currently used) and carefully 
planning the evaluation methodology. 

o Incorporating a mechanism to increase evaluation returns. For 
instance, participants can be asked to rate each session before 
proceeding to the next. In this fashion, memory recall would be 
improved, rather than requesting completion of the form at 
conclusion of the day's training. 

o Considering use of an additional, alternate trainer. Currently, 
only one alternate trainer is available and instances may arise 
when either none or only one regular trainer is available. 
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ABOUT THE NATIONAL INSTITUTE OF JUSTICE ••• 

The National Institute of Justice is a research branch of the U.S. Department of 
Justice. The Institute's mission is to develop knowledge about crime, its 
causes and control. Priority is given to policy-relevant research that can 
yield approaches and information State and local agencies can use in preventing 
and reducing crime. Established in 1979 by the Justice System Improvement Act, 
NIJ builds upon the foundation laid by the fonner National Institute of Law 
Enforcement and Criminal Just ice, the fi rst major Federal research progriJ11 on 
crime and justice. 

Carrying out the mandate assigned by the Congress, the National Institute of 
Justice: 

o Sponsors research and development to improve and 
strengthen the criminal justice system and related 
civil justice aspects, with a bal anced program of 
basic and applied research. 

o Evaluates the effectiveness of federally-funded 
just ice improvement programs and ident ifi es programs 
that promise to be successful if continued or 
repeat ed. 

o Test and demonstrates new and improved approaches to 
strengthen the justice system and recommends actions 
that can be taken by Federal» State, and local govern­
ments and private organizations and individuals to 
achieve this goal. 

o Di ssemi nates informat ion from rese arch, demonstr at ions, 
evaluations, and special programs to Federal, State and 
local governments: and serves as an internat ional 
clearinghouse of justice information. 

o Trains criminal justice practitioners in research and 
eval uat ion fi ndi ngs, and ass ists the research communi ty 
through fellowships and special seminars. 

Authority for administering the Intitute and aw:rding grants, contracts, and 
cooperative agreements is vested in the NIJ Director. An Advisory Board, 
appointed by the President, assists the Director by recommending policies and 
priorities and advising on peer review procedures. 

Reports of NIJ-sponsored studies are reviewed by Institute officials and staff. 
The views of outside experts knowledgeable in the report's subject area are also 
obtai ned. Pub 1 icat ion i ndi cates that the report meets the Inst itute' s standards 
of quality, but it signifies no endorsement of conclusions or recommendations. 

James K. Stewart 
Director 
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• • 
ABOUT THE POLICE MANAGEMENT ASSOCIATION ••• 

Formed at a Constitutional Convention in 1980 and incorporated in the District 
of Columbia, the Police Management Association (PMA) is a nonprofit, 
educational, and professional membership organization representing the 
international law enforcement community. Principles which guide the PMA are 
that: 

1. continual research, experimentation, and exchange of ideas througL 
public discussion and debate are paths for development of a professional 
body of knowledge about policing; 

2. substantial and purposeful academic study is a prerequisite for 
acquiring, understanding, and adding to the body of knowledge of 
professional police management; 

3. maintenance of the highest standards of ethics and integrity is 
imperative to the improvement of policing; 

4. the police must, within the limits of the law, be responsible and 
accountable to citizens as the ultimate source of police authority; 

5. the principles embodied in the Constitution are the foundation of 
policing; and 

6. it ;s necessary to inform and educate the public ~Jn police issues. 

Four categories of membership are represented, which include sworn police 
practitioners ranging in rank from sergeant to agency chief executive, as well 
as nonsworn police managers, planners and academicians who specialize in police 
service. This structure ensures that representation is fair and equitable when 
voting on issues or electing the 16-person Board, which is comprised of four 
members in each rank category. Although represented predominately by members 
from the United States, twelve other countries are represented in the 
membership. Corporate memberships in PMA are accepted; however, such 
memberships are accorded no voting privileges. 

PMA serves as a forum for the exchange of ideas and information-sharing among 
its members and in the law enforcement community as a whole. It serves also as 
a vehicle through which views of po'Jice managers can educate the public and 
influence public policy in both police and criminal justice issues. To further 
these goals, PMA publishes a quarterly newsletter and conducts both regional and 
an annual international meeting, as well as training seminars. 

Now being funded for the second year by the National Institute of Justice, PMA's 
Professional Conferences are designed to offer a proven and cost-effective means 
of disseminating results of NIJ-sponsored research to middle managers and police 
executives throughout the United States. 

For further information on the Police Management Association, please contact Ms. 
E. Roberta Lesh, Executive Director, at 1001 22nd Street, N. W., Washington, DC 
20037. Telephone: (202) 833-1460. 
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• • 
ABOUT THE TRAINERS ••• 

H. JEROME MIRON is a researcher, educator, and trainer who has been 
working in the field of law enforcement and criminal justice for 
over 10 years. He is presently the Director of Research and Special 
Projects of the National Shel:iffs I Association, where he serves as 
the Project Director of the NSA!VICTIM WITNESS PROGRAM, a multi-year 
project supported by the Office for Victims of Crime of the U. S. 
Department of Justice. He has also been the Assistant Director of 
the Police Foundation, Washington, DC, where he was responsible for 
the management of several research studies relating to law enforcement 
management and operations. For almost seven years, Mr. Miron was 
a member of the senior staff of University Research Corporation, 
Washington, DC, where he served as the Director of the Police Technical 
Assistance Program; he has been directly responsible for the research, 
design, development and delivery of more than 150 national executive 
seminars for law enforcement on such topics as CUTBACK MANAGEMENT 
IN THE CRIMINAL JUSTICE SYSTEM, MANAGING THE PRESSURES OF INFLATION 
IN CRIMINAL JUSTICE, MANAGING PATROL OPERATIONS, MANAGING CRIMINAL 
INVESTIGA'rIONS, and, DIFFERENTIAL POLICE RESPONSE TO CALLS FOR SERVICE 
AND VICTIM ASSISTANCE PROGRAMS. He is the author of dozens of texts 
and publications including the internationally recognized monograph 
published by the U. S. Department of Justice: PREVENTION AND CONTROL 
OF URBAN DISORDERS--ISSUES FOR THE 1980 's. He has been a college 
and uni versi ty professor and is a graduate of American and European 
universities. 

WILLIAM BlECK is currently in the Planning Division of the Houston 
Texa£ Police Department. His previous experience includes Director 
of the Integrated Criminal Bureau, Police Department, Reading, 
Pennsylvania; and Director of the Operations and Crime Analysis Unit, 
Kansas City, Missouri Police Department. He was the principal 
investigator and author of the Response Time Analysis StUdy, a 
five-year project funded through the National Institute of Law 
Enforcement and Criminal Justice. He was also a staff member of 
the Kansas City Preventative Patrol Experiment. 

Mr. Bieck has been an Assistant Professor of Sociology at Nebraska 
Wesleyan University, Lincoln, Nebraska, He has authored sever&l 
reports and articles in the police and emergency medical serltices 
field, and has consulted for federal, state, and city agencies, 
universities, and research institutions. He serves on several advisory 
boards for the evaulation of law enforcement research programs. 
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• • THE POLICE MANAGEMENT ASSOCIATION 
PROFESSIONAL CONFERENCE 
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The Context for Improving Police Management 
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Why Do People Call the Police? 
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Summary/Conclusion of Day I 

Patrol Deployment 
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Case Study 
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Responding to Crime Victims' Needs and Rights: 
Managing Criminal Investigations 

An Agency Management Plan 

Conclusion of Conference 
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• • 
SESSION 1 

INTRODUCTION AND ORIENTATION TO CONFERENCE 

Summary 

In this session, a representative from the Police Management Association 
will open the Conference, introduce the topic and introduce distinguished 
guests. The Host Chief or Sheriff or their representatives will then 
welcome participants and staff and explain the role of the co-sponsor 
agency. 

The training team will then introduce themselves and explain the objectives 
of the Conference, schedule of work, methods to be used, and outcomes to 
be expected from participants. 

Evaluation forms to be completed at the end of each day will be distributed 
and explained. 
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• 

Summary 

SESSION 2 

THE NEED AND THE CONTEXT POR 
IMPROVING POLICE MANAGEMENT 

• 

A presentation will be made that describes and discusses 10 major 
issues that currently--and for the near future--affect the role of 
law enforcement managers. 

Some of these issues are the result of external forces that may be beyond 
the immediate control of mid-level or senior executives: other issues may 
be changing the very nature of the traditional role of police managers. 

The presentation will begin with a description of the multiple roles of 
a law enforcement executive, then move to a discussion of the issues that 
impact these roles. 

Following this session, Session 3 will direct participants to the performance 
of a small group problem-identification process and task. 

These sessions will form the basis and context for the remainder of the 
Conference wherein the dominant question will be: What have research and 
practices in the law enforcement community suggested as answers or insights 
into the problems to be faced by police executives in the near future? 
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• • 
SESSION 3 

GROUP PROBLEM IDENTIFICATION: 
TASK, PROCESS, REPORT 

Summary 

In this session, participants will be given a task to perform in a small 
group, a process to be used in the group to complete the task, and, 
one representative from the group should be prepared to give a verbal 
report to the Conference about the results of the group's work. 

The task statement is: Take the list of 10 issues from the previous session; 
each group, following the same problem identification process. will list in 
writing four (4) specific problems that their agency faces now or in the 
near future that are related to anyone or more of these 10 issues. The list 
of specific problema must be rank-ordered from most important and tBmediate 
problem to less ilIIportant and .c •• .., .. ..,.'! problem. Upon completion of the listi13g 
of each of the four (4) problems, 1.£ tiDe permits, the group should follow the 
same process to list--beside each of the problems--suggested objectives or 
steps to resolve the problem by managers in the agency. 

The group structure is: Those from similar agencies and/or those from the smne 
size agency will form working groups of 6-8 members. Groups can cluster at the 
same table in the main training room or choose to use the small group breakout 
rooms. One member of the group must be selected to report back to the full 
Conference. The report should take about 3 minutes. 

. ~y, . 

The recommended group process is: The next two pages describe a group problem 
identification process called Nominal Group Technique. Follow this process 
and, within the allotted time, the group should be able to reach sufficient 
consensus for reporting back to the full Conference. 

The time frames for this task are: 55 IDinutes for the task; 35 minutes for 
reports by all representatives of each group. 
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SESSION 4 

WHY DO PEOPLE CALL THE POLICE? 
A REVIEW OF CALLS-FOR-SERVICE 

As much as 90% of the workload for patrol and investigations is generated as 
a result of phone calls to police communication's centers. 

For several years, researchers at the University of North Carolina and Indiana 
Univeroity have been analyzing incoming calls for service in over 25 municipal 
and county jurisdictions. Their purposes are to identify reasons why people 
call the police, classify calls and response procedures, and recommend ways 
to improve the process of classification and police response strategies. 

NIJ built upon some of the results of this research in its development and 
testing of the Differential Police Response to Calls For Service Program which 
was carried out by the Garden Grove, CA Police Department, Greensboro, NC Police 
Department, and the Toledo Ohio Police Division. 

One of the essential steps in the DPR Program was that each agency had to 
classify incoming calls for service in a uniform common manner. 

Using the data derived from the University research and the findings from the 
DPR Program, we have created two tables that can act as a common classification 
scheme for police agencies. 

Further, using data derived from other sources, we will also present information 
about how selected categories of calls fall into different patterns: by time of 
day, day of week, and other variables. 

TwQ objectives guide this presentation: 

1. To understand the need for revlslng call classification 
schemes so that appropriate judgements can be made about 
patrol and investigative workload; 

2. To understand the multiple variables that need to be 
considered so as to forecast workload and deploy units 
according to needs as determined by workload factors. 

,!'he next session will adress a third objective which is also integrally linked 
to this session: What type(s) of police responses (mobile or nonmobile) are 
suitable for what category(-ies) of calls? 

9 
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SESSION 5 

BOW DO DEPARTMENTS RESPOND TO CALLS? 

Summary 

In this session, a brief presentation will be made about the 
recent findings from the Differential Police Response to Calls for 
Service Field Test (DPR). 

The Executive Summary of the Evaluation of DPR is reprinted in this 
section. 

Using the information derived from Session 4 and some of the findings 
from the DPR Evaluation presentation, this session will conclude with 
a participant group task. 

Each group will be the same as the groups used in Session 3. The groups 
will follow the same problem-solving process used in Session 3. 

'l'ne task statement for this session I s group work is: 

e Your group is to select one of the 13 calls for Service 
Categories discussed in Session 4. 

o Your group is to identify at least seven types of calls 
that fit within the definition of your chosen category. 

• Your group is to determine for each!lE£ of call, the 
police response to each type according to the following 

options of response: (1) immediate mobile response; 
(2) delayed mobile response; and (3) non-mobile responses. 

A Policy-Planning Matrix for this task is attached which should be 
completed as the report from the group. 

10 
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SESSION 6 

SUMMARY AND CONCLUSION: DAY I 

SUMMARY 

This session will be used to summarize the work of Day I, prepare 
for Dar II, and complete appropriate evaluation forms • 

. 11 
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SESSION 7 

PATROL DEPLOYMENT 

to·, • ~ 

Summary 

Using materials recently published by the National Institute of Justice 
and other information, a presentation will be given that explores 
several issues associated with the deployment of the patrol service. 

Among the issues to be examined are: 

• The need for analysis of patrol operations: 

• Issues associated with patrol operations: 

• QuestiDns. associated with a review of 
operations, particularly, the question: 
How many patrol units does the agency actually 
need. to deploy pershi.ft? 

e Ho~ to analyze workload and calculate answers to 
patrol deployment questions; 

., .·What are the te.chniquesthat can provide rea·sonable 
solutions to these issues. 

Most of the information needed to discuss matters of patrol deployment 
have been documented in ~ recent report: nPatrol Deployment~ by 
Levine and McEwen. Two of the most important chapters of this 
report are reprinted as reference materials for this session. 

12 
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SESSION 8 

A PATROL DEPLOYMENT PLAN: 
A CASE STUDY FOR SMALI~ GROUPS 

Summary 

In this session, a patrol deployment plan derived from real data 
in a medium sized urban police department (approximately 350 employees) 
will be presented. 

The plan will be presented as a case study for your small group. 

Using the case study, each group will perform the same task which 
is to analyze the study and the assumptions that are implicit in 
the data. 

From the group analysis, the group must agree on ways to respond to 
the fact that the local government will not be able to fund or support 
the 23 patrol units that are listed as the required number of units 
in the case study. 

Therefore, your analysis must be able to produce a deployment plan that 
will, in effect, be able to deploy only 15 units ••• or a reduction in 
th~ number listed in the case study plan. 

13 
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SESSION 9 

WHAT DO MANAGERS WANT PATROL UNITS 

TO DO WHEN DEPLOYED? 

In this session~ a presentation will be given that focuses on the 
essential question: What is Patrol? What should Patrol do? How 
should I think, as a manager, about patrol planning, operatioris, and 
evaluation? 

In effect, these three questions can be reduced to the one question that 
forms the title of this session. 

/ 

Several interlocking themes and ideas form the flow of the presenttion: 

g Crime analysis as the process by which information 
about crime or problems that need to be addressed by 
patrol operations; 

o The issue of preventive versus directed patrol~ 

e The issue of uncommitted patrol time; 

e The prospect of redirecting patrol time so that 
directed or managed patrol operations are done in 
and efficient and effective manner: 

e Examples of Directed Patrol Programs 

• Some observations on specialized patrol wherein 
units and personnel are freed from calls-for-service 
responsibilities in order to perform other duties 
associated with problem solving and crime suppression 
and interdiction. 

The materials in the text discuss each of these logically related issues. 

14 
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RESPONDING TO 'l'BE NEEDS AND RIGHTS 

OF CRIME VICTIMS: MANAGING CRIMINAL INVESTIGATIONS 

Summary 

Th~s session will present information about the needs and appropriate 
state statutes governing victim rights and the role of law enforcement 
agencies in responding to such needs and rights. By definition, then, 
these new developments associated with victims have a direct relationship 
with the tasks of patrol in the conduct of initial investigations, the 
tasks of investigators in the follow-up phase and case preparation phase 
of the continuing investigation, and, finally, with the overall management 
of the patrol and investigative process. 

By focusing on the victim (and or witness) as the principle client of the 
law enforcement agency, a more clear and specific set of new operational 
tasks and management issues surface for the law enforcement agency. 

In outline, this session will address the following topics: 

Q National data about the extent of crime victimization: 

o The meaning of victimization: 

e The doctrine of victims' rights: 

@ Statutory legislation in your state: 

e Summary of victim's needs; 

• Definition of a criminal investigation and 
role of the victim and witness: 

• The criminal investigation process and case processing 
from call for service to parole: 

G The roles of initial investigators (patrol) and follow-up 
investigators (detectives) 

15 
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Summary 

SESSION 11 • 
A PRELIMINARY MANAGEMENT PLAN 
TO IMPROVE POLICE OPERATIONS 

In this session, participants will work individually or as members of 
the same management team from an individual agency and complete the 
outline of a preliminary management plan to improve some aspect of 
the agency's law enforcement operation. 

As an individual--or as a team--you will select only ~ area for use in 
the plan. In this workshop, we have addressed the following topics or 
areas of interest for law enforcement managers: 

e 10 critical issues affecting management; 

m Classification and analysis of calls-for-service; 

e Differential response to calls-for-service; 

e Patrol workload analysis, deployment and scheduling; 

• Crime analysis; 

e Patrol management and directed patrol planning; 

e Crime victims' rights and law enforcement response;. 

• Investigative management. 

You are to choose anyone or a part of anyone of these broad areas of 
interest. 

In developing your individual or agency manaqement plan, we ask that 
you write your ideas or suggestions according to the following list: 

• Policies ... that may need to be developed or revised to 
address the chosen area; 

e Procedures ... i.e., who does what and under what circumstances 
in order to carry out the policy; 

• Protocols ... i.e., those written agreements that have to be 
used in order to obtain proper coordination of efforts with 
other justice system agencies, governmental agencies, or 
non-governmental groups so that your policies and procedures 
are understood by these others; 

• Supervision ... i.e., who is the specific supervisor of the 
procedure and what is the chain of command for accountability 
purposes; 

16 
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• Training ... i.e., what ty~e of training and for what 

employees will be needed to ensure that employees have 
the requsite knowledge and skill to carry out the 
policies, procedures, protocols, and supervisory duties; 

• Public education and awareness programs •.• i.e., if the 
area chosen requires an interaction between the agency 
and the public (governmental officials, interest groups, 
citizens, and the media) in order to foster and implement 
policies, procedures, and protocols, what type of public 
relations or education will be done. 

There are six pages for your notes; one page for each part of the 
preliminary plan. 

On this page list the area or topic you choose: 

If time permits, we may have one or more of you or a team present their 
ideas. 

17 
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SESSION 12 

CONCLUSION OF CONFERENCE 

Sununary 

This session will complete the Conference. Participants will 
finish their Conference Evaluation Form and hand it to the 
trainers or the PMA representatives. 

A brief presentation will be made about the current and future 
plans of the Police Management Association. 

18 
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ABOUT THE NATIONAL INSTITUTE OF JUSTICE ••• 

The National Institute of Justice is a research branch of the U.S. Department of 
Justice. The Institute's mission is to develop knowledge about crime, its 
causes and control. Priority is given to policy-relevant research that can 
yield approaches and infonnation State and local agencies can use in preventing 
and reducing crime. Established in 1979 by the Justice System Improvement Act, 
NIJ builds upon the foundation laid by the former National Institute of Law 
Enforcement and Criminal Justice, the first major Federal research progran on 
crime and justice. 

Carrying out the mandate assigned by the Congress, the National Institute of 
Just ice: 

a Sponsors research and development to improve and 
strengthen the criminal justice system and related 
civil justice aspects, with a bal anced progran of 
basic and applied research. 

o Eval uates the effect iveness of federally-funded 
just ice improvement progr ams and i dent if; es progr ams 
that promi se' to be successful if cont inued or 
repeated. 

o Test and demonstrates ne'tJ and improved approaches to· .. 
strengthen the justice system and recommends actions 
that can be taken by Federal, State, and local govern­
ments and private organizations and individuals to 
achieve this goal. 

o Disseminates information from research, demonstrations, 
evaluations, and spec;'al programs to Federal, State and 
local governments: and serves as an international 
clearinghouse of justice information. 

o Trains criminal justice practitioners in research and 
eval uat ion fi ndi ngs, and ass ists the research canmunity 
through fellowships and special seminars. 

Authority for administering the Intitute and awarding grants, contracts, and 
cooperative agreements is vested in the NIJ Director. An Advisory Board, 
appointed by the President, as~ists the Director by recanmending JX)licies and 
priorities and advising on peer review procedures. 

Reports of NIJ-sponsored studies are reviewed by Institute officials and staff. 
The views of outside experts knowledgeable in the report's subject area are also 
obtained. Publication indicates that the report meets the Institute's standards 
of quality, but it signifies no endorsement of conclusions or recommendations. 

James K. Stewart 
Director 
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ABOUT THE POLICE MANAGEMENT ASSOCIATION ••• 

Formed at a Constitutional Convention in 1980 and incorporated in the District 
of Columbia, the Police Management Association (PMA) is a nonprofit, 
educational, and professional membership organization representing the 
international law enforcement community. Principles which guide the PMA are 
that: 

1. continual research, experimentation, and exchange of ideas through 
public discussion and debate are paths for development of a professional 
body of knowledge about polic;~g; 

2. substantial and purposeful academic study is a prerequisite for 
acquiring, understanding, and adding to the body of knowledge of 
professional police management; 

3. maintenance of the highest standards of ethics and integrity ;s 
imperative to the improvement of policing; 

4. the police must, within the limits of the law, be responsible and 
accountable to citizens as the ultimate source of police authority; 

5. the pr'inciples embodied in the Constitution are the foundation of 
policing; and 

6. it ;s necessary to inform and educate the public on police issues. 

Four categories of membership are represented; which include sworn police 
practitioners ranging in rank from sergeant to agency chief executive, as well 
as nonsworn police managers, planners and academicians who specialize in police 
service. This structure ensures that representation is fair and eq~itable when 
voting on issues or electing the 16-person Board. which is comprised of four 
members in each rank category. Although represented predominately by members 
from the United States, twelve other countries are represented in the 
membership. Corporate memberships in PMA are accepted; however, such 
memberships are accorded,no voting privileges. 

PMA serves as a forum for the exchange of ideas and information-sharing among 
its members and in the law enforcement community as a whole. It serves also as 
a vehicle through which views of police managers can educate the public and 
influence public policy in both police and criminal justice issues. To further 
these goals, PMA publishes a quarterly newsletter and conducts both regional and 
an annual international meeting, as well as training seminars. 

Now being funded for the second year by the National Institute of Justice, PMA's 
Professional Conferences are designed to offer a proven and cost-effective means 
of disseminating results of NIJ-sponsored research to middle managers and police 
executives throughout the United States. 

For further information on the Police Management Association, please contact Ms. 
E. Roberta Lesh, Executive Director, at 1001 22nd Street, N. W., Washington, DC 
20037. Telephone: (202) 833-1460. 
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ABOUT TIm TRAINERS ••• 
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working in the field of law enforcement and criminal justice for 
over 10 years. He is presently the Director of Research and Special 
Projects of the National Sheriffs I Association, where he serves· as 
the Project Director of the NSA/VICTD1 WITNESS PROGRAM, a multi-year 
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seminars for law enforcement on such topics as CUTBACK MANAGEMENT 
IN THE CRIMINAL JUSTICE SYSTEM, MANAGING THE PRESSURES OF INFLATION 
IN CRIMINAL JUSTICE, MANAGING PATROL OPERATIONS, MANAGING CRIMINAL 
INVESTIGATIONS, and, DIFFERENTIAL POLICE RESPONSE TO CALLS FOR SERVICE 
AND VICTIM A"SSISTANCE PROGRAMS. He is the author of dozens of texts 
and publications including the internationally recognized monograph 
published by the U. S. Department of Justice: PREVENTION AND CONTROL 
OF URl!AN DISORBERS--ISSUES FOR THE 1980 IS. He has been a college 
and university professor and. is a graduate of American and European 
universities. 

• WILLIAM BlECK is currently in the Planning Di vision of the Houston 
Texas Police Depart.-nent. His previous experience includes Director 
of the Integrated Criminal Bureau, Police Department, Reading, 
Pennsylvania; and Director of the Operations and. Crime Analysis Unit, 
Kansas City, Missouri Police Department. He was the principal 
investigator and author of the Response Time Analvsis Study, a 
five-year project funded through the National Institute of Law 
Enforcement and Criminal Justice. He was also a staff member of 
the Kansas City Preventative Patrol Experiment. 

Mr. Bieck has been an Assistant Professor of Sociology at Nebraska 
Wesleyan University, Lincoln, Nebraska. He has authored several 
reports and articles in the police and emergency medical services 
field, and has consulted for federal, state, and city agencies, 
universities, and research institutions. He serves on several advisory 
boards for the evaulation of law enforcement research programs. 
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SESSION 1 

INTRODUCTION AND ORIENTATION TO CONFERENCE 

Summary 

In this session, a representative from the Police Management Association 
will open the Conference, introduce the topic and introduce distinguished 
guests. The Host Chief or Sheriff or their representatives will then 
welcome participants and staff and explain the role of the co-sponsor 
agency. 

The training team will then introduce themselves and explain the objectives 
of the Conference, schedule of work, methods to be used, and outcomes to 
be expected from participants. 

Evaluation forms to be completed at the end of each day will be distributed 
and explained. 

NOTES: --

." ~ . 
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SESSION 2 

TEE NEED AND TEE CONTEXT FOR 
IMPROVING POLICE MANAGEMENT 

, . ...... 

A presentation will be made that describes and discusses 10 major 
issues that currently--and for the near future--affect the role of 
law enforcement managers. 

Some of these issues are the result of external forces that may be beyond 
the imr~ediate control of mid-level or senior executives; other issues may 
be changing the very nature of the traditional role of police managers. 

The presentation will begin with a description of the multiple roles of 
a law enforcement executive, then move to a discussion of the issues that 
impact these roles. 

Following this session, Session 3 will direct participants to the performance 
of a small group problem-identification process and task. 

These sessions will form the basis and context for the remainder of the 
Conference wherein the dominant question will be: What have research and 
practices in the law enforcement community suggested as answers or insights 
into the problems to be faced by police executives in ,the near future? 

NOTES: 
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ROLES OF POLICE MANAGERS 

Definition: Manager: 

--the one in charge of a formal organization or one of its 
sub-units ••. 

-":the one vested with forma,l authority over the organization 
or unit ••• 

--and this authority is the basic foundation to accomplish' 
four purposes. 

Purposes of the Job of Manager: 

--to ensure that the organization or its units deliver 
specific services efficiently; 

--to ensure that the organization serves the ends of those 
persons who control it: to interpret their preferences, 
and to combine these to produce statements that guide 
.dec±sion making in the organization; 

. 
--to act as the key communication link between the 

organIzation and its environment; 

--to carry out res.ponsibili ty for the operation of the 
organization's status system ... i.e., to determine who 
has authority to do what, who is accountable, and how 
work it to be divided and coordinated. 

Operational Roles of the Job of Manager: 

These basic purposes are observable in the manager's daily 
work through several interrelated roles performed by them 
at all levels in the organization. 
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~FOrmal 
and 

AU1:.00rity ~ 
Sta1:.US 

J 
INn:N~RSON;;r,. ReUS 

Fi;ureheac!. 

Leader 

Liaison 

• INFOP. ... ...;::CN:..:. ?..cu:s 

. Monitor 

Cisse!%!.ina-eor 

- S p::> k e s::na.:'l 

+ 
OEC!SIONA!.. ROUS 

.. 
Cla:..qe Aqer:t 

Cis-:urbanc:e rIa."lciler 

Resour:e Allocator 

Neqotia1:or 

* Mintzberg, Henry, The !lature of Mana£erial Work. Ne~ York: Harper and Ro~, 
1973 ..• and subseqent editions and ot~er articles by Mintzberg 

12 



. " 

ROLES OF A MANAGER 

The issue of how a manag~r actually manages is complicated by the fact 
that ther~ is'little, if any, specific treatment of this topic in management 
texts. Most texts on police management or administration follow the classical 
school of management theory and discuss what the patrol manager should do: 

: plan, organize, direct, ~oordinate, staff, budget. Other texts emphasize ~ 
aspect of the job of the manager; the ~anager as a leader or motivator or 
the manager as a decisionmaker. As yet, no study or text has answered the 
deceptively simple question: what do police managers do when they manage 
their operations? 

MYTHS 

Managers are reflective, systematic planners. 

Managers organize, coordinat.e, and orchestrate 
the activities of their ager..cies and have few 
defined or regular duties. 

Managers depend on documented, aggregated 
information reports which they read, digest, 
and use in rational decisionmaking. 

• 
• 

• 

REALITIES 

Managers work at an unrelenting pace. 

Daily activi'ties are characterized by 
brevity, variety, and fragmentation. 

Managers prefer live action and 
face-to-face communication. 

Managers are attracted to and use 
the verbal media extensively. 

Much activity is divided between the 
office and organization on the one 
hand, and an external network of outside 
contacts, on the other. 

The open-ended nature of the job 
suggests that managers in general are 
unable to control the majority of their 
daily activities. 

13 
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10K INTERlJAL AND EXTEUNAL fiORK ENVIRONMENT OF TUE lAW ENFORCEMENT EXECD',I']:VE: TUE SYSTEM 

Crime Occurrence. 
Citizen Call 10 Police. 

Police Ollicer Dispatched. 
Prelimlrlary Irweshgation. 
Crime Report Prepared 

Guilly Plea 

r 
Arraignment 

Case Pre para lion 

Figure 1 
OVERVIEW OF CRIMINAL JUSTICE SYSTEM ACTIVITIES 

FOR FELONY OFFENSES * 

Investigation 
Arrest 

Booking. Holding. 
Preliminary Hearing. by 1st Appearance. ... Charges 

Bind Over. Grand Jury. 1-0

1 
Detective Prelrial Aelf'fI"e. Brought 

Prepare lor Arraignment Division Prosecutor Anl/iew 

J I ~ G=0 t 

( NoAIl8st ) Gh:n:) Not Bound Over 
No Indictment 

. 

Incarceration ... - Community ~~ • J>. 
Corrections Parote 

COO,,,,W" 1 
- Jail 
- Prison 

Trial Presentence Supervised :...-. (Jury Selection and Trial) Investigation. -r Probalion 
Bench Trial Sentencing 

Olher Options 1 - Fine. Aeslllulion 
L-J, - Suspended Sentence ( Dismissal ) - Conditional Trealment ACQuillal 

- Unsllpervised Prohation 

8 • 

* SOURCE: National Baseline Information on Offender Processing Costs Project (1984) 
Developed by: Jefferson Institute for Justice Studies; Research 

Management Associates; and. Institute for Economic 
Policy Studies. Fox: National Institute of Justice, 
Washington, DC 
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ISSUES AFFECTING POLICE MANAGEMENT 

1. The Deficit Control Act of 1984: Gramm-Rudman-Hollings 
and federal budget cutbacks for the period 1986 - 1991. 

2. The Fair Labor Standards Act Amendments of 1984: BGarciaB 

3. The Liability Insurance Crisis and Civil and Crilllinal 
Liability Issues Affecting Police and Law Enforcement 

4. The Victims Movement: New Statutes, New Penalities-­
Thurman and Sorichetti 

5. State and Local Law Enforcement Training Needs in the 
United States: FBI National Assessment 

6. Cutback Management and Strategic Planning 

7. Pressure Towards Accreditation of Agencies 

8. Crime Rate Increases 

9. Non-Crime Services 
II 

10. Employee, Citizen, and Community Expectations 

'. -.... . 

These ten issues will directly influence and affect the multiple 
roles of a police manager. Some issues, under certain circumstances, 
will enhance some roles; other issues will mute other roles.· Thus, 
a "contingency style" of management will be fostered--a style that 
says, in effect, management will have to be flexible enough to 
be responsive to multiple but important problems. 

The overriding question then becomes: What can I learn from others 
that will prepare me for my current and future role as a law 
enforcement executive? 

A second important question is implicit in the first question: 
What can I learn from my colleagues here that anticipates my 
managerial response(s) to current or future issues affecting 
my job? 

These last two questions will form the basis for the next session's 
work and the subsequent sessions of this Conference. 
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SESSION 3 

GROUP PROBLEM IDENTIFICATION: 
TASK, PROCESS, REPORT 

,0' •••. \ ••• .... . ..... 

In this session, participants will be given a task to perform in a small 
group, a process to be used in the group to complete the task, and, 
one representative from the group should be prepared to give a verbal 
report to the Conference about the results of the group's work. 

The task statement is: Take the list of 10 issues from the previous session; 
each group, following the same problem identification process, will list in 
writing four (4) specific problems that their agency faces now or in the 
near future that are related to anyone or more of these 10 issues. The list 
of specific problems must be'rank-ordered from most important and immediate 
problem to less important and future problem. Upon completion of the listing 
of each of the four (4) problems, if time permits, the group should follow the 
same process to list--beside each of the problems--suggested objectives or 
steps to resolve the problem by managers in the agency. 

The group structure is: Those from aimilar agencies and/or those from the same 
size agency will form'working groups of 6-8 members. Groups can cluster at the 
same table in the main training room or choose to use the small group breakout 
rooms. One member of the group mu'st be selected to report back to the full 
Conference. The report should take about 3 minutes. 

The recommended group process is: The next· two pages describe a group problem 
identification process called Nominal Group Technique. Follow this process 
and, within the allotted time, the group should be able to reach sufficient 
consensus for reporting back to the full Conference. 

The time frames for this task are: 55 minutes for the task; 35 minutes for 
reports by all representatives of each group. 

NOTES: 

1.6 



1. 

2. 

3. 

4. 

5. 

6. 

7. 

NOMINAL GROUP TECHNIQUE: STEPS * 

Individual Generation of Ideas in Writin~ 
Each individual re-reads the task statement. Each individual 
takes about 7 minutes to list in writing his or her individual 
response to the statement. This is done silently and independently; 
simply jot down ideas or phrases that come to mind. 

Choose a Representative for the Conference Report 
This should take no more than 1 minute; a volunteer will 
be adequate. The Rep should take notes from what follows next. 

Round-Robin Listing of Written Ideas 
Each individual states his or her ideas until each member has 
presented his or her comments. Merely state the idea; there should 
be no debate or lengthy clarifications. The important thing is to 
have ideas or problems listed by the Rep on a chart for all to see. 
This should take a.bout 15-20 minutes--no more. 

Clarification of Ideas List~d on Chart(s) 
Statements that need clarification are clarified--but no lengthy 
discussions need take place. If necessary or useful some ideas 
may be consolidated if the statements are similar or redundant. 
This process should take abo~t 15 minutes--possibly more. 

Priority Voting 
The Rep then asks the group to vote on the clarified statements. 
Four (4) 'rank ordered choices must be made. Voting is done as 
follows: Rank #1 = Most Important and Most Immediate; #2 = 
Most Important Future; #3 Less Important and Most Immediate; 
#4 = Less Important and Less Immediate. Each member merely lists 
a 1, 2, 3, or 4 behind four of the statements. The Rep tallies 
the scores. REMEMBER THAT THE TAILY WIT2. snow THAT THE LOWEST 
SCORE IS THE HIGHEST RANK. This should take about 4-5 minutes. 

IF TIME PERMITS, Discussion of Voting Outcomes 
Open discussion is used to examine inconsiste~cies in the voting 
pattern, and to justify or evaluate different positions, and, 
rediscuss items which are perceived to have too many votes or too 
few votes. If time permits, the group may, after discussion, 
vote again using ~ process described in step 5. 

Reporting 
The Rep will list the four (4) statements on a single flip chart 
page for use in m~king a verbal report to the Conference. Charts 
will be posted in the Conference Room for others to review and 
compare with other Reports. 

