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.. 
SECTION I 

EXECUTIVE SUMMARY OF EVALUATION REPORT 

The Emergency Communications System Project implemented by the 
City of Allentown was designed to establish one central emergency 
communi cati ons center to l"ecei ve and process a 11 requests for emer
gency police, fire, and ambulance services within the City. The 
system was also designed to offer faster and easier access to the 
general public by providing 911 telephone service, no coin dialing 
from public telephones and citizen access call boxes throughout the 
City. 

The major activities of the project included establishing and 
equipping a modern communications center in the City's Public Safety 
Building, transferring existing police, ambulance, and fire dis
patching from their respective locations to the new center, staffing 
the center with trained and capable non-sworn personnel to perform 
the communications function, modifying telephone service to accomo
date 911 service, and educating the publ ic to the availabil ity of 
the new service. . 

The City and the Project Staff have wotked diligently in 
accomplishing these tasks and have initially been very successful 
in providing the residents of the city with a sophisticated and 
well planned system. Minor problems arising during implementation 
have been met head-on and resolved where possible, or plans altered 
when necessary. 

The system has been fully operational since September of 1973, 
and the operation is improving continuously as the personnel become 
more familiar with their duties, and the police and fire personnel 
become more accustomed to the change in procedures. 

Evaluation tasks conducted during the project period sub
stantiate the initial beliefs of the Project Staff that considerable 
improvement was possible. Some of the indicators developed that 
support this statement are as follows; 

1. Citizen awareness of the number to call in an emergency 
has increased by 17%. 

2. Citizen calls to the Bell Telephone operator for emergency 
purposes has .dec)~eased by 40% . 

. -------------------_ .•. _____ , ____ -.1 
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3. Citizen access time to reach the emergency service has 
decreased by 55% on direct dial calls. 

4. Overall response time has been reduced by a minimum of 
10.4%. 

5. Due to the non coin call system now available at all 
'public phones the citizen has additional availability 
of access to the emergency services. 

6. As the operational personnel become more and more 
proficient the entire system becomes more professional 
and better suited to react favorably in the face of 
large emergency situations. 

In light of the success already achieved by the Project Staff, 
and the overwhelming acceptance by the citizens of Allentown, it is 
highly recommended that the system concept be continued. 
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GEORGE A. PRAUL ASSOCIATES 

.. 
SECTION II 

PROJECT ACTIVITIES 

The original goals and objectives of the project were to combine 
all the communi cati ons funct'j ons of the City into one main center 
using new techniques, non-sworn personnel, modern equipment, and a 
911 telephone system in order to improve the communiGations process. 
By these steps it was believed that response time could be signifi-

.' cantly reduced thereby increasing the apprehension rate and crime. 
clearance rate. 

The project application placed specific emphasis on the crime 
of robbery and identified a 35% increase in the index crimes in the 
City between 1970 and 1971 as compared to a national increase of 7%. 

The main project activities included establishment of the 
Communications Center, changeover of the telephone system to the 
911 concept, educating the public in the use of the system t and 
establishing a unit of government with staff to operate the system. 

3 --
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SECTION III 

EVALUATION ACTIVITIES 

Evaluation of this project was divided into three major parts. 
Part 1 consisted of identifying conditions existing before im
plementation of the system~ Part 2 was concerned with the activities 
of the project during the changeover period, and Part 3 was a re
examination'of the same criteria that was examined before system 
imple~~ntation to determine'~omparisons and identify changes. 

. . . 
The data and information used for this eva1uation consisted 

of all the actual data affecting total response time. This in
cluded measuring the following: 

- Time expended by the citizen in reaching the emel"gency . 
service. 

Citizens required to dial the operator for emergency 
service due to lack of knowledge regarding the telephone 
number'S to call. 

Time expended in recelvlng, processing, and dispatching 
requests for service. 

Manpower available to receive and respond to the calls. 

Time expended in traveling to the scene of requests for 
service. 

The methods used to corlect the data varied in each case and, 
in particular instances to insure validity, actual time study tasks 
were performed. 

In the case of citizen access time, local citizens were hired , 
to make test co.lls at two d'jfferent times during the program .. In 
each case 200 calls were made at various times and stop-watch timed. 

Information regarding messag~ proc~ssing time an~ patrol car 
travel time was stop-watch timed by the evaluation staff in one 
hundred different cases. In all cases the validity of the in
formation collected was of prime impo\"tance and the mathod of 
collection determined accordingly. 
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GEORGE A. PRAUI" ASSOCIAT6S ------------------1 
The scope of the evaluation consisted mainly of collecting and 

comparing data relating to op~rations, response time, equipment, 
interviews and meetings with the Project Staff, and evaluation of 
the perfor~ance of the operational personnel. 

The evaluation effort was only limited by the length'of time' 
available ftJm implementation (September, 1973) until final report 
filing time (February~ 1974). However, sufficient statistical 
groundwork has been reported to permit the continuation of "in
house" evaluation • 

Feedback from ~he evaluation staff was continuous during the 
project and included many procedural suggestions and recommendations 
that have been adopted. Severa 1 \'ecommendati ons were also made in 
the interim evaluation report and the City administration is 
actively attempting to implement them., . ~ 

The recommendations included a revision in operational 
personnel scheduling from current 10 hour and 14 hour days to . 
standard 8 hour work days. The Project Staff intends to make this 
change within the next 30 days. 

