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I. INTRODUCTION 

A. !7£urpose 
" 

I) " 

The purpose of this report is to document the development',; implementation, 
c' (!( 

and effectiveness of the Tele-Serv cpmplaint processing system, as well as 
I?' ",; 

its contribution to the increased productivity o~ the Fairfax County ~:(jlice 

o 

I) 

\ Department. 

B. Description of Tele-Serv 

The Tele ... ~erv program, initiated, by the Fairfax County Police Department .In 
o ~ 

August 1974, is a system for receiving and recording certain complaints via 

telephone in order to eliminate the need to dispatch a patrol officer on 

routine cases. Operating during the two bus:i.,est shifts, Tele-Serv utilizes 

sworn police offi;;ers, assigned on a rota::tion basis, to record citizen com;' " 
II 

p1aWts. The sys:~em depends on theit:, experience and discretion to ident!fy 

tnQ~e ca.$.es n9t requiring the presence of a police officer on the scene. 
o 

o 

The overall goal of Te1e-Serv was to increase the productivity of patrol 
;(' 

officers. 
(; " i) 

Specific objectives were to: 

reduce by 10 percent the case load of patrol officers in the field by 

relieving them pf the burden of responding in personii'to routine com-

rp2-i~t~ and 

- make available additional time for·,patro1 officers to concentr,ate 
II 

their efforts on more serious' crimes. o 

Under the Tele-Serv program, calls for certain kinds of non-eme~gency com

plaints are received 8&"ld screened by regular Emergency Operations Cente'r ," 
f) 

(EOC) staff. Screening of complaint calls depen$1s onrutwo types of factors-

the type of case and the presence of special circums tance~;;\V-~iCh may require 

{! 
o 

o 
() 

o 



" <) 

0' 

the dispatch of a patrol officer. Upon determining that the call qualifies 

for Tele-Serv pro,cessing, the EOe operator explains the procedure' to the 

caller and informs hiJil that a Tele-Serv operator will handle the complaint. 

The Tele-Serv operator either takes the call then or calls the complainant 
') , 

" back, depending"on the work. load. The following section summar~zes the 
,Ii 

program's results and benefits. 

o o 2 
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II • SUMMARY OF RESULTS 

After more than on~ year of operation, the Tele-Serv program has .clearly ful

filled its intended purpose of reducing the overall case load of the field 

patrol staff. During the first 12 months., Tele-Serv handled 10.5 percent of 
'); 

the D~partment's total case load, or 13~192 cases o~lt' of 125,054. Of the 

several categories selected for inclusion in the Tele-Serv system, the number 

of cases actually processed by Tele':'Serv varied considerably. The highest 

level of Tele-Serv processing occurred for cases of lost property (55,,1 percent), 

while 50.3 percent of all grand larceny cases and 46.9 percent of all petit 

larceny cases were handled by Tele-Serv. Citizen cooperation with the system 

has been good and no negative feedback has been received. 

The impact ot; Tele-Serv on the Department's personnel utilization "can be seen 

by the fact 1/hat the 6 Tele-Serv personnel represent only 2.4 percent of the 

available patrol manpower, but were able to process 10.5 percent of the Depart-

mentIs case load. Furthemore, the work load of 13,192 cases processed by the 

Tele-Serv system wou14 have required 2,528.5 man-hours m9re if handled by In-
• 

person patrol officer response, based on an average time per case o.f 28.5 mim~1!es 
- '. . 

for in-person respons'e' and 17 minu!:es us;ng T:e1e-Serv. Therefore, Tele-Serv made 

this time available for patrol officers to utilize in additional patrol activity 

and concentrate on more serious crimes. This, represents nearly $16,200 of COlUlty 

funds that are being utilized more productively under the Tele-Serv program. 
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ANALYSIS 

A. Backgrou~ 

Thissect~on of the report provides background information on Fairfax County 

and the County's Productivity Program. The discussion is desfgned to provide 

a perspective on the environment in which the Tele-Serv program operates, 

"lith respe(ct to the County's form of government, its population growth, the 

scope of its crime problem, and the size and organization of its Police 

Department, in order to view the Tele-Serv program as a resppnse to that 

environment. 