* Source: Whart'on School of Business: Unpublished 

17 

1-'\ 

Ii 
11 

-1 1.\ 
I~J 

I~l 

I] 

1"1 
, J 

IJ 

IJ 
1,.1 

IJ 
1.1 
'1 \ ! . 

-I 



'~--~~--- ----- --- ----~--

IF' -" .. :" .... , " ;-., ' .. ' .,' ':;,' .. ' ", .. .:;'., .,., '.',: .. , ....... ' ... ,. . '.: '::' .~ ......... ' ... , "',' ........ ,: ........ ':' ',>;.: :""'~":":' .: ",~ 
-t • '. 

~ NOTES . 

I~· 

Ir~ 

1,-
I~' 
I,., 
• 1 

'. 

I" 
, 

I' 
I . 

,I 
I. 
I~ 

1.­
I.~ . 
I~. 

I~ . 
I~ 

, I~ . 28 

-.>" . " .. " A 



I~ 

I~ 
'. 

I --
i 
, 

It 
I~ 

I. 
I. 

1,-

Summary 

SESSION 4 

WHY DO PEOPLE CALL THE POLICE'? 
A REVIEW OF CALLS-FOR-SERVlCE 

As much as 90% of the workload for patrol and investigations is generated as 
a result of phone calls to police communication's centers. 

For several years, researchers at the University of North Ca~olina and Indiana 
University have been analyzing incoming calls for service in over 25 municipal 
and county jurisdictions. Their purposes are to identify reasons why people 
call the police, classify calls and response procedures, and recommend ways 
to improve the process of classification and police response strategies. 

NIJ built upon some of the results of this research in its development and 
testing of the Differential Police Response to Calls For Service Program which 
was carried out by the Garden Grove, CA Police Department, Greensboro, NC Police 
Department, and the Toledo Ohio Police Division. 

One of the essential steps in the DPR Program was that each agency had to 
classify incoming calls for service in a uniform common manner. 

Using the data derived from the University research and the findings fr.om the 
DPR Program, we have created two tables tha.t can act as a common classification 
scheme for police agencies. 

Further, using data derived from other sources, we will also present information 
about how selected categories of calls fall into different patterns: by time of 
day, day of week, and other variables. 

Two objectives guide this presentation: 

1. To understand the need for revising call classification 
schemes so that appropriate judgements can be made about 
pat~ol and investigative workload; 

2. To understand the mUltiple variables that need to be 
considered so as to forecast workload and deploy units 
according to needs as determined by workload factors. 

The next session will adress a third objective which is also integrally linked 
to this session: What type(s) of police responses (mobile or nonmobile) are 
suitable for what category(-ies) of calls? 

20 
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BACKGROUND 

• Research on calls has been done in over 25 jurisdictions. The volume 
of calls per jurisdiction ranged from over 500,000 dispatched calls 
to about 13,000 dispatched calls pe~ year. 

• Analysis was done by: reviewing dispatch tapes of calls; reviewing 
and tracking calls through communication to field; examination of 
incident and crime reports done in response to call; interviewing 
samples of originating callers; interviewing conmlUnications and 
patrol personnel and other techniques of analysis. 

o Among the results of analysis were: 

• People called the police because they perceived that 
there was a problem that they discovered or were involved 
in that they believed required police attention. 

• Analysis of the "problems" revealed that all calls 
could be classified into a, common scheme--regardless 
of the demographics or other variables of the 
multiple jurisdictions studied. 

e These findings can be used to understand later studies about 
reporting crimes to the police. For instance, in December, 1985 
listed on the next pages indicated that only 35~ of all Part I Crimes 
are reported to the police. One could arguably conclude from thi~, , 
report and the other research that: (1) People call the police when 
they believe that there is a problem that 'requires police attention-~ 
and only then! or (2) Some people do not call the police to,report 
crime because they believe that the crime does not war'rant pol ice 
attention or that the police are unable or unwilling to do anything! 

o If police managers choose to meet citizen expectations and to 
raise the confidence of victims of crime so that calls are made, 
then the managers must begin to analyze the, nature of the incoming 
calls. 

• Table 1 and Table 2 present the results of a call classification 
scheme that can be a step in the process of call analysis. 
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. REPOnTING CRums '.1'0 TilE POf.YClh Summary Tables from Special Report, Bureau of .Justice Statistics, December, 1985, 
633 Indiana Avenue, Washington, DC 20531, Special Report ~NC.J-99432 

(Of the 31,115,000 crimes that took place in 1983. as estimated from the National Crime Survey, 35% or 12,B80,000 
were reported to police. Other specific findings are reprinted in this NSAVAP Summary. These findings are based 

J ' 

on interviews conducted twice a year with approximately 128,000 persons ages twelve and older in 60,000 households, 
conducted as part of the ongoing National Crime Survey (NCS). The tables reprinted here identify whether crime was 
reported in 1983 by type of crime and percent of victi~ization and the p~rcent of crimes reported by selected victi~·. 
characteristics. J 

PERCENT OP CRIMB RBPOIITBD TO POI.ICB. 1983 

Total number of 
Type of crime victimizations 

All crimef> 37,115,000 

Crimes of violence 6,015,000 
Rape 154,000 
Robbery 1,133,000 
Aggravated assault 1,588,000 
Simple assault 3,141,000 

Crimes of theft 14,657,000 
Purse Snatching 177,000 
Pocket Picking 386,000 
Larceny without contact 14 ,095,000 

1I0usehold crimes 16,442,000 
Burglary 6,065,000 
Household larceny 9,114,000 
Motor vehicle theft 1,264,000 

Note: Crime categories include attemlJted crimes. 
Figures may not add to total because of rounding. 

Percent of victimizations 
Don't 

Reported Not reported know/not 
to lJolice to police a~certained Total 

35% 64% 1% 100% 

48% 5U U 100% 
47 52 100 
52 47 1 100 
58 40 2 100 
41 58 1 100 

26% 72% 2% 100% 
51 48 100 
29 70 100 
26 72 2 100 

37% 62% 1% 100% 
49 50 I 100 
25 74 1 10O-
69 31 100 

--'roo f~w cases to obtain statistically reliable dafa.~ 

" 

Distributed by the lJational Sheriffs' Association Victim Assisltance Pll"ogralll, 14150 Duke Streeil: w Alexandria. VA 22314' 
(703. 836-7827 
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PRRCL'NT OF CRUtE REPORTIID TO POJoICE Jill' VIC-fIJi CIUHtACTERIS'l'ICB, 19,83 

Victim 
a 

characteristics 

Sex 
Male 
Female 

Race 
White 
Black 

Age 
12-19 
20-39 
40-64 
65 and above 

Family income 
Less than $10,000 
$10,000-$19,999 
$20,000-$29,999 
$30,000 and above 

Level of education 

All 
crimes 

35% 
34 

34 
37 

22 
36 
40 
38 

33 
35 
36 
35 

Elementary 26 
Some high school 31 
lIigh school graduate 37 
Some college 37 
College graduate 38 

b 
Total 

45% 
53 

41 
54 

38 
51 
57 
49 

48 
48 
50 
45 

36 
47 
51 
53 
46 

Percent reported to police 
Crimes of violence 

Robbery 

45% 
65 

50 
58 

41 
54 
58 
73 

50 
48 
53 
56 

40 
54 
56 
56 
51 

Aggra­
vated 
assault 

55% 
66 

51 
63 

48 
60 
73 

60 
59 
65 
49 

51 
56 
59 
67 
53 

Simple 
assault 

38% 
45 

41 
41 

32 
44 
50 

41 
41 
41 
40 

28 
38 
46 
46 
41 

Crimes 
of 
theft 

26% 
27 

27 
26 

13 
29 
33 
36 

26 
26 
25 
27 

14 
19 
29 
30 
34 

--Too few cases to obtain statistically reliable data. 

Total 

38% 
37 

37 
39 

26 
36 
41 
37 

32 
37 
41 
42 

35 
34 
38 
37 
41 

Household crimes 

Bur­
glary 

49% 
49 

48 
52 

33 
48 
51 
48 

41 
49 
54 
57 

45 
45 
48 
49 
54 

House­
hold 
larceny 

27% 
23 

26 
22 

18 
23 
29 
25 

20 
25 
29 
29 

24 
22 
26 
25 
28 

Motor , 
vehicle 
theft 

69% 
67 

68 
70 

40 
68 
72 
65 

62 
67 
17 
68 

68 
69 
71 
66 
67 

aCharacteristics are those of respondent for crimes of violence and crimes of theft and of head of household for 
household crimes. Income is that of the family for all types of crime. Egucation is years completed for crimes 
of violence and cirmes ~f theft and years attended for household crimes. Includes rape, which is not displayed 
as a separate entry because of the small number in the sample. 
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PROBLEM 
CATEGORY 

1- VIOLENT CRIME 

2. INTERPERSONAL 
CONFLICT 

3. MEDICAL 
PROBLEMS 

4. NONVIOLENT 
CRIME 

5. TRAFFIC 
PROBLEMS 

6. PUBLIC 
NUISANCE 

7. SUSPICIOUS 
CIRCUMSTANCES 

8. DEPENDENT 
PERSON 

9, PUBLIC HORALS 
CRIME 

10. ASSISTANCE 

11. INFORMA'l'ION 
REQUEST 

12, INFORMATION FOR 
POLICE 

13. INTERNAL POLICE 
OPERATIONS 

.. 

------- -- ---- - ---

TABLE 1 

DEFINITION 

One person injures another in a manner 
that involves criminal liability 

Persons involved in a dispute or 
altercation 

Perso.ns who are ill or injured 

Non-physical injury or aamage 
in a manner that involves criminal 
liability 

Hazards, congestion, or dangers 
associated with vehicular movement 
other than traffic accidents and motor 
vehicle accidents 

Unpleasant or annoying circumstance 

Situations that citizens (or officers) 
perceive as thr~atelling, peculiar, or 
puzzling 

Persons thought unable to care for 
themselves; includes children and 
adults 

Violation of legal standards of 
right conduct 

All other problems or situations 
in which citizens requeGt help 

Person want's information from police 

Someone provides information to 
police; includes alarm calls 

Police provide information to each 
other; includes records checks, warrant 
checks, etc. No direct service to a 
caller as such. 

4k 

8'4 

14'4 

211. 

10'7. 

5~ 

17-

27. 

12'7. 

11" ." 

6~ 

9 

6 

11 

2 

1 

5 

8 

12 

10 

3 

4 

7 

Notes: Within each category there will be separate types of calls that fit 
the category definition. Types within all categories may total to 
between 150-268 types. 

Percentages listed are averages from an analysis of the data from the 
jurisdictions plus other data developed by the author, May not add 
to 100~ becauae single call may have been classified as more than 
one problem. Only the highest classification was used in this summary 
that accomodated the definition of the category. For example, an 
original call about a traffic problem or accident may result in a 
later charge of manslaughter (violent crime) or an interpersonal 
r.onflict may turn into a spousal assault (violent crime), 
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TABLE 2 

Table 1 may be used to ana1Y,ze the relationship 
of calls as classified to the conventional 

definition of the mi~sion of a law enforcement agency. 
Many texts describe the mission or objectives of law enforcement 

agencies as: crime control and prevention, order maintenance, 
service delivery, and traffic control and ,management. 

Mission/Function 

ClUKE CONTROL 

SERVICE 

Categories from Table 1 

Violent Crime, Nonviolent 
Crime, Public Morals Crime, 
Suspicious Circumstances, 
Warrants, and Officer 
Assists. These last two 
items are included in 
Category 12 and 13. 

. 
Interpersonal ConflIcts, 
Public Nuisance, Dependent 
PersonSe 

., 
Medical problems, Assistance, 
Information Request 

Traffic Problems 

NOTE 

Table 1 % of calls 

36% 

19% 

24% 

21% 

Many texts often cite as fact that, nationally, crime-related calls 
for service amount to between 15%-20% of incoming calls. The remainder of the 

of the non-crime calls for service workload is computed as between 
80%-85%. This is due to the classification scheme used in these studies. 

Most of these studies defined crime as UCR Part I Index Crimes, which 
list only major crimes. Our classification system includes all types of 

of crime as well as other types that relate, from the caller's perspective, to 
potential crime, e.g., suspicious circ~~stances, warrants checks, etc. 
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SELECTED TABLES FROM: 

·PATROL DEPLOYMENT­
NATIONAL INSTITUTE OP JUSTICE: 

ISSUES AND PRACTICES 

Margaret J. Levine 
and 

J'G Thomas McEwen 

September, 1985 

Exhibit 2.5 and 2.6 listed on 'the next pages 
display samples of calls-for-service data by 

hours of the day and day of week • 

Exhibit 2.7 displays a sample distribution of 
patrol units by calls-for-service, hours of day, hourly workload, 

and percenta~e of total units assigned by shift to 
shift workload. 

These cha,rts are helpful in analyzing the pattern of 
incoming calls for service. IF a manager wanted to know 

. more details about these patterns, the analyst would have 
to take ~le call classification scheme discussed earlier, 
and analyze the different types· of 'calls in each category 

by hour of day, day of week, and shift workload: 

30 
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EXHIBIT 2.5 

SAMPLE 24-HOUR GRAPH OF WORKLOAD DISTR1BUTION 

. 

. 
77 
11'11 77 

77 I-- II 1/11 1/11 
II II II II II ~ 

~ II II II II II 
177 II II II II,""""",, 

II 1/ 
II II 1/ 

7i II II 

77 
_[77 II II 

,..-11 II 
II (I II II 
11'11 II II 
II II 

77 
II 

II II II 
II 

'II 77 
II ~ 

II 
. 

II /1 
III 

II 
II II 
II /1 77 
II 1;'11 II 

II II II 
II II 
II II 

0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 0'1 en 0'1 0'1 0'1 0'1 0'1 0'1 0'1 

In III Y'I Y'I Ln III In Ln In III III Ln In In In III I0I"l III I0I"l I0I"l I0I"l 1.('1 ", 
.... N M '<t In 1.0 I'" a:l 0'1 0 .- N M '<t In 1.0 I'" a:l 0'1 0 .- N t"'! 

0 0 0 0 0 0 0 0 0 .... .- .... .... .- ... .... .- .- N N N N 

0 0 <:I 0 0 0 0 0 <:I C 0 0 0 0 0 0 0 0 0 0 0 0 0 

0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

.- N M q' III \Q I'" a:l 0'1 0 ..- M M '<t trI \Q r- eo 0'1 0 N t"'! 

0 Q 0 0 0 c 0 c 0 ... .- .... ... ..- ... ..- .- ..- .- M N N N 
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Analyzing the Current Patrol Plan 2i 
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I~ EXHIBIT 2.7 

SAMPLE DISTRIBUTION OF MANPOWER BY HOURLY WORKLOAD 

I-
I' . I I I 

I HOURS I CALLS PERCENT OF PERCENT OF , 
I BY , FOR TOTAL. HOURLY MANJ;'OWER I 

I" 
I SHIFT I SERVICE WORKLOAD ASSIGNED I 
I I I 
I I I 
I 0700 - 0759 I 58 2.11 DAY SHIFT , 

I~' 
. I 

\ 

I 0800 - 0859 , 77 2.80 , 
I 0900 - 0959 I 90 3.28 29.27 I , 1000 - 1059 , 100 3.64 I 

If·' ... 

I 1100 - 1159 I 107 3.90 I 
I 1200 - 1259 I 117 4.26 I 
I 1300 - 1359 I 123 4.48 I 

I' 
I 1400 - 1459 I 132 4.80 I 
I , I 
I 1500 - 1559 , 158 5.75 EVl;NING SHIFT' 
I 1600 - 1659 I 153 5.57 I 

I I 1700 - 1759 , 165 6.01 47 ... 03 , 
I 1800 - 1859 I 172 6.26 I 
I 1900 - 1959 I 161 5.86 , 

I~ 
I 2000 - 2059 I 164 I 5.97 I 
I 2100 - 2159 I 164 I 5.97 I 
I 2200 - 2259 I 155 I 5.64 , , , I I 

I' , I 2300 - 2359 I 159 , 5.79 MIDNIGHT SHIFT I 
I 2400 - 0059 I 118 I 4.30 I 
I 0100 - 0159 , 101 I 3.68 23.68 I 

I;~ 
I 0200 - 0259 , 90 , 3.28 I I 
I 0300 - 0359 I 60 I 2.18 I I 
I 0400 - 0459 I 45 I 1.64 I I 

I 
I 0500 - 0559 I 37 I 1.35 I I 
I 0600 - 0659 , 40 I 1.46 I I 
I I I ., I 
I I I I I 

I,' I TOTAL I 2.746 I 99.98* I 99.98* I 
I I I I I 

. 'I~ -
*Total does not equal 100 percent because of rounding. 

Il-
I~ 

I~ 32 Analyzing the Current Patrol Plan 29 



• 0& 

EXHIBIT 2jj 

SAMPLE WORKLQill BY DAY OF WEEK 

22_1_ 

21_'_ 

20_'_ 

19_1_ 

18_1_ 

17_1_ 

8_1_ 

7_1_ 

6_1_ 

5_1_ 4_,_ 
3_1_ 

2_'_ 

-. 

" -- I 1)(_' ..-- j. -- ~I - ..... -)1- ,..; ""... --, 
J , 

I 

1_,_ , 

, 
,--'\ 

....... f \, 
I_

Y 
1 \1 ..,. 

.-Jl. ..... 1 

0_' _________________ ,_ -' 
01 - 24 25 - 48 49 - 72 73 - 96 97 - 120 121 - 144 145 - 168 

Sunday Monday Tuesday Wednesday Thursday Friday Saturday 

Hours/Days of Week 

Source: Reading, Pennsylvania, Bureau of Police. Analysis of Dispatch Data, 
1981. Average number of calls dispatched in 1981 by day: Sunday, 
115.7; Monday, 110.6; Tuesday, 111.3; Wednesdayp 11400; Thursday, 
118.4; Friday, 132.7; Saturday, 144.8. 
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SELECTED TABLES AND GRAPHS FROM: 

-RESPONSE TIME ANALYSIS· 
KANSAS CITY MISSOURI POLICE DEPARTMENT 

NATIONAL INSTITUTE OF JUSTICE, WASlfiNGTON, DC 
September, 1978 

These tables and graphs will be used to analyze 
the relationship between 949 Part I Crimes, 

reporting times associated with these calls, 
dispatch time of the call(s), travel time to the call(s), 

victim characteristics associated with the call(s), 
and arrest and arrest probabilities associated with 

these variables. 

This data will be used in conjunction with other data in order 
to explore further the characteristics of calls, the processing of 

calls, and the necessity for police managers to develop more carefully 
classification and analytic procedures so that they can understand 

the nature of incoming calls and ~he limits of mobile responses to calls. 

34 
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Table A -7. -- Time statistics for response time Intervals. 

Crime 

category 
Reporting Dispatch Travel Total 

Md 6:17 2:50 5:34 18:1 
X 3 :46:42 4:56 6:11 3:57:5 

All SO 38: 1 5: 28 6: 23. . ' 3:53 38:15:41 
Part I Min. 1 :04 0:16 0:06 2:24 

Crimes 
Max. *999:00: 10 53:48 30: 13 999:10:58 

N 918 931 948 918 
% " 48.1 

. 
21.0 30.9 . 100,0 . 

" 

Md 5:09 2: 16 4:00 12: 53 
X 41:38 3:38 4:56 50:04 

Involvement SD 4:07:28 4:49 3:26 4:07:12 
Min. 1: 04 I 0: 16 0:06 2: 24 

Crimes Max. 48:00:53 43:31 30~ 13 48:05:13 . N 338 344 352 339 e 
0/0 44.5 22.3 33.2 100.0 

Md 1 d: 11 3: 19 6: 14 22:41 . 
X 5: 34': ~3 5:42 6:56 5:47:47 

I SD 47:57:07 7:03 3:57 47: 59:41 Discovery 
Min. 1: 05 0: 32 0:26 3:52 

Crimes Max. 999"': 00: 10 53:48 30:07 999: 10: 58 
N 580 587 596 579 
% 50.2 20.2 29.6 100.0 

- - I .. __________ . _______ ~ _________ , 
-* Actual reporting d~lay exceeded 999 hours In one Incident of discovery larceny. 999 was 

used for computational purposes. - - - - - - - - - - - - - - - - - -. -L.~"~. . L...:-. '-~ L_~ l.. '---' L __ i .~ __ . ..J 
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Table A - 8. -- Time statistics for response time Intervals. 

Crime 
Reporting' Dispatch 

Category 

Md -10: 13 3:24 
Crimes X 5: 43:24 5:47 
Discovered SO 48: 34:36 7:07 

By 
Min. 1: 05 0: 32 
Max. *999: 00: 1 Q.. 53:48 

Citizens N 565 572 
°/0 51.2 20.0 

Md - 1: 57 
Crimes X - 2:03 

Detected SO - 0:39 
Min. - 0:46 

By Max., . - 3:24 
Alarms N - 15 

% - -
--~----

- -) 

Travel 
.. 

6: 21 
6:58 
3:57 
0: 26 

30:07 
581 

28.f\ 
~ 

4:42 
5:29 
3:49 
2:01 

14 :-37 
15 

-

-"1 -1 

Total 

-. ~. ....~ 

j 

23:09 
5: 56 :48 

48:37:15 
3:52 

999: 10: 58 
564 

100.0 

-
-
-
-
-
-
-

--- -----* Actual reportIng delay exceeded 999 hours In one Incident of discovery larceny. 999 was 
used for computational purposes. 
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Table A - g. -- Time statistics for response time Intervals. 

Crime 

Category, 
Reporting Dispatch Travel Totol 

Md 10: 11 3: 14 6:37 23:21 
X 4: 06: 1 9 5:55 7: 13 4: 1 g: 31 Discovery SD 22:34:00 7:33 4:08 22: 34: 16 

Burglary Min. 1 : 05 0: 35 1 : 04 3:52 
(no alarms) 

Max. 248:23:13 53 :48 30:07 248:38:58 
N 295 298 302 295 
°/0 50.0 .. 19.7 30.3 100.0 -

Md 10: 18 3:03 6: 12' 22: 18 
X g: 47: 24 5: 13 6:45 9: 59: 26 Discovery SD 76: 38: 34 6:27 " 3:37 76:38:40 

Larceny Min. 1 : 07 0:32 0: 26 5:31 
(no alarms) Max. *999: 00: 10 43: 14 20:36 999:10:58 

N 201 203 206 201 
% 54.6 18.5 

-
27.0 100.1 til 

Md 10: 11 4: 31 5 :40 24:46 
X 47:42 6:52 6:35 1 : 01 : 36 Discovery SD 2: 52: 20 7:00 4:01 2:54:21 

Auto Theft Min. 1: 09 1 : 06 0:45 7: 42' 

(no alarms) 
Max. 20: OOf 13 35: 43 22:01 20: 17:45 

N 69 , 71 73 68 
% 46.4 25.8 27.9 100.1 

, 

* Actual reporting delay exceeded 999 hours In one Incident of discovery larceny. 999 was 
used for computational purposes. 

-------------------L-.:... L ... '---...'. ._. L .. , L_. -' L., ~~---1 : .. .J '....-...: ~I ,_~ ~ .. ; .. __ . ...J 
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Table A -10. -- Time statistics for response time Intervals. e 

I 
. 

Crime 
Reporting Total Dispatch Travel 

Gotegory 
. 

'. 

t-..~r,j 5:06 '2:00 3:31 11: 58 
.. . 

X ' 28: 25 3: 12 '4:11" 35:44 

Violent I SD 1: 56: 25 4: 15 2:50 1: 56: 59 
I Min. ' ,1 : 04 0: 23 0:06 2:24 

InvoLvernent IMaX'1 15: 56: 10 34 :42 18: 20 '16: 07: 18 
I N 2;1' 214 221 212 Ii, . , ' 

t:?/o I' " . 47.3 21.3 I 31.4 , 100.0 
-L I M d I<;~ '5: 1 1 2: 46 5:48 14:48 ){ I .. 1: 03: 34 4:22 6:10 1: 14:01 

Nonviolent SD . "', 6: 14:44 5:33 3:57 6: 14: 16 

e 

M'n' 'hi. 1 :06 0: 16 0: 11 4:06 
Involvement Max. 48: 00: 53 43: 31 30: 13 48: 05 : 13 

N . ·127 130 131 127 
% 39.9 23.8 36.3 100.0 

: I 
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Table A -11. -- Time statistics for response tl me .Intervals. 

Crime . 
Category 

Reporting Dispatch 

- ~ IMd 6: 11 3:46 
·x 34:~2 3;30 
SO 1:17: 6 1 : 48 

Rape Min. 1: 08 1 : 01 • I 

Max. 4:00:06 6:07 
N 9 . 10 

% 48.9 I 20.0 

Md 4: :18 1 : 55 
X 18: h2 3:05 

SO 1 : 1 0: '16 3: 52 
Robbery Min. 1: 04 0: 23 

Max. 12:01:07 25: 42 
N 122 1-22 
% 46.2 21 .6 

Md 5:06 2:00 
X . 43: 23 3: 20 

Aggrayated SO 2:45:43 4: 58 

Assault Min. 1: .05 0: 38 
Max. 15: 56: 10 34: 42 

N 80 82 
°/0 48.8 21.1 

Travel Totol 

4: 10 13:42 4 
4:42 42: 15 
2:37 1 : 17: 58 
1 : 51 6:29 

10: 36 4:08:05 
10 9 
31 : 1 100.0 

3:27 11 : \34 
4:04 25: 15 
2:52 1 :10:47 
0:06 2:24 

18:20 12:10: 57 
127 123 

4 32.2 100.0 

3:34 12: 17 
4: 19 51 : 06 
2:49 2:46:40 
1: 03 3:25 

13:.17 16:07: 18 
84 80 
30.1 100.0 

-------------------"; 

1 

I 
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Table A -12. -- Time statistics for response time Intervals . 

. 
Crime 

Reporting Dispatch Travel category 

Md 2:29 2:35 2:49· 
)( 4:45 3:02 4: 11 

Involvement SD 4:09 2:07 4:57 
Min. 1 :08 0:49 0: 11 

Burglary Max. 15:·09 10:40 30: 13 
N 35 35 35 

% 37.7 29.3 33.0 

Md 5: 14 2:50 6:31 
~ 1: 15: 26 4:50 6:56 

Involvement SO 7: 10:24 - 6: 27 3:20 
Min. 1 :06 0: 16 1: 04 

Larceny Max. 48: 00:53 43:31 20:09 
N a'8 90 91 
% 40.8 21.7 37.6 

Md 1 :48 3:54 6:02 
~ 5: 17:07 5:06 6: 16 

Involvement SO 10: 28:51 3:38 1:25 
Min. 1: 13 1: 57 4: 27 

Auto Theft Max. 21 : 00: 23 10:34 7:41 
N 4 5 5 
°10 40.7 23.7 35.7 

J 

Time 

11: 44 
11: 57 
6:45 
4:06 

34:51 
35 

100.0 

17;07 
1: 27: 06 
7: 09: 20 

4:56 
48:05:13 

88 
100.1 

14:40 
5:29:15 

10: 32:56 
9:01 

21: 18:38 
4 

100.1 

e! 

e 
i 

-I 
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Table 3 -1. -- Part I crIme data base with number of Incidents, Incidents with arrests, 
Incidents with response-related arrests, and percentages of each by type of crime. 

I . 

Incidents with ' I ncldents with 

Type of Crime 
Data Base Response-related 

Arrests Arrests 
N Percent N Rate* N Rate* 

Involvement Crimes 352 37.n 100 28.4 27 7.7_ 
Violent Involvement 221 23.:3 45 20.4 12 5.4 -Rapes 10 1. 1 3 30.0 1 10.0 

Robberies 127 13.4 10 7.9 ! 6 4.7 
Aggravated Assau Its 84 8.9 32 38.1 ~ 5 6.0 

Nonviolent Involvement 
. 

131 13.8 55 42.0 15 11.5 . 
Burglaries 35 3. 7 16 45.7· 12 34.3 
Lor-centes 91 9.6 38 41.8 2 2.2 
Auto Thefts 5 0.5 1 20.0 . 1 20.0 

. -
Discovery Crimes 597 62.9 13 2.2 8 1.3 
Citizen Discovered 582 61.3 6 1.0 1 0.2411 

Burglaries 302 31. B 5 1. 7 1 0.3 
Larcenies 206 21.7 1 0.5 0 0.0 . 
Auto Thefts 74 7. 8 a 0.0 0 0.0 

Alarm 'Detected 15 . 1.6 7 46.7 7 46. 7 ~_. 

Burglaries 15 1.6 7 46.7 7 46.7 

rAi-I~parti--c'rl~~~----n 949 113 11.9 35" 3.-:"--J 

*Percent of all cases by crime type. 

- - - -- - .. -... . L. - - -I -,". - -~- --L- L_ L- ~.. L.._ L_ . .. --1 (----1.. ; '---..l ' .. , -..J,._...J '----.,.J _ .. ~ -.-J 
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Figure 3 - 2. - - Probabll tty of an arre!it or a response-related arrest for Part I 
. Involvement crimes at reporting t,lmes of 0 to 30 minutes. 
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and nonviolent Involvement crimes at reporting times of 0 to 30 minutes. 
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violent crimes, and nonviolent invol~ement crimes at reporting times of 0 to 30 minutes. 
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Figure 3 -1. -- Probability of a response-related arrest '(or robbery and aggravated assault 
at reporting times of 0 to 30 minutes . 
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Figure 3 - 8. -- Probability of a response-related arrest for all Part! nonviolent Involvement 
cri mes, Involvement burglary and involvement larceny at repor'ting times of 0 to 30 minutes. 
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crimes, violent crimes, and nonviolent involvement crimes at travel times of 0 to 
30 minutes. 
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SESSION 5 

HOW DO DEPARTMENTS RESPOND TO CALLS? 

Summary 

In this session, a brief presentation will be made about the 
recent findings from the Differential Police Response to Calls for 
Service Field Test (DPR). 

The Executive Summary of the Evaluation of DPR is reprinted in this 
section. 

Using the information derived from Session 4 and some of the findings 
from the DPR Evaluation presentation, this session will conclude with 
a partic{pant group task. 

Each group will be the same as the g~oups used ~,n Session 3. The groups 
will follow the same problem-solving process used in Session 3. 

The task statement for this session's group work is: 

• Your group is to select one of the 13 calls for Service 
Categories ~iscussed in Session 4. 

o Your group is to identify at least seven types of calls 
that fit within the definition of your chosen category. 

• Your group is to determine for each ~ of call, the 
police response to each type according to the following 

options of response: (1) immediate mobile response; 
(2) delayed mobile response: and (3) non-mobile responses. 

A Policy-Planning Matrix for this task is attached which should be 
completed as the report from the group. 
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PltOBLEM 
CATEGORY 

1- VIOLENT CRIME 

2. INTERPERSONAL 
CONFLICT 

3. MEDICAL 
PROBLEMS 

4. NONVIOLE?!T 
CRIME 

S. TRAFFIC 
PROBLEMS 

6. PUBLIC 
NUISANCE 

7. SUSPICIOUS 
CIRCUMSTANCES 

8. DEPENDENT 
PERSON 

9. PUBLI C MORALS. 
CRIME 

10. AS~ISTANCE 

II. INFORMATION 
REQUEST 

12. INFORMATION FOR 
POLICE 

13. INTERNAL POLICE 
OPERATIONS 

'fABLE 1 

DUDfITION 

One person injures another in a manner 
that involves criminal liability 

Persons involved in a dispute or 
altercation 

Persons who are ill or injured 

Non-ppysicai injury or damage 
in a manner that involves criminal 
liability 

Hazards, congestion, or dangers 
associated with vehicular movement 
other than traffic accidents and motor 
vehicle accidents 

Unpleasant or annoying circumstance 

Situation~ that citizens (or officers) 
perceive as threatening, peculiar. or 
puuling 

Persons thought unable to care for 
themselves; includes children and 
adults 

Violation of legal standards of 
right conduct 

All other problems or situations 
in which citizens request help 

Person wants information from police 

Someone provides information to 
police; includes alarm calls 

Police provide information to each 
other; includes records cheeks, warrant 
checks, etc. No direct service to a 
caller aa such. 

4l 9 

6 

11. 11 

14'7. 2 

1 

101. s 

5'7. 8 

17. 12 

27. 10 

127. 3 

4 

67. 7 

13 

Notes: Within each category there will be separate type. of calls that fit 
the category definition. Type_ within all categories may total to 
between 150-268 types. 

Percentages listed are averages from an analysis of the data from the 
jurisdictions plus other data developed by the author. May not add 
to lOO~ because single call may have been classified as more than 
one problem. Only the high~~t classification was used in this summary 
that accomodated the definition of the category. For example, an 
original call about a traffic proble~ or accident may result in a 
later charge of manslaughter (violent crime) or an interpersonal 
conflict may turn into a spousal assault (Violent crime). 
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• one-persen mcbile unit. 
• t:~e=:son mobile unit 
• one or mere w:Li ts 
• Ilon-swc:n ani ts 

• OEI,.AY'Etl MOBIIZ RESl?ON5Z OPTIONS 

• one-person mobile unit. d.elayed for a set period., e.q. one hcur 
.. ~~on :a.obile unit delayed for a set pe=:'cd, e.q., one hou: 
• a mobile unit. that. is scheduled to respond beyond 

a 'Ii VeIl set pe.iod., e. '1., !lex: day ap!'Oint:=ent 
• a. roving' mobile unit t:..ut is sent outside, tb.e 

beat. to another beat wit:h.i:l a scheduled a.p:~oi.nt=ent, 
e .. '1'0 I witlti.n next t..lu"ee hoci.:r:s or within Ile:ct eight 
hcu:rs 

• telephone :report-takL~q by Tele~erv Unit. or ~editor Unit 
• cit.i%en wa.lk-in to :report at. l3~tion 
• citizen mail-in report 
• refer.:al of c:aJ.l. to other a.gency 
• talepnone wcounsellinqn by non-sworn police 

paraprofessional or civilian employee or 
volunteer: 

• services provided at station by para.professionals, 
civilian staff, or volWlteers for wal.k-in clients 
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-EVALUATION OF TEE DPR FIELD TEST­
Thomas McEwen 

Edward Connors 

Research Management Associates 
lOla Duke Street 

Alexandria, VA 22314 

(703) a36-i5777 
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EVALUATION OF THE DIFFERENTIAL POLICE RESPONSE FIEI,D TEST 

EXECUTIVE SUMMARY 

This chapter provides a summary of the National Institute of Justice 
Differential Police Response Field Test. It includes brief descriptions of 
the test objectives, planning and implementation processes, evaluation 
approach and results, and major conclusions. The: summary also highlights 
special considerations and future implications of particular interest to 
police planners and decision makers who wish to introduce a comprehensive 
J:)PR system: or to improve the effectiveness af existin'g alternative 
services. 

PROBLEM STATEMENT 

Reductions in police department budgets have occurred in many cities at 
the same time that citizen demand for police service has increased. Police 
departments have been under pressure to maintain or im'prove their quality of 
service, reduce response times to urgent calls, and develop new strategies 
for crime prevention; yet it is often no longer possible to hire more 
officers to handle increasing work loads. 

Many departments have attempted to cope with these problems by 
diverting a number of non-emergency calls form immediate mobile response 
units to alternative responses such as telephone report units and delayed 
mobile responses. However, most departments did not' carefully and 
systematically plan for a comprehensive system to handle all calls for 
service -- a svstem which included call classification, intake processing 
and alternative- service 'delivery. The optimal use of a wide range of 
possible alternatives' needed 'to be' demonstrated, tested, evaluated, and 
ultimately accepted by both police persoJlnel and the public. A 

. comprehensive field test was needed to determine the best way to (1) develop 
and match appropriate alternative' responses with various types of calls for 
service; (2) implement procedures and training that encouraged the effective 
usc of these alternatives; (3) assess the impact of the alternatives on 
'police patrol practices; and (4) offer a model that could be successfully 
replicated by police departments throughout the country. 