Another maior recommendation made in the interim report ~':as to 
attempt to resolve the problems created by the operational personnel 
being represented by two separate unions. This situation has re
sulted in two pay scales and two benefit packages existing among the 
center personnel. The new City administration that took office in 
January is attempting to resolve this problem. 

5 -. ' 
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SECTION IV 

fRO~ECT RESULTS & ANALYSIS 

, The· major anti ci pated resul t of the project was a t'eduction in 
response time and this has been initially successful. 

Another result hoped for was either a reduction in the crime 
of robbey'Y or an increase in the apprehension rate caused by more 
rapi.d . response. ' 

Examination of Department crime records were compared 'for the 
periods - September through December, 1972, and September through 
December t 1973. The 1972 period experienced 62 robberies with 13 
cleared - or 21%, while the 1973 period shows 66 robberies with 16 . 
cleared - or 24%. -L..---- ~i /.YCw~J:.~ 4~;;r • 

The time periods available al~e not considered sufficient for i./~~;!:;t!: 
propel' analysis, however, they do indicate that whi'le the occurance'~ ,/f , 

~~~~e~~!,. not de:creclsed, the ..,;!_earance rate by arrest is starting to,v~~r::;3~,~ 
.... 

In general then~ the anticipated results of the project have 
been initially realized and indications for continu~~ improvement 
are appare1t. . . 

. . 
This project has resulted in improved response time, improved 

citizen access for reporting crime, and at least initial indications 
of an improved clearance by arrest rate. \~hile crime reduction has 
not been experienced thus far, it seems probable that improvement 
in all other factors will eventually tend to reduce crime occurences 
even if only due to displacement. 

It is the opinion of the evaluation staff that this project ~ 
represents the best way to attack the pro~lem of reducing response 
time. 

The concept of 911 emergency centers has been proven most 
effective in many areas of the nation and current, or pending, 
legislation in many states is directed toward establishing state
wide 911 services. 
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.. 
The Allentown Center ha~ only been operational since September, 

1973, and has already shown some improvement. This initial improve
ment is encouraging and favorably comparable to other similar projects~ 
that have been imp)emented.>: 

Systems using other approaches such as a seven digit emergency
only number have not proven nearly as successful mainly because of v/ 

the requirement for the publ~c to learn another standard telephone 
number. 

The adoption of the 911 system in Allentown has'provided the 
citizens with a method of reaching emergency services that was never· 
before possible. This will most certainly result in more accurat~ 
and efficient crime reporting and, hopefu1ly, create a better pollce
public relationship due to the professional and 'efficient processing 
of the citizens' complaints. ". 

As in most other projects of thi s type, sh9rt-~].9_~_bu_~ge_~~\'y_ 
sav; ngs ar_fLJ.LC!t real i zed. Sa vi ngs are better re 1 a ted to the um ts 
'c>fser'vlce providedand-the long range capabi 1 ity for- expans; on 
that was not possible prior. to project implementation. 

A specific example is personne1 cost!=l,.Before this proje?t was 
implemented personnel were required at the flre center and pollee 
headquarters. The total number of employees performing the communi
cations duties varied by needs, however, the total number was 
approximately the same as the current number of operational personnel 
assigned to the Communications Center. The City has not released any 
of the original persons and has actually added non-sworn employees to 
relieve the police personnel. T~e City ~s then expending more money 
to provide the service. The proJ~ct savlngs are bettel~ rela~ed to 
the more efficient use of the pollce personnel, thereby posslbly 
reducing the need for expansion in that department, the added capa
biloity now available to process a larger number of requests for 
service, and the increase in efficiency • 

. It is quite obvious that future expenditures would have,bepij 
much higher if the system had not been implemented and that 1~ the 
actual cost savings factor. 

7 ...... ' 