1. Overview of Fairfax County 
:\\ . 

Fairfax County, vitginia, located in the Washington, D. C. metropolitan 

area, is the largest political subdivision in the Commonwealth of Vir

ginia. Fairfax County is governed under the4frban County Executive 

form of government, wj,th the powers of the local government vested in an 

elected Board of Supervisors which functions as both the legislative and 

administrative branch of the government~" 'The County Executive is a 
cC 

full-time administrator appointed by the BOar~(Of Supe:nri$<,>rs, and 

':' 0 

serves as the administrative head of the government, preparing the County's 

annual budget an~ executing resolutions and orders o~ tTh.e-B{'ard. co~~e-

1 h C E . h dm" • ~v . bJ]" s:' h quent y, t;;,e ounty xecutlve as a lnlstratlve reS~?r'l~~ltle~ .1.01' t e 

County Police Department. The COWlty'S fiscal year t9,lo anthori.ed budget 

was $4:1,0,000,000.. '1 .. 
'.::::~.~ ,~, 

As of July 1974, shortly before the implementation of the Tele-Serv pro

g:~, the population of Fairfax County was ap:proximately 530,200 p~rsons. 

Tpis population was distributed variously over the County'"s 399 square 
(' 

miles which includes highly urban 0 areas', many typical suburban districts, 
(> 

4 
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and some largely rural sections. Between 1960 and 1970, Fairfax County 

grew at twice the rate of the entire Washington metropolitan area, with 

an annual growth rate in excess olf 6 percent. 

During FY1974, just before Tele-Serv began, there had been 130,339 calls 
II 

for poliCE? service, plus 15,835 traffic accidents to which police also 

responded. A total of 22,651 Index crimes l were reported in FY1974. 

The number of Index' crimes committed in the County has been growing at a 

faster rate than the population since 1970. Overall, Fairfax County i 

faces an Index property crime rate which is greater than that experi-

enced by similar jurisdictions, but a smaller rate for Index violent 

crimes. 2 Between 1970 and 1974, there was a 21 percent increase in the 

number of calls related to serious offenses and a 34 percent increase in 

other offenses. 3 Police service calls, which are unrelated to criminal 
o 

offenses, include assistance to injured or sick persons, escorts for 

payrolls or parades, and reports of lost or found property. Police ser-

vice calls have decreased slightly over the last 5 years, but are still 

approximately 20 percent of the response work load of the Police Depart-

mente 

1 Index crimes include murder and non-negligent manslaughter, forcible rape, 
aggravated assault, robbery, burglary, larceny, and auto theft. These 
crimes, considered to be serious either by their nature or because of the 
volume experienced, were designated by the Federal Bure~u of Investigation 
and are considered to be indicative of criminal activity within any given 
area. ~5 a nationwide, standardized measure, the number of Index crimes 
can be used to compare the level of criminal activity among different juris
dictions. 

2 The violent Index crimes are murder and non-negligent manslaughter, forcible 
rape, aggravate~ assault, and robbery; the Index property cri~es are burglary, 
larceny, and auto theft. 

3 Serious offenses include the seven Index crimes, plus non-aggravated assault; 
less serious offenses are considered to be all types of crime other than those 
designated above as serious. " 
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Within the Police Department, the Tele-Serv system most directly affec~s 

patrol personnel and the,communications staff. In FYl975, th~; County 
~ , 0 

Q 

'Police Department was authorized 587 positions, of which approximately 

250 were' patrol officers available for street duty. For the purpose of 

deploying patrol m,~power, the County has been , divided into 33 patrol 
" 0 0. 

areas, for',which as many" as 50 one-man patrol c~rs are in operation at ' 

'any, time. The cOnilil,unications' staff of the Police Depaf~ment works out 
. 0 

.. 
of the Emergency Operations Center (EOC), which is a centralized communi-

') 

cations center incorporating County Fire and Rescue Services communica-

tions personnel as well. Both civilian and uniformed police personnel 

in the EOC receive calls from the public in regard to emergency and non

emergenc~ requests for assistance or information, and dispatch officers 

and eqUipment as ne~essary. EOC personnel a,~so maintain the vital link 

with and between patrol officers, district headquarters, other police 

jurisdictions throughout the commonweal th ~d throughout the nation vj"a 

state and national law enforcement telecommunication systems, and the 

Federal Bureau of Investigation's National Crime Information Center; pro-

vide informat~on on wanted persons, missing persons, stolen v~hicles, 
, 0 

license plates, guns, securities, and other articles; receiv~ and send. 

intradepartmental teletype messages; and maintain the status and loca~ 

tion of all units. 