THE DIFFERENTIAL POLICE RESPONSE FIELD TEST: 
OBJECTIVES AND APPROACH ' 

In order to test the utility of a compreh~nsive police response system 
for managing calls for service, the National Institute of Justice (NIl) 
designed the Differential Police Response (DPR) Field Test Program in 
October 1980. The test was subsequently implemented in the cities of Garden 
Grove, California; Greensboro, North Carolina; and Toledo, Ohio under 
controlled, experimental conditions. The field test was coordinated by NU, 
with program design and implementation directed by the Office of 
Development, Testing and Dissemination; and the evafuation design and 
management under the Office of Program Evaluation. 

Reproduced from Evaluation of the Differential Police Response Field 
Test by Thomas McEwen et ai., 1984. 
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As with other NIl' field tests, the overall purposes of the DPR test 
were to (lJ ·develop information on the effectiveness of specific;: criminal 
justice practices; (2) add to the knowledge base of law enforcement; and (3) 
contribute- to improved policy decision making. 

The most outstanding tribute to the success of the DPR project is that 
the police departments in all three cities have fully institutionalized the 
changes made during the test, and have gone on to develop new programs to 
make best use of the time and resources saved as a resu.lt of adopting 
effective alternatives to immediate mobile response. . . . 
EnJuatioD Approa~h for the DPR Test 

Research Management Associates, Inc. (RMA) was selected in June 1981 as 
the national evaluator for the DPR study. The evaluation grant was awarded 
prior to the selection of the test sites, which provided positive long-range 
benefits for the evaluation by enabling RMA to use an approach which was 
more formative ("hands-on-) than summative ("hands-off"). Thus, the 
evaluators were engaged to participate in the actual design of the project. 

Intensive activities by the evaluation team during the planning phase 
increased the success of subsequent interventions in the project, and 
assured that a valid and complete evaluation couldoe conducted during the 
project's test phase. Involvement in the planning phase of any project, of 
course, can create the potential for the evaluators to become advocates in 
program activ'ities. However, the RMA team viewed its primary role as one of 
providing information to program managers for their consideratiqn as they 
designed or changed their activities. The evaluation team remained as 
objective as possible throughout the project, endeavoring to provide 
information in an unbiased manner so that activities could be evaluated to 
give results with a high degree of confidence. 

A unique characteristic of the DPR Field Test was its design as a 
two-phase process. The first, or planning phase, lasted. eight months and 
included the development and implementation of new call classification 

.systems. The second, or test phase, took place over a ten-month period and 
involved the introduction of alternative responses. Because of this 
two-phase approach, one evaluation was conducted of the changes in the 
police communications center~ and separate evaluation was conducted for the 
implementation of the response alternatives. 

Objectives of the DPR Test 

The two overall objectives of the DPR test were (1) to increase the 
efficiency of the management of calls for service; and (2) to maintain or 
improve citizen satisfaction. 
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The first objective involved the following underlying c:tpectations, or 
subobjectives: 

o -Reduce the number of non-emergency calls for service 

o 

• 

handled by immediate mobile response; 

Increase the number of non-emergency calls for service 
handled by 11 telephone reporting unit, by delayed mobile 
responses, or by other alternative responses; 

Decrease the amount of time patrol units spent answering 
calls for service, and increase the amount of time 
available for crime prevention or other activities; and 

Increase the availability of patrol units to respond 
rapidly to emergency calls. 

The second objective addressed the ne~d to determine how many and what 
types of calls could be handled by alternative responses without adversely 
affecting citizen satisfaction with police service. It was hypothesized 
that if calls were carefully screened, if Cltlzens were informed of 
potential defays, and if alternatives were appropriate and timely, citizen 
satisfaction might not decrease. Thus, the second ob.jective included the 
following subobjectives: . 

I 

• Provide satisfactory explanations to citizens at call 
intake on the nature of' the police response to their 
calls; and 

Provide satisfactory responses to citizens for resolving 
their calls for service. 

Evaluation Objectives 

The major objectives of the evaluation were as follows: 

• Assess the impact of the differential response system on 
police practices; 

• Assess the impact of the differential response system on 
citizens; and 

• Assess the 'transferabili~y of the program. 

With regard to accomplishment of the evaluation objectives, determining 
the effect of the differential response system on the role of the 
telecommunicator was considered to be of particular importance. Call taker 
and dispatcher understanding and acceptance of the new call classification 
systems. and of the philosophy behind providing alternative services, would 
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be' key ta both productive intra-departmental re!ati'ons and favorable public 
perception of the services. For this reason, the: NIJ test design document 
recognized that the greatest emphasis should be placed on the changes in the 
communications' centers. 

CHARACTERISTICS OF THE CITIES 

DemOif:aphic Characteristics 

One consideration in the evaluation design was the demographic 
differences across the three sites. While many of the same alternative 
responses were implemented in all three cities, the evaluation did not 
attempt to make extensive comparisons of results across sites, but instead 
highlighted how a DPR approach can actually operate in three different 
environments. 

The city of Toledo is an older, industrial and -blue collar" city, It 
has a population of 354,000. Of the three sites, Toledo has the most 
significant number of older residents who have lived in Toledo most of their 
lives. Garden Grove is the" "newest" of the three site cides, incorporated 
in 1956 with the police department formed i 1957. With a populati~ of 
123,300 in 17.4 square miles, Garden Grove is the most developed and densely 
populated of the three sites. Greensboro is a blend of urban, rural, and 
suburban. The second largest city in North Carolina, Greensboro has a 
population of 155,600. In con trast to Garden Grove which has 3.2 persons 
per housing unit, Greensboro"has only 2 . .5 persons ,per housing uuit. 

Several other factors are of particular interest because of their 
direct impact on the police departments and the project. Toledo's economy 
suffered more than the o'ther two CltleS during the nation's recent 
recession. Because of its heavy dependence on the automobile industry, 
unemployment reached 12 percent during the project. The city laid off 200 
employees, including 30 civilian police personnel (two thirds of its 
civilian staff). Also, sworn personnel in Toledo were 13 percent below 
authorized strength at the beginning of the project, and none of the police 
departments had increased staffing in several years. Garden Grove had a 
policy of rigid fiscal restraint due to the advent of Proposition 13; 
Greensboro also had a policy of keeping the tax rate low. 

Police Department and Communic2tions Center Characteristics 

With regard to the ratio of officers to citizens, Garden Grove" (156 
sworn personnel), with the fewest sworn personnel, had one officer far every 
814 residents,. while TOledo (634 sworn personnel), with the greatest 
contingent of sworn personnel, had one officer for every 559 residen;s. 
Greensboro (367 sworn personnel), had a rate of one officer for every 423 
residents. In terms of crime rate, the three sites were very close, with 
Garden Grove having a rate of about 83 Part I offenses commjtted per 1,000 
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population, Greensboro with a rate of about 81 offenses, and Toledo with a 
rate of about 87 offenses. 

The Garden Grove Police Department differ\~d from the other two sites in 
that the patrol personnel were deployed according to a team policing model. 
All field services were essentially self-contained in the three teams which 
geographically subdivided the city. 

The police personnel in the three sites also had somewhat different 
characteristics. In Toledo and Greensboro, personnel tended to be older and 
more. tenured. It was not un~sual to meet patrol officers having ten or 
twelve years with the department. By way of c'ontrast, in Garden Grove, many 
officers had been with the departm~nt for less than five years as reflected 
by the departments's turnover rate of more t11,an 40 percent, a figure 
consistent with other police departments in Southern California due to the 
favorable job market for experienced officers. 

Of particular interest to the DPR evaluation were the following 
differences among the three sites in communications center staffing and 
operation: 

it Toled'o's communications center was staffed entirely by 
sworn personnel. All dispatch positions were reserved 
for sergean ts; call taker positions were filled by 
patrol officers. 

• 

The Greensboro and Garden Grove communications centers 
were staffed entirely by civilians. 

Toledo operated a manual call for service processing 
system~ while both Greensboro and Garden Grove used 
computer-aided dispatch (CAD) systems. 

Calls for service into all three communications centers 
were at record levels. 

Annual workloads for calls for service dispatched to the 
field ranged from 280 calls per officer in Garden Grove 
to 382 in Greensboro, and 503 in Toledo. 

Prior to DPR, Toledo and Greensboro handled only a 
limited number of calls for service for minor property 
offenses over the telephone, and Garden Grove had never 
taken incident reports over the telephone. 
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New Call Classification Systems 

Prior to DPR. the three sites, like most policed departments. operated 
with traditional "10 code" call classification systems. When most calls 
receive an immediate mobile dispatch, these systems are adequate. However, 
in order to respond to calls for service with appropriate cost-effective 
alternatives, a new system was needed. 

Each department developed its own internal planning committee, and 
three cluster conferences were held during the course of several months to 
design a call classification model. 

In terms of degree of implementation, the objective of introducing a 
new call classification syst.em was achieved by all three sites. Together, 
the three departments designed a generic model that included call event 
categories; and call descriptors, such as time of occurrence, likelihood of 
apprehension, and availability of witnesses. The three departments then 
tailored the model to meet their local needs, requirements. and 
capabilities. Although the final systems were not identical, the important 
point is that the principles were the same and the variations were minor. 

Call Classification Codes 
g 

The next step in the process was to develop call classification codes 
which summarized the types of calls, descriptive elements, and selected 
responses. All three sites successfully designed a call classification 
code, although they differed in their approach to the problem and reached 
different conclusions on the complexity needed. 

The call codes allowed call takers to match call information with the 
appropriate police response. The codes were numeric characters that aided 
in rapid designation of characteristics. The numeric codes were also 
helpful in record keeping, further analysis of the classification systems, 
and monitoring by supervisors. In Garden Grove, for example, a four-digit 
call code was implemented, which provided the general type of call as the 
first character, the time of occurrence information as the second character, 
the injury information as the third character. and the selected response as 
the fourth character. 

C~Il Intake Procedures 

Intake Processing. In order to classify calls appropriately under the 
DPR system, call intake operators were required to obtain much more 
information from callers than with the "10 code" system. The departments 
were expected to take steps to improve the intake and processing of calls to 
ensure that telecommunicators were adequately trained and prepared. 
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In line with this objective, each department developed the following 
products: 

• Written guidelines on the new classification 
systems and procedures; 

• 

• 

• 

A set of standardized questions, tailored to 
each sitc, to facilitate the classification of 
calls; 

Standardized explanations for informing 
citizens of thc' appropriate responses; and 

New call intake forms. 

In order to assist with the reV1Slon of call intake procedures, 
Greensboro and Garden Grove initiated task forces which consisted of sworn 
and civilian personnel representing all key divisions, particularly patrol 
and communications. These task forces worked effectively in both 
departments and helped increase the project's acceptability throughout the 

. departments. 

Monitoring. One of the most critical mothodological steps prior to 
implementation of the alternative response phase was to review actual phone 
conversations between citizens and call takers. These reviews enabled the 
departments to assess current information obtained and determine how much 
additional information was required. . Supervisory review of telephone 
conversations between citizens and caU takers was also part of the new 
telecommunicator evaluation procedures developed by each site. 

Training and Testing 

Each department devoted an extensive amount of planning time to prepare 
for training of personnel in the ncw call classification system and 
procedures. The degree of implementation for this training component was 
excellent at all three sites. Among the most successful training methods 
were the use of easy-to-use manuals and flip charts. and various simulation 
and role l'lay techniques. All thr-:e sites al,50 developed training and 
orientation programs for other personnel including field officers, members 
of other departments, and city administrators. 

The next major step in 'the process was to preetest the call 
classification systems and review intake procedure~. During this four-month 
period~ call takers used the new system to query citizens, and selected 
appropriate responses, but did not dispatch the: alternatives selected. 
Again, all telecommunicators were closely monitored by communications 
supervisors, project staff, and the evaluation team. 

Telecommunicators were surveyed at the beginning of the project and at 
the end of the call classificadon deveiopment phase. A third 
telecommunicato! survey was conducted toward the end of the: full 
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implementation test. These surveys included questions on call intake 
,policies ~nd procedures, training. job satisfacdon. and other DPR changes. 
'Pti,trol officers were also surveyed on two occasions. 

MAJOR CONCLUSIONS FROM PHASE I 

The e;;tperience of the three shes in regare'! to call classification and 
call intake processing can be summarized as follows: 

'. " 

• The DPR Field Test sites successfully developed a 
generic model for call classification systems which can 
be modified by any police department to meet local 
needs. 

• 

• 

" 

The three sites successfully tested and implemented new 
call classifications systems which can be modified by 
any police department to meet local needs. 

Successful call classification systems may be simple or 
comptex. A more complex system may be desirable when 
{l) there are more illternatiYes available; and (2) the 

. department wants to consider more types of calls and 
characteristics for matching with alternatives. 

The new call classification systems and intake 
procedures (1) increased the amount of information 
ob,tain=,d froro. callers; (2) provided callers with more 
accura~e infor.mation on what to expect in terms of the 
response to 'their calls; and (3) provided patrol 
officers with 'more detailed information on calls prior 
to arrival at the scene. 

The time to develop the new caB classification systems 
was underestimated. More time was required to review 
the current systems and develop the most appropriate 
:eall char'3cteristics. 

Inpu\t for the new systems was needed from 
telecommunicators as well as from field operations 
periso71nel and other management personnel in the 
department. 

The new call classification systems and call intake 
procedures, well-documented in department manuals, 
resulted in more standardization, uniformity, and 
accountability ill the way telecommunicators handled 
citizen cans for service. 

The three sites developed 
monitoring and assessing 
teleco.g1municarors. 
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THE TEST PHASE: IMPLEMENTATION OF ALTERNATIVE RESPONSES 

This' phase involved the matching of citizen needs, "as defined in the 
new call classification systems, with appropriate police responses. 

Differential Response Alternatives 

The NlJ Test Design required that the police departments implement the 
following differential response alternatives: 

• Telephone report unit for taking reports over 
the telephone; 

Procedures for a delayed mobile response 
(holding calls for 30 to 60 minutes); 

Procedures for referring calls to other 
agencies; and 

At least one other alternative response 
technique from the following possibilities: 
scheduled appointment walk·in, or mail-in. 

Each of these alternative responses was implemented to some degree, and 
with some individual variation, at the three test sites. All three sites 
set priorities for the use of immediate mobile response, delayed mobile 
response, telephone report v.aits, external referrals, and walk-in responses. 
Garden Grove and Greensboro solicited mail-in responses. Greensboro also 
set appointments and made internal referrals. Toledo used a communications 
callback procedure, an innovative alternative in which an officer called the 
offending party with a warning in "barking dog" and "noisy party" 
situa tions. 

The actual experimental designs by which the alternatives were tested 
differed at each of the sites, but aU were handled so calls were dispatched 
either to a traditional response or to an experimental alternative. True 
emergency calls for service were not part of the experiment, but were 
dispatched in the normal expeditious manner, gener~lly to .mobile units in 
the field. 

Evaluation ConsIderations 

Measurable Periods. In all three sites there was at least a 
three-month lag between implementation of the new call classification 
systems and the actual field tests for the call alternatives. This allowed 
a sufficient period for the communications center personnel to become 
ac~ustomed to the new procedures. The evaluation of the field test could 
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then proceed without having to be concerned about separating the effects of 
the communications center changes from the effects of the a1ternativ~s. 

There were occurrences at all three sites during both phases of the 
project which dictated when each site was able to implement its call 
classification system and the call alternatives. These includeo the city 
personnel layoffs in Toledo and th~ establishment of a Project Advisory 
Board in Greensboro. However, because each step in the various project 
objectives was clearly delineated. the differences in schedules at the three 
sites produced no adverse effects on the evaluation activities •. 

Project Objectives. It was believed that stated objectives were 
n~cessary in order to assess the worthiness of the changes made in all 
phases of the project. On the other hand, the research nature of the 
project made it difficult for the project personnel to quantify their 
objectives with any precision. For exampl~, one of the aims was to 
determine how many calls could be diverted to the alternatives. yet there 
was no reliable information with which to predict what the number of 
eligible calls would be. Without this information it was. not possible to 
develop other quantitative objectives for the impact on unit utilization, 
decreases in average travel time, and other related measures. In the 
evaluation, these val.ues were calculated from the actual experiences of the 
sites. and in some cases comparisons were made with previous performance. 
Project objectives were developed to cover all critical areas of the 
project;· however, many of these objectives were, by necessity, 
process-oriented. 

Randomization. All three departments stated in their grant 
applications that they would conduct a field test with a randomization 
procedure as part of the evaluation design. Two important results made 
possible through randomization were that (1) comparisons on control and 
experimental groups could be made during the same period. eliminating the 
possible effects of a number of outside influences; and (2) "before/during" 
comparisons of citizen satisfaction could be made. The c:)mbination of these 
two advantages offered the strongest possible evaluation design for the DPR 
Field Test. 

Implement.ation or Alternatives 

Each site used a different method' to achieve randomization and 
implement alternative responses. In Toledo, this was accomplished by having 
one call taker position designated as experimental. In Garden Grove, the 
CAD system autoll'latically alternated calls for service between traditional 
dispatching and experimental alter'natives. The design in Greensboro was 
more elaborate, and invoh'ed dividing four shifts of call takers into two 
groups. The first group of call takers dispatched calls in the traditional, 
pre-DPR manner for four days in a row to constitute a control group. The 
second. or experimental group, dispatched cal1s using the new DPR criteria. 

The experiments were monitored by on-site personnel from the evaluation 
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team. Subsequent analysis showed that the design was' carried out as 
planned, and the control and e:tperimental groups proved comparable. 

MAJOR CONCLUSIONS FOR POLICE PRACTICES 

The first eva.luation objective was to assess the impact of the 
differential response system on police practices. Major conclusions from 
this assessment are as follows: 

• In aU three sites there was a sizable reduction in the 
number of non-emergency calls handled by immediate 
dispatch of mobile units. 

On non-experimental days in Greensboro, for example, only lOA percent 
of dispatched calls were handled by alternative responses. The use of 
alternatives was almost doubled on experimental days--19.5 percent of all 
calls were handled by non-patrol· responses, primarily the telephone report 
unit. Larceny reports .:onstituted the major type of calls taken by the 
telephone report units; however, there were increases in the burglary 
category, public nuisance, and over thirty other call types not handled by 
telephone on control days. In addition, 26.9 percent of all calls on 
experimental days were classified as eligible for the alternative of a 
delayed mobile response.. Thus, a total of 46.4 percent of all cuts could 
ha ve received an alternative response. Similar benefits were e;{perienced in 
Toledo and Garden Grove. 

o The objective to increase the amount of time available 
for patrol units to devote to crime prevention, directed 
patrol. and other activities was achieved at all three 
sites. 

For e:tample, in Garden Grove there was a 40 percent increase in the 
number of field-initiated reports taken as a result of DPR. A special study 
in Toledo found that patrol units were on calls. for service 19.6 percent of 
the time during the test phase. If these alternatives had" not been 
available in Toledo, patrol units would have handled about 6,325 more calls, 
increasing unit utilization to 22.8 percent. In a large police department 
such as Toledo, a three percent reduction in patiol unit utilization is 
important and would have been difficult to achieve without the DPR project. 
If the department had desired to respond to -a.1l calls without alternatives 
but reduce unit utilization to 19.6 percent by adding· patrol llnlts, about 
two more units per shift would have been necessary. Staffing two units per 
shift would have required at least ten additional officers, which is 
considerably more than the four assigned to the telephone report unit. 

Proper screening under the new call classificatioll 
systems allowed call takers and patrol officers to 
respond quickly when needed. however, travel time to 
emergency calls was not significantly reduced at all 
three si tes. 

J 
Ii 

.'"\ 

I: 
I~ 
1-'( 
1'-1 
. ~Ik~ 

IJ 
I'] 

I· •. ~ 
IJ 
I_~ 

1.1 
Ij 
I_~I 

Ii 
~_J 



I: 

II' 
I~ , 
I~ 

Ii , 
I; 
I,. 

I~ 

Il 
'If .. 
I~ 

• Particular attention needs to be given to the impact of 
the DPR system on telecommunicators. The conclusions 

-from an analysis of the role of the telecommunicators in. 
the DPR project can be summarized as follows: 

• 

• 

• 

• 

• 

The use of 
dispatchers had 
disadvantages. 
better educated, 
and were hired 
personnel. 

civilian call takers 
many more advantages 
Civilian call takers 
had higher retention 
at lower costs, than 

and 
than 
were 

rates, 
sworn 

Patrol officer satisfaction with 
telecommunicators at all three sites improved 
as a result of the DPR proJect. 

Improvemen ts made in 
conditions at all three 
resulted in positive 
sa tisfaction and 
telecommunicators. 

environmental working 
communications centers 
changes in the job 
morale of many 

A DPR project imposes standards, uniformity 
and consistency on telecommunicators which may 
initially be resisted. Such resistance should 
be anticipated and telecommunicators should be 
included extensivdy in the' planning and 
design of the project and in developing and 
delivering the DPR training. 

Monitoring was a very useful tool for 
communica.tions center managers to assess call 
takers. This procedure called for frequent 
sampling of the calls and a formal assessment 
of how well the call takers handled them. 

• The telecommunicators at all three sites 
lacked a comprehensive career development 
plan. Call taker and dispatcher positions 
need to be upgraded; the promotional picture 
needs to be improved; subsequently, selection 
standards need to be upgraded. 

The findings show that the alternatives arc less costly 
than the traditional response of sending out a mobile 
unit to calls for service. MoreOver, the productivity 
levels are much higher for personnel using the 
alternatives, such as TRU, in comparison to traditional 
mo bilepa trol. 
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• 

.e 
The use of evidence technicians in. Greensboro has highly 
successful. These technicians, who were non-sworn 
personnel, were dispatched (as an alternative to using a 

-sworn police unit) to handle the initial calls, write 
the crime reports, and gather evidence. They were able 
to handle over 18 percent of non-mobile responses, 
primarily for burglary, vandalism, and larceny calls. 

Mail-in reports were not found to successful. The 
volume at which the were used was very low over the test 
period. and they were not well distributed throughout 
the cities. 

Elimination of service was one additional successful 
alternativl:. In Greensboro. prior to the test phase, 
escort services averaged 100 per week. The department 
made the decision to eliminate' these services as much as 
possible, and reduced them to 20 per week during the DPR 
test phase. 

The task force approach was successful. The Response 
Advisory Board in Greensboro achieved good policy and 
operat.ional procedures for the alternatives and aided 
the institutionalization of the project within the 
police department. Disadvantages to this approach were 
that it delayed test implementation, and reached 
decisions which made for a more conservative approach to 
the test. 

CITIZEN SATISFACTION WITH THE DPR SYSTEM 

Methodology 

The second primary evaluation objective was to assess' the impact of the 
differential response system on citizens. To assess this impact, surveys 
were conducted throughout the project at all three sites -of citizens who had 
received some type of service for a non-emergency incident. Duri~g the 
baseline period, the primarY aim of the surveys was to determine ;the level 
of citizen satisfaction with the call takers, and to estimate what 
percentage would have been willing to accept some type of alternative to the 
immediate dispatch of a patrol unit. In Greensboro and Toledo, where 
telephone report units were already taking some minor reports over th~ 
phone, a sample of citizens was surveyed to determine their satisfaction 
levels with this telephone service. 

During the field tests, the citizen surveys were aimed at determining 
the levels of satisfaction with the variety of service alternatives that 
were implemented. Opinions of citizens in the experimental group receiving 
the alternative services were compared to opinions of citizens in the 
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control group receiving immediate mobile responses. In addition, some 
comparisons were made with the surveys conducted during the baseline period. 

The dispatch records were the source documents for selecting the 
citizens to be surveyed. Ir! Toledo, the selection process was manual; at 
the other two sites, daily lists of calls from the CAD system served as the 
sampling frame. In all, over 11,930 citizen,", were surveyed at all three 
sites. 

CONCLUSIONS WITH REGARD TO CITIZEN SATISFACTION 

Pre-ImplementatIon Suneys 

• 

• 

• 

• 

The most significa\nt findings from the baseline data 
were that citizens expressed an overall high willingness 
to accept alternatives other than the immediate dispatch 
of a patrol unit to non-emergency calls. Citizens were 
asked whether they would have been willing to accept the 
alternatives of telephone reports, arranging an 
appointment, mailing in a report, Of coming to the 
depar-tment to file a report in person. In Garden Grove, 
61.8 percent reported that at least one alternative was 
acceptable. In Greensboro, 42.4 percent, and in Toledo 
29.2 .. percent said that at least one alternative was 
acceptabl~ $ 

At all sites, the most acceptable alternative was 
setting an appointment, and the least acceptable was 
mailing in a report. , 

Many citizens stated they would have been willing to 
wait longer for a response in a number of situations. 
Nearly half the respondents in Garden Grove were willing 
to wait more than an hour longer. 

Citizens were more willing to accept an alternative on a 
property-related call (burglary, larceny) rather than a 
call involving a person event or potential threat 
(assault, domestic). , 

CItizen SUi'ny Durini Test Period 

• During the test phase, CItlZen satisfaction with the 
alternatives remained high. Satisfaction exceeded over 
90 percent for all options except for the walk~in 
response in Garden Grove, which had an 88 percent 
satisfaction level. 
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e, 
Satisfaction levels are directly related to whether the 
caller was informed that a dday might occur. 

'Communicator style was an important factor in cItIzen 
satisfaction with the telephone report unit alternative. 
A special study in Greensboro showed that the most 
important attributes were being precise, friendly, 
nonwargumentative and attentive. 

There was a high citizen satisfaction level with mobile 
responses by cadets in Qarden Grove. 

TRANSFERABILITY OF THE DPR PROJECT: MANAGEMENT CONSIDERATIONS 
AND FUTURE IMPLICATIONS 

Key Factors In the Success of the Field Test 

The third broad evaluation objective was to assess the transferability 
of the DPR program. The major evaluation results presented in this summary 
clearly support the conclusion that the DPR model can be successfully 
'adapt'cd to meet the needs of police departments in a wide range of 
environments. 

The evaluators have selected the: following points as key to the success 
of DPR a t the three sites: 

. ~ The original Test Design document was very 
clear and readable. This is a credit to the 
NIJ staff who worked on the development of the 
project. 

The planning, execution, and staffing of the 
projects at all three sites, and the support 
and commitment of the chiefs, was excellent. 

There were no other major programs introduced 
at the three sites during the project which 
could have diluted the attention of the chiefs 
and staff from DPR. 

There was no turnover of chiefs or project 
staff at any of the three sites during the 
project. 

Thue were no threats from internal (unions, 
elected ofiicials) or external (citizens. 
media) sources at the three sites during the 
project. 
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Mana~iDi a DPR System 

Two important concepts with regard to managing a DPR system should be 
emphasized: (1)' there needs to be a logical. sequential plan for developing 
and implementing the system; and (2) other police department programs and 
components must be considered and included simultaneously in the planning 
effort. One of the most important considerations in this regard is how to 
make the best use of the patrol time which becomes available when calls are 
diverted to alternatives. 

A plan for iInplementing a system of alternative responses to calls for 
service should include the following components as the framework: 

• Call classification and alternative response process. 
This .component is the basis for all other components. 
First, sound policies must be developed for call 
screening, call classification and call prioritizing in 
order to select <01ternatives which meet citizen demand. 
Second, the full range of alternative responses needs to 
be developed. This will enable emergency calls to 
receive rapid attention while non~emergencies are 
handled in a manner that meets both police department 
and citizen needs. 

Patrol allocation plan. This plan needs to keep in mind 
important factors such as minimizing response time to 
urgent calls; equalizing workload; reducing- inter-beat 
dispatches; and reducing unnecessary backup coverage. 

G Criminal investigations support. The degree to wI'iich 
patrol officers are involved ill crime scene 
investigat.ion and reporting needs to be considered. 
Allowances must be made in the allocation plan for the 
greater average service time spent on callsrequiri!lg 
patrol officer investigation. 

it Crime analysis support of patrol operations. The degree 
to which this type of support is present is a key 
component in directing patrol activity. 

• Directed patrol activity. It is possible to structure 
the other components so' that as much 11s 50 to 60 percent 
of all officers' time can be devoted to directed patrol. 
Some police chiefs are concerned that city 
administrators will view this as an opportunity to 
reduce authorized personnel. However, worthwhile and 
effective directed patrol programs. when planned and 
proposed as part of DPR, can counteract this 
possibility. 

$ Monitoring. "Monitoring" is used in a broad sense to 
include review and evaluation. These activities are 
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essential to determine whether communications personnel 
and patrol resources are being used according to the 
comprehensive plan. 

Future Implications 

The greatest implications for police departments resulting from the DPR 
research are in the area of policy and personnel development. The major 
trend.s perceived by the evaluation team are summarized below: 

@ There is a need to reduce the total volume of calls 
coming in to emergency call takers. At all three test 
sites, nearly half the calls to the communications 
centers were for information only. Departments may need 
to mount a public education program to help the public 
distingui,sh between the vadous police assistance 
telephone numbers. Call screening systems and policies 
could divert all information only calls from 
telecommunicators to less skilled, lower-cost positions. 

One of the most significant implicadons of DPR for the 
future is the control it affords management over the 
traditionally autonomous telecommunicators. As a 
result, communications centers will be able to achieve 
greater uniformity, standardization, and accollntability. . 

In the event of a city-wide crisis, a DPR system can 
enable the majority of officers I to contain a volatile 
situation while all but emergency calls are diverted to 
alternative responses. 

Significant personnel development implications can be 
derived from the evaluation results, which incficate many 
advantages to using civilian telecommunicators. 

Better qualified persoIlnel can be attracted to 
communications center work with the advent of 
sophisticated computer technology for call taking and 
dispatching. improvements in pay and career development 
opportunities, and improved work environments. 

DPR has interesting legal implications. With regard to 
police negligence, historical case law indicates that 
the police are not negligent for not responding to 
citizens in general. Thus, diverting calls to 
alternatives is permissible; in addition, DPR diverts 
only non-emergency calls. But if a dispatcher promises 
a unit and one does not respond, this situation, unlike 
DPR, could result in a negligence finding and in some 
circumstances, vicarious liability to the department and 
the city. The DPR model advocates informing all callers 
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of any potential delay whether by a patrol unit or an 
alterna ti ve. 

• -Because the DPR call classification system can provide 
more accurate descriptions of situations to patrol 
officers, the management and control of patrol backups 
may be improved. Such backups arc often used without 
the dispatcher's knowledge, and clearly have cost 
implications. 

• Another implication for patrol officers is that whe;l '3 
significant number of calls are diverted to 
alternatives, the officers and their supervisors will 
have more freedom for self -initiated activities. A new 
breed of recruit who is more resourceful than regimental 
may be attracted to police work as a result. 

HIGHLIGHTS OF THE EVALUATION 

Summary of Key Findinis 

• 

• 

• 

Police departments can achieve a sizeable reduction in 
the number of non-emergency calls for service handled by 
immediate mobile dispatch, without sacrificing citizen 
satisfaction. The field test demonstrated that up to 
46.4 percent of all calls could have received 
a1 terna ti ve responses. 

The DPR model can be successfully adapted to meet the 
needs of police departments in a wide range of 
environmenu. All' three sites decided to 
institutionalize the changes made as a result of the 
field test. 

The generic: model for call classification systeDl!! 
developed during the field test can bc modific"d by any 
police department to mcet local nceds. The model is 
comprised of (1) a set of call event categories covering 
virtually all types of citizen calls. and (2) a list of 
key call characteristics needed to determine the most 
appropriate police response. 

A successful. call classification system can be simple, 
as in Garden Grove, or more complex, as in Greensboro. 
A more complcx system may bc desirable when (1) there 
are mor~" alternative responses available; and (2) there 
are more types of calls and characteristics which thc 
department wants considered when selecting alternatives. 
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o The results of the baseline citizen surveys showed an 
overall high public willingness to accept alternatives 
to immediate dispatch of a patrol unit for non-emergency 
calls. When asked about the alternatives of arranging 
an appointment, having a report taken by telephone, 
coming to the department to report an incident or 
mailing in a report, 61.8 percent in Garden Grove, 42.4 
percent in Greensboro, and, 29.2 percent in Toledo 
indicated a willingness to accept at least one 
alternative. Although the percentage was somewhat lower 
in Toledo, it represents a significant volume of calls. 
and the difference may be due to demographic variables. 
The most acceptable alternatives were: appointments and 
telephone reports. 

The baseline surveys also showed that'three out of four 
callers were willing to accept delays of up to an hour 
in officer response time to non-emergency calls. 

Citizens indicated a greater willingness to accept 
sIterna tives for property-tela ted calls (e.g., burglary, 
larceny) and assistance calls than for calls involving 
potential danger or threats to the person, such as 
assaults or domestic disputes. 

• During the test phase, citizen satisfactjon with the 
ini.tial conversations with call takers· was very high. 
Satisfaction with call takers among citizens in the 
~xperime:ntal. groups receivin.g mobile responses exceeded 
95 percent at all three sites; for those receiving 
delayed mobile responses, satisfaction with call takers 
was 92.1 percent in Greens'boro, 99.0 percent in Garden 
Grove, and 97.4 percent in Toledo. Citizens receiving 
telephone report unit (TR U) responses in Greensboro and 
Toledo expressed satisfaction levels fOT initial call 
taker conversations of 95.8 a.nd 96.5 percent, 
respectively; and 91.3 percent of Garden Grove callers 
who received an expeditor unit response indicated 
satisfaction with call takers. 

Citizen satisfaction with the: alternative services 
provided was also very high. An average of 95.4 percent 
at all three sites were satisfied with mobile responses 
during the test phase." Satisfaction with the delayed 
mobile response alternative averaged 94.4 percent; and· 
an average of 94.2 percent expressed satisfaction with 
telephone report and_expeditor unit services received. 

The tradeoffs among various 
terms of citizen satisfaction 
intensity of the satisfaction 
for example, 69.8 percent of 

alternative 
appear to 
levels. In 

the mobile 
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group said they were ·very satisfied" with the services 
provided, as compared to 60.4 percent for the TRU and 
57.! percent for the delayed mobile response. 

• Alternative responses are less costly than traditional. 
mobile responses and productivity levels are much higher 
for personnel using alternatives. In a city like 
Toledo, the number of calls that could be handled by a 
fouroperson telephone report unit would require ten 
offic:ct3 to handle by- immedia te mobile response • 

• , The advantages. of civilianizing call taktr and dispatch 
positions outweigh the disadvantages. Civilians usually 
can be hired and trained at lower costs, have higher 
retention rates, and are better educated. 

e Implementing new call classification systems and intake 
procedures for DPR. including the training of 
tclecommunicators, development of written guidelines, 
and monitoring by supervisors, can ar.hieve the following 
results: 

• Increase the amount off useful information obtained from 
callers. 

• Better prepare officers on what to exp~ct at the scene, 
and reduce unnecessary backups. 

• Maintain or improve citizen satisfaction by preparing 
callers for the type of response to expect. 

• Increase uniformity of proccdure~, and improve the 
accountability of tcleco'mmunicatlons personne1. 

• 

• 

Increase patrol officer satisfaction with call takers 
and dispatchers. 

The importance of the role of telecommunicator in police 
opera.tions frequently has been underestimated. The DPR 
field . test confirms similar conclusions supported by 
previous research (Tien, 1977; Ca.hn and Tien, 1980; 
Kansas City Police Department Directed Patrol Project, 
1980; McEwen, 1982) that increased attention to call 
taker training and other needs must be addressed to 
achieve maximum use .of alternative responses. 

In addition; to providing thorough training in the use of 
new call classification systems. upgrading the role of 
the telecommunicator needs to include involving 
teiecommuD.icators in project planning and the training 
of others, improving promotional and career development 
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opportunities, improving the working environment, and 
upgrading selection standards. 

Supplementary Flndini:s 

The use of civilian evidence technicians to handle 
initial calls for certain property crimes can be a 
highly successful alternative. Evidence technicians in 
Grec::nsboro were able to process 18 percent of all 
~on-mobile ,responses. 