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SECTION V 

FINDINGS & RECOM~lENDl\TIONS 

The findings of this evaluation effort are detailed in two data 
summary reports. 

The first report was filed as an Appendix to the Interim Evalu
ation Report'and consisted of findings before the new communications 
syste~.was operational. . , 

The second summary report was del i vered to the Ci ty of All ento\'Jn 
in January, 1974, and copies will be, attached to those copies of this 
report that a)"e forwarded to the Governor's Justice Commission. The 
second summary report identified the findings of similar data collecting 
after the new center became operational and shows comparisons to the 
original report. 

The second report indicates that duiing the first four months of 
operation some degree of success has been accomplished. 

An overall response time reduction of 10% has been identified, 
however this is only the minimum reduction accomplished. If the 
reduction in 'dial operator' calls had also been computed into the 
overall reduction, the percentage would be much greater. 

The reduction was not included for two reasons, as follows:· 

1. The intent was to show the variation between two identical 
testings, therefore the same number of calls were made 
through the operator in both tests. 

2. The control of the reliability of the data was poor since 
the telephone company supplied the information based on 
cards filed by numerous telephone operators 'in the central 
offices. 

It is accurate to state however, that the 10.34% reduction is 
the absolute minimum reduction and the probability exists that a 
15% reduction was realized. It is also probable to expect that 
additional decreases will be realized because of the improving 
public awareness of the 911 operation as identified in the second 
data summary. 
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The factor that has most affected the succ'ess of thi s project 
is the cooperative attitude of all persons concerned. These include 
the City Administrator, the Project Staff and the operational 
personnel of the new center and emergency services ag&ncies. Their 
ability to be constructive, and devotion to producing an efficient, . 
operation, has proven to be a key factor in the project. 

The project has proven to this evaluator to be of considerable 
worth to the City of Allento'wn, its' citizens and the City Government. 
The initial findings are conclusive enough to strongly indicate that 
continued improvement will be realized in reaching the project goals 
and objectives and will be accomplished in the most efficient and 
cost effective manner. . 

It is also the opinion of. this evaluator that continued progress 
will result in improvements in all areas of the Criminal Justice 
system. As the citizenship of the community becomes Dlore aware it is 
believed that they VJill also become more responsive. This cou'ld well 
result in quicker and more complete crime reporting and an increased 
willingness on the part of the citizentry to become involved. 

Specific recommendations designed to aid the C"ity in gainin-g 
additional improvement from this project are as follows: 

Continue to actively seek a solution to the problem of 
the operational personnel being represented by two 

- separate unions and having different wage and benefit 
packages. 

- Continue to improve the level of manage~ent and line 
supervision assigned to the communications staff. 

- Develop and provide a continuous in-service training 
program for the dispatching staff that is designed to 
deal with day to day problems, operat"ional standa}1ds, 
'and review of previous errors. 

Develop and institute periodic staff meetings between 
the management staff of the communications center, 
police department, and fire department to review 
problems, alter procedures t and create mutual under
standing between the agencies. 

Continue the collection of statistical data to be used 
for inMhouse evaluation and comparisons to the initial 
findings of this report. 

9 ..... , 
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It is further recommended that the City institute a broad 
review of the police department in an effort to insure that existing 
personnel are being utilized to the best advantage. This recommend
at;on ;s made due to the limited amount of manpower available to 