2. Fairfax County Productivity Progra~ 

The fun.ction of the Fairfax County Producti vi ty Program is to provide " 

the means to evaluate the effectiveness of County agencies and to assist 

the agencies in identifying ways to improve their performance. The Pro-

ductiyity Program had its origins in June 1972, when the County Executive 
, 

established the Management Statistics Committee with the responsibility 
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for developing a series of management indicators for each CQUnty agency. 

In March 1973, the newly-created Office of Research and Statistics was'" 

directed to implement the Committee's'prqgram. The Committee had iden

tifiec;l goals and objectives for all County agencies, including a compre-
'.1 

hen~ive set of measures of effectiveness and work load indicators, and, 
'\\ 
" in sOl~e cases, targets to measure levels of achievement. Such I~d,ata are 

now compiled mon'uhly for all . agencies and published as the Monthly Report 

tOc~!te,County Executive. In addition, reports on productivity improve

ments or studies of potential productivity innovations are published 

periodically. Faced with the pressures of growth, simultaneously with 

serious budget const+aints, the County is strengthening its efforts to 

enhance the productivity of local government. This report concerns one 

of those efforts--the implementation of the Tele-Serv program by the 

Fairfax County Police Department. 

B. Development of Tele-Serv 

Thi~f' section discllsses in detail the origin of the Tele-Serv system J, the 

objective it was designe'd to achieve, the types of complaints that are 

handled, and the procedures employ~d in its operation. 

1. Objective 

Tele-Serv was designed by the Fairfax County Police Department's Plan

ning and Research staff as a way to increase police productivity. It 

was felt that a significant portion of the complaints reco~ded by patrol 
\\ 

officers on duty did not necessarily requ~f::e the actual physical presence 

of an officer. If these types of calls could be identified and channeled 

into another system, patrol officers on duty wou'.1d be. available to devote 

additional time and effort to complaints concerning"more serious crimes. 

7 
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\1 In estimating work ~?ad, it was projected that Tele-Serv, operating ~ 
1\ for two out Olt three shifts per day. would h~dle ten percent of the 

'(I' 0 

'\ total Department case load and would thereby alleviate tlia demand on 

';,' patrol officers in the field. It was anticipated, t,herf)fore, that 

\ this would'make availabte more time for pat~i officers to respond to 

\ other calls for service, since these officers would ",ot be "out of ser<" 

\ViCO" "I)ile working on the routine, less seri,ous complaints. It was 

IWeit that the Tele-Serv system would result in better ser,vice to the r u 
~ , 

Glitizens because the Tele-Serv operator would be able to call back to 

~c.ive the complaint more quickly than a patrol officer could TOspond 

:i.Il: person. 
1\ 
II 
1\ 

~ 2. .'!l:]es of Complaint'3to be Handled· 
[r 

In :lorder for the system to work as p~anned, it was necessary to identify 

the kinds of complaints that could be handled efficiently by telephone!", 
\..'-'''' 

wi thl\>ut causing a degradation in the level of service available to ci ti-, \ 
'-_/ 

.. zens " Table A lists the offen1e/ complaint categories chosen for process-

ing. blY Tele-Serv. After a few months of operation, it was decided to 

incltJlde auto theft complaints for process),ng by Tele-Serv and this was 
.;;- < 

done a!; of December 1974. This has resulted in a particular aqvantage 

for handling this. type of offertse because initiating the investigation 

proces~j within EOC is more efficient f()r checking with the Division of 

Motor Vehicles and ,for broadcasting the 'information to patrol officers 

in' the field. 

3. EOe Procedures 
" 

This section describes the procedures used within the EOC for screening 

calls for and processing complaints by Tele-Serv. 

o 8 
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" )1 'TABLE A 

~ 

. Offcnse/Complai'll"Categories Eli.dbIe for Telu-Serv 
, '. '-, ) 

11 

of those"three types: 

Auto parts or accessories 
Gr311d Larceny from 3 vehicle (not subsequent to auto theft) . 
Theft of a bicycl6 

All Petit Lar~en~es, p.xcept: 

a •. "Shoplifting 
b. c, Pursesnatching 
c. LaTceny ri£ter t~t 

Q. 

~) 

3. Telephone Violation 

Incidents of harassing 01' annoying phone calls '. diTected at,. th(t cC!mplain:~~lt. 
include bonib threats or threats to do bodily ham.) 