Travel time to emergency calls was not significantly 
reduced as a result of DPR; however, the new call 
classification systems did enable patrol officers to 
respond quickly when needed for true emergency calls. 

~ The use of mail,·in reports dio not prove to be a 
successful alternative response. Communications 
call-back procedures, where the call taker t~lephones 
the offending party with a warning, can be ~tn effective 
alternative in "barJdng dog", noisy party" and similaT 
situations. 

Implications for Police Policy 

A comprehensive plan for DPR needs to address how to 
make the best use of the increased patrol time that. 
becomes available when calls are directed to 
alternatives.' Opportunities to use this-- time for 
directed patrol or increased crime prevention e.fforts 
can be created a a result of'DPR. 

Formal experimental designs arc possible in a police 
department and should be: used more often to test changes 
prior to full implementation. 

Changes in the role and activities of the patrol officer 
will occur as a result of DPR. The amount of time 
patrol officers spend answering trivial calls will be 
reduced, ~ higher percentage of calls answered will be 
true emergencies, and more officer time will become 
available for other programs such as directed patrol and 
crime prevention. 

Personnel issues which need to be addressed include: 

• The advantages and cost savings possible by 
using civilians in positions such as call 
takers, dispatchers, evidence technicians and 
other support positions. 
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The need to elevate the status of call takers 
and dispatchers in the organizational 
structure. 

SUi5(estioas ror Implementation Planning 

o 

• 

• 

• 

• 

• 

Gain the commitment or the police chief to DPR a.s a 
de~artmental priority. 

Develop a comprehensive plan that anticipate~ the impact 
of DPR on other departments and 'programs, and its effect 
on tile overall patrol allocation plan. • 

Include telecommunic3tors on the internal planning 
committee, as well as eivilians and officers from all 
key divisions. especially patrol and communic;1tions; and 
involve project evaluators in the pl:lnn-ing ph:lse. 

Allow sufficient time for the development and testing of 
the new call c:lassific:l.tion codes and intake pl:'ocedures, 
and include a full range of alternative responses. 

Provide thorough training for telecommunicators in the 
new system :lnd involve them in the tr:lining of others. 
Clearly written manuals, flipcharts, and simulation and 
rol~ play exercises a.re recommended techniques. 

Pre·test the new system for two or three months by 
ha ving c311 takers code and select alternatives but not 
dispatch the alternatives. Monitor call taker/citizen 
conversations and a.ddress areas where communication 
style needs improvement. Review intake procedures and 
revise as needed. 

Consider the' importance of the length of commitment 
:possible when' selecting a DPR :project supervisor. At 
all three sites there' w'as no turnover in key project 
staff, which greatly aided implement:ltion of the: DPR 
systems. 

Anticipate the need to deal with possible internal 
(union! and external (media, citizen) pressures. 
Consider forming a. broad-based advisory board, which C:ln 
foster acceptance of the DPR system within the 
department and in t.he community . 

82 



"';1 r 

I ,-

I r-

I r 

I~ 

I ~:-
l 

I 
I ( 

i 
( 

I 
-I 
I 
I 
I 
I 
I ... 

I 

I 
\ 

! 
l~ 

I L 

I i~ .. " 

I -

" 

SESSION 6 

SUMMARY AND CONCLUSION: DAY I 

SUMMARY 

This session will be used to summarize the work of Day I, prepare 
for Day II, and complete appropriate evaluation forms. 

~ ... , .... 
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SESSION 7 

PATROL DEPLOYMENT 

Summary 

Using materials recently published by the National Institute of Justice 
and other information, a presentation will be given that explores 
several issues associated with the deployment of the patrol service. 

Among the issues to be examined are: 

• The need for ~nalysis of patrol operations; 

• Issues associated with patrol operations; 

• Questions associated with a review of 
operations, particularly, the question: 
How many patrol units does the agency actually 
need to deploy per shift? 

• How to analyze workload and calculate answers to 
patrol depl~yment questions; 

o What are the techniques that can provide reasonable 
solutions to these issues. 

Most of the information needed to discuss matters of patrol deployment 
have been documented in a recent report: ·Patrol Deployment3 by 
Levine attd McEwen. Two of the most important chapters of this 
report are reprinted as reference materials for this session. 
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U.S. Department of Justice 
National Institute of Justice 

Office of Communication and Research Utilization 

Patrol Deployment 

by 

Margaret J. Levine 
and 

J.-)"homas McEwen 

September 1985 

Issues and Practices in Criminal Justice is a publication series of the National Institute of Justice'. 
Designed for the criminal justice professional, each Issues and Practices report presents the program 
options and management issues in a topic area, based on a review of research and evaluation find­
ings, operational experience, and expert opinion in the subject. The intent is to provide criminal 
justice managers and administrators with the information to make informed choices in planning, 
implementing and improving programs and practice. 

Prepared for the National Institute of Justice, U.S. Department of Justice by Abt Associates Inc., 
under contract #J-LEAA-Oll-Sl. Point.s of view or opinions stated in this document are those of 
the authors and do not necessarily represent the official position or policies of the U.S. Department 
of Justice. 

87 

I: 
i 

I; 
I~ 

-I] 

I] 
I, 

I 
I 
I 
I 
I 



I 
I, 

I. 
I 
I' 
I 
I 
I 
I 
I 
I 
I 

Chapter 2: Analyzing the Current Patrol Plan 

What Can Management Learn 
From Analyzing the Patrol 
Plan? 

Patrol. resource allocation plans should be evaluated in 
terms of their contribution to the aruunment of such law 
enforcement goals as crime suppression, recovery of 
stolen property, preservation of the peace, responding to 
non-<:riminal service requests, and arrest. That is, the 
analysis should assess how well the patrol plan helps 
resolve the problems with which the police are supposed 
to contend. 

Paradoxically, while most police departments spend well 
over half their budget on the patrol function and devote 
over half their manpower to staffing a Patrol Division, 
they rarely take the time to look for deficiencies or need­
ed improvements in their patrol plan. Chaiken believes 
this negligence occurs primarily because "'patrol is con­
ducted routinely and continuously by the lowest-level of­
ficers Lfl the department and is unlikely to be the subject 
of public praise or concern, whether it operates efficiently 
or not. '" Other researchers attribute it to the fact that 
law enforcement goals are usually stated only in general 
terms, and, thus, few reliable methods exist for opera­
tionalizing and measuring the impact of patrol allocation 
plans on these goals. l Finally, our Dvm telephone survey 
of 32 departments which conduct patrol plan analyses 
revealed other disincentives. Departments cited the time 
needed to collect and collate the requisite data, the ex­
pense of the toial evaluation process, pre-existing union 
contract conditions, and the lack of personnel with the 
necessary skills and backgrotmd as being some of the most 
difficult problems facing them in deciding to implement 
an evaluation. 

In spite of these constraints, departments can benefit from 
examining their patrol fo(ce allocation plans. Perhaps one 
of the most \1Seful results of a patrol plan analysis is the 
information it provides top administrators about the opera­
tions of their agency. Today, many police managers find 
themselves coping with the backlash against the growth 
in dollars and personnel that was typical of municipal 
government in the 1960's and early 1970's. Because 
marginal personnel and budgetary increases or recommen­
dations for cutbacks have replaced this history of expan­
sion, proper use of resources is one of the most impor­
tant tasks that must be accomplished by police ad­
ministrators. The patrol planning process will inform 
managers as to the actual demandli being placed upon their 
personnel and will give them a realistic picture of the op-

tions available for resource allocation based upon the best 
match between resources and demands. Further, a 
thorough patrol plan analysis will show administrators 
weaknesses in such areas as shift staffmg and beat or sec­
tor configuration. By considering these outcomes, ad­
ministrators may find ways to realize even a small percen­
tage increase in the efficiency of personnel utilization that 
will not only yield significant monetary savings but will 
also help contain the cost of providing services. 

The comprehensiveness of a department's data base will 
become readily apparent with the onset of the evaluation 
process. Shortcomings may be identified in the data col­
lection fonns themselves, the type of data being collected, 
or the storage and retrieval procedures. Such findings have 
implications not only for a department's ability to con­
duct a patrol force allocation assessment but also for its 
ability to perform other complementary analyses (e.g., 
strategic crime analysis). The investment of time and per­
sonnel will seem well worth the effort when II".anagers 
can easily access valuable information to improve both 
the efficiency and effectiveness of their agency: 

A patrol plan analysis may suggest the need for policy 
review. For example, managers may find that, in order 
to maintain a maximum delay of thirty minutes for calls 
held in queue, they will have to prescnbe different 
responses for some calls normally handled by uniformed 
patrol, e.g., telephone repming, walk-in reports or com­
munity service officers. A change from two-officer to one­
officer unitS may be warranted if there is a need to reduce 
beat size to minimize response time without increasing 
manpower. Overlay shifts might have to be added or 
reporting hours adjusted if the analysis shows significant 
increases or changes in the pattern of calls for service. 
In sum, with a patrol plan analysis management can iden­
tify departmental polici~s that may need modification if 
operational goals are to be achieved. 

Measuring ule goals of police patto 1 is not always a clear 
process. Such goals as reducing auto thefts by ten per­
cent or increasing Part I arrests by fifteen percent are easi­
ly calculated measures of departmental success; however, 
the achievement of other objectives such as satisfying 
citizen expectations of police service, improving officer 
morale, providing the community with a sense of securi­
ty. or enhancing officer safety cannot be so readily ascer­
tained. As a consequence, standards of performance tha~ 
have been shown to be reliable measures of proficient 
patrol operations have evolved. Among the most common­
ly Gited performance criteria are balanced workload, 
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response time to emergency calls, time available for 
officer-initiated activities, availability of back-up 
assistance, and frequency of cross-beat dispatches. From 
an analysis based On quantitative measures such as these, 
a manager can subjectively evaluate how adequately his 
resource utilization plan contributes to the satisfaction of 
law enforcement goals. Of course, the usefulness of the 
performance estimates produced by the analysis must be 
interpreted by persons who are familiar with departmen­
tal operations so that anomalies in the data can be pin­
pointed and their implications weighed (e.g., the Head­
quarters beat being a high crime/fast response time area 
because of telephone or walk-in reports). ' 

Despite all the benefits that can be accrued from a patrol 
plan analysis, one caveat is in order. Patrol planning can­
not stand alone. To be effective it must be part of a more 
far-reaching effort toward sound departmental manage­
ment that considers me systematic interrelationship of 
patrol with other police functions. Patrol resources can­
not be managed without a calls for service management 
program; a calls for service management plan cannot be 
instituted without consideration of the patrol resource 
allocation plan; and criminal investigations cannot be 
managed ii calls for service are not controlled and the 
patrol response and role in handling those calls is not 
defmed: 

Addressing Issues in Patrol Operations 

Polic~ managers, particularly those responsible for 
unUorm.ed patrol, are called upon to resolve a wide variety 
of issues. Typical questions that they must consider in­
clude whether the number of patrol personnel is adequate 
for the workload, whether response time to emergency 
calls is acceptable to the public, whether a better officer 
work schedule is possible, and whether there is sufficient 
patrol time available for a new patrol program, such as 
directed patrol, to be introduced. 

Exhibit 2.1 illustrates the precess of issue resolution, from 
. issue identification through monitoring and periodic 

review. The o.igin of an issue (e.g., an external source 
such as an elected official or an internal source such as 
a new chief of police) can have a direct bearing on how 
it is approached for analysis, the staffing assignments 
made to resolve it, the analytic technique used, and the 
subsequent actions t,'lken. This chapter discusses the 
sources of issues about patrol operations and demonstrates 
how an issue can affect staffing choices, data re~ 

. quirements, and analytic options. The remainder of the 
report provides an in-depth, issue-focused review of 
a.'1alysis techniques (Chapters Three and Four) and a sum­
mary of the steps and organizational constiruents necessary 
for developing alternatives, making changes, and monitor­
ing the new plan. 
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How Issues Arise 

Issues affecting patrol operations can arise from either 
external or internal sources. Exampies of each are as 
follows: 

18 External Sources 

- Elected Officials 
- Annexations 
- Layoffs 
- Legal Decisions 
- Community Groups 

'II Internal Sources 

- New Chief of Police 
- Promotions 
- Unions 

External sources are influences over which the police 
department has no direct control but which cause an opera­
tional c·hange to be considered. An annexation to a city 
usually means a need for increased police personnel and 
changes to the patrol allocation plan. For example, the 
City of Charlotte, North Carolina, has experienced several 
annexations over the last ten years, resulting in additions 
in patrol personnel for the police department. These in­
creases were based on the a..,ticipated workload from the 
newly annexed areas as measured by calls for service, 
crime, and other workload indicators. 

Layoffs are another externally imposed change which can 
necessitate reassignment of officers and reallocation of 
patrol personnel. In some cities, police officers have been 
laid off, with the result that fewer services could be pro­
vided by the department. In 1981, the City of Toledo, 
Ohio, due to fiscal problems, was forced to layoff over 
two-hundred civilian personnel, including over thirty 
civilians assigned to the police department. Tne police 
department had to staff the vacated positions by transfer­
ring patrol officers, with the result that fewer units could 
be provided for response to citizens' calls for service and 
crime. prevention activities. 

Most police departments face annual increases in citizens' 
calls for service. Some departments have reacted to this 
external influencC! by establishing alternative procedures 
for handling calls for. service, as will be discussed in 
Chapter Three, while other departments have tried to per­
suade the city to increase their authorized strength so· that 
more patrol personnel can be fielded . 

Outside parties such as city officials and community 
groups are also sources of issues about patrol operations. 
It is not unusual for persons seeking public office to in­
clude the objective of reducing crime or improving police 
ser/ices in their platforms. In addition, many municipal 
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EXInBIT 2.1 

THE PROCESS OF ISSUE RESOLUTION 

External Sources Internal Sources 

Issue(s) 

Staffing ..... --------~ Data Requirements -<t------... Analysis Techniques 

. 

~ " 
Alternatives to Resolve Issue(s) 

.. 

, 
Selection and Implementation 

of "Best" Alternatives 

j~ 

Issue Resolution 

1~ 

Monitoring and Periodic Review 
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governments have Public Safety Committees which deal 
with citizen concerns about police, fire, and emergency 
medical services. The committee members, having a ge­
nuine interest in tf-)e patrol. operations of the police depart­
ment, often raise questions on how the delivery of police 
services to the citizens can be improved. The desire for 
a s~ial crime prevention program, such as foot patrol 
or directed patrol, is typical of the issues posed from,these 
committees. A somewhat related siruation occurs when 
an individual event, such as a heinous crime or a crime 
wave; triggers an inquiry which results in a change in 
patrol operations. Finally, community groups may want 
a substation to service a particular area of the city and 
may pressure city officials and Public Safety Committees 
for action. Est:ablishing a substation usually has the dual 
effect of increasing the authorized number of supervisory 
positions in the department and reallocating patrol 
personnel. 

lntemal police department influences are the second 
major source from which issues about patrol operations 
can arise. Some police depanments conduct regular 
reviews of patrol operations. This exanll..'1ation may be 
assigned to an individual in the department, to a com­
mittee comprised of key conunanders in the department, 
or to a section of the department such as the Planning and 
Research Unit. Key questions asked during such a review 
include the following: 

• Has an increase in the relief factor created a shortage 
of available officers for patrol? 

• How busy are the patrol units? 

o Is the average travel time to emergency calls 
acceptable? 

Ii Is there unequal workload among beats and units? 

• How often are all units busy? 

• Has there ~n an increase in workload? 

• Is there sllJ.-ncient time for crime prevention activities? 

This initial review may raise other issues for further con­
sideration. with the eventual result that changes are made 
to patrol operations. Indeed. it is rare for an analysis to 
indicate that there are no patrol allocation problems. 
Whether or not a further study of Lf-)e problems is war­
ranted is the decision of the department managers review­
ing the analysis. 

An evaluation of patrol operations can occur when there 
are changes in the key management personnel of a depa.."t­
ment. For example, when a new Chief of Police is ap­
pointed, particularly one from outside the department, 
conc:!tnS about field operations can be expected. Promo­
tions within the department and reassignments of key per-

16 PATROL DEPLOYMENT 

sonnel can also lead to a review of patroi operations. In 
these instances, the newly assigned personnel may bring 
their own ideas about operational programs which they 
would like to implement and, as a result, the issues are 
raised to determine whether these ideas are viable alter­
natives to the current operat!ons. 

A final way in which issues arise internally is pressure 
from police unions interested in improving the well be­
ing of patrol officers in the department. Typical issues 
from a police union center are whether offia:r schedules 
are adequate, whether t.he number: of two-officer units 
should be changed, and whether more officers are needeP 
in patrol to meet the objectives of the department and pro­
vide sufficient officer safety. These issues may evolve as 
part of contract negotiations when the union presents its 
analysis of patrol operations containing suggestions for 
modifications. In response, the polir..e department manage­
ment may also present an analysis. 

Planning for Issue Resolution 

The imperus for srudying an issue is influenced by the 
source's span of control. For example, city officials con­
trol the budget. The issues being raised by city officials 
often, therefore, are budget related. Proposed police 
budget increases must be reviewed by city officials who, 
in response, may suggest alternatives for the department 
to consider that would nOC result in a budget increase. The 
city may favor a Telephone Response Unit for a police 
department, recognizing that this approach to handling 
calls for service reduces the need for more officers in the 
field. On the other hand, a budget increase for more of­
ficers may be approved if it is believed that citizens want 
a personal officer response rather than having their reports 
taken over the telephone. 

In contrast, the police department management controls 
the allocation of patrol resources. They can consider 
changes in the allocation of personnel by geographic areas, 
by time of day, or by day of week. They can also con­
sider changes in officer work schedules and in the mi.x 
of one-officer and cwO-Qfficer units. Alternative dispatch 
procedures governing when nonemergency calls can be 
delayed and when to send back-up units are also controlled 
by the department management. However, the department 
management has constraints on these considerations as 
reflected by the terms of union agreements, the accept­
ance of changes by city officials and citizens, and the 
potential impact on officer morale. These constraints have 
a direct bearing on the issues which evolve within a police 
depanment. If the union agreement specifies the officer . 
work schedule, then the issue of schedule changes can be 
addressed only through negotiations which usually occur 
at contract renewal time. This example illustrates both the 
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derivation of union influences from the contract agree­
ment and the pressures that the union can place on depart­
ment management, using the contract as a foundation. 

Since changes in departmental operations have a major 
impact on police personnel and citizens alike, patrol issues 
must be given ~rious consideration. They always require 
careful analysis in order to develop alternatives and select 
the most appropriate course of action. The procedure for 
addressing a particular issue or group of issues can be 
divided into the following three components: 

• Staffmg 

It Data Requirements 

it Analysis Approach 

Staffing 

Special care must be taken by the depanment in selecting 
the staff who will be responsible for addressing a par­
ticular issue or group of issues. An individual or a sec­
tion of the police department, such as the Planning and 
Research Unit, is usually given the responsibility for con­
ducting the patrol analysis. Many times an advisory board 
is formed to assist in the development of alternatives and 
to approve any plan which evolves. In considering issues 
about the need for new beat bounaaries, for example, the 
advisory board may be comprised of representatives from 
field operations, .communications, data processing, and 
the Planning and Research Unit. If the issue is the work 
schedule of officers, then a union representative may'be 
included on the advisory board. 

A consultant or expert also may be hired to address an 
issue of particular importance to the city. When the issue 
has been raised by persons outside the police department, 
such as city officials, the use of a consultant is particularly 
relevant. In this case, the consultant acts as the analyst 
as well as the developer of alternatives for the city and 
police to consider. As an example, the City of Dallas, 
Texas, hired a consultant to detennine whether the police 
department should have an increase in authorized officer 
positions. (See Chapter Four for a discussion of this 
study.) 

If the department routinely perfonns a periodic review 
of its patrol operations, then the selection of staff may 
be eased. Th2t is, there may already be persons in the 
department familiar with the requirements and procedures 
of the process since analyses have been perfonned in the 
past. Such a pool of expertise will be invaluable, not on­
ly in conducting the patrol plan review but also in 
recognizing inconspicuous problems before they become 
major issues. 

Regardless of whether an individual, section of the depart­
ment, or consultant has the responsibility for addressing 
the issue, the person(s) collecting the data, conducting the 
analysis, and developing alternative resolutions should 
h~ve a range of skills and background relevant to the prob­
lem. Analytical skills and practical experience in field 
operations are general prerequisites that should be con­
sidered. Operational experience is needed because it gives 
the individual a 'real world' perspective both on possible 
solutions to an issue and on the alternatives that might 
be acceptable to officers in the field. For example, beat 
redesign should always be accomplished by someone 
familiar with the community's geography and, in par­
ticular, with any recent changes in streets, traffic flow, 
new bUildings, residential developments, and oL'ler 
physical conditions that can affect beat design. 

Analytical skills are necessary not only to ensure tha! com­
prehensive consideration is given to the types of analyses 
that can be perfonned, but also to assure that correct for­
mulas are applied and accurate calculations made. For 
more difficult issues such as detennining the number of 
officers needed to satisfy travel time or queuing delay ob­
jectives, these skills may include data processing, 
mathematics, and systems analysis. For simpler issues, 
the analyst may only need an aptitude for understanding 
the statistics on iIlComing calls, average elapsed tiJ:nes, 
and other m~sures which are relevant to the issue being 
addressed. 

Data Requirements 

It is difficult for the management of a police department 
to document the full range of activities perfonned by 
patrol officers during an eight hour shift. In general, of­
ficers are on their own much of the time. Their wcrk is 
not an assembly line process but, instead, is usually deter­
mined by the volume of citizens' calls they must handle 
and by special duties, such as specific crime prevention 
activities or funeral escortS, which their supervisor assigns 
at the start of their tour of duty. While the supervisor 
generally has some idea of what his subordinates are do­
ing, he is often in charge of six to eight geographically 
dispersed officers and obviously cannot know their ac­
tivities at all times. In view of these circumstances, the 
department's management must detennine patrol units' 
workload demands by analyzing such source documents 
as dispatch cards, duty rosters, officer activity logs, traf­
fic tickets, and field interview reports. 

Collecting data about officers' workload is the first step 
departments should take in analyzing the existing patrol 
resource allocation plan. However, in order to ensure that 
the proper data are collected and later make evaluative 
judgments about the adequacy of the patrol plan in han-
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dling workload, the deparnnent must define what it means 
by workload. Typically, workload is divided into three 
categories: citizens' calls for service; self-initiated ac­
tivities; and administrative activities. The category em­
phasized in an analysis will depend on the issue, but 
departments will usually' need to collect data on all three. 
For example, computer models frequently used in patrol 
planning need information on all patrol offi~rs' activities 
that make them unavailable to answer calls for service. 

A common question of interest to patrol supervisors is, 
"How busy are the units on my shift?"] This issue of unit 
utilization is important not only because it affects a super­
visor's ability to initiate specialized activities such as 
directed patrol and crime prevention on his shift, but also 
because it influences other operational considerations such 
as call queuing and dispatch delays. The supervisor's ques­
tion can be answered by performing a simple mathematical 
computation:' 

U ' U 'I' , _ Workload (in hours) 
mt tllzatlOn - Unit Hours 

Multiplying by 100 yields the percent of time a patrol car 
is busy on the type of work counted in "'workload." Us­
ing this fOrrldula, it is apparent that changes in the defini­
tion of workload could have a major impact on a super­
visor's perception of how busy the units on hi~ shift are. 

The issue to be addressed also detennines data re­
quirements. For example. if the issue concerns the average 
response time to calls for service, then data on the time 
calls are received in the Communications Center and the 
time the patrol units arrive at the scene are needed. Fur­
ther, the department should have a priority system in 
Communications so that the average response .time for 
emergency calls, as compared to non-emergency calls, 
can be detennined. The response time issue is more dif­
ficult to address if the depa.-tment does not have a priori­
ty system or if officers do not reliably notify the dispatcher 
upon their arrival at the scene. 

At the outset. a determination must be made regarding 
what specific data are needed and whether the database 
currently exists. Typically, data about calls for service 
(CFS), time expended, non-CFS officer activities, back­
up units required, staffmg schedules and acrual units field­
ed, alid response time will be required. These data may 
be supplemented by measures such as area of patrol 
districts and sectors, length of pan-oiled streets, manpower 
availability factors, and average preventive patrol and 
response speeds, as well as by information pertaining to 
policies about call delays and dispatching priorities, ad­
ministrative demands on patrol officers, and manpower 
authorization levels. 
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Many police departments routinely gather these former 
types of data; however, for those agencies that have not 
routinized such data collection procedures, there are 
automated data processing systems that can capture and 
store the information, or it may be collated and tallied 
by hand using the SQurce documents discussed below, For 
the small deparunent that fmds it difficult to commit per­
sonnel to data collection and analysis tasks, the low call­
for-service workload,during the early morning hours can 
be used by dispatchers and call takers to compile and 
analyze workload information. 

Dispatch cards. The dispatch cards; prepared by Com­
munications Center personnel, are a key source of infor­
mation useful in measuring both the types of activities 
patrol units perform and the amount of time they require. 
A dispatch card is complf:ted whenever an officer either 
responds to an incident or initiates sorre activity on his/her 
own. It usually shows such details as (1) the type of call; 
(2) the location of the incident; (3) the unites) assigned; 
(4) the time the call was received at the Communications 
Center and the time the unit was dispatched, arrived on 
the scene, and completed the call; and (5) the disposition 
of the call. SeVf!ral key performance measures for patrol 
units. can be calculated using these data from dispatch 
cards, for example: 

• the total number of calls; 

G average travel time; 

«I average time at the scene; 

• unit utilization; and 

~ how frequently all units are busy. 

Some of these measures may be further refmed according 
to the type of call, priority. specific unit. area of the 
jurisdiction, day of the week, and time of day. 

Dispatch tickets, while containing many valuable descrip­
tors. should not be the sole data source for a patrol alloca­
tion analysis because they do not reflect all patrol ac­
tivities. Often officers are asked to perform administrative 
duties such as delivering legal papers to the State's At­
torney or transporting evidence to a lab. Rather than fill­
ing out a dispatch card for these assignments, dispatchers 
may use a system of status cards to indicate (for their own 
purposes) that the unit is not available to respond to calls 
for service. The same may be true when officers have 
to appear in court during their tour of duty. And 
sometimes. though it is against policy in most depart­
ments, officers themselves do net report to the dispatcher 
that they are out of service, for example when they stop 
to assist a citizen, issue a traffic citation, or complete a 
report. Likewise, they do not always report their arrival 
on the scene of a call to the dispatcher. Without this data 

93 

I 
I 
I 
I 
I 
I 

I 
I 
I 
I 
I 
I 
I 
I 
I 
I 



I' 
I 
I 
I: 
I' 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I i 

I. 

I L. 

I 
1-

element, it is impossible to calculate travel time, response 
time, or on-scene time-three key indicators of a patrol 
plan's adequacy. Thus, if a dep<lrtment were to rely only 
on dispatch cards to assess how officers spend their time, 
the results of its analysis would be inaccurate because the 
cards do not capture the full extent of patrol activities. 

Duty rosters. For the purposes of a patrol plan analysis, 
it i~ imponant to determine the actual number of officers 
and units fielded. An accurate accounting is necessary if 
a true picture of a department's ability to handle call for 
service demands, maintain a reasonable relieffactor, and 
meet performance objectives (such as ~ three minute 
response time to emergencies and a maximum forty-five 
minute delay on non-emergency calls) is to be obtained. 
Some analysts mistakenly assume that the patrol plan itself 
indicates this number; however, what the plan shows is 
the number of officers and units that are supposed to be 
fielded. In reality. because of holidays, vacation, sick 
leave, or injury, this is often not the actual number on 
duty. The analyst must consult the duty roster to obtain 
the true number of officers reporting for work each day 
and the actual number of units fielded. 

Duty rosters are a source of other valuable information 
in addition to the correct number of officers and units 
fielded. For example, the}' tell the analyst how many units 
are assigned to an area and how many of the units are 
one-officer versus two. These data are important because 
they are inpUI for some of the analytic models and because 
they influence departmental and officer productivity 
measures. Some rosters also specify special non- call for 
service activities undertaken on a shift, including station 
duty, parade security, funeral escorts, court appearances, 
and substitute crossing guard duty, for example. Such in­
formation helps round out the full description of depart­
mental workload. Finally, the duty roster may indicate 
the reasons why the actual deployment does not match 
the recommended deplo~nt-vacation, holiday, regular 
day off, sickness, injury, etc. 

Officer activity logs. One tool used by some departments 
to document patrol operations more completely is the Of­
ficer Activity Log. Patrol officers may be required either 
to account for their full eight hours of work or to record 
only those activities that are not dispatched via the com­
murucations Center. While Officer Activity Logs collect 
useful information, they are called "cheat sheets" by many 
who u..o::e them; they do net enjoy a reputation for infallibili­
ty in police departments. It is not uncommon for officers 
to inflate or deflate the amount of time shown as spent 
on particular activities, depending on the priorities of their 
supervisor and commander. In addition, if officers think 
that they are being evaluated on the basis of their logs, 

they are likely to become more proactive than they would 
otherwise be, and their 1.0gs would document more work 
being performed than is normally the case. Finally. 
because the logs are viewed as an unnecessary, extra 
paperwork burden by the rank and me, officers may not 
be as careful as they should be in fI.l.ling them out. 

To remedy these shortcomings, some departments use a 
sampling procedure in which officers are assigned on a 
rotating schedule to complete the logs. The advantage of 
this approach is that officers may be more conscientious 
if they know that they will have to use the logs only tem­
porarily. Other departments, in an effort to ensur.e that 
officers know their logs are not intended for performance 
evaluation, use a planning unit instead of an operational 
or personnel unit to administer the data collection pro­
cess. Arrangements such as not requiring a supervisor's 
signature and providing a drop-off box not only protect 
the confidentiality of the information but are meant to en­
courage officers to be more accurate in their reporting. 
Even so, this data source must be used with caution. 

Traffic citations and field inten;ew reports. Other 
helpful sources of information about parrol activities are 
rraffic citations and field interview reports. Traffic cita­
tions not only can help a department pinpoint locations 
of traffic problems within its jurisdiction, but they can 
also serve as a basis for determining, to a limited degree, 
the frequency and utility of this officer-initiated activity 
and the time spent on it. Field interview reports can be 
used in a similar way. They may be studied not only to 
suggest areas of potential criminal activity, but also to fur­
ther identify how much work is initiated by the officers 
themselves. Data gleaned from analyzing traffic citations 
and field interview reports may serve as a basis for 
directed patrol assignments. They should also be com­
bined with the details of dispatch cards and Offic .. ~r Ac­
tivity Logs to give as complete a picture of total workload 
as possible. Thorough documentation of all patrol ac­
tivities is an essential prerequisite to developing a patrol 
plan that both reflects the best match between resources 
and demands and results il' an equitable and balanced 
distribution of the workload. 

Availability of The Data: How About s Sample? 

Computer-aided dispatch systems automatically capture 
data about officers' activities and departmental perfor­
mance measures. For departments which do not have that 
type of system, dispatch tickets and other data sources 
will have to be manually tabulated or keypunched for 
analysis. One of the assumptions in all of the discussion 
so far has been that the necessary data are readily available 
for the analysis. In re.ility, this will not always be the case. 
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Depending on the issue being addressed, the data on which 
to base a decision for or against an operational change 
may not be available. When an issue demands data that 
are not available, the deparnnent management must decide 
whether the issue is of sufficient importance to warrant 
a special data coilection effort. In this section, the tech· 
nique of sampling will be discussed as a data collection 
procedure. 

The advantage$ of sampling include 'the following: 

• Sampling can provide reliable information. 

• Sampling is a rdatively quick way of obtaining 
information. 

• Sampling is less expensive than a complete analysis 
of the data. 

An example of ·the effective use of sampling is provided 
by the experience of the Albuquerque, New Mexico, 
Police Department under its Managing Patrol Operations 
(MPO) project. Prior to the MPO project, the police 
department did not keypunch any" of its dispatch tickets. 
As a result, the department management did not have any 
information about its patrol operations. Basic information 
on the number of citizen calls, the average travel time 
to emergency calls, the average service time, and the 
geographic distribution of calls was not known. 

AS part of the MPO project, the project analyst developed 
a sampling procedure to obtain information from dispat=h 
cards So that an evaluation of the patrol plan could be 
made. This procedure was employed throughout the dura· 
tion of the project, by taking samples of dispatch tickets 
at six month intervals beginning with the July·December 
1978 period, and ending with the January·june 1980 
period. The procedure was the same with each sample. 
Over a six month period, there are 549 patrol shifts (183 
days times 3 shifts per chy). Of that total, the analyst ran­
domly selected 113 shifts as a representative 20 percent 
sample. The sample was taken so that an equal number 
of each day of the week was included. The dispatch cards 
for the sampled shifts were then removed from storage 
and all were coded by graduate students from the local 
university. Information taken from each ticket included 
date, day of week, shift, unit(s) assigned, type of call, 
time of dispatch, time of arrival, and time completed. The . 
types of activities reflected in the dispatches were divided 
into the foil owing four major categories: 

o Citizen Calls For Service-Those calls which 
originated in the 911 system as citizen requests for 
assistance. 

" Back-up C~-Dispatch tickets for all assist units re­
quired for the calls for service. 
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e Self·lnitiated Activities - Dispatch tickets for self­
initiated activities generated by the patrol units. 

III AdminL<trative Activities-Dispatch tickets for all ad-
ministrative activities performed by the patrol units. 

Keypunching was contracted to a local firm which 
specialized in data entry. Together, the coding and the 
keypunching operations for each sample required approx­
imately five weeks to complete. 

Tabulations were developed on the 'University of New 
Mexico computer to generate a complete analysis of key 
perfonnance measures for patrol. For the first time in over 
ten years, the department IDa."'lagement was able to have 
basic statistics on its patrol operations. The analysis 
showed a considerably greater volume of citizen calls for 
service than the management previously believed the de­
partment received. Based on the results of the sample, 
significant changes were made in the geographic distribu­
tion of officers, the percentage of officers assigned to each 
shift, and the work schedules of the officers. 

The Sacramento, California, Police Department, also a 
participant in the MFO program, provides another exam­
ple of sampling. There, the city Data Processing Section 
had responsibility for keying dispatch tickets for the 
department. Because of cutbacks in budget and person­
nel, a cost reduction procedure was implememed whereby 
every other day of dispatch tickets was keypunched. The 
procedure of keying every other day of dispatch tickets 
represents a systematic sample. Based on this sample, the 
police department received a series of reports which gave 
information on its patrol deployment on a monthly, 
quarterly, and annual basis. These reportS served to sup-­
port periodic changes in patrol operations in the 
department. 

A fina1 example, in which changes were implemented in 
the Patrol Division of the Lynchburg, Virginia, Police 
Department as the result of sampling dispatch tickets, is 
described by David Scalf.! The sample size was 12.5 
percent of a 288 day period, taken by selecting every 
eighth day of this period. Information from the dispatch 
card included the date, nature of the call, beat, units 
assigned, location, time the call was received, time dis­
patched, time of arrival, time cleared, and final disposi­
tion. On the basis of this analysis, a new beat design was 
developed and implemented by the department. 

Samples are often appropriate for finding out how patrol 
officers spend their time. A sample of officers can be 
selected to complete a daily log for a one- or twa.month 
period. In some departments, a daily log is completed 
every day by all officers. The criticism of this approach 
is that officers quicldy tire of the log and begin to record 
unreliable information. The advantage of a sample is that 
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officers may be more likely to provide accurate informa­
tion over a shorter period of time - particularly if they 
have been told of the importance of the data from the logs. 