receive and process calls for sey'vice as identified in the summary 
reports, and is in'no way meant to be a criticism of the police 
administration. ... .. 

In considering projects of like nature in the Stute of 
Pennsylvania, it is recommended that the Governor's Justice 
Commission assure itself that the following major items are given 
adequ~te attention by the pr9ject planners. 

- 'Extensive and conclusive pre-project data collection 
and p'l ann; ng. 
An ex.ample On .:t1U-.6 plavuung c.a.n. be. Jtev,[e.wed ,[n. a Jt.epoJtt 
Jtec.entiy pll.epcvr.ed 6oll. Lanc.M.:te.ll. Cay and COun.:ty, 
PenYlJ.> ylvan.[a.. Thi6 JtepoJr..:t Jtepll.eJ., eM!.> '[nLtl.al plann,[ng . 
~:tag eJ., • 

- Detailed technical and operational design based on -
initial report and human engineering factors. 

Extensive pre-operation trai~ing for all personnel. 

Heavy-public education progra~s. 
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3A Citizen Access Time 

To determine the time expended by a citi~en when he decides 

to call the police until he reaches the complaint operator, 200 

telephone ,calls were made to Police Headquarters and exact times 

logged from the 'lifting of the receiver to an anS\ver by the 

police complaint desk. Two persons were selected to make 100 

calls each and they each used their home phones which are in the 

two separ~t~ exchang~ areas. Each caller performed the following 

tasks but on separate days. All calls were distributed over a 

period of time and at a frequency of no less than 12 minutes 

apart to avoid overloading the complaint operator. 

1. 50 calls were made by each caller over a 48 hour period 

during the week of January 14th, 1974. the calls were 

made by dialing 911 and timed from the ~~art of dialing 

until answered in the emergency communications center. 

The results of these calls are shown on EXHIBITS 1 & 2. 

2. 50 calls were made by each caller over a 48 hour period 

during the week of January 14th, 1974. These calls were 

made by dialing Operator and asking for the Allentown 

Police and were also timed from the start of dialing 

until contact was made with the emergency communications 

center. The results ofthe~e calli are shown on 

EXHIBITS 3 & 4. 

EXHIBIT 5 is a compatison between the citizen access times 

from Tasks 1A and 3A. 
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EXHIBIT 1 

'Telephone survey from 439 exchange, Januari 16 - 19,1974. 

CALL 
NO. 

1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. 
IS. 
16. 
17. 
18. 
19. 
20. 
21. 
22. 
23. 
24. 
25. 
26. 
27. 
28. 
29. 
30. 
31. 
32. 
33. 
34. 
35. 
36. 
37. 
38. 
39. 
40. 
41. 
42. 
43. 
44. 
45. 
46. 
47. 
48. 
49. 
50. 

TUIE OF 
CALL 

8.52 PM 
9.13 
9.40 

10.00 
10.45 
11.00 
11.15 
11.29 
11.44 
11.59 
12.15 AM 
12.30 
12.45 
1.00 
1.15 ' 
1.30 
1.45 
2.00 
2.15 
2.30 
2.45 
3.00 
3.15 
;;,30 
3.45 
9.18 
9.40 
9.55 

10.10 
10.25 
10.57 
11.13 
11. 25 
1. 35 PM 
2.00 
2.20 
2.39 
3.10 
3.25 . 
3.53 
5.20 
5.42 
6.00 
6.22 
6.40 
6.55 
7.24 
7.57 
8.15 
8.35 

SECONDS TO 
COMPLETE 

CALL 

11 
8 
6 
8 
8 

10 
11 

9 
10 

9 
7 

12 
9 

13 
8 
7 

12 
11 
11 
19 

9 
13 
12 

8 
13 

8 
8 

13 
11 
12 

8 
14 
13 
27 
17 

8 
16 
12 

7 
11 , 
14 
10 

8 
17 

8 
10 
35 

9 
51 
10 

BUSY 
SIGNAL 

yes no 

- 2 -

x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 

x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 

.x 
x 
x 
x 
x 
x 
x 
x 

DISCONNECT 

yes no 

x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x, 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 
x 

-. x 
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EXHIBIT 2 , EXHIBIT 3 
g 

Telephone survey from 797 exchange, January 16 :.. 19, 1974. I Te1eEhone survey from 439 exchange, January 14 17, 1974. 

CALL TIME OF SECONDS TO BUSY DISCONNECT 
) CALL TIME OF SECONDS TO BUSY DISCOi\'NECT C01vIMENTS 
, CQ\lMENTS 

NO.' CALL COMPLETE SIGNAL , NO; CALL COMPLETE SIGNAL 
CALL :les no ~" no CALL yes no yes no 

1. 8.00 Mi'- 25 x x 1. 12.30 AM 29 x x 
2. 8.15 24 x x 2. 12.46 35 x x , 
3. 8.30 24 x x 3. 1.05 29 x x 
4. 8.45 23 x x 4. 1. 20 30 Yo X 
5. 9.00 24 x x 5. 1.35 29 x x . 6. 9.15 23 6. 1.50 27 x x x' x 
7. 9.31 22 x x 7. 2.07 '29 x x 
8. 9.46 24 x x 8. 2.23 32 x x 
9. 10.05 23 x x 9. 2.40 28 x x 
10. 10.20 20 x x 10. 2.55 25 x x 
11. 10.35 . 23 x x 11. 3.10 30 x x 
12. 10.50' 23 x x 12. 3.25 29 x x 