" :; 

(Does not 

4. PropeTty Damage 

" 5. 

All types except damage resulting from an auto accident or those which involver~xtensive 
damage to private property. (Damage to goveriunent olmed property will require I the dis
patch of an officer.) 

Tampering with a Vehicle 
,I 

All cases, unless the incident is in progress or sus~ects are in the vicinity. 

6. Lost Property 

All cases, unless some unusual CiTcumst311C~S dictate the need to dispatch an officer. 
'" 

1(; Found PropeTty 

s. 

9. 

All cases, unless the property reported found involves: o 

a. Firearms 
b. Explosiva Devices 
c. Drugs 0 

d. Poten.tial Evidence Related to a Cllime 
e. OtheT sensitive items which, in the discretion of the T6,10-50rv operator, require 

response by a field unit. \), 

Vandalism 

All vandalism, except those 
cases in l'lhich the incident 

Traffic Complaint 

, \ 
~\, 

\\ 
Ii Q \\ 

im\ol ving extensi vo or liidespl'cnd dall\3g~) to property, or 
is still in progr~ss or suspocts n~f ill <the vicinity; 

.<.,,:':1 t~o:~' 
.~)', ' 

Includes drag r::l£ing, sp~eding, et cetera, unless the incillr.nt re:qui~cs tllo immediate 
attention of a fiold unit. 

o 

() 

I) 

Ii) 

" ., 
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2. 

In estimating work load, it was projected that Tele-Serv, operating 

for 'two out of three shifts per day, would handle ten percent of the 

total Department case load,and would thereby alleviate the demand on 

patrol officers in the field. It ,was anticipated, therefore, that 
I;' 

this would make available more time for patrol officers to respond to 

o 

other calls for service, since these officers would not be "out of s.er-

vice" while working on the. routine, less serious complaints. It was 
,\ 

~.'; 

felt that the Tele-Serv system would result in better service to the 

citi.zens because the Tele-Servoperator.would be able to call bac:\( to 

receive the compl:lint more quickly than a patrol officer could respond 

in person. 

Types of Complaints to be Handled 

In order for the system to work as planned, it was necessary to identify 

the kinds of complaints that could be handled efficiently by telephone, 
(, 

without causing a degradation"in the level of service available to citi-

zens. Table A lists the offense/ complaint categories chosen for process"'" 

ing., by Tele-Sew. After a few months, of operation, it, was· decided to 
·n, ,', 

include auto theft complaints for processing by Tele-Serv and this was 

do~e as of December 1974. This has resultedoin a particular advantage 
i"-:-, 

for handling this type of offense because initiating the investigation 

process within EOC is more efficient for checking with the Division of 

"Motor Vehicles and for broadcasting the information to patrol Officers' 
0 0 . 

i) 

in the field. ,i 

3. EOC Procedures 

Co This section describes the procedures used w~thin the EOC for screening 
~ 

calls for and' processing complaint·s by Tele-Serv. 
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TABIJi A 

. Offense/Complaint Categories Elidblc for Telo-Serv~ 
{) 

1. .Grand Larceny, of these three types: 

11. Auto parts or a~cessories 
'b. Grnnd Larceny from a vehicle (not subsequent to. auto theft) 
c. Theft of a bicycle 

2.. All Peti t Larcenies, except:: 

a. S~oplifting 
b. Pursesnat~ing 
c. Larceny after trust 

3. Telephone Violation 

Incidents of haraSsing or annoying phone calls dir~cted at the complainant. (Does not 
include bomb threats or thre.ats to do bodily ham.) 

4. Property Damage 

All types except damage.resulting from an auto accident or those which involve extensive 
damage to private property. (Damage .to government olilledpl'operty will require the dis
patch .of an officer.) 

,5. Tampering with a Vehicle 

All cases, Wlless the incident is in progress or suspects are in. the vicini~ ty • 
. . 

() 

;I 

6. Lost Property 

All cases, Wlless some Wlusual circum~tances dictate the need to dispatch an officer. 

o i 

7. FOWld Property 

,\ 

All cases, Wll~ss{:)~t\e property reported. found invo~ v,es: i! 
.. ~} 

a. Firearl!lS~. 
b. ExplosiVe Devices 

Drugs c. 
d. Potential Evidence Related to a Crime 

Otheir sensitive items which, in the discretion of the Tele-Sorv operator, require 
response by a field unit. 

o 

9. Traffic Complaint 
.,. (\ 

Includes drag r:lcing, speeding, et cetera"ounless the incident requires the immediate 
attention of a field unit. 