In summary, the objective of a sample is to lessen the data 
collection task while assuring the validity of the data base 
that will be used for analysis. For most agencies, a sam­
ple of2500-3500 dispatch cards will be adequate for deter­
mining temporal and beat service demand patterns. This 
sample can be supplemented with aggregate daily service 
,call totals to determine daily CFS variations. Sampling 
techniques have been found to be a beneficial procedure 
for obtaining information about a patrol plan. In the 
departments that have employed sampling procedures, the 
results have been reliable enough to serve as a basis for 
decisionmaking and changes in the patrol plan. 6 

Analysis Approach 

The department's data processing capabilities, staffing 
resources, and the aVailability of the requisite data in­
flu~nce the> choice of analytic technique. The analysis ap­
proach also is dependent on the complexity of the issue 
under consideration. At one extreme, the analysis may 
be completely manual while, at the other extreme, it may 
fP..quire computer modeling. For example, the analysis of 
whether there are supervision inequities is almost entire­
ly a manual process in which data are collected on the 
number of officers and the number of sergeants in dif­
ferent geographical commands of the depanment; after­
ward the ratios are calcula:ted by hand. A comparison then 
determines inequities. On the other hand, if the iSSlle is 
the number of patrol units required so that the probabUi­
ty of a delay (that is, the probability of all units being 
busy) remains below a given threshold, then a computer 
may be required because of the complexity of the calcula­
tions. This section preseIllS an overview of several analysis 
approaches whose application will be described in greater 
detail in Chapters Three and Four. 

Dispatch ticket analysis. As discussed, one of the key 
data sources for analysis of patrol operations is the 
dispatch ticket completed on all citizen calls for service. 
The dispatch ticket contains a wealth of information on 
the call including the type of call, the unit assigned, the 
time of arrival, and the time the call was completed. By 
analyzing these data, the department management can ob­
tain a very good picture of how patrol units are spending 
their time during a tour of duty. Police managers are 
usually interested in the following summary statistics that 
can be calculated from dispatch cards: 

• total number of calls for service; 

s nUITJ.ber of calls for service by hour, shift, beat, and 
reporting area; 

" average dispatch delay (in minutes); 

o average travel time (in minutes); 

• average on-scene time (in minutes); 

o average service time (in minutes); 

• average number of back-up units per call; 

• unit utilization; 

o probability that all units are busy; and 

• average number of free units. 

The number of calls for service is, of course, simply a 
count of the number of dispatch tickets completed for the 
basic patrol units. The only complication in obtaining this 
figure occurs when the department's policy is to prepare 
a separate dispatch ticket for back-up units rather than 
listing them on the original dispatch ticket. Under this cir­
cumstance, it may be difficult to link together the records 
of the distinct units dispatched to the same call, so it is 
advisable to develop separate counts for the first unit sent 
and the back-up units. 

The average dispatch delay is calculated using the time 
that elapses between a call's arrival in the Communica­
tions Center and a patrol unit's dispatch. Similarly, the 
average travel time is based on the time between the 
dispatch of a patrol unit and its arrival on the scene. It 
is obviously important for the officer in the patrol unit 
to notify the dispatcher upon arrival at the scene in order 
for these statistics to be calculated. The average rF.sponse 
time is defined as the dispatch delay time plus the travel 
time and is another common statistic for patrol analysis. 
The average on-scene time is the elapsed period between 
time of arrival at the scene and final completion of the 
call. Finally, the average service time is def..ned as the 
travel time plus on-scene time. The service time represents 
the total time that the unit is wod-Jng on the call and 
unavailable for other assignments. It should be noted that 
the service time can be calculated from the titre of dispatch 
and time of completion; therefore, it does not depend on 
patrol officers informing the dispatcher of their arrival 
at the scene. 

While these statistics are easy to calculate, a more dif­
ficult problem for the analyst is to put the statistics into 
a meaningful framework. For example, the average 
dispatch delay, average travel time, and average on-scene 
time are usually more beneficial if they are calculated by 
a call's priority class. Most departments have a three 
priority system, with Priority 1 calls being emergencies. 
Priority 2 calls being those needing immediate attention, 
and Priority 3 calls being everything else. A more com­
prehensive picture of workload demands, however, can 
be obtained from a seven-priority system using the follow­
ing codes: 1- EMERGEJ.~CY (lighrs and/or siren); 2-
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URGENT (exceed posted speed limits with caution, but 
do not use lights or siren); 3- IMMEDIATE (proceed 
without delay, but do not exceed posted speed limits); 4-
DIVERT ABLE (may be given to Telephone Reporting 
Unit, community service officers, etc.); 5- QUEUABLE 
(may be stacked and thus delayed for a period of time); 
6- REFERABLE (may be handled by another agency); 
7- NO RESPONSE (information only). An analysis us­
ing this expanded priority system will give departments 
a clearer. more exact representation of their workload and 
will enable managers to make more infonned decisions 
about their personnel needs. 

In addition to preparing the statistics by priority class, 
this information should be summarized by individual 
patrol unit. by geographic area, by hour of day or shift, 
by day of week. or by combinations of these variables. 
The detennination of how the statistics are developed and 
presente;d will usually depend on the issue being address­
ed and can be expected to change from one issue to 
another. For example, the issue may Ce the average travel 
time to emergency calls in one area of the city. In this 
case, the statistics should be developed by geographic area 
so that the travel time in the area under question can be 
compared with that in other areas of the city. If. on the • 
other hand, the issue is the distribution of workload, then 
the statistics should be developed for each patrol unit and 
beat on the shift in question. 

The department management may decide to produce a set 
of monthly or q1l2.rterly reports from dispatch ticket in­
fonnation in order to monitor field activities. A good ex­
ample of part of a monthly report is provided in Exhibits 
2.2, 2.3, and 2.4 which show data for Zone 2 in the 
Jacksonville, Florida, Sheriffs Department. Exhibit 2.2, 
for Zone 2 on Fridays during January 1982, presents a 
detailed summary of all the statistics listed above plus 
several other measures which will be discussed in Chapter 
Four on multiple objectives. The exhibit provides ~tics 
for the five different time periods which coincide with 
the overlapping shifts of the depamnent. It helps illustrate 
how to calculate the statistics on unit utilization, the prob­
ability of all units being simultaneously busy, and the 
average number of free units. Unit utilization has been 
previously defined as: 

U 't U· til' . _ Workload (in hours) 
m lZ3.tlon - Unit Hours 

As an example of this calculation, consider the infonna­
tion in the Shift 1 column. (0700-1500) of Exhibit 2.2 
which gives the average number of beat units as 14.2, 
the average number of calls per hour as 9.2. and the 
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average service time (including back-up units) as 36.5 
minutes. The workload is then calculated as: 

Workload _ 9 2 all 36.5 minutes oer call 
- . c s x 60 minutes per hour 

::: 5.6 hours. 

And 

Unit Utilization 
5.6 hours 
14.2 unit hours 

= 0.394 

= 39.4 0/0. 

In other words, on average, the patrol units were spend­
ing 39.4 percent of their tour of duty on citizen calls for 
service during Shift 1. Unit utilization for other shifts or 
an overall utilization statistic can be calculated from the 
data in Exhibit 2.2. 

The average number of free units represent the average 
number of units that a dispatcher will find available each 
time a call for service must be dispatched. This average 
depends on the number of units fielded, the amount of 
call for service and non- call for service work, the average 
service time, and the dispatching policy of the department' 
in regard to when back-up units are assigned. Rather than 
trying to determine the number of free units directly from 
the data, an estimate can be obtained with the informa­
tion on the amount oftota! workload. Extending the above 
example, the amount of call for service wox1doad each 
hour averages 9.2 calls times 36.S minutes, which equals 
5.6 hours of patrol unit work. In addition, the department 
has estimated that each unit spends about 10 minutes per 
hour on non- call for service activities, for a total of 2.4 
hours (14.2 units fielded times 10 minutes) of non- call 
for service work per hour~ Combining these figures gives 
a total of 8.0 hours of work for each hour of the shift. 
If only eight patrol units are fielded, then all eight units 
would always be busy; there would be no extra time. Since 
there are 14.2 units fielded, this means that the average 
number of free units is 6.2 (14.2 units - 8 units). 7 

• 

Fonnally, the average number of free units is calculated 
as: 

Free UnitS = Total Units _ Total Workload 
in Unit Hours. 

While this statistic is more complicated to understand, it 
provides an insight into patrol operations in tertns of how 
ImUlY units are ~sually available. 

From a mathematical viewpoint, the calculation of the 
probability of all units being busy simultaneously is even 
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OA1A ~UHHARY: ZONE a fAIDAY 

AVERAGE NO. BEAT UNITS 
AVERAGE NO. CAllS/HOUR 
NON-CFS TIHE (HIN/HOUR) 
PERC[NT Of I UNIT CAU.S 
AVERAGE SERVice TlHE • I IINIl 
PERCENt OF 2 UNIT CALLS 
AVERAGE SERVICE TiME - 2ND UNIT 
PERCENT Of PRIORITV I CAllS 
p[RCENr Of PRIORITY l CALLS 
PERCENJ Of PRIORity 3 CALLS 

AveRAGE NO. UNITS DISPATCH£O/CfS 
AVERAGE SERVICE TIME/CfS/UNIT 
AvERAGE SERviCE TIHE/eFS 
ACrUAL WORK/UNIT: 

CFS TlHE 
UON'CH ~ HIE 

UNCO:.4f.1IJrW TINE 

AVERAGE NO. OF fREE CARS 
PROOA81llTV OF ALL UNITS 

SIMUlfANEOUSLV BUSY 

PRIORI Tl' I CAllS: 
OISPATCIt DELAY (MIN) 
TRAVEL TIME (MIN) 
RESPONSE TI~f (MIN) 

PRIORIT¥ 2 CAllS: 
DISPATcH OELAV (MIN) 
tRAVEL rlH£ (MIN) 
RESPONSE TIME (MJN) 

PRIORITY 3 CAllS: 
DISPAtCH DELAY (MIN) 
TRAV(l TIME (MIN) 
R(SPONSE TIME (~IN) 

AVERAGE PRIORitIES: 
DISPATCH DELAY (HIN) 
TRAVEL TIM( (MIN) 
RESPONSE TIME (HIN) 

lONE SQUARE HILES 
AV[RAGE HESPONSE SPEED 
lOllE SfREEt t.41l£S 
AvERAGE PArROL SPEEO 

.. . . - - - - '. 
EXIDBIT 2.2 

OFFICE OF TilE SHERIfF 
PATROL nr~OURCI': AU.OCA nON 

N,ANNING ANI) RESEARCH 
JANUAltV J9R2 

SIItH 1 SHI fT 21. Sill fT' 26 
0100-10459 1500- 1629 1630-2259 

14. :r 15.0 21. :I 
9.2 13. :l 15.8 

10.0 10.0 10.0 
83.4 86.9 11.7 
29.8 :no I 18.8 
16.6 13. I 22.3 
40.0 69.1 30.5 
10.9 8.0 12.6 
20.0 20.0 3-4.9 
69. I 72.0 52.6 

1.2 1.1 1.:1 
31.2 32.0 :10.1 
36.5 36.2 :11 . <4 

23.6 31.9 21.8 
10,0 10.0 10.0 
26.4 18.2 22.2 

fi.l 4.5 1.11 
:1.1 13.8 3.7 

1.5 .0 1.1 
4.4 .0 6.5 
5.9 .0 1.ti 

2.1 2.1 2. I 
7.11 10.3 6.4 

10.5 13. I 6.5 

6.0 6.~ 5.(i 
0.9 9.2 0.3 

IS.O 15.6 14.0 

5.0 5.6 3.8 
8.2 9.4 1.-4 

13.2 15.0 II I 

230.00 
30.00 

168.10 
20.00 

- -

StHfT lAo 
2300-0029 

lO.6 
11.2 
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~ ExmUlT 2.3 
OFFICE 01; THE SIIERU'F 

~ PATROL RESOUnCE AU.OCA nON 
>-i I)LANNING AND RESEAltCU i:5 JANUAUV 1982 t"' 
tI ALLOCATION SUM~~RV: lONE 2 SUI rT I SltH1 2" 51tHt 2n 511HT JA 5111 rt ;\8 AV(AI\(.r 

~ 0100-'459 1500- 1629 16:l1'}-22fi9 , :100' OO:HI (lO;lO • I'lG!Vl 

PR08ABILITY Of All CARS SI~UllANfOUSlV BUSY: 
.IS .1 1.6 

t"' 
26.3 1.5 

2.6 ~ 
1.5 

.8 .0 
MONDAY 1 2 

11.3 6. I 
I.J •• . , TUESDAY :6 

52.9 1'1. 2 
1.2 .0 .0 

~EONfSDAV 6.\ 
12.11 . , 

4.0 ?i 
".1 1.0 

II e 
tHURSDAY 3.1 

\3.11 3.1 
9. I 3.2 3". I 3.3 

fRIDAY 9.0 
91.:1 

.n 2.9 4.8 
SATURDAY 14.S 

100.0 ".1 
3.8 

SUNQAV 3 .. 
44.7 3.4 .8 .3 AVERAGE • 

AVERAGE NO. OF f~EE UNITS: 
.. ONDAY 1.3 3.5 9. I 0.9 B.8 8.0 
TUESDAY £1.0 1.6 6.1 9.4 10.1 1.9 

1 • ., 6.3 11.5 9. I \lEONE SOU 1'1.0 2.2 
12. I 9.n 8.5 fi.O 4.8 10.4 

1. I 

tHURSDAY 
1.B 1.9 1.1 6.3 4.5 FRIDAY 

SATURDAY 5.4 .7 11.0 3.1 6.4 6.0 
SUNDAY 4.0 .0 6.6 ".4 6.3 5.S 

AVERAGE ILl 2.1\ 1.8 !I. I A. I 1. I 
~ ACTUAL WORKLOAD/UNIT/HOIIR: 

:12.3 2iL9 18.8 29.1i 
~. 

MONDAY 31.0 46.3 
TUESDAY 2!L2 154. , 39.9 :11.0 ::10.3 32.0 

31.2 40.4 H.6 20.3 28.0 50.2 
30.8 

WfOUESDlY 
32.3 25." \9.7 36.6 .u .9 THUIlSOAY 

fRIDAY 33.6 "1.9 31.8 37.0 11.8 34.S 
SATURDAY 31.6 51.1 34.5 .n .9 33.0 31.3 
SUNOA.Y 31. I 60.0 3ot.4 JI.~ :lI .6 34." 

AVERAGE 33.3 "9.a :\5.9 31.5 25. I 3:1.0 

lie 
AVERAGE CAllS fOR SERVICE: 

13.8 12.5 4.J 9.11 MO~IOAY 10.2 " .3 
14.0 , .0 10.7 9.0 14 .1 11.1 lU£SDAY 

15.0 12,3 !LO 9.8 11.3 \/EOtl[SOil.Y 0.8 
13.11 4.9 10.S 11.6 15.5 le.l THURSDAY 
11. :a 1.5 11.2 9.2 13.2 \5.8 

11.2 

fRIOAY 
IS.l 12.9 11.5 8.3 SAtUROAY 10.2 

9.5 8. I 11.5 1.0 9.3 10.3 
10.:'1 

SUNDAY 
13.9 1l.1I 9. , I:L9 1.t.O AVERAGE 

AVERAGE NO. 8EAT UNITS: 
MONOAY ilL 0 15.3 19.8 11.3 (2.8 15.8 
TUESDAV 15.5 15.8 20.0 19.5 15.:1 16.9 
VEONESOAY I!LO 13.5 19. :I 19.5 13.11 16.0 
lHURSOAV 15.3 111.0 22.5 21.0 14.5 11.4 
flllOAY \".2 15.0 21.2 20.6 14." 1£. Ii 
SATURDAY .... 4 14.4 18.6 11'1. Ii \4.2 15.8 
SUNOAY to ... 10.6 15.-4 1B.O 13.2 13.0 

AV£IUGE ',4, I , ... 3' IS.5 19. :I 1.t.0 15.9 
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EXHIlJIT 2.4 

OFFICE OF THE SHERIFF 
)'ATROL RFSOUIlCE ALLOCA nON 

PLANNING AND ItESEAIlCn 
JANUARY 1982 

lONE 2 .va CAllS fOR SEPVICE 

·-·-···MONOAy·-·········TUESOAy··········WEONESOAy·········ttnlnSOAy··.····.·.··rnIOAy ••• • • 
I J I 

30' I I 
I I 8 
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! I I 
! I I 
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I I I 
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I I I , 
i I I J 
I a I I 
I f I f 

15' f t... I •• I J.. 00 .t I •• J 
I.· t. t. c. I 4. I 
I ~. ~o •••• 00 I •• •• 1 
I ••• 0.. •• •• I 0 ••• ,. 

10- _ ••• 0$ •• • ••• e' I •• t. 0-

I e. '0 to •• •• •• •• •• I el •••••• 

J •••••• oe ••• 0 •• •• I •••••• o. 
J •• OA .0 •• •• t •••• 0.. I e& It •••• 

I •• o. •• •• e ••••• t •• o I •••••••• 
5 • 00 •• o. .. t ••••• e... I o .•• 60 O. t. 

J •• ee •••• o. • ••••• I' 60 1 ••••• 0 •• o. 
I •••• 00 •••• • •••• ~.... I •••••• t •• , 

J oe •• & •••• 0 •••• 44 •••• t 8 ••••••••• 

I o. ~. e. •••• 10 •• e. •••• I e ••• , ••••• 
o .......•...•.•...•..............................•..... 

I :I,A :IIS 31. 38 

ilJ4/E SlOCKS 

SHIfT 1)100-1459 

SHIft 2A I!lOO-IIl29 

SHIFT :16 H130'2:159 

SHIfT 3A 2300'0029 

SHiFT 3D 0030'0659 

I :14 :18 3A 30 I 2" :16 311. 3D 

t. 
•• •• t. 

•• tD te !' 
e ••• '0 t. G' 

•• e ••• to ,. t. 

ao •••• " .. ,. 
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more complicated than the above example. For this 
reason, the exact equation for its calculation will not be 
given in this text. I As shown in Exhibit 2.2, this proba­
bility has been calculated to be 3.7 percent for Shift 1. 
This figure can be interpreted as meaning that approx­
imately 3.7 percent of all incoming calls will have to be 
delayed for some period of time because all units are busy 
on other work. 

, Deployment by .workload analysis. Depending on the 
issue, workload ~ysis, may involve a study of only calls 
for service or of both calls for service and the amount 
of time officers are engaged in routine patrol, ad­
ministrative duties, and personal business.9 In addition to 
allocating resources, the illf~rmation base resulting from 
a workload analysis can be ilsed for planning directed 
patrol activities as well as preventive patrol strategies. 

A standard method for aro..alyzing the workload pattern of 
a deparnnent is to depict the hourly fluctuation of calls 
for service on-24-hour and 7..jay graphs, the former show­
ing demands by each hour of the day and the latter 
demands by each day of the week. The 24-hour graphs 
are likely to display a workload cycle whose peaks and 
valleys recur with an almost predictable regularity that 
~orresponds to the public's typical daily routine. That is, 
when most people are sleeping duFing the early morning 
hours, patrol workload norm:illy is low; it progressively 
rises through the afternoon hours until midnight when it 
begins tapering ofVo The 7-day graph, likewise, will il­
lustrate a pattern: there is less variation in workload 
among the days of the week than t.'1ere is among the hours 
of each individual day. Fridays and Saturdays will show 
a somewhat higher demand for service, as will days near 
holidays. On Sunchys, the workload will be lighter than 
on Saturday. (See Exhibits 2.5 and 2.6) Some departments 
prepare 168-hour graphs showing all the hours of the 
week, instead of two separate graphs. 

A temporal allocation of manpower can be attained by 
calculating for every day the percentage of the total 
workload occurring during each shift and then assigning 
a comparable percentage of the available officers to the 
shifts. II Manpower can be distnouted geographically us­
ing a similar process. That is, the flIst step is to deter­
mine the workload in each district or sector, next calculate 
the portion of the shift's workload handled in each area, 
and finally assign manpower accordingly. (See Exhibit 
2.7) 

While an adequate distribution of current manpower can 
be attained via this simple calls for service workload 
3.l1aIysis, there are several elements that it fails to con­
sider. For example, time spent on calls for service, as 
a proportion of total pa.trol man-hours available, is par-

26 PATROL DEPLOYMENT 

ticularly important for departments wishing to implement 
a directed patrol program or expand patrol's follow-up 
investigation activities, because they will want to ensure 
that officers are not committed to responding to calls for 
service for their entire tour of duty. Furthermore, without 
time information, it is difficult to determine the adequacy 
of existing manpower levels. According to the Police Task 
Force of the 1973 National Advisory Commission on 
Criminal Justice Standards and Goals: 

Experience shows that using the number of calls for 
service . . . without regard for time expended is of 
little or no value in detennining workload. For exam­
ple, the same nwnber of service calls. , . may occur 
on two different shifts. All the activities on one sh~': , 
however, may take twice as long as (those) on the other 
shift. Therefore, using only the number of incidents 
would indicate falsely that the workload was the same 
on both watches. 12 

Another shortcoming of using this level of analysis is that 
it does not take into account such factors as response time, 
dispatch delays, calls requiring back-up or multiple units, 
or the appropriateness of geographic boundaries. ll To 
varying degrees, these factors can affect citizens' percep­
tion of police performance and officer morale, as well 
as the number of officers needed to sufficiently staff the 
patrol function. Nonetheless, once' an analysis has 
calculated the number of calls for service, identified the 
distribution of demands by time of day and day of week, 
and allocated the workload on a geographic basis, many 
agencies decide how to distribute patrol personnel. Others, 
however, use the calls for service model as an input to 
more in-depth workload analyses. (See Exhibit 2.8) 

Computer models for patrol planning. Computer 
assisted allocation models have emted since the late 
1960's, but it was not until the mid- to late 70's that pro­
grams were perfected sufficiently to make them attrac­
tive and popular among law enforcement agencies. They 
are particularly useful in resolving multiple issue pro­
blems. as will be demonstrated in detail in Chapter Four. 
Perhaps the most widely recognized and used models are 
the Patrol Car·Allocation Model (PCAM) developed at 
the Rand Corporation, Hypercube Queuing Model 
developed at Public Systems Evaluation, Inc., and 
PATROL PLANIBEAT PLW developed at The Institute 
for Public Program Analysis. The advantages of these 
automated patrol allocation models are that: 

tI they are performance-oriented, thereby allowing the 
police planner designing staff distributions to specify 
acceptable standards of performance, such as max­
imwn delays in dispatching calls for service or a 
desirable amount of time for directed patrol; and 

101 

I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
I 
11 

I' 
I 

I 
I 
I 
I 



1--

I r-

Ir 

If 
l 

I' 
I, 
I' 
I, 

I 
J! 
Ii.. 

r 

It 
I· 

EXHIBIT 2.5 

SAMPLE 24·HOUR GRAPH OF WORKLOAD DISTRIBUTION 

160_1-

77 
1171 77 

77 ,-:-:"11 11'11 1171 
II II II II II ~ 

.,-11 II II II II 
r-rrll II' II II...,..,.. 

100-:77 III: I I II 
U ~VV V 
V [77 V V V 
II ~.. r""!""!'" I II /1 

80_ II /1 ~/I II 
II 1/ II II 
II 1177 . 1/ II 
1/ II /1 1/ 

60_/1 // // 77/1 
II /1 """!""!" ~ 1/ 
/1 1/ /1 1/ 
II II II _ II 

40 _ II /1 / I r""!""!'" I I 
II II II II 
1/ II 117711 
II II II II 

20_ II II II 
II /1 II 
II 
II 

o II 

Cf\ :::"\ Cf\ Cf\ Cf\ Cf\ Cf\ Cf\ Cf\ C\ 0\ C\ Cf\ en Cf\ C\ C\ C\ C\ C\ Cf\ C\ Cf\ 0\ 

III VI III III III III III III III III u; to 10"1 to III .. ., to to to to to to III III 

0 .... '"" M ~ III 1.0 r-- a:J 0\ 0 .... '"" M ~ II'l 1.0 r-- a:J C\ 0 '"" M 

0 0 0 0 0 0 0 0 0 0 ..- .- ... - ... ... ... '"" M '"" '"" 

0 0 .0 0 0 0 0 0 0 0 0 0 0 0 0 0 CJ 0 0 Q 0 0 0 0 

0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 0 

~ .- '"" M ~ to 1.0 r-- OJ C\ 0 .- '"" M ~ II'l 1.0 ,... (IJ C\ 0 N M 

'"" 0 0 0 0 0 0 0 0 0 ... .... .... .- .... ..- ... ..- ... .- '"" M N N 

Hour of the Day 
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EXHIBIT 2.6 

SAMPLE WORKL04.D BY DAY OF WEEK 

-1 __ ,._ J-

.J 

x- ~- ;1.-'""1 

I 

w 

\ I 
\1 

0_1, _____________ , ____ , ____ , _______ _ 

01 - 24 25 - 48 49 - 72 73 - 96 97 - 120 121 144 145 168 

Sunday Monday Tuesday Wednesday Thursday Friday Saturday 

Hours/Days of Week 

Source: Reading, Pennsylvania, Bureau of Police. Ar.alysis of Dispatch Data, 
1981. Average number of calls dispatched in 1981 by day: Sunday, 
115.7; Monday, 110.6; Tuesday, 111.3; Wednesday, 114.0; Thursday, 
11804; Friday, 132.7; Saturday) 144.8. 
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EXHIBIT 2.7 

SAMPLE DISTRIBUTION OF MANPOWER BY HOURLY WORKLOAD 

I'" 
I I I I 

I·· .' HOURS I CALLS I PERCENT OF I PERCENT OF' I I 

I BY I FOR \ TOTAL HOURLY I MANPOWER I 
I SHIFT ~ I SERVICE I WORKLOAD I ASSIGNED I 

I; I I ! I I 
I \ I \ I 
I 0700 - 0759 I 58 I 2.11 \ DAY SHIFT \ 

I' 
I 0800 - 0859 I 77 I 2.80 \ I 
\ 0900 - 0959 1 90 I 3.28 \ 29.27 I 
I 1000 - 1059 I 100 I 3.64 I I 
I 1100 - 1159 I 107 \ 3.90 1 I 

I I 1200 - 1259 I 117 I 4.26 I I 
I 1300 - 1359 1 123 I 4.48 I I 
I 1400 - 1459 I 132 I 4.80 1 I 
I I I - I I 

I I 1500 ... 1559 I 158 I 5.75 I EVENING SHIFTI 
I 1600 - 1659 I 153 I 5.57 I \ 
I 1700 - 1759 I 165 I 6.01 I 47.03 1 

I I 1800 - 1859 I .172 I 6.26 I I 
I 1900 - 1959 I 161 I 5.86 I I 
I 2000 - 2059 I 164 I 5.97 I I 

I' I 2100 - 2159 I 164 I 5.97 I I 
I 2200 - 2259 I 155 I 5.64 .\ I 
I I I ·1 -, 

I 
I 2300 - 2359 I 159 I 5.79 IMIDNIGHT SHIFTI 
I 2400 - 0059 I 118 I 4.30 I 1 
1 0100 - 0159 I 101 I 3.68 I 23.68 I 
I 0200 - 0259 I 90 I 3.28 1 I 

I'" I 0300 - 0359 I 60 I 2. .18 I' I 
I 0400 - 0459 I 45 I 1.64 I I 
I 0500 - 0559 I 37 I 1.35 1 I 

I 
I 0600 - 0659 I 40 I 1.46 I \ 
I t I I I 
I I I I \ 

I TOTAL I 2.746 I 99.98* I 99.98* I I: I I I I 1 

. 

If *Toeal does not equal 100 percent because of rounding. 
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Calls/or 
Service Model' 

• I) Identity number of 
calls for service 

c Geographic distribulion 

III Temporal variations 

Assllmptions: 

ExmmT 2.8 

USE OF TIlE BASIC CALLS FOR SEltVICE IVIODEL AS INPUf TO FURTHER ANALYSIS 

MANAGERIAL CONSIDERATIONS 

II> Time consumed per incident incident 

I) Response time 

.. Weighting of incidents and categories 

. ,. OUTPUT 

Distribution of Patrol 
Personnel 

I-' III An "average" time spenl on 
o 
U1 all calls 

-

" Personal relief time same in 
all districts 

I) Administrative demands are 
equal 

III Arrest/court 
time same 

.. Computerized applications, e.g., P.C.A.M., 
Hypercube, Patrol Plan, Beat Plan 

• Olhers-

~ 
SOURCE: U.S. DepartmcllI of Justice, Nalional Inslituie of Law Enforcement and Criminal Justice, Mallaging Patrol Opemlions: ltmicipant's lIamlbook. 

by Donald F. Cawley et. al. ('Mlshington. D.C.: University IU:search Corpor.lIion. 1917), p. 64. 
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l» they can perform complex probability calculations that 
take into consideration both the random nature of 
demands for police service as well as the interaction 
of diverse factors affecting patrol performance. 

There are some drawbacks, however. Departments must 
have the appropriate computer hardware, or (as in 
Springfield, Missouri) be able to buy time from ariother 
agency that has the right equipment. I< The approaches 
may be costly, both in terms of gathering the requisite 
data and implementing an actual computer run. One 
department in our study, even with a computer expert on 
staff, reported that its software went into an infinite loop, 
costing several thousand dollars in rented computer time. 
Finally, departments may have to invest time and money 
in acquiring or training staff (I.") work with the models. 
A basic familiarity with data processing concepts, the 
capability to work with an automated system, the ability 
to collect and organize data for calculations, and the ability 
to read and analyze output reports are essential staff skills. 

For many types of routine tabulations, specialized pro­
grams such as PCAM, Hypercube, PATROUPLAN, and 
BEAT/PLAN are not ~eeded. SAS, the Statistical Package 
for the Social Sciences (SPSS), or any computer prog-ram 
that provides mean and standard deviation statistics and 
can compute crosstabulations, can be used to analyze 
workload and develop schedules." The advantages to 
standard statistical packages are that (1) they are already 
installed on many university computers and are thus readi­
ly accessible; (2) some can be run on microcomputers; 
and (3) they are not expensive to run. While the special­
ized computer models do allow convenient interactive 
decision testing, this capability is not entirely lost with 
the application of SAS or SPSS. Once the basic data are 
collected and tabulated, various scenarios can be tested 
with a hand calculator. 

Issues and Objectives 

One of the underlying assumptions of patrol plan analysis 
models is that the police department. management can ar­
ticulate performance objectives for its field operations. 
It cannot be overemphasized that the number of patrol 
Wlits needed by day of week and shift is a function o.f these 
objectives. For example, more patrol units are required 
to satisfy an objective of responding to calls in less than 
3 minutes on average than an objective of resp,onding in 
less than 5 minutes on average. 

Dividing the work of patrol units into the following three 
general categories will provide a framework for develop­
ing performance objectives: 

• Call For Service (CFS) Work 

• Non- Call For Service (Non-CFS) Work 

• Uncommitted Time 

By way of review, CFS work is the amount of time a 
patrol unit devotes to handling citizen calls for service. 
Non-CFS work is the amount of time during which a 
patrol unit is occupied with activities other than calls for 
service. During this time, the unit is not available to re­
spond to calls. Non-CFS work is d~fined by the depart­
ment but typically includes activities such as ad­
ministrative duties, self-initiated work, and meals. Un­
committed time is the remaining period during which the 
unit is not busy on a specific activity and is available for 
a citizen call for service. 

Based on these definitions, several performance measures 
including, for example, average travel time, unit utiliza­
tion, queue delay by priority. and average nwnber ofunito; 
available can be described. Police department managers 
have the responsibility of selecting the most appropriate 
measures for their patrol operations (e.g., response time) 
and then specifying objectives for the selected measures 
(e.g., three minute average response time to emergencies). 
Only when this step is accomplished can the analysis pro­
vide information of use to the department. 
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FOOTNOTES 
1. u.s. Department of Housing and Urban Devdopment. Parrol AJ1a.co. 

rion MethodLJlogy for Police Departments. by Jan Chailc:en (Santa 
Monica, CA: The Rand C~rstioa. Sep!!:mber 1975). p. 1. 

2. National Science Foundation. Division of Advanced Productivity 
Research and Technology. How to Set Up Shop for the Use of the 
HyperCllbt! System. by Allen D. Gill et. al. (St. Louis, MO: The 
Institute for Public Program Analysis, October 1977), p. 8. 

3. The tmns "units· Q' "patrol units· refer only to those p:tSOIlS assigned 
to basic patrol duey. While the tactical squad, detectives, and traf­
fic officers may purol and may respond to some calls, they arc not 
thought of as patrol UlUt5 per se, and. thus. arc not considered in 
t..ie ~ussioa in this text unless otherwise spcdflcd. Supervisory 
patrol units arc likewise not included among patrol units because 
they do not rwtincly respond to calls for service. However, because 
supervisors arc often called upon w provide back-up on domestic 
disputes and assaults, depanments may watX to consider them in 
calculating unit utilization. 

4. In this calculation, unit hours arc the total patrol vehicle hours dur­
ing any specified time period. For example. if there arc 5 officers 
working on an 8 hour shift. and each patrol vehicle has one officer, 
then the unit hours for that shift equal 4Q. 

5. David R. Scalf. "Manpower Deployment: An ,i:Jternative Approach,· 
in TM Police Chi~ (G31thersburg. ~D: International Association 
of Chiefs of Police, ~ember 1978). 

6. For additional information on sampling, see William G. Cochran, 
Sampling Techniques (New Yoti:. NY: John Wiley and Sons, 1977). 

7. The exhibit sOOws 6.3 units which is slightly lilir"hcr than this calcula· 
tion due to roundoff error. • 

3. For ~ussion of this calculation. see Jan M. Chaiken ct. al., 
Criminal JUStice MrxUls: All Ovuvio!W (Santa Monica. CA: The 
Rand Corporation. October 1975). 

9. U.S. Depa.rtrn:nt of Justice, National Institute of Law Enforcement 
and Criminal Justice. Improving farrol Producriviry. Volume I: 
ROIArint PQ!Toi by William Gay, Theodore Schell. and Stephen 
Schad: (Washingtal, D.C.: GoverntTlCnt Printing OffIce, July 1977). 
p.p.29-3O. 

10. Friday and Sa..'llrd:Iy nights typically arc busier than other evenings. 
with activity e,;tcnding beyond the midnight hour. while Sunday 
afternoons and evenings frequendy have fewer calls for service. 
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11. If the analysis shows that certain days of the wo:el: or hours of the 
day have unique workload demazds, departments can deploy special 
overlap shifts or institute delayed reporting tilTJ'!s. Many depart­
ments offer Sundays off as an inc::ntive to officers working imgular 
or unpopular dUty. For an in-depth discussion at scheduling, sec 
U.S. Depilnmert of Justice, Nationallnscitute of Justice. Issues and 
Pracrices in Police Won Scheduling, by William Stenzel and R. 
Michael Buren (WashingtOn. D.C.: Govemmert Printing Office, 
February 1983). 

12. National Advisory Commission on Criminal Justice Standards and 
Goals, Police Task Force, Police. by Edward M. Davis (Chainnan) 
ct. al. (Washingtat, D.C.: Government Printing Office, 1913), p. 
202. 

13. The calls for service workload approach can be used as a basis for 
evaluating and redesigning beat boundaries in an effort to balance 
workload. though again some caution is in order because of the 
abs.ence of time expended data and data on traffic flow patterns arid 
natUral boundaries that might affect access to some areas. 
The first step in designing beat boundaries is to divide the: jurisdic­
tion into reporting areas, usually census traCtS. Reporting areas arc 
then numbered and a count of the incidents occurring in each repor­
ting area is made. A data collection period of 28 days is normally 
sufficient but will not account for seasonal variabilicy. Once the data 
arc collected. individual reporting areas can be grouped into beats 
containing equal portions of won:. 

Workload is lilcely to fluctuate across areas by hour of the day. That 
is, some areas will be busier during the morning hours than they 
arc at night, while others will be busier at night than they are in 
the moming. Thus. the geographic assessment should be broken 
down by shifts so that L.':-e end result will be beat boundaries that 
correspond to temporal worldoad demands. 

14. If a depa.rtrn:nt is nat automated and wishes to purchase or 1C3Se 
equipment for a patrol plan analysis. a systems analyst should be 
consulted. The police department management should be able to 
specify in detail e;o:actly what it wants the automated sytcm to 
produce - now and for the e;q:.:cted life of the,system. The analyst 
will be able to recommend appropriate hardwase and software bas­
ed on the department's requirements. 