13. 11.05 23 x x 13. 3.40 28 x x 
14. 11.20 23 x x 14. 3.55 29 x x 
15. 11.35 23 x x 15. 4.13 31 x x 
16. 4.00 PM 18 x x 16. 9.55 . 37 x x 
17. 4.15 29 x x 17. 10.13 47 x x 
18. 4.30 29 x x 18 .. 10.30 1.25 x x. Bell opel'. - 63 s ans\<lering 
19. 4.45 21 x x 19. 10.50 30 x x 
20. 5.00 28 x x 20. 11.09 45 x x Bell dialed.wrong no. 
21. 5.15 27 x x 21. 11.33 53 x x Bell - 34 5 ans,vering 
22. 5.33 25 x x 22. 11. 50 33 x x 
23. 5.50 24 x x 23. 12.25 PM 32 x x 
24. 6.05 26 x x 24. 12.45 35 x x 

:I 25. 6.35 25 x x- 25. 1.08 56 x x Bell - 33 S ansl"ering 
'1 26. '6.50 22 x 26. 1.30 36 x x . , 

x " 

: 27. 7.05 21 x x 27. 1.53 54 x x Bell 35 s answering 
28. 7.20 22 x x 28. 2.08 29 x x 
29. 7.35 21 x x 29. 2.22 37 x x 
30. 7.50 21 x x 30. 2.44 59 x x Bell - 33 s answering 

,1 31. 8.05 20 x x 31. 4.05 60 x x Bell - 37 s answering 
j 32. 8.20 24 x x 32. 4.45 . 29 x x 

'j 33. 8.35 21 x x 33. 5.05 26 x x 
34. 8.50 21 x x 34.· 5.20 29 x x 

1 35. 9.05 25 x x 35. 6.04 29 x x. 
36. 12.01 .AM 24 x x 36. 6.20 34 x x 
37. 12.16 22 x x 37. 6.50 34 x x 
:8. 12.33 22 x x 38. 7.08 50 x x 
30. 12.48 17 x x 39. 7.38 26 x x 
40. 1.03 21 x x 40. 7.55 26 x x 
41. 1.18 17 x x 41. 8.15 30 x x 

:l 
42. 1.35 25 x x 42. 8.44 33 x x 

" 
43. 1.50 17 x x 43. 9.10 37 x x 
44. 2.05 20 x x 44. 9.26 30 x x 

,{ 45. 2 .. 20 21 x x 45. 9.45 28 x x 
~ 46. 2.35 22 x x 46. 10.00 57 x x Bell - 30 s answering , 
\ 47. 2.50 19 x. x 47. 10.16 29 x x 

'48. 3.05 24 x x 48. 10.37 26 x x 
49. 3.20 17 x x 

I 

49. 10.55 41 x x 
50. 3.35 18 x x 50. 11.17 47 :x: x -. L -. 

- 3 -
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• EXHIBIT 4 , EXHIBIT 5 

Te1eEhone surver from 797 exchange, Januarl 14 - 17, 1974. COMPARISON 
11 CITIZEN ACCESS T1NE 

CALL T1ME OF SECOJ'.mS TO BUSY DISCONNECT CO~NENTS tj PRIOR TO AND AFTER 911 IMPLEMENiATION 
CALL CO~1PLETE SIGNAL 

II 
CITY OF ALLENTOWN, PENNSYLV.A.t"lIA 

CALL les no i:es no 

1. 4.00 PM 44 x x 11 
2. 4,15 45 x x II 
3. 4.30 2.00 x x Rang 8 times for Bell oper_\ 
4. 4.48 1.05 x x 
5. 5.05 56 x x 
6. 5.20 48 x x 
7. 5.35 58 x x Minimum Maximum 
8. 5.50 ' 59 x 

Average 
x Time ' 'Time Time 

9. 6.05 1.06 x x 200 Test Calls, July 1973, prior to "91111 

10. 6.20 47 x x 
11. 6.38 1.00 x x 
12. 6.55' . 2.06 x x 50 direct dial calls from 439 exchange 15 5 
13. 7.15 52 x x 

74 s 31 s 

14. 7.30 2.10 x x 50 direct dial calls from 797 exchange 26 s 
15. 7.47 43 x x 

141 s 46 s 

16. 8.02 2.06 x x 50 dial operator calls from 439 exchange 24 s 
17. 8.18 44 x x 

92 s 46 s 

18. 8.35 46 x x 50 dial operator calls from 797 exchange 27 s 
19. 8.50 51 x x 

118 s 51 s 

20. 9.05 42 x x 
21. 12.01 AM 1.05 x x Averages for 200 Test Calls 23 s 106 s 44 s 
22. 12.17 2.00 x x 
23. 12.33 1. 28 x x 
24. 12.50 49 x x 
25. 1.05 3.53 x x Diqled b~ice for Bell oper. 
26. 1. 20 45 x x. 
2'1. 1.35 41 x x 
28. 1.50 40 x x 
29. 2.05 41 x x 200 Test Calls, January 1974, after 
30. 2.20 43 x x 911 imE1ementation . 
31. 2.35 ' 51 x x 
32. 2.50 54 x x 
33. 3.06 54 x x SO direct dial calls from 439 exchange 6 s 51 s 12 s 
34. 3.22 46 x x 
35. 3.38 1.45 x x SO direct dial calls from 797 exchange 17 s 29 s 22 s 
36. 8.30 55 x x 
37. 8.50 45 x x 50 dial operator calls from 439 exchange 26 s 85 s 36 s 
38. 9.15 41 x x 
39. 9.30 43 x x 50 dial operator calls from 797 exchange 39 s 233 s 64 s 
40. 9.45 39 x x 
41. 10.03' 1.16 x x 
42. 10.20 58 x x Averages for 200 Test Calls 22,s 99 s 34 s 
43. 10.40 57 x x " 
44. 10.57 53 x x 
45. 11.15 55 x x 
46. 11.33 42 x ". ~' ... 
47. 11. 50 57 x x . Percent of· Change 
48. 12.10 PM 43 x x 
49. 12.36 LIS x x Direct dial calls 55.84 % 

SO. .12.52 1.00 x x Dial operator calls + 3.09 % -. ' . -. 
- 5 - - 6 
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3B "Dial Operator" Police Calls 

The Bell Telephone Company was r~quested' to supply in

formation regarding the number of times citizens dial the 

oper~tor when they need the Police Department. 

During the period January 6th through January 12th, 

1974, the total number of calls placed through the 

op~rat'or ''las 77 ~ 

Comparison 

Task IB .. 

Operator calls July 23 thru July 29,1973, inclusive 187 

Daily average - 26.7 calls 

Task 3B 
. 

Operator calls Jan. 6 thru Jan. 12, 1974, inclusive. 77 

Daily average - 11 calls 

Percent of change 

Estimated seasonal reduction in crime reporting 
for same periods 

Estimated actual percent reduction in dial 