9 
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a. Screening Calls 

Calls eligible for Tele-Serv are normally received on the Police 

Department's non ... emergency telephone number and answered by a 

regular EOC operator assigned to that positi~n;; It is the task --.-- / 

of these EOC opt!rators to screen the calls and determine if they 

should be handled by telephone or if a police officer should be 

dispatch'ed. 

The first consideration in this screening process is the type of 

offense being reported. If the offense is not among those identi-

fied as Tele-Serv categories (see Table A), the call is dispatched 

for a patrol officer's response. If the complaint does involve an 

offense in one of the Tele-Serv categories, the call is turned over 

to a Tele-Serv operator unless one or more of the following condi-

tions exists: 

The offense is in progress. 

An offender is on the scene, or probability exists that an immedi-

ate apprehension can be made if a field unit is dispatched. 

The offense to be reported is an integral part of, or is in com-

bin~tion with, other offenses which are not reportable via Tele-

Servo 

The EOC operator believes that the facts, as related by the 

caller, warrant the dispatch of a field unit. 

The caller insists on seeing a polj"ce officer in person, even 

after being advised of the Tele-Serv procedure. 

10 



b. Recording Complaints 

In recording complaints which are to be handled by Tele-Serv, both 

BOC operators and Tele-Serv operators have re$ponsibilities. After 

determining that the call should be processed by Tele-Serv, the EOC 

operator who originally receives the call explains the Tele-Serv 

system to the complainant. (If the complainant indicates a prefer-

ence for having ·a policeman on the scene, a patrol officer is dis-

patched and the call is not processed by Tele-Serv.) For Tele-Serv 

calls, the operator records on a Complaint Card (see Attachment A), 

the full name, address, and telephone number of the caller; the date 

and time of the call to EOC; and the nature of the complaint. If 

sufficient telephone lines and a Tele-Serv operator are available, 

the operator puts the caller on "hold" and transfers the call and 

the Complaint Card to a Tele-Serv operator. If the lines are not 

free or a Tele-Serv operator is not available, the EOC operator 

determines how long the caller will be available at that telephone 

number so that the Tele-Serv operator can call back, then terminates 

the call and delivers the card to the Tele-Serv operator. In either 

case, the EOC operator completes the Complaint Card before transfer-

ring it to the Tele-Serv operator. 

Upon receipt of a Complaint Card, the Tele-Serv operator notes his 

identification number on the Complaint Card and on a Field Investi

gation Report (FIR) (see Attachment B), and transfers certain basic 

information items onto the FIR. Upon connection with the complainant, 

the Tele-Serv operator investigates the complaint by asking the ques-

tions required to compleU::,the FIR. Once this is done, and the com

plainant has had the opportunity to add any other information which 

11 



he feels is relevant, the Tele-Serv operator closes the call by 

informing the complainant of the action, if any, that will be 

taken on the complaint. Cooperation on the part of citizens has 

been good and no negative feedback has been received regarding 

Tele-Serv. 

C. Implementation 

o 

Tele-Serv began operation on August 1, 1974, without any installation costs 

other than staff planning time. 

1. petermination of Staffing Requirements 

In determining Tele-Serv staffing requirements, the ,County's Office of 

Research and Statistics employed a queueing model to simulate the actual 

Tele-Serv process. By considering projected Tele-Serv work load and cer-

tain service standards for response time, a staffing requirement of two 

men per shift was calculated. Since a small percentage "of minor com-

plaints are received during the midnight shift, it was decided that 

Tele-Serv would not operate during that shift period. 
\ 
\ 

2. Selection of Personnel 

Tele-Serv utilizes police officers from the Department's Patrol Divisiq,n 

on a rotation basis, consisting usually of'60-day assignments. This sys-

tem takes advantage of the patrol officers' familiarity with the use of,;.( .\ 
J,.,I 

the Field Investigation Report (FIR) and the method for conducting a com-

plaint investigatiqn· interview, and ensures citizen satisfaction that 

complaints are being handled by Poolice officers. Therefore, extensiv~ 
o 

training was not required, as would have been the case had civilians been 

used. At the time of Tele-Serv implementation, furthermore, the use of 

12 



civilians could not be considered because of budget limitations which 

prevented the hiring of the additional personnel which would have been 

required. 