IS. For additional information on the Statistical PacJG!age for the Social 
Sciences. see SPSS< Us~r's Guide: A Camp Ie!·! Guide 10 SPSS' 
Languag~ and OpuariollS. by SPSS L'lC. (New Yorlc. NY: Mc:Graw­
Hill Book '7ompany, 1983) or SPSS/PC for t.he mM PC/XT by 
SPSS Inc., 444 North Michigan Ave., Chic:.!go, n.. • 
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Chapter 3: Addressing Slngie Issues 

Introduction 

The ~mergence of a single issue or problem can prompt 
the analysis of one feature of a police department's patrol 
plan. In fact, most evaluations do begin with a one-issue 
focus but frequently expand to a complete in-depth study 
of the patrol plan. This chapter e:wnines individual issues 
associated with determining how many officers are needed 
to meet predefined objectives, developing officer 
schedules to match workload, fonning beats for equ:,;:! 
workload, and relieving workload from patrol officers. 
For discussion purposes, the examples have been 
simplified to illustrate the techniques for resolving the 
issues. In acrual practice, several issues may have to be 
considered simultaneously and the number of possible 
alternative" solutions may be large. Chapter Foor addresses 
these more complex situations. 

Before discl;lssing some of the typical issues in patrol 
allocation planning, a brief look at how an issue can rurn 
into a '"non-issue'" is in order. A good example is average 
response time to calls for service. Suppose that an analysis 
of the dispatch cards shows that the average response time 
is nine minutes-a figure which, in most jurisdictions, 
would be considered too high. A more relevant analysis 
should center on wha~ the average response time is by 
call priority. It may be found that, on emergency calls, 
the average response time is less than two minutes, while 
the average for non-emergency calls is much greater. In . 
fact. as will be discussed later, non-emergency calls may 
be delayed intentionally when' the unit in the area of 
respoqsibility is busy. Determining the response time to 
emergency calls in this case reduces the problem to a non­
issue. That is, the real objective in most departments is 
to have a rapid response to emergency calls, while a rapid 
response to non-emergency calls is not as important. If 
rapid response to emergency calls is already being 
achieved, then there is no response time problem even 
though the overall response time is high. 

The Issue of Patrol Size 

One of the IT..Ost important questions which police depart­
ment managers must address is, "How many officers are 
needed in the patrol force?" The experiences of a city in 
the northeastern portion of the country illustrate how this 
issue can be resolved. The department approached the 
problem of patrol size in an objective manner, beginning 
with the establishment of a key p~.trol plan objective on 
unit utilization and progressing in a systematic manner 
to an estimate of patrol size needed to meet this objective. 

The question of patrol size arose in this city because of 
concurrent decreases in department strength over a ten 
year period and continued increases in calls f.or service. 
The police union had complained for several years that 
officers were becoming so busy Oil citizen c~ls for ser­
vice that patrol crime prevention activities were being 
neglected. After considerable discussion on how busy 
patrol units should be on calls for service, the following 
objective was established: 

• There should be sufficient units on duty so that the 
average unit utilization on calls for service will not ex­
ceed 30 percent. 

In addition to this objective, several other key features 
of the parrol plan analysis were established: 

• The detennination of patrol size would be based on 
the call for service activities of the previous summer. 

• The patrol force would switch to straight shifts, as op­
posed to rotating shifts. 

• A mix of 70 percent one-officer and 30 percent tWo-
0fficer units would 1:;e established for each shift: 

• The Traffic Unit in the department would be merged 
into Patrol and all officers would handle traffic 
accidents. 

There were specific reasons for prescribmg each of these 
features. First, the summer months were particularly busy 
in previous Years, and it was believed that there should 

-be sufficient patrol personnel available during these 
months to handle the workload. A four-week period dur­
ing August was selected for analysis. City representatives 
believed that straight shifts were more efficient and did 
not waste valuable patrol resources. The straight shifts 
were acceptable to the police union as long as shift selec­
tion was based on seniority and there was an opportunity 
to switch shifts every six months. Finally, the desire for 
a mix of one-officer and two-officer units was based on 
the types of calls which were being handled by the depart­
ment; about 30 percent of the calls required two officers 
at the scene because of potential dangers. 

Using this key objective and the other desired features 
of the patrol plan, Exhibit 3.1 shows the basic data for 
the four-week period under analysis and the calculations 
for determining the number of officers. The first portion 
of the exhibit shows the rotal number of initial calls for 
service. assists, and traffic accidents by shift for the four 
weeks, along with the average times for these activities 
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EXHIBIT 3.1 

AN EXAMPLE OF DATA FOR DETERMINING PATROL FORCE SIZE 

Midnights Days Evenings 
1. Workload Data 

Calls For Service 1,027 1,614 2,059 
Average Time (Min.) 32 min. 28 min. 33 min. 

Assists 225 273 463 
Average Time (Min.) 22 min 20 min. 18 min. 

, 
Traffic Accidents 109 129 150 

Average Time (rvfin.) 63 min. 58 min. 60 min. 

2. Hours of Work For Entire 769 hrs. 969 hrs. 1,421 hrs. 
4-Week Period 

Average Hours of Work 27.5 hrs. 34.6 hrs 50.8 hrs. 
Per Shift 

3. Units Needed for 30 Percent 12 units 15 units 21 units 
Average Utilization 

4. Number of l-Officer Units 8 units 11 units 15 un..its 
Number of 2-Officer Units 4 units 4 units 6 units 

5. Number of Officers Needed 16 officers 19 officers 27 officers 
Per Shift 

6. Total Number of Officers 35 officers 42 officers 59 officers 
Needed (Relief Factor = 

for each shift. Traffic accidents have been listed separately 
to measure the impact of merging the Traffic Unit into 
the patrol force. 

With these activities and average times, the total amount 
of work for the patrol force amounts to about 769 hours 
for the midnight-S a.m. period; 969 hours for the 8 a.m.-4 
p.m. period; and 1,421 hours for the 4 p,m.-midnight 
shift. Since a 28-day period was being studied, the average 
work per shift amounts to 27.S hours; 34.6 hours; and 
50.S hours, respectively. 

To calculate the number of units needed to meet the 
desired objective, the formub on unit utilization, as 
presented in Chapter Two, must be reworked to solve for 
the number of units: 

Average Hou~ of Work Per Shift 
(Shift Length)(Unit. Utilization) 

34 PATROL DEPLOYMENT 

Number of Units Needed 

For the midnight to 8 a.m. shift, the calculation is as 
follows: 

27.5 hours = 11.5 units 
(8 hours)(30%) 

This answer muSt be rounded to 12 units since fractio~s 
of units are not possible. Similar calculations for the other 
two shifts give results of 15 units and 21 units, respec­
tively. Exhibit 3.1 shows the number of officers needed 
for these shifts under the decision of a 70%-30% split be­
t'Neen one-officeritw(H)fficer units. 

The final line in the exhibit multiplies the number of of­
ficers needed by the department's relief factor of 2.2 to 
give a total of 35 officers for the midnight-8 a.m. shift; 
42 officers for the. 8 a.m.-4 p.m. shift; and 59 officers 
for the 4 p.m.-midnight shift. A total of 136 officers would 
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therefore be required to meet the objective of an average 
30 percent unit utilization. 

In summary, a basic approach to solving the problem, 
"How many officers are needed?" can b.: generalized from 
this example as follows: 

Step 1. Set an objective for patrol performance; in this 
example, the performance measure of unit utiliza­
tion was selected. 

Step 2. Select a time period to be analyzed. 

Step 3. Detennine the call for service workload for this' 
time period. 

Step 4. Calculate the number of units needed based on 
the workload and the selected objective. 

Step 5. Calculate the number of on-duty officers needed 
per shift based on the required mix of one­
officer/two-officer units. 

S~ep 6. Multiply by the relief factor to obtain the total 
number of officers needed. 

By following this step-by-step approach, the department 
in our example was able to show that it needed an increase 
in authorized officer strength to meet its desired objec­
tive. If an objective other than unit utilization had been 
selected, the same steps would have been followed to 
determine the number of units needed, but the calcula­
tions would have been different. 

While this generalized approach does offer a solution to 
!he problem at hand, it has several shortcomings that must 
be consideroo. Most importantly, !he selection of a single 
objective, such as unit utilization, to frame patrol size does 
not reflect tradeoffs betvleen objectives. For example, the 
analysis does not estimate the average travel time to calls 
for each shift. The allocation of 12 units on the midnight-8 
a.m. shift may result in unacceptably high average travel 
time to incidents. As will be discussed in !he next chapter, 
several objectives can be established and !he number of 
units needed to meet all objectives can be calculated. 
Usually, this more comprehensive approach to determin­
ing !he number of officers needed should be followed, 
even though it may require more detailed data collection 
and more sophisticated analysis. 

Selection of a 30 percent unit utilization objective is also 
subject to criticism. While many departments have 
established objectives of 30 to 40 percent unit utilization, 
there is no universal rule to guide !he choice of a percent­
age; in the above example, the department had no formal 
justification for its selection of 30 percent. Before deter­
mining specific objectives, a department should consider 
the "big picture" of patrol resource allocation and should 
have specific plans for !he entire shift of units. Some time 
will be required for administrative duties such as roll calls, 

liO 

court appearances, and meals. Time for other programs, 
such as increased investigative time and directed patrol, 
should also be considered. In sum, substantial anention 
should be given to defining what the police department's 
mangers want to achieve with a complete patrol plan. 
These desires should then be reflected in specific objec­
tives for the analysis. 

Piclcing one limited time period for analysis can present 
problems, too. The selection of !he summer season for 
a.nclysis in the above example has the advantage of plano. 
ning for the "worst case." Because of !he experiences of 
this city in prior sununers, !he choice waS a good one; 
however, it does raise the question of what happens dur­
ing the remainder of the year when there is less call for 
service activity. During !he slower months, other ac­
tivities, such as providing in-service training or schedul­
ing more crime prevention programs, could be pursued. 
The one-month approach taken in this example reinforces 
the need for a complete plan for using patrol resources. 

Another decision in this example that is open to.question 
is the mix of one-officer and tvlo-officer units. Research 
into this question offers litde assistance, since support can 
be found for havAng all one-officer units, all tvlo-officer 
units, or a mixture. The mix chosen by our example city 
was reasonable. That distribution was based on the types 
of calls handled by the department, wi!h the assumption 
!hat potentially serious calls. such as fights and disturb­
ances, would be handled by two-officer units. In addi­
tion, the geographic distribution of these serious calls was 
studied and the two-officer units were assigned to areas 
with !he more serious calls. 

Finally, the impact of officer scheduling was not con­
sidered in this example. A good schedule may mean that 
fewer officers are needed to meet the objective than shown 
in Exhibit 3.1. The issue of officer scheduling is discuss­
ed in !he next section of this chapter. 

There are several ways to improve upon the calculations 
in Exhibit 3.1 and thereby lessen the shortcomings cited 
above. For example, !he use of the prior summer's 
workload overlooks the possibility that more calls may 
occur in the next swnmer. If the history of the city shows, 
for example, a five percent increase per year, !he base 
numbers on calls for service in the exhibit should be in­
creased by this amount. The effect would !hen be a five 
percent increase in lI'1e number of officers needed, 

Another alternative is to determine the number of units 
needed bi four-hour periods and day of week. The 
midnight-4 a.m. period is almost always busier than the 
4 a.m.-8 a.m. period, and weekends are usually busier 
than weekdays. A more complete analysis by four-hour 
segments during the week may he:. ve resulted in slightly 
different results than shown in the exhibit. 
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Even with these criticisms, the general step-by-step ap­
proach presented in this example holds true. Its epplica­
tion simply requires a department to adapt it to the local 
issues and patrol features under consideration. 

The Issue of Officer Scheduling 

The work schedule of officers is a common issue in patrol 
operations. The police department in Springfield, 
Missouri, under its Integrated Criminal Apprehensi.on 
Program (leAP) provides an example of how a depa{!­
ment can improve its officer scheduling. In Springfield, 
the officers worked a fixed shift schedule which meant 
that they did not rotate through the shifts on a regular 
basis. The objective of the department was to: 

.. Develop a schedule that proportionately matches 
workload with officers. 

In fact, the advantage of the fixed shift plan in Springfield 
was that this objective could be partially achieved by 
transfening officers from one shift to another. 

Prior to the lCAP program, there was an imbalance be­
tween the proportion of officers assigned on the watches 
and the proportion of workload for the watches. As part 
of the ICAP program, changes were made in the schedule 
to match the number of officers with the workload de- " 
mand. Table 3-1 summarizes the improvements which 
were accomplished. 

This table shows that, prior to the lCAP program, the 
patrol officers were almost equally scheduled across the 
three watches. During the ICAP program, the distribu­
tionof officers was more in line with their workload. If 
the old plan had been retained, a difference of 19.5 percen­
tage points between the workload and the officer schedule 

. would have continued. With the new schedule, this dif­
ference was reduced to 10.9 percent. The table also shows 
that even more improvements could be made by shifting 
personnel from- the night watch to the day watch. 

Officers 

3 

On-Duty 
Percent 

Sun. 

X 
X 
X 
X 
0 

4 
11.43 
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Mon. Tues. 

0 0 
X 0 
X X 
X X 
X X 

6 5 
17.14 14.29 

ali"Nd ,. IUd 

After determining the number of officers that should be 
assigned on a given shift, the next step is to develop ac­
tual work schedules for the officers. A particularly useful 
microcomputer program called SCHEDULE/PLAN was 
developed by The Institute for Public Program Analysis 
(TIPPA) for the specific PUIpQse of generating officer 
schedules. While SCHEDULE/PLAN is available for 
microcomputers, the schedules which it produces can also 
be developed with a manual procedure. That is, the 
SCHEDULE/PLAN program duplicates a manual process 
of scheduling. I " 

One option of this program allows the user to provide the 
workload by day of week for a given shift and the number 
of officers to be scheduled. The program then detennines 
the schedule which best matches officers to workload, 
~iven that all officers must have two days off in a row. 
As an example. suppose that seven officers are to be 
scheduled for the day watch and that the workload as 
measured by the number of last year's calls for service 
during this watch was as follows: 

~ 
Sunday 
Monday 
Tuesday 
Wednesday 
Thursday 
Friday 
Saturday 

Number of 
Calls 
353 
S46 
513 
500 
518 
576 
433 

~ 
10.3 
15.9 

014.9 
14.5 
15.1 
16.7 
12.6 

This information serves as input to the 
SCHEDULE/PLAN program. The ouq::ut from the 
SCHEDULE/PLAN program then provides the follow­
ing schedule for the seven officers: 

Wed. Thurs. Fri. Sat. 

X X X X 
0 X X X 
0 0 X X 
X 0 0 X 
X X X 0 

5 5 6 4 
14.29 14.29 11.14 11.43 
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TABLE 3-1 

SCHEDULE CHANGES IN SPRINGFIELD, MlSSOURl 

Day Watch 
7 a.m. - 3 p.m. 

Afternoon Watch 
3 p.m. - 11 p.m. 

Night Watch 
11 p.m. - 7 a.m. 

Total Percentage 
Deviation Between 
Workload and Staffing 

Workload 

28.5% 

4i.2% 

29.2% 

Distribution of Officers 
Prior to During 

lCAP Program lCAP Program 

35.0% 23.10/0 . 
32.5% 43.5% 

32.5% 33.4% 

19.5% 10.9% 
Points Points 

SOURCE: Neal R. Berger and William G. Gay. A Case Study Evaluation of the lmplementation of the'lntegrated Criminal Apprehension 
Program in Springfield, Missouri (Washington, D.C.: University City Science Center, March 1981), p. 77. 

In this figure, an "X" represents a day worked and an "0" 
represents a day off. Three officers have Saturday-Sunday 
off; one officer has Monday.-Tuesday; one .officer has 
Tuesday-Wednesday; one officer has Wednesday-Thurs­
day; and one officer has Thursday-Friday. The depart­
ment management has the responsibility of determining 
which officers are assigned to these individual slots. 

With 7 officers,.there are 35 officer-days available each 
week; the percentages across the ~cm of the table show 
the distribution of the officer days. The greatest percent­
age of officers are scheduled on the two days (Monday 
and Friday) with the greatest percentage of workload. 
Comparing t!lese percentages with the workload data 
shows that the total deviation is only 6.74 percentage 
points, a good match between personnel and workload. 

In summary, one scheduling approach for p:;lice depart­
ments with fixed shifts is to (1) allocate officers across 
the three shifts based on wprkload percentages and (2) 
develop officer schedules which match the percentage of 
officers all each shift with the day of week workload. 
There are, however, many other alternatives to develop­
ing officer schedules besides the fixed bracket approach 
just described. The repon, Issues artd Practices in Police 
Work Scheduling by Stenzel and Buren, is an excellent 
source which summarizes the advantages and disadvan­
tages of different types of schedules currently in use 
around the country. 2 

As with the previous example, the approach in this ex­
ample has the disadvantage of not showing the effects of 
these changes on other patrol performance measures such 

as travel time and unit utilization. In a complete analysis, 
the changes in these measures should be determined. In 
addition, it is advisable to conduct an evaluation of 
whether officer productivity has increased. Some of the 
elements in this type of evaluation might be: 

• average number of hours of sick leave; 

GI average response time to emergency calls; 

1'1 number of Part I and Part IT arrests; 

1'1 number of Part I clearances; 

• number of traffic citations; 

.., number of officer separations from the department; 

" number of neighborhood group meetings attended by 
field patrol personnel. 

Such a study should compare these elements prior to· and 
after implementation of the new schedule. 

The Issue of Unequal Workload 

Another issue frequently raised .in police departments con­
cerns whether the patrol beats c::m be changed to provide 
a more equitable distribution of workload among the patrol 
units. As discussed in Chapter Two, the term "workload" 
can include a variety of activities. A common approach 
is to define workload as the amount of time that patrol 
units spend OIl citizen calls for service. Another approach 
is to expand this definition to include crime prevention 
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activities and other self-initiated activities related to patrol. 
Before studying the issue of unequal workload, the ap­
propriate definition of workload must be Identified. 
Assuming that this has been accomplished, the following 
discussion shows the steps involved in redesigning patrol 
beats. 

The main data collection effol1 for a beat redesign is to 
develop workload statistics by reponing areas, defined 
as small geographic areas which can be combined to form 
beats. The reponing areas may be census tracts, square 
grids, or some other geographic subdivision developed 

• by the city or the police department. The advantage of 
using census tracts is that subsequent analysis may be per­
fonned on the relationship of beat activity with 
demographic statistics from the most recent. census. 

The tabulation of workload by reponing areas is a 
straightforward process in which a period of time, such 
as the previous year or the previous summer, is selected 
and workload statistics are generated for each reporting 
area based on the address of the incidents. The percent­
age of workload for each reporting area is then calculated 
to determine the distribution of the work. As,stated in 
Chapter Two, the workload included in this analysis 
should be only that of the basic patrol units and should 
not include calls for supervisors, traffic units, or other 
specialized. units. 

Once the tabulations are made, the reponing areas can 
be. combined to form new beats, usually with the aim of 
equalizing workload. In practio:, there is an underlying 
objective to alter the existing beats as little as possible 
and still provide a more equitable workload distribution. 
For managers, the revised beat design is more likely to 
gain ~pproval if the amount of change is small, and for 
patrol officers, a shorter learning period is needed if the 
new beats have few changes. 

New beats can also be developed with the assistance of 
computer mo:I.els", such as the Hypercube or BEAT !PLAN 
programs which are discussed more fully in the next 
chapter. These models were designed for the specific pur­
pose of assisting in the development of beats. To work 
with these models, the user must already have a beat con­
figuration in mind. The program is given a description 
of the design, along with the workload data, and it then 
estimates measures of patrol performances. The advan­
tages of this approach are that the program can calculate 
a variety of performance measures, in addition to 
measures of equalized workload, and can show the ef­
fects of revisions on the beat design. 

With either approach to the redesign of the beats, the ques­
tion arises as to what is meant by "equal workload.· There 
are two common measures: 
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\I Deviations from the average. 

o Difference between the busiest and least busy beats. 

To show the use of these measures, consider the follow­
ing hypothetical example which gives the percentages of 
workload for two proposed five-beat designs of the same 
geographical command: 

Design No.1 Design No.2 

Beat Percentage Beat Percentage 
Designation Workload Designation Wor!.doad 

BeatA 22% Eeat A' 25% 
Beat E 18% Eeat E' 21% 
Beat C 15% Beat C' 20% 
BeatD 22% Beat D' 19% 
BeatE 23% EeatE' 15% 

100%' 100% 

With 5 beats, the perfect design under an objet.'1ive of 
equalized workload would have each beat with exactly 
20 percent of the workload. Deviations from the allefuge 
of 20 percent are a measure of how equal the workloads 
are. Under Design 1, Beat A is two percentage points 
above the average; Beat B is two percent.1.ge points below 
average; Beat C is five percent below average; Beat D 
is two pero:ntage points above average; and Beat E is 
three percentage points above average. Over all 5 beats, 
the total amount of deviation is 14 percentage points or 
an "'average deviation" of 2.8 percentage points. With 
Design 2, the average deviation is 2.4 percentage points. 
With this measure, the decision would be to implement 
Design 2, since it has the lower average deviation. 

The other measure of equal workload is the difference 
between the busiest and least busy beats. In Design 1, the 
busiest beat is Beat E' with 23 percent of the workload 
and the least busy beat is Beat C w~th 15 percent, for a 
difference of 8 percentage points. With Design 2, the dif­
ference is 10 percentage points. Therefore, with· this 
measure, Design 1 should be selected. 

These examples illustrate that the definition of "equal 
workload" can affect the eventual decision of which beat, 
plan is best. If management is concerned with the ovei-all 
picture, then the measure of average deviation should be 
sdected since it reflects this concern. If, on the other hand, 
management is concerned that no beat deviate greatly from 
the average, then the second measure should be used. 
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In this discussion, it has been assumed that there were 
no other issues to be considered. That is, no changes in 
the number of personnel, officer scheduling. or other 
aspects of the patrol plan were contemplated. This 
assumption is realistic, since it is frequently the case that 
the number of personnel cannot be changed and that the 
officers' schedule is also fixed. A disadvantage of address­
ing only one issue is that undesirable consequences may 
occur. For example, with either of the above proposed 
designs, some beats may cover large geographical areas 
becau~ of low activity. The result may be that the travel 
time in these areas will be much greater than the overall 
average, In the analysis for this issue, it may be advisable 
to address the impact on the average travel time as a part 
of the study, That is, the initial issue of equal workload 
may lead to a consideration of odler factors in the patrol 
plan. 

The Issue of Relieving Officer Workload 

While ~vera\ factprs have affected the operations of 
police depart::lents and odler government agencies in the 
past few years, fiscal constraints have had the greatest 
impact on police 5-.."I'Vices. Cutbacks in funding have been 
the primary reason most police depamnents have placed 
increasing demands on officers. As a result of these finan­
cial problems, police depamnents have faced layoffs and 
hiring freezes at the same time as they have had to deal 
with attrition, increasing numbers of calls for service, and 
increasirig accountability requirements. 

The need to provide services in a time of diminished 
resources has forced law enforcement agencies to ask 
some critical questions such as: 

• How can the agency maintain a desirable level and 
quality of service when f:mancial support is limited or 
being reduced? 

~ Must ~rvice be reduced, and, if so, where? 

f) How will citizens react to changes in servil:es? 

To effectively cope under the~ circumstances, which 
Charles Levine has called "cutback management,"3 
police administrators need to reevaluate traditional 
methods of ~rvice delivery. Levine stresses the need to 
question time-honored approaches in operations and ad­
ministration and to fonnulate flexible solutions to prob­
lems of productivity and effectiveness. 

In addition to fiscal difficulties, there are other impor­
tant reasons why police depamnents have become in­
terested in relieving officer workload. First, studies have 
shown improvements both in productivity and officer 
morale when inequities in workload are minimized and 
when fluctuations are evened out. ~ Second, in order to 

introduce new programs, such as directed patrol and 
Managing Criminal Investigations, police departments 
must recapture blocks of officer patrol time, Both of the~ 
programs require the commitment of more time on the 
'part of patrol officers and cannot be implemented suc­
cessfully without reducing or restructuring officers' 
workload. Furthennore, many of these innovative pro­
grams are popular with officers becau~ they increase the 
proportion of time spent on serious police work and direct 
"nu'isance calls" to be handled in other ways. 

Each of the alternatives that will be discussed challenges 
traditional methods of handling calls for services. When 

. properly implemented, however, all have been found to 
relieve officer workload and improve productivity without 
adversely affecting citizen satisfaction. Most of them re­
quire expansion and formalization of processes that many 
departments are already using on an informal or sporadic 
basis and, as such, they do not represent wide departures 
from current operating procedures. 

Alternatives to Traditionsl Mobile Response 

There are a number of alternatives available to reduce of­
ficer workload and increase productivity. Nearly all of 
the~ alternatives to traditional mobile response contain 
some mechanism to produce more time for officers to per­
form other activities. They have been developed and tested 
by the National Institute of Justice under programs such 
as Differential Police Response (DPR), Managing Patrol 
Operations (MPO), Integrated Criminal Apprehension 
Program (lCAP), and Managing Criminal Investigations 
(MC!), and they include: 

a Telephone Report Units (known variously as TeleServe 
Units, Expeditor Units, Telecom); 

• delayed mobile response (stacking calls, setting 
appointments) ; 

• referral to other sections (inside or outside the 
department); 

.. walk-in reports; 

.. use of non-sworn personnel in lieu of patrol officers 
(e.g., civilian evidence technicians. animal control of­
ficers, community service specialists). 

One of the major purposes of developing alternative 
response strategies is that, those calls requiring rapid 
mobile response can receive priority, while other calls 
are handled by methods which lx>th satisfy the citizen and 
accomplish the needs of the department. Each is intend­
ed to be used in addition to providing immediate mobile 
response for handling the emergencies which account for 
only 5 to 10 percent of all calls. 
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A prioritization scheme for choosing the appropriate 
response to all calls is integral to the development of call 
alternatives. The system of prioritization at poliQ! depart­
ments that have developed Telephone Report Units, 
delayed mobile responses, and other alternatives is 
generally based on a number of factors, iIx:luding: the 
time of the incident (in-progress, just occurred, or cold); 
the presence or absence of injuries (actual, probable, or 
potential); and the appropriate res~nse mode for that par­
ticular event category (e.g., immediate mobile, delayed, 
telephone, walk-in). Many of the departments that have 
implemented call alternatives have found that successful 
implementation required the support and understanding 
of all staff, especially in Communications. Also, steer­
ing or advisory committees. made up of staff from all 
levels, guided the implementation effort. 

Telephone report units. One of the most effective call 
alternative strategies for relieving officer workload is the 
Telephone Report Unit (fRU), in which reports are han­
dled over the telephone rather that} by a patrol officer dis­
patched to the scene. A TRU typically consists of several 
call takers, often light duty officers or civilian employees, 
who record reports over the phone, generally during the 
day and evening. A police depanment must consider what 
the most appropriate staffing pattern is for a TRU. This 
decision usually requires a special study by the depart­
ment to resolve how busy the Unit will be, what the 
availability of limited duty personnel is expected to be, 
whether the city would authorize additional civilian per­
sonnel, and other related questions. 

In order for a Telephone Report Unit to operate effec­
tively, several proc;:dures must first be established, 
including: 

(1) A call classification system and prioritization scheme 
SO that call takers can properly classify iIx:oming calls 
and choose the appropriate response. 

(2) A "method by which calls will be diverted from Com­
munications to the TRU. 

(3) A training program on the new procedures and call 
classification scheme for call takers and dispatchers. 

(4) A training program for patrol officers and personnel 
from other departments who must be familiar with 
the new procedures. 

Depending on the types of calls that are handled by TR U, 
they have been fmUld to record from 35 to 45 percent of 
all reports taken by a department. j Citizens'satisfaction 
with police service as a result of having their reports taken 
over the phone has not suffered, and the workload relieved 
from officers has allowed large blocks of time to be recap­
tured for other activities. 
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The most thorough implementation of Telephone Report 
Units and accompanying changes in communications took 
place as part of the National Institute of Justice's Differen­
tial Police Response project in Greensboro, North 
Carolina; Garden Grove, California; and Toledo, Ohio. 
All three sites first established call classification schl!mes 
which proyided information on the nature of the incident, 
time of its occurrence, presence of injuries, amount of 
property damage or loss, and type of assistance requested. 
.flip charts· for each code were then developed to assi~t 
call takers in asking proper questions for that type of in­
cident. After asking a series of structured questions and 
using the flip charts, the call taker could decide the most 
appropriate classification and response, ranging from an 
immediate dispatch of a patrol unit to non-mobile 
responses such as TRU or walk-in reports. Each site deter­
mined which types of calls could be handled adequately 
over the phone. Garden Grove, for example, selected the 
following types of reports: missing persons; runaways 
(over the age of 14); petty thefts; vehicle burglaries; grand 
thefts; simple assaults (suspea not at the scene); indecent 
exposures (victim left the scene); traffic accidents (vic­
tim came to the departtnent); vandalism; and incident­
information reports. 

The increase in productivity attributed to the TR U has 
varied as a result of the types of calls the TRU takes. 
Under LEAA's Integrated Criminal Apprehension Pro­
gram, at least 20 departments set up Telephone Report 
.Units. Results from the evaluations of some of these TRUs 
show that they handled from 10.5 percent or' a depart­
ment's workload in Fairfax County, Virginia, to 19 per­
cent on the first watch and 13 percent overall in 
Springfield, Missouri; 15 percent of all calls in Nashville, 
Tennessee; and 23.1 percent of all reports in Virginia 
Beach, Virginia. 6 Higher productivity was found for 
TRUs established in Albuquerque, New Mexico, 
Charlotte, North Carolina, and Sacramento, California.' 
The TRUs in these three departments handled between 
30 and 40 percent of their total crime reports. In Garden 
Grove, California, Toledo, Ohio, and Greensboro, North 
Carolina, TRUs were found to handle 30 percent of all 
reports shordy after implementation, growing to 35 pe~­
cent within a few months. a 

In addition to the volume of work that Telephone Report 
Units can handle, they afford major savings in the amount 
of time taken to complete a report. Nashville's TeleServ 
Unit handled calls, on the average, in 16 minutes, com­
pared to 34 minutes average time for a patrol car. 9 In 
the Hartford, Connecticut, Police Department, which im­
plemented a Managing Calls for Service Program modeled 
on the ICAP program, it was found that a TeleServ Unit, 
staffed exclusively with light duty officers, provided the 
department with a savings of 7.57 work years in just a 
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year's time. Furthermore, administrators in Hartford 
figured that, given the savings on vehicle maintenance 
costs and supervisory requirements with the TeleServe 
Unit, the annual savings afforded by the Unit is 5200,000 
per year. IO 

As a result of this savings in time and cost, many depart­
ments have shown large increases in patrol officer self­
initiated activity and arrests. When the development of 
TRUs and other call alternatives' is accompanied by a 
directed patrol activity program, the increases have been 
most striking. For example, after increasing directed 
patrol efforts through time made available by its TRU, 
Hartford experienced a 55 perr.:ent increase in stops of 
suspicious persons, resulting in a 129 percent increase in 
arrests. The police department also enjoyed a 34.5 per­
~nt increase in officer initiated stops of vehicles for traffic 
violations, with an accompanying increase in arrests of 
246 percent. 1 I 

Delayed response. A delayed mobile response means that 
the presence of a police officer is rer~uired at the scene, 
but the incident is of a sufficiently minor nature that a 
rapid dispatch is not necessary. Types of calls that may 
fall into this category are larcenies and burglaries that oc­
curred several days previous to the request for service, 
unoccupied suspicious vehicle calls, and vandalism calls. 
Vinually all Communications Centers in police depart­
ments have policies for delaying calls for service. In the 
past, these policies were applied only if all patrol units 
were busy. Now, the current trend is to develop formal 
delayed response strategies which specify what types of 
calls can be delayed, under what circumstances, and for 
how long. Delayed response is generally based on a 
number of factors, such as the seriousness of the call; time 
of the incident (whether in-progress, just occurred, or 
cold); presence or absence of injuries (actual, probable, 
or potential); and amount of damages. Under appropriate 
circumstances, a dispatch may be delayed until the patrol 
unit in the area of responsibility is available to take ~e 
call. Most departments' policies state a maximum delay 
time, such as 30 or 45 minutes, after which the closest 
available unit is assigned to the call. 

While the delayed mobile response does not directly 
reduce officer workload, it does help make the existing 
workload more manageable. It increases the likelihood 
that officers will receive calls in their area of assignment, 
resulting in fewer cross-beat dispatches and making of­
ficers more aware of activities in their assigned areas. Fur­
ther. an officer does not have to be interrupted while on 
another assignment, such as another call or a directed 
patrol activity. Instead the officer can complete the 
assignment and then handle the delayed call. 

In Greensboro, North Carolina, calls falling into the 
Priority 2 category are held up to 30 minutes or until the 
appropriate patrol unit returns to service, whichever 
comes first. If, after 30 minutes, the unit is still 
unavailable, the call can be assigned to a unit from an 
adjoining beat. In Greensboro, a patrol unit should always 
arrive within 45 minutes of the time a call is taken. In­
cidents in this category include those which involve minor 

'injuries; those in which an injured victim has been re-
moved from the s~ne and is already receiving medical 
attention; property damage incidents; and any other situa­
tions where the immediate presence of a sworn officer 
is not required but an officer at the scene is desirable. 
Greensboro found that over 30 percent of all of its dis­
patched calls were eligible for a delayed mobile 
response. 12 

In every delayed response call. it is imperative that the 
call taker inform the citizen that an officer will not arrive 
immediately but within some stated time frame (e.g., one 
hour or 30 minutes). Call takers may be reluctant to in­
form citizens that it may be an hour before a patrol car 
arrives .. However, if citizens expect an officer will ar­
rive sooner than he does, this will lead to citizen 
dissatisfaction. In those Differential Police Response sites 
where this was noted to be a problem, once the caB takers 
correctly informed .the citizen as to the expected police 
arrival time, citizen satisfaction was no longer adversely 
affected. 

Use of non-sworn personnel/referrals/elimination of 
response. Referral of calls to more appropriate depart­
ments or agencies can also offer a significant reduction 
in officer workload. Similarly, services that have been 
traditionally offered by the police department. but that are 
not necessarily law enforcement work, can be eliminated 
and thereby provide substantial recovery of patrol time. 

As part of the Differential Police Response (DPR) pro­
ject, civilian members of the Greensboro Police Depart­
ment were trained to take reports that had been routinely 
handled by sworn officers. These civilians included 
evidence technicians, community service specialists, 
animal control officers. and parking enforcement officers. 
(Some departments have police reserves that can be used 
for these assignments.) The citizen was always informed 
by the Communications Center call taker that a civilian 
specialist would be dispatched to take the report. If the 
call could be more appropriately handled by a special­
ized police unit. such as the Juvenile Bureau. the citizen 
was informed that someone from that unit would call them 
back. Call takers were also trained in ma..li:ing referrals 
to appropriate community service agencies in the city. 

Elimination of an on-scene response to certain types of 
calls can offer a substantial savings in patrol time. For 
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example, in Greensboro, prior to the DPR project, the 
patrol officers were handling an average of 100 escort calls 
per month, where businesses requested escorts to make 
bank deposits. Under the DPR project, these calls were 
virtually eliminated, with a resultant savings of about 50 
hours of patrol time per month. I 3 The police department 
contacted all the businesses prior to the discontinuation 
of the service to explain the need for this policy change. " 
While there were some complaints, most merchants" 
understood the problems of the police deparunent and 
readily agreed to the elimination of the escort service. 