operator calls 

- 7 

18 

i/o 
...;-.t 

" 
\ 

% 

". ii" 

3C & 3D Message Processing and Police Response Time 

To determine the amount of time expended after a c~mp1aint 

is received in the Communications Center until the responding 

police unit reaches the scene, 100 actual complaint cards were 

reviewed for cases requiring immediate response. 

-.. 
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EXHIBIT 6 - 1 EXHIBIT 6 2 

DATE TIME TYPE OF CALL MESSAGE RESPONSE TOTAL MESSAGE PROCESSING PROCESSING TIME TIME and TIME 
RESPONSE TIME 

1/12/74 15:16 Shoplifter 11 1 12 (All Times in Minutes) 15:23 Fire 1 1 2 
15:31 Accident 4 1 5 . 15: 33 Alarm 1 7 8 
16:06 Injured person 3 1 4 DATE TIME TYPE OF CALL MESSAGE RESPONSE TOTAL 16:13 Vandalism 1 4 5 PROCESSING TIME TIME 16:41 Accident' 1 2 3 TIME 17:28 Hit' and run 1 5 6 
17:57 Fight 1 2 3 1/11/74 12:08 Accident 2 8 10 18:50 Fight 1 4 5 12:44 Accident 1 5 6 19:02 Stroke victim 1 1 2 12:54 Accident 1 1 2 19:20 Alarm 1 4 5 13:26 Injury 3 3 6 19:38 Injured person 1 4 5 15.:53' . Accident 3 5 8 19:52 Accident 1 1 2 18:05 Disturbance 1 4 5 20:21 Inj ured person 1 3 4 19:20 Alarm 1 8 9 20:47 Malicious mischief 2 4 6 19:31 Juvenile problem 1 2. 3 21:53 Assault 1 2 3 19:37 Alarm ' 1 1 2 22:41 Possible stroke 1 4 5 19:41 . Fight 6 4 10 23:52 Burglary 1 3 4 20:26 Accident 2 2 4 20:26 Injured person 2 2 4 1/13/73 00:35 Sick person 1 6 7 20:49 Fight 3 7 10 01:44 Family disturbfulce 1 3 4 20:55 Disturbance 3 3 6 02:13 Disturba.nce 1 2 3 21:19 Ala).l11 4 4 8 02:36 Injul'ecl fJel'SOIl 1 :; 4 22:44 Accident 1 6 7 02:47 Injured person 1 6 7 22:51 Assault and BattelY 1 4 5 03:01 Prowler 1 4 5 22:56 Family disturbance 5 6, 11 03:17 Disturba.nce 1 7 8 23:01 Live wi re dmffi 3 9 12 03:45 Man \'1i th a gun 1 1 2 

23:05 Disturbance 1 1 2 05:03 Someone screaming 1 2 3 23:18 Alarm 1 8 8 07:21 Woman in labor 1 3 4 23:35 Burglary 1 5 6 07:22 Possible dead person 1 6 7 23;56 Injured person 2 1 3 09:11 Vandalism 1 5 6 
12:03 Accident J. 1 8 1/12/74 00:58 Family disturbru1ce 1 6 7 13:11 Alarm 1 6 7 01:02 Attempted suicide 3 6 9 13:34 Fight 3 6 9 

.01:27 Woman in labor 4 2 6 14:13 Drw1k 1 2 3 02:22 Fight 2 5 7 16:10 Disturbance 1 6 7 02:56 Assist officer 1 7 8 19:17 Alarm 1 6 7 
03:10 Woman in labor 1 2 3 20:18 Sick person 1 2 3 03:28 Attempted entry 1 4 5 21:45 Fire 2 1 3 
03:38 Man with gun 1 4 5 22:27 Fire :1 a 3 03:56 Strong gas odor 2 3 5 23:02 Alarm 1 2 3 07:10 Fire 1 3 4 23:49 Disturbance 1 1 2 
08:30 Alarm 2 6 8 09:32 Traffic Hazard 1 5 6 1/14/74 00:21 Heart attack 1 6 7 09:42 Burglary 1 3' 4 10:48 Shoplifting 7 8 15 
09:46 Um'lanted person 1 1 2 17:15 Accident 1 1 2 
10:09 Injured person 1 1 2 ' 17:34 Harrassment ,4 1 5 
11:21 Robbery 1 3 4 17:34 Shooting 1 1 2 
12:28 Accident 1 5 6 19:02 Accident 1 1 2 
13:08 Accident 1 1 2 19:46 Disturbance 3 6 9 
13:19 Attempted ,burglary . 4 4 8 
14:50 Man \'1i th gun 1 2 3 

-" ""'" . 
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EXHIBIT 6 - 3 EXHIBIT 7 

Average processing 
00 00 and ..;t rl 

DATE TIME TIPE OF CALL MESSAGE RESPONSE TOTAL · · response time total lJ') tI') 
0 a 

" ... _ ... --,-_ ...... _--_ ......... -,., ... - -- -------
PROCESSING TIiv1E TIME 

TIME 
Longest processing a a and a a · · response time total 00 lJ') 

rl rl 

Shortest processing a 0 
Q ("~ and · · rl N response time total a a 

. 
\0 t--.. 

1/24/74 03:22 Accident 1 ~ 4 oJ 

03:53 Assau1 t and battery 2 3. 3 
10:09 Accident 1 6 7 
12:24 Fight 1 4 5 
14:26 Assault and battery 1 3 4 
15:05 Disturbance 1 3 4 
17:08 Fire 1 1 2 
17:52 Fire 1 2 3 

rl t.f) 

. Average response time · · ..;t IJ') 
a 0 

~ 

~ Longest a a a a H response time · · E-! lJ') 00 
~ A rl 0 
U) tJ') f---- -a U!T Shortest lJ') a A. a a U) U response time · · ,gJ t.f) a r-l 

0 a Vl 

~ 
~ 

B 
Vl 

~ Average t.f) rl 
t.f) ..;t. U) 

~ processing time · · I-j 0 r-l rl 
~ +-l CJ 0 E-! 

~ 
A 

~ rl 

Longest a a U H tJ.!i' 0 a U) processing time · · U) U lJ') r-l u.:t rl r-l rl U 

~ ~ 
A. U) Shortest l a a 
~ E$ rl a 

processing time · · ~ a rl a a UJ 
U) r-'---
~ 

r-. r-. 
Vl .g § 

0 
U U 
<I) <I) 
Vl Vl 

U!T U!T 

Vl Vl 
<I) <I) 

ra'!5 p 

~.~ 11~ 
;g 'g 

B~ ::l 
Vl'rl ~,~ 

r.::l Vl <I) A Vl <I) 
rl <I) ~ t.f) 

<I) ~ 'U) Vl' 
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Before 

After 

TOTAL RESPONSE TIME GRAPH 

Before and After 911 Implementation 
Bas~d on developed averages 