3. Installation of the System 

In preparation for the implementation of Tele-Serv, the Department's 

Planning and Research Section prepared a procedural memorandum describ~ 

ing the operation of Tele-Serv. This memorandum) distributed to affected 

Department staff, outlined the types of cases to be handled~ and the 

screening criteria, as well as procedures to be used by both regular 

EOGoperators and Tele-Serv operators. EOG and other personnel involved 

were instructed in the purpose of Tele-Serv and the procedures to be 

used in handling calls before the system actually began. 

The two EOG work stations used for Tele-Serv are among the five work 

stations (out of the EOG's total of fifteen) responsible for answering 

the non-emergency Police Department telephone number. While the major 

task of the Tele-Serv operators is to investigate and record comp,laints 

referred by the other non-emergency operators, Tele-Serv operators also 

answer both emergency and non-emergency telephone lines when circumstances 

require. 

D. Results 

1. Accomplishments After First Year of Operation 

During the first 12 months of operation, Tele-Serv handled 13,192, or 

10.5 percent of the Department's total work load of 125,054 cases (ex

cluding traffic accidents and warrants). This is especially significant 

since Tele-Serv operates only 16 hours per day. Of the 13,192 cases 

13 
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handled by Tele,:"Serv, 12,523 or 94.9 percent involved cases in the des

ignated. Tele-Serv categories. The distribution of these cases V'~ried 

among the offense categories. More than 55 percent of all lost property 

cases were h~ndled through Tele-Serv, as were more than so percent of all 

grand larceny cases. The largest number of Tele-Serv cases for anyone 

offense category was 4,954 cases of petit larceny, representing 46.9 per-' 

cent of all such cases handled by the Department. Another significant 

category of cases was vandalism of which Tele-Serv handled 3,893, or 35.2 

percent of. the Department's work load. The entire distribution of the 

Tele-Serv case load is shown on Table B. 

It is interesting to note that some of the deSignated Tele-Serv categories 

accounted for very few cases actually handled by Tele-Serv. For example, 

only 12, or 2.4 percent, of the 493 property damage cases were handled by 

Tele-Serv, and only 41, or 1.2 percent, of the 3,339 traffic complaints 

were so processed. This is attributable to the nature of these complaints 

in that they frequently involve situations in which the offender is still 

on or near the scene and, therefore, a police officer is dispatched. 

The remaining 669 cases, or 5.1 percent, of the Tele-Serv work load 

involved a wide range of offense categories, including simple assault, 

fraud, bad checks, receipt of stolen property, and disorderly conduct. 

These were taken through Tele-Serv at the discretion of the police offi'cer 

serving as the Tele-SeTV' operator. 

2. Benefits 

The significant impact of the Tele-Serv system is illustrated by the fact 

that Tele-Serv processed 10.5 percent of the Department's total case load 

while utilizing only 2 •. 4 percent of the .patrol manpower. Actual time 
(,(J 



TABLE B 

Tele-Serv Work Load 

August 1, 1974 - July 31, 1975 

Cases Handled 
Total Cases ~ Tele-Serv Percent 

All Offense 125,0541 13,192 10.5 Categories 

Te1e-Serv 35,198 12,5232 35.6 Cate20ries 

Tele-Serv Work Load by TYPe of Offense 

Category3 
Actual Number of Cases Handled 
Cases Reported by Tele-Serv Percent4 

Grand Larceny 3,274 1,647 50.3 
Petit Larceny 10,564 4,954 46.9 
Auto TheftS 2,172 584 26.9 
Vandalism 11,066 3,893 35.2 
Property Damage 493 12 2.4 
Tampering 542 109 20.1 
Telephone Violations 1,044 407 39.0 
Traffic Complaints 3,339 41 1.2 
Lost Property 537 296 55.1 
Found Property 2,167 580 26.8 

TOTALS 35,198 12,523 35.6 

1 Excludes responding to traffic accidents and serving warrants. 

2 The difference between this and the total handled by Tele-Serv is 669 
cases, or 5.1 percent of the Tele-Serv work load. These were cases 
that were not in the originally designated categories, but were handled 
through Tele-Serv at the discretion of the Tele-Serv operator. Further 
reference to the types of cases involved can be found in the text, p. 14. 