Similarly, Hartford found that a great deal of time went 
into responding to open fire hydrants, electrical inspec­
tions, and various other activities that could be more ap­
propriately handled by other city departments. As part 
of its Managing Calls for Service Program, these non­
police functions were transferred to the Housing and Fire 
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Departments. In addition, the police department trained 
its Communications staff in crisis intervention techniques, 
general rules on landlord/tenant relations, diagnoses of 
emergency medical problems, and other areas, so that they 
could more accurately make referrals and choose alter­
native call responses. 

Walk-In reports. Requesting a citizen to come to the 
police department in person to fill out a report offers yet 
another method to reduce officer workload. Frequently, 
the types of calls handled by walk-in reports could be 
handled by the Telephone Report Unit, but in order to 
reduce the workload in 1RUs, the call taker can inform 
citizens that for certain problems, such as lost property, 
their report can be taken in person by coming to the 
department. 
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SESSION 8 

A PATROL DEPLOYMENT PLAN: 

A CASE STUDY FOR SMALL GROUPS 

Summary 

In this session, a patrol deployment plan derived from real data 
in a medium sized urban police department (approximately 350 employees) 
will be presented. 

The plan will be presented as a case study for your smallgrcup. 

Using the case study, each group will perform the same task which 
is to analyze the study and the assumptions that are implicit in 
the data • .. 
From the group analysis, the group must ~ree on ways to respond to 
the fact that the local government wi"II' not be able to fund or support 
the 23 patrol units that are listed as the required number of units 
in the case study. 

Therefore, your analysis must be able to produce a deployment plan that 
will, in effect, be able to deploy only 15 units ••. or a reduction in 
the number listed in the case study plan. 
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CASE STUDY 

This agency serves a population of about 155,000 persons in a police 
jurisdiction of about 17 square miles. 

In 1985, there were about 265 sworn and about 85 nonsworn employees. 

An analysis of the average manyear is as follows for sworn personnel per 
shift: 

The work shift is 8 hours. 

Total hours needed to staff a shift: 365 days x 8 hours: 2,920 hours 

Total available hours per sworn officer on shift per year: 1,600 hours 

Relief factor, therefore, is: 1.82 

Calculations for availabilitv are as follows: 

Days Off 
Vacation 
Sick 
Injury 
Lt Duty 
Comp Time 
Holidays 
LWOP 
Discipline 
Admin Leave 
Training 

Total 

832 hours (104 x 8) 
80 ( 10 x 8) 
72 ( 9 x 8) 
24 ( 3 x 8) 
24 ( 3 x 8) 
24 ( 3 x 8) 
80 ( 10 x 8} 

8 ( 1 x 8) 
8 ( 1 x 8) 
8 ( 1 x 8) 

160 ( 20 x 8) 

1,320 hqurs 165 days ) 

1,320 minus 2,920 = 1,600 hours or 200 days 
is the equivalent of a manyear of work. This 
translates into a relief factor of i.82. 

For every unit to be covered in a calendar year (365 days) of a 
given shift (8 hours), the agency needs to deploy 1.82 persons per 
unlt need. 
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Deployment Plan: 
Busiest Shift: 1600 - 2400 

Agency decides to develop its deployment plan by using data from the 
busiest shift and the busiest month of the year. In this case, the 
shift is 1600 - 2400; the busiest month of the year was August with 
2,315 dispatched calls for service. 

The steps the agency followed are as follows: 

1. 2,315 CFS (August: base montF/busiest month) 

2. x 12 mon.ths to extrapolate for the coming year 

3. = 27,780 CFS projected for next 12 months 

4. x .05 forecasted increase for next 12 months (5%) 

5. = 1,389 + 27,780 = 29,169 total forecasted CFS 

6. 29,169 total CFS 

7. x .75 which is calculated as the 45 minute processing time 
needed to respond to and comp1et a single CFS. 45 minutes 
is .75 of an hour. 

8. = 21,876.75 hours needed to process all forecasted CFS 

9. x .66 or 66% utilization time needed for 
policy is that 1/3 of shift 
used ~n CFS work and 2/3 or 
non CFS work by patrol. 

non CFS work. Agency 
work or 33% is to be 
66% is to be used in 

10. = 14,438.65 hours needed to do non CFS work 

11. = 21,876.75 hours CFS + 14,438.65 hours non CFS work = 
36,315.10 total hours of work needed to be done in next 
12 mont.hs 

" 

12. = 36,315.10 divided by one manyear in hours or 1,600 hours = 

13. 22.69 or 23 units needed to be deployed during the 1600 - 2400 
shift each day of the next twelve months. 

The agency policy is to respond to every call for service by a mobile 
response. 

YOUR TASK IS TO DEVELOP A PLAN THAT WILL DEPLOY NO MORE THAN 15 UNITS IN 
THIS SHIFT. 
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Summary. 

SESSION 9 

WHAT DO MAliAGERS WANT PATROL UNITS 
TO DO WHEN DEPLOYED? 

In this session, a presentation will be given that focuses on the 
essential question: w~at is Patrol? What should Patrol do? How 
should I think, as a manager, about patrol planning, op~rations, and 
evaluation? 

In effect, these three questions can be reduced to -the one question that 
forms the title of this session. 

Several interlocking themes and id_eas form the flow of the presenttion: 

• Crime analysis as the process by which information 
about crime or problems that need to be addressed by 
p'atrol·operations: 

• The issue of preventive versus ~irected patrol; 

• The issue of uncommitted patrol time: 

• The prospect of redirecting patrol time so that 
directed or managed patrol operations are done in 
and efficient and effective manner; 

• Examples of Directed Patrol Programs 

• Some observations on specialized patrol wherein 
units and personnel are freed f.rom calls-for-servi~e 
responsibilities in order to perform other duties 
associated with problem solving and crime suppression 
and interdiction. 

The materials in the text discuss each of these logically related issues. 

124 



--- --. - -------,-~-----

CRIME ANALYSIS 

In 1973, the National Advisory Commission on criminal Justice Standards 
and Go~ls urged that: 

Every police department should improve its crime analysis 
capability by utilizing information provided by its information 
system within the depat"tment. Crime' analysis may include t.he 
utilization of the following: 

-1. Methods of operation of individual criminals; 

2. Pattern recognition,; 

3. Field interrogation and arrest data; 

4. 

s. 

6. 

7. 

Crime report data; 

Incident report information; 

Dispatch information; and, 

Traffic reports, both accidents and 
citations. 
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These elements must be carefully screened for information that should I 
be routinely recorded for ~rime analysis. 

The effective and efficient use of patrol resources' (generally 60-iO% of 
tot~l department strength) is dependent upon the commitment to a crime (problem) 1-
analysis capability. Without the information/recommendations provided by such 
a unit, it is unlikely that the larg~ amount of non-committed time will be 
proQucti .... ely used. - ' I 
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w"H..:"T IS eRr:=: ANALYSIS 

"Crime Analysis is a set of systematic analytical processes .directed to­
vards predicting criminal trends (in both individual and aggregate situations) 
for the purpose of r-educing crime in a cost-effective manner." (California 
Crime Techological Research Foundation, Training WorkbooK: 7'he Crime Analvsis 
Process, LEAA, 1975). 

"Crime Analysis is the process of systematically exam:Ln~ng recent crime 
incidents and criminal behavior in an effort to identify crime patterns and 
characteristics so as to permit the effective deployment of personnel and 
resources and the adoption of appropriate strategies and tactics." 
(Improvino Patrol Productivity.) 

REASONS FOR FORHAUZING CRUtE ANAlYS!S PROCESS 

• Increases o~jectivity; 

Facilitates better coordination between operational units; 

Assigns responsibility for the analytical function; 

Promotes inter- and intra-agency communication; 

Reduces time required to determine patterns; and 

Improves capability to identify trends. 
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FIVE BASIC COMPONENTS OF CRIME ~~ALYSIS PROCESS 

Data collection and collation; 

Data analysis; 

Data output (reports); 

Feedback and; 

Evaluation of p~trol strategies. 

PERFORHANCE ourem-rES OF CRn!E ANALYSIS 

Increase the number of cases. cleared by arrest; 

Provide investigative leads to detectives; 

Improve operational data for patrol operations; 

Furnish support data to public awareness and involvement 
programs; 

Supply enforcement related data 'to urban planning, buildL~gJ 
permits and codes, transportation systems, construction, etc.; 

Identify evolving or existent crime patterns; 

Provide supporting data for recommended crime control programs; 
and 

Furnish trend data for law enforcement planning, targeting, 
budgeting, and resource allocation. 
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COLLECTION - AN~YSIS - DISTRI3UTION 

IN:OR~~T!ON SOURCES 

INTRA DEPART~NTAL 

PATROL 
PRELIMINARY CRIM!: 
~STIGATIONS 

SUPPLEMENTAL/FOLLOW-UP 
CRIME INVESTIGATION 

FIELD INTZRVIZW REPORTS 
STOLZN VEHIC~ REPORTS 
LOST PROPERTY REPORTS 
AR.1:U:ST ?.E:?ORTS 
TF.A.ryIC VIOtATIONS St.JM!10NS 

!NVESTIGATOR & SPECIAL 
IN'VZS'!'!GATIONS 

FOLLOW-UP CRL~ RE?ORTS 
AR.'O.EST REPORTS 
FIE~ INTERVIZW RE?ORTS 
IN1'O~.A.-n INFOru-'.ATION 
CRI~ AR.~ST DEBRIEFING 
SYNOPSIS REPORTS 
DRUG USER IDENTIFICATION 

COl"-"1"JN!CATIONS 
SUSPICIOUS P~~ON/INC!DENT 
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NCIC DATA 
'I'!~ r'nrz DATA (LOC.A.Ll 

RE:OR:lS 
WA.'O....'O.;,.NT DATA 
REPORT DISTRIBUTION 
IDENTIFICATION INFORMATION 

ON M.O. 

COt.'P.TS 
CISPOSITION & SENTENCE 

CATA 
SUSPE== ~JSTO~Y DATA 
DISTRICT ATTORNEY/ 
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INPUT THROUGHPUT 

• Patrol 

• Investigative 

eSpecial 
investigative 

~ Support services 

~ Outside 
sources 

e Strategy 
information 

• Crime pattern/ 
trend 
information 

'--_--,. Known offender 
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CRIME ANALYSIS - TYPES OF REPORTS ISSUED 

Crime trends; 

Geographic temporal patterns; 

Crime specific overviews; 

Modus operandi (category and individual); 

Known offender monitoring; 

Daily crime listings and commentaries: 

"Wanted" person information; and 

Special crime reports. 

CRIME SPECIFIC OVERVIEW CONTENT 

Facts of problem: 

Facets to'be considered; 

Modus operandi by criminal category: 

Property disposal possibilities: 

Develop operational objectives for response program: 

Suspect information; and 

Victim information. 

EVALUATION OF CRIME &~~LYS!S ACT!Vrr!ES 

Promptness of problem identification; 

Completeness of analysis; 

Usefulness and logic of information presentation; and 

Promptness of information dissemination. 
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DECISIONS TO BE MADE REGARDING CRIME ANALYSIS CAPABILITY 

• Responsibilities to be assigned; 

e. Organizational placement; 

• Staffing; 

• Equipment availability; 

• Measures of performance; 

Crime analysis unit relationship to staff co~~anders; 

Information flow; and 

Record changes. 

ANTICIPATED OUTCOME 

Police managers will receive data and recommended courses of action 
that will facilitate the development of effective strategies and tactics 
to maximize the productive use of "non-committedH time. 
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TRADITIONAL PATROL BELIEFS 

For over 150 years police administrators believed that a good patrol 
force ~as one that was: 

• Omnipre"sent 

Random 

• Rapid Responding. 

The above characteristics were deemed critical to fulfilling the 
patrol mission of: 

• Preventing Crim~ 

• Apprehending Criminals 

Protecting Life and Property 

• Delivering Satisfactory Service to Citizens 

Maintaining Community Sense of Well Being. 
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PRFVEN1!V'E PATROL 

The heart of the traditional patrol model was "preventive patrol." This 
type of patrol was performed (or not) during the periods of IInon-committed" 
time. 

Preventive patrol may be defined as a random and haphazard patrol activityll 
which is initiated (or not) at the discretion of the individual police officer. 

Imoortantly, "preventive patrol" was more than an activity; it was 
actually a state of mind. 

LIKELY RESULTS OF SU~rl PATROL 

Uninformed/non-responsive patrol 

Inequitable levels of service 

• Inappropriate prioriti~s of attention 

Self determined delays in service 

Lack of ser\-ice/problem-solving continuity 

Potential escalation of pressing field problems. 
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FRESH LOOK AT PATROL 

In the light of research findings, and conventional wisdom, many police 
administrators began asking sych questions as: 

• what ~re we now doing 

o who is doing it 

• why are we doing it 

who else can do it 

• . how might we do it better 

what do we need in order to do it better 

what should we be doing? 
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MANAGED PATROL PROGR)21 

The answers to those questions would constitute the base upon which 
a COHERENT PATROL POLICY ~ould be developed which would be' ~plemented 
systematically by patrol managers and officers. 

At the. very least, such a program would require that the police 
manager: 

establish responsive allocation policies 

determine priorities 

• coordinate and direct activities 

install app.ropriate records 

evaluate performance 

• develop rapport - internal and external. 
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GENERAL COMMENTS REGARDING NONCOMMITTED TIME 

DEFINITION 

PROBLEMS 

Al-IOUNT OF IT 

MANAGEHENT REOUIREMENT 
h 

ACQUIRED TIME 

Noncommitted time is that portion of 
the total time which is not spent ~n 
calls for service, administrative 
assignments, personal reliefs, or 
other required duties. 

Noncommitted time is difficult to 
"collect" because it: 

• batches - (frequently when 
least needed) 

• does not occur in uninter­
rupted intervals of sufficient 
duration. 

In many agencies the noncommitted 
time (available time) amounts to 
40-50% of the total patrol time. 

Police managers must critically 
examine the noncommitted time issue 
with the view of: 

. 
• increasing it 

• redistributing it 

• effectively using it. 

The block of noncommitted time should 
be considered total aaencv time. 
This time must be productively used 
to achieve the agency's mission. 

Whether the time is used by enhancing 
the role of the uniformed officer 
assigned to routine patrol duties or 
by creating specialized patrols to 
address short-term specific goals 
is a decision to be made by agency 
management. 
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PRESSURES ASSOCIATED WITH NON COMMITTED TIME 

With all of the noncorrmitted time available and the number of 
pr~grams available to choose from, care must be exercised that an agency 
does not embark upon so many changes that little is accomplished except 
to dilute the effectiveness of management programs and efforts. 

Chaos resulting from an excess of management programs is as disruptive 
as it is in a preventive patrol. mode. 

In short, 

'!'HE: MANAGER MUST DISCIPLINE HIl1/HERSELF AND THE ORGANIZATION 
TO DEVELOP A COMPREHENS IVE PLAN WHI CH WILL BE IMPLEMENTED 
INCREMENTALlY IN THE BEST WAY TO ACHIEVE ESTABLISHED OBJECTIVES 
WITHIN AN ACCEPTABLE PERIOD OF TIME. 

," 
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WHAT IS "DIRECTED PATROL" 

Discussion 

Lacking a precise definition, the tenn "directed patrol" means 
different things in different agencies. 

In the MFO, and this training program, the tenn "directed patrol" 
is viewed as a concept of patrol manaoement rather than an activity. 

Definition 

DIRECTED PATROL ME~~S THAT THE ACTIVITIES THAT ARE TO BE PERFOru'~D 
BY PATROL UNITS DURING NONCOMMITTED BLOCKS OF TI¥i ARE: (1) ACTIVITIES 
TH.U ARE INITIATED AND/OR APPROVED BY PATROL M&~AGERS AND (2) ARE ACTJ:VIT!ES 
DIRECTED AT ACCOMPLISHING EITHER A SPECIFIC AND DEFINED SHORT-!E~~ 
OBJECTIVE OR ARE ACTIVITIES DIRECTLY CONTRIBUTING TO THE ACCOMPLISrfr~NT 
OF APPROVED LONG-TERM MISSION OBJECTIVES. 

Two "Directed Patrol" Activities 

Thus, ~e concept of directed patrol embraces two distinct types of 
activities: 

general/mission patrol 

• specific/proactive patrol. 
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CHARLOTTE. NC - MPO TEST SITE "DIRECTED PATROL" PROGRA.'1 

In developing their "directed patrol" program, the managers of the 
Charlotte Police Department recognized the need to distinguish bet~een 
patrol activities performed during "noncommitted" time. They dre~ the 
~istinction this way: 

Directed Activities (General/Mission) 

Those activities which are broader, more general, and difficult to 
measure on a short-term basis. 

Examples of this activity included: crime prevention projects, 
school resource (liaison) work, community relations programs, etc. 

Directed Patrol 

Those activities which are designed to affect particular police 
problems--its objectives are specific, short-term, and "field 
oriented" (Le., crime, traffic, etc.). 

Objective -

concept 

making the patrol function more effective by assigning 
officers to ~ork on kno~~ prob:ems in an organized 
and systematic way. 

the IIconcept" of directed patrol seeks to: 

• provide more precise identification and description 
of problems through crime analysis 

• provide more rigorous and systematic planning 
of tactics to address target problems 

provide an evaluation phase to assess the 
impact of various tactics upon target problems. 
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M,A1:AGEME::T DE( ISIONS 

REGARDING "SPECIFlC/PROACT1VE" PATROL 

"Specific/proactive" patrol assignments are more important and 
more productive than some calls for service 

Team commanders may designate field units as unavailable to 
respond to calls for service or respond only to lIemergenc~·1I 
calls 

Specific program objectives are to be established for each 
plan implemented (including duration and cost objectives) 

Crime analysis must pro,,"ide a detailed cri.'Tle/problem analysis 
and monitor the results of the specific/proactive activity 

Plan to be developed using team participation 

• Plan to 'be formally e:;"aluated at conclusion of program 

• Specific/proactive operational plans must be reduced to writing 
and be approved by field commanders. 

.'" ," ..... ', .. " .' "," .,- ,,, .' ,'. .- \; . 
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PlANNING AND IMPLEMENTATION PROCESS--CHARLOTTE, NC 

Identification of Problem 

• 

• 

Crime analysis to identify problems and trends and provide 
results of detailed analysis 

Crime analysis report to contain: 

type and method of problem 

when and vhere does problem occur 

victim characteristics 

m.o. 's 

description of suspects and vehicies 

vho identified the problem 

recommendations regarding tactics. 

Develoo Plan (Team Participation) 

o select target 

Devise tactical plan--describe attack methods 

Ee imaginative in exploring alternative tactics 

e Tap all available information sources concerning problems 

Involve working officers in L~e development. 

Reviev and Aoorove Plan 

The tactical plan is to be- reduced to ""ritten form. (See attached 
IIDirected Patrol Tactical Plan" format.) 

The plan must be approved by th.e team commander and bureau commander, 
approved plans are forwarded to the bureau chief and to crime analysis 
for monitoring. 
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Implementina Plan 

• Information on plan (current information) provided ~t 
roll call 

• Involved officers m~st review crime analysis report and 
written tactical plan 

• Information sharing is critical 

• Proper entry of availability status for CFS is critical. 

Monitoring Plan 

Crime analrsis to issue regular monitoring reports; each 
report to indicate: 

changes in crime roles or patterns 

other changes in target problem (and evaluate those 
changes with respect to other areas in the city and 
historical data for the target area) 

parallel trends throughout the city. 

Evaluation of Plan 

Team must submit an evaluation report on plan at least on a 
monthly basis (See attached: Directed Patrol Evaluation 
Report) 

The evaluation should also report upon: 

amount of. time expended on target 

impact and effectiveness on target problem 

accuracy of crime analysis information provides for problem 
and plan 

use by teams of information provided 

implementation of plan in accord with written program. 
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CHARLOTTE POLICE DEPARTM~NT 
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CHARLOTTE POLICE DEPARTMENT DIRECTED ,PATROL EVALUATION REPORT 
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DIP£CTED DETERRENT PATROL 

NEW HAVEN, CONNECTICUT 

Features of this program include: 

• Noncommitted time is directed at crime occurrences; 

• Program developed based upon crime analysis 
inPU1:S and patrol officer/commander experience 

• Target crimes are selected; 

s Specific written tactics are developed and tested on 
a monthly basis; 

Directed deterrent "runs" (D-Runs) are established and are 
dispatcher issued and controlled (as are "calls for service ll

); 

Detailed instructions are issued to patrol officers as to 
hO\J the IIrun" \Jill be conducted; . 

I 
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These uD~Runs" can only be interrupted by the officer when 
he encounters an incident requiring an immediate response or by II 
the dispatcher when an emergency call occurs in the D-Run area and; 

A liD-Run" findings and recommendations report is prep~red at 
the conclusion of each. 
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SAMPLE 

DIRECTED PATROL PATTERN SHEET 

RUN NUl-lBER: 821 
SECTOR: EDWARD 

PROBLEM: COMMERCIAL BURGLARY 

Step 1: LOCATION: 
TACTIC: 

Step .2: lOCA!lON: 

Step 3: LOCATION: 
TACTIC: 

Step 4; LOCATION: 
TACTIC: 

Step 5: LOCATION: 
TACTIC: 

SPECIAl NOTES: 

Grand and Quinnipiac 
Park car. Check fronts and backs by walking to 
bridge and back to car. 

Grand and Clinton 
Park car at Firestone. Check fronts and backs by 
~alKing one side of street to front and back to other 
side of street. 

Grand between Clinton and Ferry 
Park at Ferry and Grand and walk to the church be­
tween Atwater and Bright and back to carj check 
fronts and backs of buildings. 

Grand between Quinnipiac and James 
Ride entire length at 5 mph., checking fronts 
and backs as appropriate. One swing in each 
direction. 

ESTIHATED TUlE REOUIRED FOR RUN - 45-50 min. 
e 

Gr~en lights will be used by'the officer while assigned to a deterrent 
run. 

INSTRUCTION SHEET ORIGINATED BY: 

APPROVED BY: 

DATE: 
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DI:F.Et:n:O OE'I'EP.P.E:N'l' PATROL PLANNING CYCU: 
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III 
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NEXT PERl 00 

10 

DISPATCH 
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147 

4 

SET 
STRAnGlES 

WEEK 2 

15 
I 

WR!.TE t.'? I 
I)-RUNS 

W"'.c...~ 3 
6 

.' 

ttST D-RL-';S l 
7 i 

"~x 3 

APPRO"=: 
~ D-R:,I'~t~ 

I 
I· 
I 

I 

I 
I 
I 
I 
I 
I 
I 
I 

i 

I 
I 
I 
I 



I!-
1:-
I: ' 

I 

I: _ 
I~. 

If 
I:: 

COMMUNITY ORIENTED PATROL 

SAN DIEGO, CALIFORNIA 

Salient features of L~is program: 

Places considerable responsibility on. patrol officer to analyze 
and develop patrol tactics. 

• A "beat profile ,i is developed by each officer. 

The beat profile analyzes the community's structure with respect 
to: 

• Socioeconomic condition 
$ Cultural diversity 
• Institutions 
• Organizations 
o Leaders 
G Police problems: 

11 Crime 
.. Traffic 
e Order maintenance 
• Noncriminal demands. 

Patrol officer initiative and discretion encouraged. 

Personnel performance evaluations modified to reflect broader 
responsibilities. 

Prompt dissemination of crime analysis information. 

Development of a community resources manual for referral purposes. 

G Super~isors perform as facilitators.and advisors. 
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DIRECTED INTE~.::TIVE PATROL 

KANSAS CITY, MISSOURI 

Background 

• Developed by Operations Bureau Task Force in 1974, 

• 

Focused on crimes of robbery and residential burglaries; 
aod 

Identified 15 patrol activities that have an impact on 
crime. 

• General Approach 

., 

• Patrol deployment 

Situational analysis 

Crime attacx strategies 

Community involvement 

9 Evaluation. 

Specific Needs - Control o( Av.ailable Time 

• Calls for service given various 'priorities 
" 

Alternate means of reporting incidents. 

Sector Flexibility - Sergeant's Discretion 

~ Decide upon best use of sector personnel involving 
calls for service and directed activities 

"Manpower Utilization Forecast ll 
- computer printout 

of anticipated ~orkload for a month 

• Confer with other sectors to identify mutual needs 
and commi trnen ts 

Dispatchers must be advised of assignment decisions. 

Four Groupings and 15 Activities 

1. Community Education 

- Crime information 
- Community meetings 
- Crime Prevention displays 
- Community newspaper activities. 
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2. Community Organization Programs 

- Operation identification 
- Security surveys 
- Block watchers. 

3. Tactical Deployment 

- Safe walkways 
- Decoy operations 
- Garage and s~ap sales 
- Tae II alarms. 

4. Case Processing 

- Solvability factors 
- Concealed cameras 
- Identification kits 
- Height strips/description pads. 

e Developed process and product measures 

e Program att~mpts to deal with both internal ~apability and 
external (citizen) participa tiCI'l 
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SPLIT~FORCE PATROL 

WI~INGTON, DELAWARE 

salient features of this program: 

'. 
• 

• 

• 

• 

• 
.. 

• 

Establishment of a "basic patrol" element which responds to calls 
for service and performs only limited, directed patrol. 

Establishment of a "structured patrol II element which is dedicated 
to crime control activities and responds only to the most serious 
calls for service. 

Through a "push-pulP scheduling system a total of six shifts of 
duty result each day for basic patrol.* 

Six alternate sector configurations are implemented each day 
and change every four hours. 

Basic car sectors were designated "response sectors" to reflect 
their pr~~ary responsibilities. 

Calls for service <>:.:.-e given priorities and are dispatched on a 
first-come, first-serve basis by assignment to the first 
available and appropriate unit--irrespective of response sector 
assignment. 

Structured patrol is a specialized unit within patrol services. 

Assignments to the structure unit are routinely.and regularly 
made (every four months). 

I: 
I , 

II 

If 

11 

*Based upon. temporal demands and using both PC~..M and hypercube I shifts I. 
are adjusted by either "pulling" units up earlier in time or "pushing" units 
out later in time. 
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DEFINITION - SPECIALIZED PATROL 

Specialized patrol activities are defined as the activities of ~fficers 
who are relieved of the responsibility of handlino routine calls for ser~ice 
in order to concentrate on specific crime problems. 

ESTABLISHING A SPECIALIZED PATROL 

The following issues must be examined by management in considering the 
need for a specialized patrol operation: 

Could regular patrol forces modify their operations to handle the 
problem'? 

Is· there an adequate crime analysis capability to identify crime 
problems and to provide support to specialized patrol operations? 

" 
Does the jurisdiction have a constituency which regularly produces 
crime problems of a magnitude and duration that would occupy a 
specialized unit's ~vailable time? 

Are manpower resources and equipment available? 

Are there contractual constraints? 

Can organizational conflict be kept to an acceptable level? 

What has the experience oi other police agencies with similar ~~its 
been? 

PURPOSES 

Deterrence of suppressible crimes and the on-site apprehension of 
offenders. 
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SUPPRESSIELE CRIMES 

.'. 

I 
I~ 

I 
Crimes which can be viewed in person or monitored by electronic surveil­

laI,'lce, at locati:ons where the police have a legitimate right to be, and crimes I 
,.'.bich can be potentially affected by planned police operations are suppressible 
crimes. For example, such crimes include: street robbery, commercial robbery, 
purse snatchings, residential burglary, and commercid burglary. 

STAFF!NG CONSIDE~~IIONS 

There will be many volunteer applicants with a wide 
range of motives. 

Selection criteria need tg be developed and formalized 
by management. 

Selection criteria should take into account personality 
and skill. 

Selection of supervisory and command personnel is the 
·most critical choice to be made by management. 
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SELECTION AND CHOICES OF TACTICAL RESPONSES 

The selection of a tactical response by management should be the pro-
duct of a management analysis of crime problems and available resour~es, Some 
specific questions to answer ~hen conducting such an analysis for decisionmaking 
are: . 

• 

• 

Are there temporal and:geographic constraints that 
define a pattern? 

Can the crime be observed by police or monitored by 
electronic devices? 

Are there method of operations patterns that may 
lead to a development of suspect identity? 

Is there a victim t}~ol091' that lends itself to 
prediction of occurrence or lends itself to 'decoy or 
possible target observation? 

Can current informant information be used or does i~ 
have to be cultivated? 

Is the identity of a suspect known or is there 
information that may lead to suspect recognition by' 
police? 

What tactics in neighborhoods with similar demographics 
have worked in the past? 

Is needed manpower and equipmen~ available? 

Will assis~ance be required from citizens or private 
firms? 

Will cooperation be requiTed from other departmental 
units or other law enforcement agencies? 

How will this operation affect other specialized 
patrol unit agenc~es? 

Is the objective to move or suppress the problem; 
to investigate itj or to apprehend a suspect while 
a crime is in progress? 
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SPECIALIZED PATROL* 

PROJECT FAMILIES 

• Low Visibility Patrols 

ASSUMPTION: less visible police presence will lead to 
increases in apprehension and r~duction in target crimes. 

METHOD: civilian dress and/or mechanical device tactics. 

Rich Visibilitv Patrols 

ASSm1PTION: increased uniformed police presence will deter 
crime and increase the chances of apprehending criminals. 

METHOD: use of uniformed tactical units. 

Combined Rich/Low visibility patrols 

ASSu~TION: increased uniformed presence combined with less 
visible polic~ presence will deter crime and increase apprehen­
sion rates. 

METHOD: uniform tactical units in combination with civilian 
dress and/or mechanical device tactics. 

*Na~~onal Evaluation Proaram: Traditional Patrol, June, 1976, pp. 40-41. 
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s:?ECIALIZE:P PATROL TAC':ICS A."'~ TARGET CiUMES· I ,~ 

I~ 
~a.:ge~ Crime Tac~ical Alternatives 
!. 

. 
~treet robbery Uniformed tactical patrol: .. Oecoy operations: 

I:' Suspect surveillance: 
Area surveillance. 

I' 
~anmercial robbery PhysicaJ. stake-euts: 

Electronic, stake-ou~s; 
Uniformed tactical patrol; 
Area surveillance: 

Ii 
Suspec": surveillance. 

Residential robbery Uniformed tactical pat:ol: 
Area su--veillance; 

I! Suspect su.. ....... eillance. 

~\lXse snatches Uniformed tactical patrol: 

I~ 
Area surveillance; . 
Suspect su--veillance; 
Cecoys. 

I. 
~siden'tial bu=glL""Y Unifor:led tactical patrol: 

Area surveillance; 
Suspect su.. ....... eillance •• 

I', ~c:.::::ne=cial burglary Uniformed tactical pat=ol; 
Physical stake-outs; 
Electronic stake-out:.s; 
Suspeet surveilla.."lce; I; Area surveillance. 

ilehicle theft Uniformed tactical patrol: 

I ~--
Area surveillance; 
SuspeCt surveillance: 
Decoy operations. 

I~ 
irheft from vehides Uniformed tactieal patrol; 

Cecoy operations; 
A::ea su=veillar.ce. 

I~ 
~pe Decoy oper3.tions; 

Uni:Or:led tactical pat::ol: 
Suspect su.. ....... eillance: 
A::ea surveillal"lce. 

I:·, ;::. ale 
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MAINTAINING Th~ OPERATION 

Once a tactic has been selected and the operation implemented, it is 
necessary to provide management with con~tant data support about: 

• the crime problem; 

• related criminal activities; and 

• the peripheral effects of the operation. 

Operations maintenance should be provided by crime analysis through 
the regular reporting to management of the following events: 

Target or related crimes committed in the target area; 

• Any target crime with similar H.O. or suspect description; 

• Crime displacement; 

• Arrests an~ clearances by other units; 

Pertinent field interview information; 

~~y historical information~n problem; 

• Intelligence on possible suspects; 

e. Happing s~pporti 

Intelligence on narcotics Or fencing activities which 
may be related to the crime pattern; and 

• Evaluation of the project. 
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SOME SUGGESTED PERFOR¥~CE MEASURES* 

To determine the deterrent effect, measure the changes in reported tar­
get crime rates in a particular area: 

• Before, during, and after the program 

• Compared with the prior three years 

o Compared with a selected control area 

• Target crime rate in balance of jurisdiction 

• Target crime rate in adjoining areas 

• When crime occurs - temporal displacement 

• Crime r~tes of non-target crimes 

18 Etc. 

To determine aporehension effectiveness, measure the: 

• Number of arrests for target crime 

• Number of arrests accepted for prosecution 

• Number of arrests leading to conviction 

G Importance of particular arrests 

• Number of hours spent per arres~ 

8 Number of arrests for target crime compared with number 
reported 

• Number of reported crimes cleared 

• Etc. 

*Improvino Patrol Prcductivitv, Vol. lI, pp. 117-119. 
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Successful Proarams Have Allowed For: 

Advanced planning 

• Cooperation between departmental units 

• Careful selection of personnel 

• High quality supervisors 

• Training of personnel 

• "Effective equipment use 

• Adequate financial support 

o Flexibility in operations to meet changes. 

General findinas - Specialized Patrol 

• Evaluations- of performance and effectiveness have proven 
inconclusive. 

Outcome 

There is a need to relate successful tactics to the category 
of crime. 

Police officials believe programs are effective. 

Clearly conceived patrol programs that direct resources at=identified 
crime and problem patterns on a geographic and temporal basis can have a favor­
,able impact upon crime occurrences in the co~~unity. 
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SESSION 10 

RESPONDING TO THE NEEDS AND RIGHTS 
OF CRD4E VICTIMS: MANAGING CRIMINAL lWES'l'IGA'l'IONS 

Sununarv 

This session will present information about the needs and appropriate 
state statutes governing victim rights and the role of law enforcement 
agencies in responding to such needs and rights. By definition, then, 
these new developments associated with victims have a direct relationship 
with the tasks of patrol in the conduct of initial investigations, the 
tasks of investigators in the follow-up phase and case preparation phase 
of the continuing investigation, and, finally, with the overall management 
of the patrol and investigative process. 

By focusing on the victim (and or witness) as the principle client of the 
law enforcement agency, a more clear and specific set of new operational 
tasks and management issues surface for the law enforcement agency. 

In outline, this session will address the following topics: 

• National data about the extent of crime victimization; 

• The meaning of victimization~ 

(9 The doctrine of victims' rights; 

• Statutory legislation in your state; 

• Summary of victim's needs; 

o Definition of a criminal investigation and 
role of the victim and witnessi 

3 The criminal investigation process and case processing 
from call for service to parole; 

o The roles of initial investigators (patrol) and folloW-Up 
investigators (detectives) 
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'OEFnU'l'ION OF VIC'rIM 

One who has heen injured physically, financially, or emotionally as the result 
of the commission of a crime. The definition also includes family memhers of 
a child victimized by the comm~ssion of a crime and the surviving relatives 
of a homicide victim. Source: "Victim and Witness Protection Act of 1982" 
and most state statute~ that define eligibility for victim compensation or 
define a Bill of Rights for Victims. 

EX'j'ENT OF vrCTIMIZA',rION: DATA SOURCES 

NATIONAL CRIME SffilVEY (NCS): Riannual survey/interviews qf 128,000 individuals 12 
years and older in 60,000 households. Reports usually published for each year. 
UNIFORM CRIME REPORT (UCR): Annual report by FBI of reported crimes by Part I 
Categories (similar categories are used in the NCS); reports are generated 
volunatrily by ahout 98% of all state, county; and municipal law enforcement 
agencies in the USA. 