Access 

445 

Process 

1 m, 33s 

Response 

4 m, 16s 

Overall reduction of 10.43%. 

TOTAL 

6 m, 33s 

00 



~: EXHIBIT 9 - 1 

il Manpower Availability - October 15 'thru' October 21, 1973. " 

r 
1 , 

3E , Manpower Availabi1itl 
1.1 

DAY & DATE SHIFT LIEUT. SGT. PATROL PARK FOOT MOBILE 
OFFICERS POLICE OFFICERS UNITS . 11 

To determine the manpower available to answer requests 
11 

Monday 'l AM- 3 PM 1 1 17 1 1 14 
for service, work schedules were reviewed for four one-week ~ 10/15/73 3 PM-II PM 0 1 18 2 2 13 
periods. Each one-week period was selected from a different ~ 11 PM- 7 AM 1 0 10 0 1 10 

~ month. 
I Tuesday 7 AM- 3 PM 1 1 16 1 1 IS i 

The results of that review are shown on EXHIBIT 9. 10/16/73 3 PM-II PM 0 1 19 2 1 15 

EXHIBIT 10 is a comparison between the figures compiled 
+1 PM- 7AM 1 1 11 0 1 12 

regarding manpower availability before and after the Emergency Wednesday 7 AM- 3 PM 1 1 18 1 1 16 
Communications Center became operational. 10/17/73 3 PM-II PM 0 1 19 1 1 15 

11 PM- 7 AM 1 1 14 0 1 13 

TIlUTsday 7 AM,-3 PM 1 1 17 1 1 15 

10/18/73 3 PM-II PM 1 1 19 1 1 16 

11 PM- 7 AM 1 1 14 0 1 13 

Friday 7 AM- 3 PM 1 1 15 2 1 15 

10/19/73 :5 PM-II PM 1 1 17 2 1 14 

11 PM- 7 Nvl 1 1 12 0 1 12 

Saturday 7 AM- 3 HvI 0 1 16 2 1 13 . 

10/20/73 3 PM-II PM 0 1 16 1 1 13 

11 PM- 7AM 1 1 10 0 1 12 

Stmday 7 AM- 3 PM 0 1 13 2 1 12 

10/21/73 3 PM-II PM 1 1 14 2 1 13 

11 PM- 7 Pu'vl 1 1 10 0 1 12 

.... .... 
14 

IS 
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I ' EXHIBIT 9 - 2 

ManEower Availability - November 19 thru November 25) 1973~ 

DAY & DATE SHIFT 

Monday 7 AI\l- 3 PM 

11/19/73 3 PM-II PM 

11 PM- 7 AI\! 

Tuesday 7 AM- 3 PM 

11/20/73 3 PM-II PM 

Wec1p.esday 

11/21/7"3 

Thursday 

11/22/73 

Friday 

11/23/73 

Saturday 

11/24/73 

S~day 

"fl/25/73 

11 PM- 7 AM. 

7 AM- 3 PM 

3 PM-II PM 

11 ?M- 7 Al'vl 

7 AM- 3 PM 

3 P~I-11 PM 

11· PM- 7 AM 

7 .AM- 3 PM 

3 Pi\'I-11 PM 

11 PM- 7 AM 

7.AM- 3 PM 

3 PM-II PM 

11 PM- 7 AM 

7 A}1- 3 PM 

3 PM-II PM 

11 PM- 7 .AM 

LIEUT. 

o 

1 

1 

1 

1 

1 

1 

1 

o 

1 

1 

o 

1 

1 

o 

1 

1 

o 

1 

o 

O. 

SGT. 

1 

o 

o 

1 

1 

o 

1 

o 

1 

o 

o 

1 

1 

o 

1 

1 

o 

1 

1 

1 

1 

16 

PATROL 
OFFICERS 

16 

16 

16 

19 

17 

12 

20 

18 

11 

16 

10 

11 

19 

17 
. 

9 

16 

16 

11 

10 

12 

11 

PARK 
POLICE 

.... 

2 

2 

o 

1 

2 

o 

1 

2 

o 

1 

2 

o 

2 

o 

o 

2 

2 

a 

3 

2, 

o 

FOOT 
OFFICERS 

1 

1 

1 

1 

1 

1 

1 

'I 

1 

1 

1 

o 

1 

.1 

a 

1 

1 

o 

1 

1 

o 

MOBILE 
UNITS 

13 

11 

12 

16 

15 

11 

16 

14 

11 

12 

11 

11 

16 

15 

9 

14 

13 

11 

12 

12 

11 

.1 

;- EXHIBIT 9 - 3 

Manpower Availability - Decem~er3 thru December 9, 197~. 

DAY & DATE 

Monday 

12/3/73 

Tuesday 

12/4/73 

Wednesday 

12/5/73 

Thursday 

12/6/73 

Friday 

12/7/73 

Saturdw 

12/8/73 

Sunday 

12/9/73 

SHIFf LIEUT. 

7 AM~ 3 PM 1 

3 PM-II PM 1 

11 PM- 7 A\1 1 

7 ArvI- 3 R'v1 1 

3 PM-II PM 1 

11 PM- 7AM 

7 AM- 3 PM 

3 PM-ll PM 

11 PM- 7 .AM 

7 AM- 3 PM 

3 Pi\I-ll P~1 

11 PM- 7.AM 

7 AM- 3 PM 

3 PM-II PM 

11 PM- 7 .AM 

7 AM- 3 PM 

3 PM-II PM 

11 PM- 7 AI"I 

7 AM- .3 PM 

3 PM-II PM 

11 PM- 7 AM 

1 

o 

o 

1 

1 

o 

I 

1 

o 

1 

o 

o 

1 

1 

o 

1 

SGT. 

1 

.0 

1 

o 

1 

1 

1 

1 

1 

o 

1 

1 

1 

1 

o 

1 

1 

o 

1 

1 

o 

PATROL 
OFFICERS 

IS 

19 

14 

12 

17 

15 

12 

20 

14 

11 

19 

13 

15 

19 

13 

13 

16 

11 

13 

13 

12 

PARK 
POLICE 

1 

1 

o 

o 

1 

o 

o 
o 

o 

1 

1 

o 

1 

1 

o 

... 

1 

2 

o 

1 

2 

o 

FOOT 
OFFICERS 

1 

2 

1 

o 

2 

1 

o 

1 

1 

o 

l' 

1 

1 

1 

1 

1 

1 

1 

o 

1 

o 

MOBILE 
UNITS 

14 

IS 

12 

12 

16 

12 

12 

15 

12 

10 

15 

12 

14-

16 

11 

12 

14-

11 

12 

12 

11 

____ .--------------.....lJI."j7~---------------r- -----



EXHIBIT 9 4 , .. .. - , • I 

.,j' . ' . EXHIBIT 10 

~lanp01."er Availability - January 7 thru January 13 , 1974. ' , 
, . 

DAY & DATE SHIFf LIEUT. SGT. PATROL PARK FOOT MOBILE t OFFICERS POLICE OFFICERS UNITS II . , I COMPARISON 
Monday 7 A/'.l- 3 PM 0 1 19 1 1 16 j of , 

I MANPOWER AVAILABLE TO ANSWER CALLS 
1/7/74 3 PM-ll R\I 1 1 17 2 1 14 -I 

I Before and After 
11 PM- 7AM 1 0 11 0 1 10 

II 

~ystem Implementation 

Tuesday 7 AM- 3 PM 0 1 16 1 1 15 j 