DAT~ AI~OUT VICTlHl?AT.lON 

NATIONAL CRIME SURVEY (NCS) YEAR UNIfORH CRIME REPORT (UCR) 

Incidents Uouoeholds 
Reported Incidents 

U &4S5 p OOO 24.900,000 lqfH 13,290,300 

39.800,000 24.800,000 1 'J82 12,857,218 

36.900.000 23.621.000 l'HD 12,010,200 

34,323,000 22.786.000 IlJR4 11.881.800 

e' 

% UCR/NCS e 
Incidents 

32.0% 

32.3% 

32.71: 

34.6% 

---------.----------\ -- " 
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mwonTINCi CnlHU~ '1~ ffll~ POl.leU; SUPlllIi;U:-Y 'l'al..llaa from Sl1aa ial Jleport, Ouraau of Justice Stqtititics, December, 1985, 
633 Indiana Avenue, Washington, DC 20531, Sl1ecial Rel10rt jNCJ-99432 

{Of the 37,115,000 crimes that too~ place in 1983, as estimated from the National Crime Survey, 35% or 12,B80,000 
were rel10rted to police. Other sl1ecific findings are reprinted in this NSAVAP Summary. These findings are based 

... 

on interviews conducted twice a year with apl1roximately 128,000 l1ersons ages twelve and older in 60,000 households, 
conducted as part of the ongoing National Crime Survey (NCS). The tables reprinted here identify whether crime was 
repo'rted in 19B3 by tYl1e of crime and percent of victimization and the percent of crimes reported by selected victim 
characteristics.t 

PERCENT OF CRIHE nEt>OR~1ID '1'0 POLICE, 1983 

Percent of victimizations 
Don't 

'l'otal number of Reported Not reported know/not 
Type of crime victimizations to police to police ascertained Total 

I-' All crimes 37,1l5,000 35% 64% H 100%. 
0\ 
N 

Crimes of violence 6,015,000 48% 51% 1% 100% 
Ral18 154,000 47 52 100 
Robbery 1,133,000 52 47 1 100 
Aggravated assault 1,588,000 58 40 2 100 
Simple assault 3,141,000 41 58 1 100 

Crimes of theft 14,657,000 26% 72% 2% 100% 
Purse Snatching 177,000 51 48 100 
Pocket Picking 386,000 29 10 100 
Larceny without contact 14,095,000 26 72 2 100 

Household crimes 16,442,000 37% 62% U 100% 
Burglary 6,065,000 49 50 1 100 
Household larceny 9,114,000 25 74 1 100 
Motor vehicle theft 1,264,000 !i9 31 100 

Note: Crime categories include attemllted crimes. --Too few cases to obtain statistically reliable data. 
Figures may not add to total because of rounding. 

Distributed by the National Sheriffs' Associatio~A Vic~im Assistance P~ogram. 1450 Duke Streelt, Alexa~~~iad VA 2231~ 
(703) 036-7021 
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TBblel4. Mart impcrUnt reuon frr ~ tD p:lUee, In3 I 
Crimes ot violenee' Crimes of thert Household crimes 

Agil"l1- House- \lotor 

I All Rob- vated Simple Com- At- Com- At- Bur- hold vehiele 
West important !'Cason crimes Total bery u::sault _ult Total plate.:! tempted Total plated tempted glary lareeny thert 

Total 100% 100% 11l0% 100% 100% 100% 1009& 100% 100% 100% 100% 100% 100% 100% 

E'eanoftI ie II , In ord::r to eolleet in.suranee S - - - - 12 12 - 7 S 4 6 9 9 
Desi!'C to recover property 32 IS 21 - - 43 44 - 35 40 - 26 37 63 

" 

OtIliptian 
BeclIU!!e it was II erim" 8 ., 9 4 7 S 8 - 9 11 12 12 7 6 

1'1 
Because you (elt it was your duty 7 8 7 11 S 7 5 23 7 Ei 7 7 7 " T~ leftp it from happening .tillin 20 31 22 33 35 H 14 %4 19 17 32 23 19 7 

To stD9 or ptre'feftt t2rls ineide>ut 
~hAppen1n( 9 11 15 11 19 4 4 - 9 '1 24 12 8 " 

To punish ottendr:!' 7 14 11 16 12 " 4 - 7 6 9 8 6 5 II "t'benI wa eYicanee Cl' Pf'ODl 1 - - - - 1 - - 1 1 - - 1 -
}feed (or help aiter Inciclrmt 
cbIt to lnjmoy 1 3 - - - - - - - - - - - -

~I ou- II 14 10 11 18 8 '1 - 6 S 10 ., 7 -
Note: Figures may not add to total because ot roun<iJn(. 
--Too few cases to obtain statbtleally reliable data. 

11 

Source. Special ~eport, Bureau of Justice Statistics, December, 1985 I 
633 Ind;~na Avenue, Washington, DC 20531, Special Report #NCJ-99432 
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CRUtE AS. A PERSONAL CRISIS 

• CRIME AS A CRISIS 

--Crisis: a threatening life experience which seriously disrupts 
personnal and social functioning. 

---The key word in this definition is 'threat# ••. a severe threat to the 
self may result in eating or sleep disturbances, inability to engage in 
usual social interactions, inability to think clearly or to concentrate, or 
inability to work. In a very real sense, a threatening event can directly 
and adversely affect the functional integrity of the person ••• • 

-The Psychological Impact of 
Personal Crime· 
Horton Bard Ph. D. 

--Crisis researchers have demonstrated that the ability of an individual 
to adapt to and handle a crisis depends on the meaning of the stressful 
experience and the nature_of the victims experiences immediately after the 
thr·eat. 

--Not ~11 stressful life experiences have a crisis impact, e.g., death 
after a prolonged illness which enables a spouse or relative to be prepared 
for the death. 

--However, threatening life experiences that are sudden and 
unanticipated, unpredictable, and random or arbitrary are qualities of a 
crisis that frequently produce or provoke a shattering i~pact on the 
individuals sense of self and ability to function with others. 

--Most crimes, by definition and action, are suddeni unpredictable, and 
arbitrary ..• most crimes produce a crisis in the victims life. 
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PERSONAL CRIME AS VIOL~T!ON OF SELF -
One way to gain some insight into th~ psychological impact of crime 
victiz~%5tion is to construct a moael (Figure 2). In this ~el, personal 
cri.es have increasingly complex elements for the severity of the stress. 
These cri~es are seen as ~£olations of self, that is, as ~vents in which the 
individuals self is violatea outside personal con'trol. The violation 
increases in severity as the threat to self becomes more direct, culminating 
in the ultimate violation of homic±de--the destruction of self. 

Burglary 

Ii 

11 
1-

Il 
I 

A burglary is an e='!:ample of a crisiS-inducing violatio~ of the self .. People Il 
usually regard their homes or apartments as representatives of themselves. . 
In an important symbolic sense, their homes are extensions of themselves. 
Home is, in the most primitive sense, both nest and castle. Particularly inl 
a densely populated, highly complex environment, it is the place that offers 
security. When that nest is b€fouled by a burglary, often it is n.ot so much 
the fact that money or possessions have been taken that causes the distress'l: 
Is is more that a part of the self has been intruded upon or violated. 

Robbe r.y. 

In robbery, a more complex violation of self takes place. While in bUrglaryl J 
the victim is not directly involved, in robbery the violation of self occurs 
in a more intimate encounter bet~een the victim and the criminal. In this I· 
crime~ not only is an extension of the self taken from the victim (property, 
money, etc.) ·but she or he is also coercively aeprived of independence and 
autonomy, the ability to det€rmine one1s Own fate. Onder threat of 
v~olence, the victim surrenders autonomy and control, and hi~ or her fate 

,,"rests unpredictably in the hands of a threatening other. This situation 
must have a profound ego impact. 

IJ 
I 

No~ let us go a step further on the scale of violation of self to assault 
and robbery. Here there is a double threat: the loss of control, the loss 1 
of independence, the removal of something one sees symbolically as part of 
the self--but now with a new ingredient. An injury is inflicted on the 
boay, the envelop of the self. The external part of the self is injured. I 
!t is painful not only physicallYi the inner being is injured as well. Thi 
physical evidence reminds victims that they are forced to surrender their 
autonomy and also that they have been made to feel less than aaequate. The 1 
physical injury is the visible reminder of their helplessness to protect or 
defend themselves. 

Rape ana Sexu~l Assault 1 
In the crime of rape, the victim is not only deprived of autonomy and 
control and ex?erienee~ manipulation ana often injury to the envelop of thel 
self, but also suffers intrusion of inner space, the roost sacred and privat 
repository of the self. It aoes not matter .... hieh boo}' orifice is breached; J 
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symbolically, they are ~uch the same. Victims of sexual ~Jsault experience 
the .ss~ult as asexual. The thre~t to self is 80 direct and so extreme that 
survival Alone is upper.ost. 

Homicide 

This crise is unquestionably the ultimate violation of .. If. ~e self is 
destroyed and ceases to exist. For the survivors of the bOillcide victim, 
the vic~i.s death is extremely atressful. Cross-cultural rasearch indicates 
that tb. death of a family member or of a close friend la a stress of the 
greatest 8agnitude. The sudden and unpredictable loss of an important 
person often has profouno effe-cts of the survivor. Crisis intervention 
techniques not only benefit the survivor personally, but also lessen the 
degree of dysfunction. 

Fl6lRE 2 

VI CU TI Cl'C a= SELF I r4 PERs.roAl.. a I l£S 

RC8rOY WITH 
!llR€LARY lOBBY PH'T'S I CAl ASSAll. T . a.aP£ ~IClIE 

(1) VICLATES (1) Vl!l..ATES (1) VICl.AiES (n VIC1..ATES (l)ll.TlPATE 
ElIDtSI()( E.XTDISI~ El1B1SI£:m EXl'EJSI()I VlCUTl~: 

(f SD.F Of saF (F sa..F Cf snF IlESTRUCT I ~ 
tf sru= 

(2) LOSS (f (2) LOSS Of (2) lass Cf 
AUTllmY AUT a::Grl' AUT~ 

(3) IUJRY TO (3) IJUJRY TO 
ElT'ER;Ml ElT'ER;Ml 

S£LF &LF 

(4 ) VI Cl..ft. TE S 
l~ 
saF 

---------------I~I~ ?YSCHCL06ICAL ~ITY/SEVERITY Of STR£SS---------------

~: .,.~ PnCHOLOGIc.M.. IMPACT Cf ~ltSCUAL CAl~· ~TOJi !AM Pl;.D ... IN 

!.w'J!! Mngss ~: ~ S£8VICiS ef TN ros~ EAl1.JO C. VIMJO., E»lT~ <1981> 
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GENERAL STAGES OF CRISIS REAC!ION~ 

• Crisis reactions may vary with the person ana the circu=stances of the 
crime as a crisis event. There are, generally, three .t~ges of reaction: 
initial disorganization, a perioa of struggle to achieve balance, ana, 
finally, .tability. The three stages are not aiscrete; there are periods of. 
overlap; there is often movement back and forth for short'periods of time. 

.. Stage One: Initial Impact 

A relatively short period which may last from a matter of hours to days; 
characterized by shock ana feelings of being fragmented; numb, aisoriented, 
feelings of helplessness and disbelief; a natural reaction ana not abnormal 
or idiosyncratic. This imapct is experienced, to some degree, by all victims 
of personal crime. 

Stage ~o: Recoil 

The beginning of the process of repair and healin; which neve: proceeds 
s~oothlYi victims may experience feeling of being discouraged and that liEa 
may not return to pre-crime levels of functioning; the beginnin3 of being 
able to put the event into some form of perspective; victim begins to cope 

I] 
I 

with the meaning of vulnerability, reality ana loss resulting from the crime I . 
event: this waxin; and waning between emotions is a normal part of the t 
reparative process. J 

~ Stage Three: Reorganization 

The victim begins to achieve a' state of balance both internally and in 
relation to the environment; -fear and anger diminish; emotional e~ersy is 
no~ invested in constructive pursuits. -The more serious the violation, the 
longe: it takes the victim to achieve stability. 
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RESPONSE BY OTHERS TO CRISIS REACTION STAGES 

Responses to crisis reactions--crisis intervention by others--are best done 
by the supgortative and positive behavior of others: on-.cen~ officers, 
victiB ASslstance personnel, friends, family, neighbors, and even strangers. 

The crisis has been produced by the intentional threatening behavior of 
another person. The best antidote to the intentional hurtful act by another 
is the intentionally compassionate ,and helpful act by another. 

Butt those who would be helpful must be alert to the burdens im?osed by 
their ~elping role--good intentions alone are insufficient. Supportive and 
positive behavior is manifested by carefully chosen words, actions, and 
guidance. 

LIST~N!NG/VENTILAT!ON 

SOH:S HELPING BEHAVIOR: 
-WORDS AND ACTIONS 

It is 'extre~ely important to allow victims to discharge their feelings. The 
helper should 'not stifle the victims impulse to speak of the crime, even if 
it seems repetitive at first. Listenins with acceptance and without passing 
judgement is the single most supportive act that the helper can perform. 

DIRECTION 

Victims feel helpless and oisordered immediately after the crime, I: is 
oifficult for them to deal with abstractions. Normally self-reliant people 
may need to Ce told what to do. The helper should avoid imposing a mota! 
tone on wha t may appear to be an inf an tile .need for di r ect ion. 

SECOND GUESS!NG 

Victims are extremely sensiti .... e to behavior by others which seems to 
'question their moti .... es or beha .... ior at the time of the crime. Helpers should 
not ask ;uestions out of idle curiosity, particularly questions which may 
seem to the victim to be accusatory. Questions such as ·Why didn~t you 
scream?" should be avoided. 

GUILT 

Victi~s often feel guilty and ashamed, not because of co=plicity in the 
cri~e, but because of the need to explain ~hat happened. Such exp:essions 
a:e usually te~porary. Rather than attempting to argue th~ victim out of 
sLlch feelings, the helper should accept them as a passing part of the 
reparative process. 
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ANGER 

Expressions of anger are appropriate and probably beneficial. A dilemma 
exists for those whetty to help ~hen anger is directed at them: But the 
expression of anger is li)(.ely to be an aCknowledgement by the victim that he 
or she trusts the listener enough to express the feeling. Helpers should 
never ~rsonali%e the anger. The victim is using anger only AS an avenue 
for needed expression. 

This fantasy is a common pitfall for many who help others.- If helpers 
indulge in this fantasy, they ~y unwittingly encourage the victims 
dependence long after it is necessary. Really helping requires sensitivity 
and discipline. It is easy te exploit a vulnerable victim for the 
gratification of personal needs. 

CONCLUSION 

In sum, effective crisis intervention can reduce much of the pain, and long 
term disability that can follow in the wake of crime victimization. 
Supportive human relationships, informed by crisis theory, can reduce the 
ne~d for intervention by mental health professionals long after the crime. 
In the period i~uediately after the threat, what others say and do has great 
importance. Friends, relatives and criminal justice professionals can be 
very effective in facilitating the reparative process for victims. ~ost 
victims--lixe most people--are s~rong and resilient; their emotional and 
social difficulties following victimization are natural and usually 
temporary. But in order to weather their difficulties with relative ease, 
they need the help of those who care and ~ho know ho~ to help. 
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20th CENTURY OBSERVATIONS OF THE ROLE 
OF THE VICTIM 

Wickersham Commission 

~Bardships suffered by victims may affect in some cases the victim·s 
whole attitude toward the administration of public justice" 

Supreme Court Justice Benjamin. N. Cordoza 

-Justice, though due to the accused, is due the accuser also. The 
concept of fairness must not be strained till it is a filament. We 
are to keep the balance true" 
(Snyder v Massachusetts, 291 u.s. 97, 122) 

American Bar Association 

-The state owes it to the witness (and victim) to make the 
circumstances of his sacrifice as comfortable as possible" 

Michigan Governbr"s Study Commission 

-The inept 'handling which victims often receive following a sex crime 
is at the root of much of the reluctance of parents tO'file 
complaints; the experience at this stage can be worse than the 
experience of the crime itself" 

California 

Enactment of the first state statute in the U.S. providing for state 
compensation for victims of violent crime 

President"'s Commission on Law Enforcement and the AdministrCl-tion of 
Justice 

Pioneered the use of victim surveys and recommended nation~ride 
adoption of crime compensation programs 

LEAA Grant Programs 

Distribution of about $50 million in grants and contracts to support 
research, demonstrations, training and assistance to further the 
objectives of improving the manner in which the local justice system 
serve victims and witnesses 

liD 
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RECENT DEVELOPMENTS 

(f Substantial body of literature: victim surveys; psychological 
studies and practices; victimology; historical studies; case law; 
state statutes; victim rights legislation; Annual Crime Victims 
Week. 

• President's Task Force on Victims of Crime: 1982-1983 

• Attorney General's Task Force on Family Violence: 1983-1984 

• Justice Assistance Act of 1984 

• Victims of Crime Act of 1984 

• Victim Witness Protection Act of 1982 

• Office for Victims of Crime/Office of Justice Programs 

• National Association Efforts: 

National Organization for Victim Assistance 
National Sheriffs' Association 
National Organization of Black Law Enforcement Executives 
National District Attorneys' ASlsocia,tion 
American Bar Association' 
National Conference of the Judiciary 
National Conference of Special Court Judges 
National Judicial College 
National Center for Women's Police Studies 
National Association of State Directors of Law Enforcement 

Training 
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G STANDING 

EMERGING DOCTRINE ON 
VICfiMRYGHT~ 

The right tha~ an individual has or is given to initiate and maintain a 
cause of action in a proceeding at law. 

The individual must have a personal stake in the outcome of the proceeding 
so as to assure a finder of fact and. a court that there will be the 
presentation of concrete facts that allege and support the claim that harm 
has been done to one. These facts sharpen the adversary proceeding between 
the accuser and the accused. The proceeding, coupled with confrontation 
between accuser and accused and evaluated by cross-examinations, must result 
ip a presentation of the issues so that the court can make its judgements. 

Standing means, therefore, that: 

o personal harm is done 
• concrete information and evidence is presented 
• the one harmed must participa~e directly 
• the one harmed must have a personal stake in the outcome of the 

proceeding . 

Whil~ the coctr ine of standing is usually used in. reference to ci vi 1 
litigation, scholars have begun to promote the idea that a ·standing" for 
criminal victims in state and local criminal justice proceedings 'is, valid 
and can--and often is--granted by state statutes • .. 
The victim is personally harmed; the victim initiates the report to 
authorities, the victim possess direct information; the victim may be the 
evidence; the victim is examined and required to testify; the victim is 
cross examined; the victim seeks restitution, retribution, or . 
reparation ... without the victim there is no proceeding. 
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VICTIM STANDING AND 
RIGHT OF DUE PROCESS 

I' 
\ 

• STANDING may trigger some procedural rights regarding the decision­
making and the administratiQn of the process of the victim~s case through 
the justice system; 

I, 

I . 
!It DUE PROCESS rights refer to those guarantees that one has when one has 

standing at law. These rights, at a minimum, are: 

--Adequate and timely notice about various proceedings coupled with 
some form of instruction or guidance as to the role to be 
performed by the victim; 

--Opportunity to present evidence, information, and interests in the 
proceedings; 

--Adequate and timely notification about the outcomes of the 
proceedings. 

• STANDING plus DUE PROCE~S result in PARTY STATUS for a victim. This 
combination means, practically, that a victim may have certain specific 
rights. Since a right is an advaritage which compels or directs a related 
duty or ·ob,ligation, then, it may be' argued that justice system 

I' 
I-

. representatives may have the duty to provide to the victim, notifications, 
advice, information, counsel, ~nd instructions about w~at t~ey 7re entitled

l to Clo and what they may be entl tled to expect from var lOUS ':Justlce system ; 
representatives from the moment of report of the crime to the conclusion of J 
the victim~s ftca~eW at parole. . 

• Examples of state laws which reinforce this notion of victim standing,lj 
due process, and victim-as-a-party-to-proceedings are presented and 
discussed below. 
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CURRENT LEGISLATION ENACTED 

.. 43 states plus the District of Columbia and the Virgin Islands 
have established victim compensation programs. In 1984 alone, 
approximately $68.0 million was awarded t9 victims of crime. 

III 28 states have legislation that make some provision for ensuring 
that general victim or victim/witness services be provided at 
the local level. 

• 31 states have enacted Bills of Rights for Victims. 

• 34 states have passed legislation requiring the use of a Victim 
Impact Statement which is submitted by the victim to describe 
the medical, financial and emotional injuries caused by an offender. 
Usually submitted as part of the Presentence Investigation R~port. 
May be used as part of the crime report case-file. 

!It 19 states empower the victim to give a verbal statement (similar 
to the VIS)~ this is often termed "the riaht of allocution". - .. 

" 11 states empower the victim to participate, in some form, in 
a Plea Bargaining Process. 

• 27 states authorize the victim to participate in parole hearings 
either by a written statement or allocution. 

o 32 states have enacted legislation which either requires that 
resti tution to the victim be ordered or mandates that restitution 
be considered at sentencing. 22 states mandate restitution as 
a condition 'of probation. 

.. At least 31 states have enacted la~.s that require officials of 
the justice system to notify victims about various proceedings. 
Specific notifications are required for such actions as: arrest, 
case-status, bail, pre-trial release, plea agreements, probation, 
sentencing, parole, pardon, escapes, work release, trial, 
continuances, and final dispositions. 

At least 27 states have enacted laws that strengthen law 
and court responses to pre-trial intimidation and 
retaliation against victims and witnesses. 
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PROPOSED VICTIM LEGISLATION 

• Victim's right to privacy and protection from harassment as 
a result of disclosure of victim's data~ 

• Victim's attendance at trial court and right not to be 
sequestered except in special instances~ 

• Speedy trial rule and speedy disposition rule for victim's 
cases~ 

• Victim's Bill of Rights or piecemeal legislation regarding 
children as victims or witnesses, including: 

--amending child competency requirements~ 

--amending hearsay admissibility requirements: 

--requiring counselors or guardians ad litem for children; , 

--extending the statute of limitations for crimes against 
children~ 

--requiring speedy trials for offenses ,against children; 

--protecting children's privacy during prosecutioni 

--using and admitting into proceedings video-taped deposi­
tions or testimonies pf children: 

--authorizing employers in child-caring occupations to obtain 
access to records of arrest and conviction of sex-related 
offenses of prospective employees~ 

--mandating background checks of employees working with 
children. 

• Compensation for counselling victims and confidentiality shields 
for such counselors; 

• Enacting, or extending by statute, 
warrantless ar=ests for misdemeanor spousal 
arrest as a preferred intervention in 
domestic violence: 

laws that authorize 
assaults; authorizing 
spousal assaults or 

• Tightening up by law or procedure the enforcement and 
investigation of abuse, neglect, and exploitation of the elderly 
under the doctrine that elder abuse is a criminal act. 
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THE CRIMINAL INVESTIGATION PROCESS 

Definition~ 

The total police effort to collect facts that lead to the 
identification, apprehension, and the ~rrest of an 'offender 
and the organization of these facts in a way that presents 
evidence of guilt so that successful prosecution of the 
offender may occur. 

Outcome of the Process: 

To increase the ratio of convictions to arrest. 

Example: If in a given period there are 100 arrests and 
20 convictions from this pool, the ratio is .20~ if a 
well managed criminal investigation process is guided by 
the outcome measure listed above, then, the process should 
aim at improving this ~atio. For example, in'a given period, 
the 100 arrests should result in 40 convictions or double 
the ratio from .20 to .40. 

Essential Characteristic of Process and OUtcome: 

The process depends on the collection and use of informatiDn; 

Specific types of informa.tion are sought: solvability factors 
and convictability factors; 

The source of .information for solvability or convictability are 
primarily victims, witne5S~s and suspect/defendants; 

Without the willing cooperation of victims or witnesses to 
report, collaborate, identify and testify, there is no effective 
process, ~~d ratios of convictions to arrests will decline. 

Without the victim, there is no criminal justice system. 

Job-Objectives of Investigators and Investigation Process: 

Interview victims (and witnesses) so that solvabilty information 
is obtained, and, simultaneously, interview the victim so that 
their needs and rights are responded to in a manner that fosters 
their continual role in the inve~tigation and prosecution of an 
offender. 
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TASKS OF FIRST RESPONDER 

1. Assure the victim and family that they are safe and 
will be protected. 

2. Assu.re them that they did on wrong and .that the age.ncy or 
others can assist them. 

3. Interview in a positive manner; avoid impression that 
they are being interrogated. 

4. Understand and empathize with the possible cr~s~s reactions 
that may be experienced by victims or families. Behave in 
a posirive manner. 

5. Stabilize the victim. Provide immediate emergency services 
or emergency support as needed. 

6~ Focus on the victim. State: "I'm sorry it happened". "I'm 
glad you're all right". "You did nothing wrong". 

7. Direct the victim about what is being done, how it is being done, 
and why it is being done', Here the "it" refers to any procedures 
(including interviewing as well as crime scene search or processing) 
that your or your colleagues are doing. 

8. Explain several times what your role is, what you are doing and 
how your questions can be of help to the victim. By 'involving the 
victim in a direct, explanation-filled manner, you will be giving 
the victim an opportunity to gain some control over the crime event 
and its aftermath. 

9. Prepare the victim for a wide range of feelings, responses, and 
emotions. Victims will predictably experience these reactions. 
Reassure them that such reactions or responses are generally normal 
and that "ventilation" of feelings is one way of coping and recovering 
from crime and its effects. 
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10. Advise the victim about what happens next. Victims or their 
families should be informed about post-investigation processes 
such as line-ups, photo revjews/mv~ shot r~view5, post arrest 
procedures, etc. 

11. Assure privacy. Ask permission to speak to victims--don't assume 
that permission. Avoid interruptions by others. Treat the victim 
as an individual whose privacy, personal control and autonomy, and 
private property or even his life was intentionally violated by 
the actions of an offender. Don't interviw victims in such 
a manner that a second type of violation occurs. 

12. Help the victim to recover by constantly advising them--after 
the initial investigation--about the pr·:>gress of the case being 
inves.tigated. There may be little or no leads. Yet, each victim 
wants to know how "his" or "her" case is progressing. Keeping them 
informed is one way of helping the victim recover his or her 
control over life. Being consulted and advised is one ~f life's 
more pleasant feelings. 

13. Promote problem resolution with the victim. Listen, clarify, 
and correct false impressions or false hopes or false guilt. 

14. Help the victim focus on pressing priorities that need attention. 
Explore options and solutions with victims so that a plan of action 
for assistance is created when such plans are needed. 

15. Direct the victim to his or her own support system to help them. 
Coping skills of victims depend on a number of factors: age, life-style, 
economic status, families, sex, etc. Refer the victim to other 
support systems whether public or private. 

16." End the interview by making sure that the victim feels safe and 
that they have written or verbal information needed to help them. 
Victims shouldn't be left alone unless they insist. 
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Summary 

SESSION 11 

A PRELIMINARY ~~AGEMENT PLAN 
TO IMPROVE POLICE OPERATIONS 

In this session, participants will work individually or as members of 
the same management team from an individual agency and complete the 
outline of a preliminary management plan to improve some aspect of 
the agency's law enforcement operation. 

As an individual--or as a team--you will selec'c only ~ area for use in 
the plan. In this workshop, we have addressed the following topics or 
areas of interest for law enforcement managers: 

• 10 critical issues affecting management; 

• Classification and analysis of calls~for-service; 

• Differential response to calls-for-service; 

• Patrol workload analysis, deployment and scheduling; 

• Crime analysis; 

• Patrol management and directed patrol planning; 

• Crime victims' rights and law enforcement response; 

• Investigative manag~ment. 

You art! to choose anyone or a part of anyone of these broad areas of 
interest. 

In developing your individual or agency manaqement plan, we ask that 
you write your ideas or suggestions according to the following list: 

• Policies ••• that may need to be developed or revised to 
address the chosen area; 

• Procedures ••• i.e., who does what and under what circumstances 
in order to carry out the policy; 

o Protocols ••• i.e., those written agreements that have to be 
used in order to obtain proper coordination of efforts with 
other justice system agencies, governmental agencies, or 
non-governmental groups so that your policies and procedures 
are understood by these others; 

• Supervision ••. i.e., who is the specific super~isor of the 
procedure and what is the chain of command for accountability 
purposes; 
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• Training ••• i.e., what type of training and for what 
employees will be needed to ensure that employees have 
the requsite knowledge and skill to carry out the 
policies, procedures, protocols, and supervisory duties; 

• Public education and awareness programs •• ~i.e., if the 
area chosen requires an interaction between the agency 
and the public. (governmental, officials, interest groups, 
ci tizens, and tfle media) in order t.o foster and implement 
policies, procedures, and protocols, what type of public 
relations or education will be done. 

There are six pages for your notes; one page for each part of.the 
preliminary plan. 

On this paqe list the area or topic you choose: 

If time permits, we may have one or more of you or a team present their 
ideas. 

-.. --'" 
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SESSION 12 

CONCLUSION OF CONFERENCE 

Summary 

This session will complete the Conference. Participants will 
finish their Conference Evaluation Form and hand it to the 
trainers or the PMA representatives. 

A brief presentation will be made about the current and future 
plans of the Police Management Association. 
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• • IMPROVING POLICE MANAGEMENT PROFESSIONAL CONFERENCE 
EVALUATION FORM 

DAY ONE 
NAME: ______________________________________________ _ 

CURRENT POSITION TITLE: ------------------.------------------
NUMBER OF EMPLOYEES IN YOUR DEPARTMENT __________ _ 

DATE/LOCATION ______________________ _ 

Your responses to the fol1owing questions will help us to improve the quality 
and del ivery of th; s w'J"ks!1~!",. Read each item carefully, circle the rating 
which most accurately reflects your assessment, and please provide any comments,' 
suggestions or recommendations you wish. 

Assess on a 5-po;nt scale (5 = excellent; 1 = very poor) the sessions from the 
following perspective: Clarity -- Was the information clearly presented? 
~;fiCitY -- Was it an appropriate level of new ideas and approaches, or did 

e presentation suggest another approach to you? Relevancy -- Is the • 
information relevant to you, your job and your agency? 
,!tyle? 

Presenter's deliverl 

1. INDIVIDUAL SESSIONS 

Sess ion 1: INTRODlICTION AND ORIENTATION 

--Cl arity 5 4 3 2 1 
--Spec ifi c ity 5 4 3 2 1 
--Re~ :',/a:-::~I 5 4 3 2 1 
--Presenter's Delivery 5 4 3 2 1 

Session 2: CONTEXT FOR IMPROVING POLICE MANAGEMENT 

--Clarity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Rel evancy 5 4 3 2 1 
--Presenter's Delivery 5 4 3 2 1 

Session 3: GROUP TASK 

--Cl arity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Time for Task 5 4 3 2 1 

Session 4: WHY DO PEOPLE CALL THE POLICE? 

--Clarity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter's Delivery 5 4 3 2 1 

APPENDIX C 



• • Session 5: HOW DO DEPARTMENTS RESPOND TO CALLS? 

--C1 at'ity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter1s Delivery 5 4 3 2 1 

Session 6: SUMMARY/CONCLUSION: DAY I 

--C1 arity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter's Delivery 5 4 3 2 1 



• • IMPROVING POLICE MANAGEMENT PROFESSIONAL CONFERENCE 
EVALUATION FORM 

DAY TWO 

NAME AND RANK: ----------------------.----------------------
DEPARTMENT: -------------------------------------------
NUMBER OF EMPLOYEES IN YOUR DEPARTMENT ------------------------
Your responses to the following questions will help us to improve the quality 
and delivery of this workshop. Read each item carefully, circle the rating 

-.. _-- _. which most accurately reflects your assessment, and please provide any comments, 
suggestions or recommendations you wish. 

Assess on a 5-po;nt scale (5 = excellent; 1 = very poor) the sessions from the 
following perspective: Clarity -- Was the information clearly presented? 
Shecificity -- Was it an appropriate level of new ideas and approaches, or did 
t e presentation suggest another approach to you? Relevancy -- Is the • 
information relevant to you, your job and your agency? Presenter's delivery 
styl e? 

1. INDIVIDUAL SESSIONS 

Sess ion 7: PATROL DEPLOYMENT 

--Clarity 5 4 3 2 1 
--Speciflclty 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
- -Presenter's Delivery 5 4 3 2 1 

Session 8: CASE STUDY: PATROL DEPLOYMENT 

--Clarity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter's Delivery 5 4 3 2 1 

Sess ion 9: WHAT DO MANAGERS WANT PATROL UNITS TO DO WHEN DEPLOYED? 

--Clarity 5 4 3 2 1 
--Speclficity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter's Del ivery 5 4 3 2 1 



•• • ""Session 10: RESPONDING TO THE NEEDS AND RIGHTS OF CRIME VICTIMS: 
CRIMINAL INVESTIGATIONS 

--Clarity 5 4 3 2 1 
--Specificity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Presenter1s Delivery 5 4 3 2 1 

Session 11: A MANAGEMENT PLAN TO IMPROVE POLICE OPERATIONS 

--Cl arity 5 4 3 2 1 
--Spec i fic ity 5 4 3 2 1 
--Relevancy 5 4 3 2 1 
--Time for Task 5 4 3 2 1 
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• • 2. WORKSHOP FLOW AND ACTIVITIES 

Please indicate your level of satisfaction on a 5-point scale (5 = very 
satisfied; 1 = very dissatisfied) with the activities and processes of this 
workshop listed below: 

lectures/Presentations 

Time allotted 5 4 3 2 1 
Opportunity for questions 5 4 3 2 1 
Relevancy of visual aids 5 4 3 2 1 
Use of text in Handbook for each sess i on 5 4 3 2 1 

\' , Workshop Flow 

Sequence of seSSlon5 5 4 3 2 1 
Transition from one session to next 5 4 3 2 1 

2ma1l Group Work/lndlvidual Work 

Utility of small group work 5 4 3 2 1 
Utility of indivldual work 5 4 3 2 1 
Time allotted for s~al1 group work 5 4 3 2 1 
Time allotted for individual work 5 4 3 2 1 

Materials 

The Participant Handbook 5 4 3 2 1 
Visual Aids 5 4 3 2 1 
Handouts 5 4 3 2 1 
Task worksheets 5 4 3 2 1 

3. IMPACT OF WORKSHOP 

How informative was the total workshop to you? 

Very Informative 5 4 3 2 1 Uninformative 

How useful was the total workshop to you? 

Very useful 5 4 3 2 1 Useless 

How relevant was the information presented in this workshop to your agency? 

Very relevant 5 4 3 2 1 Irrelevant 

-3-
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• 
4. What were the stronger features of this workshop? 

(Check all that apply) 

• 
A. Presenters' Del ivery __ B. Topics Covered 

C. Course Handbook D. Group Interact ion __ 

E. Other (Please specify) ________ , ______ _ 

5. What were the weaker features of this workshop? 
(Check all that apply) 

A. Insufficient Time Allotted for Lectures 

B. Insufficient Time Allotted for Group Sessions 

C. Course Not Relevant to My Department/Agency 

D. Addltional Visual Aids Needed 

--

E. Other (Please specify) _______________ _ 

6. Please add here other comments/suggestions you may have on the workshop. 

" 



•• July. 1986 
CHIEFS' FOllOW-UP SURVEY 

TO THE 
IMPROVING POLICE MANAGEMENT SEMINAR 

AGENCY NAME: DATE: "l_--, 
NAME, RANK, AND TELEPHONE NUMBER OF PERSON COMPLETING SURVEY: ~ 

1. Based on feedback you received about the IPM seminar, was the training 
worthwhile? 

YES NO 

If NO, pl ease expl ai n: ___________ .....,.. _________ _ 

2. Was the information presented during the IPM seminar compatible with your 
managerial philosop~y? 

YES NO 

If NO, please explain: _________ ~ ____________ _ 

6 

3. Did the IPM seminar provoke the types of discussions among your officers 
that could result in positive change and improved management within your 
agency? 

YES NO 

If NO, p' ease ex p 1 a in: ___ ..;...... _________________ _ 

4. Aside from programs discussed during the lPM seminar that are already in 
place in your department, are there now new programs (e.g. s beat reconfigur­
ation, resource allocation, crime analysis, differential police response, 
etc.) you would like to see implemented as a result of information presented 
during this seminar? 

YES (please specify): ..----

NO 

5. Could you suggest other training topics that would be relevant for future 
IPM seminars. 

~ 

PLEASE RETURN THIS FORM BY AUGUST 30, 1986 TO: POLICE MANAGEMENT ASSOCIATION 
1001 22nd St., N.W., Suite 200 
Washington, DC 20037 
(202) 833-1460 

THANK YOUI 
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