1/8/74 3 PM-ll Pr.I 1 1 15 2 1 13 . I TOTAL MAN-SHIFTS ON DUTY 

11 PM- 7 AJ\1 1 1 13 0 0 12 lj 

Wednesday 7 AH- 3 PM 1 0 19 1 0 16 Lieut. Sgt. Patrol Officers Park Foot TOTAL 
-L & Motorcycles Police Officers 

1/9/74 3 PM-II-PM 1 0 19 1 0 13 , 
11 PM- 7 AM 1 1 14 0 1 12 

Task IE 72 42 1,140 P? .l.~ 76 1,444 

Thursday 7 AM- 3 PM 1 0 18 1 0 16 

1/10/74 3 PM-ll PM 1 1 19 2 0 13 Task 3E 62 63 1,228 83 67 1,503 

1.1 PM- 7 Ai\! 1 1 13 0 0 12 

% Change -. 13.9% +43.2% + 7.'7% - 25.9% - 11. 8% + 4,'196 
Friday 7 AJ\'1- 3 PM 1 1 IS 2 0 13 

1/11/74 3 PM-ll PM 1 1 19 2 1 13 

11 P]\I- 7 AM 1 1 14 0 0 12 

Saturday 7 AM- :5 P~I 1 1 17 3 1 13 

1/12/74 3 PM-II PM 1 1 18 2 1 12 

11 PM- 7 AM 1 1 13 0 1 12 

Sunday 7 AM- 3 PM 1 1 14 3 0 13 

1/13/74 3 PM-ll PM 1 0 11 2 0 11 

11 PM- 7 Ar.l 1 0 12 0 O. 11 

-- -. . . 
18 
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3F Airtime Utilization 

Airtime utilization was not recomputed during thi; phase 

of the evaluation plan because the second frequency will not be 

operational until after February 1, 1974. 

--
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3G Equipment Evaluatioi' 

The area designated as the Emergency Communications Center 

and the equipment in use were examined during Task 3 of this 

project, and the following conclusions reached: 

1. Space 

Ample "space is provided for the communications function and 

the design and decor is satisfactory. All equipment is new and 

modern, and disturbances caused by police and fire personnel 

entering the area is at a minimum. All ''la11e-in complaintants go 

to the Desk Sergeant's office in another area of the buildtng and 

the Communications Center is kept secure. from umvanted peTsons. 

Entry into the Center requires the operator. inside to push 

a door release button, and a closed circuit Television System 

lets him identify who is at the door before he releases it. 

2. Procedures 

The Center houses two dispatch consoles and four complaint 

operator positions, however; the normal on-duty squad is four 

persons. Tel~phone complaints can be received at any position 

but usually are taken at either one of two telephone positions, 

or at one dispatch console. The other dispatch console is used 

almost exclusively for radio communications. A central conveyor 

system,carries the message cards between the complaint operator 

positions and the dispatch cdnsoles. This method of processing -. 
21 
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complaint messages is in keeping with many other police communi

cations centers around the nation. 

-.' 22 
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3H Public Awareness 

To determine any possible improvement in public awareness 

of the 911 concept, telephone calls were made to 100 telephone 

numbers selected at random, and the results of that testing is 

shown on EXHIBIT 11. 

EXHIBIT 12 is a comparison between this data and that 

collected in the same manner in Task 2A of thi~ project. 

-. 
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EXHIBIT 11 

public Awareness Tele2hon~ Survey 

Nale Female Total -
Persons contacted 23 77 100 

Persons aware of 911 for all services 13 38 51 

Persons believing 911 is for police only 9 27 36 

Persons believing 911 for police and 
fire only 0 2 2 

Persons ''lith no knowledge of 911 1 10 11 

The 51 persons that were fully aware of 911 were asked to identify 

the various methods by which they learned of the system. The 

results are as follows: 

Male Female Total 

Newspapers 11 23 34 

Posters 2 5 7 

Verbally 0 1 1 

Number on poli~e cars 2 3 5 

Mail 6 16 22 

Radio 5 6 11 

-, 
24 
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COMPARISON 
of 

TWO PUBLIC AWARENESS SURVEYS 

EXHIBIT 12 

The first survey was conducted during the changeover period 

and, generally, represented awareness to advance advertising. 

The second survey was conducted after approximately four 

months of ~peration. 

Survey 1 Survey 2 % 

Persons contacted 100 100 

Persons a\.,are of 911 for all services 4S 51 

Persons believing 911 is for 
police only 26 36 

Persons believing 911 is for 
'police and fire only 1 2 

Persons with no knO\.,rledge of 911 28 10 

Total persons awhre of 911 for police 72% 89% 

-.' 

of change 

0 

+ 13.3 

+ 38.S 

+ 50.0 

- 64.3 
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