3 As defined for Tele-Serv, see .. Table A. 

4 Represents the percentage across; does not total down. 

5 Included only as of December 1974. 
15 
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" . 
spent handling cases was found to be less using Tele-Serv than sending 

officers to respond in person. The average time for Tele-Serv to respond 

to and investigate complaints totaled 17 minutes, as compared to 28.5 

minutes by patrQ,lofficers in the field. This time difference for 

h~d1ing the 13,192 Tele-Serv cases amounts to 2,528.5 man-hours, which 
,l 

is therefore available for field patrol officers to concentrate on more 

serious types of crimes. Based on an average patrol officer's hourly 

salary of $6.40, this results in a more productive utilization of $16,182 

of County funds. 

o 

16 



ATl'ACHMENT A 

.. 

Oll!!!NS! ~AIR"'AX COUNTY. VIRGINIA CcneNlima.r 
PO~lce "ePARTMeNT 

j 
$it. COM""'AINT ~ORM 

It ........ R.,.,...., 
Add ... , 

." 
PIIone Number !teeei_ ., Po,itloft No • 

~. 

·r 
< LOCATION 011 EV!NT .~ 

= Cote of !Wftt ::I 

- 211 Grovetoll - 216 flrancOllia _ 333 Ward ... _ 

212 AnllGndal. - 217 W. Sprin9. _ 123 Intell. -CI 213 MeL ... - 220 elo - 310 ADM -• < 2'A OtontiUy - 321 !OC _ 231 Traffic -1 215 R..., - 331 Parle 1'01. - Other -:' Oote/Time ReceMId I Tim_ Iroadccnt r Time ~rri~ ... _ .. ~ 1 TimeCl ..... 

. - , ....... .. .. - ,- .• .. 

A-l 
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A'M'ACHf.£NT B 

' •• � _______ 0' ______ _ 

_ IMVISTIGATIOM IIPOIT 
, .. , (12) nl) """ AUO _____ AnA _____ PATIIGL ____ _ (1) CAli MO. _______ _ 

(In DlYllIOM _____ IUTt ITATtOM ____ _ DATI __________________ _ 

~MAMT _____________________________________________________ 'HON.~ ______________ _ 
,~~IU _______________________________________________________________________ ___ 

&MTI I.CIIVID ________ TUd HClIVID NL ___ "'M. ___ .I.T"II __________ LIG"T _________ _ 

(2IIt ,a, CJO) 
PATI 0' IVINT TIM 0' IVIMT HI, ____ ... M. _____ DAy 0' •• 1" ______ _ "&.-MIID 

(3U 
b 

CLASS COOl 
~.OPIYIMT _________________________________________________ __ 

(35) 
'ND M.~IIO'CAlI ___________________________________________ ~---------------~~-------

(36' 
0"1 

MnUICT~l ________________________________________________________________ ~.------

(40' 
ACTl 

.DDIIIU ________________________________________________________________ ~~~ ____ _ 

(.n 
rr" W.JICT"~Z ________________________________________________ ~~--------~~~-------

(.2) 
NIIV, 

ADDIIU _________________________________________________________________ ~~ ______ ___ 

. . (oM' 
JUV, 
: 

DIT.ILSOP.MVIITI •• "OM ___________________________________________________________ ~ ________ ___ 

-

(m 
NIPC 

(7S) 
STATUI 

(76) 
IPI .r MPI (CI,.,.) 

(a) 
O"Z 
(M, 
ACTZ 
(!II) 
rr,z 
(51) 
NIIVZ 
(52) 
JUVZ 

(S., 
LOCH 

(56) 
MTHD 

I'" NST 

("l 
'1101 

(621 
MOTY 
(U) 
MOl 
(67) 
M02 

(79) 
SIQ 

TWI MDTlMID _________ TtIII AIIlVID ____________ T .... CLIAIID ________ DATI _______________ _ 

.... LOW UP _______ IMVlSTIlATID IY _________________ A"IO'IID ____________________ _ 



'n .. 
.... ,.TY MIUlttQO. ITOL ... JT ____ ~------------

-
(II) 
JI 

VIHICLI USID - STOLIN - IMVOLVID 
ICNTCIlED 
INWALU 

e ya 
eNG 

ITATETT 
lENT e 

't) 
PC 

TOTAL VALUI" 

L.OCAl. L.OOKOUT 
8ROAtlCMT e 

,-

no, (ut 
YI YI 

D'I'.VALW rl'f\t __ 

ftAR _____ .. AlCIC_ .... _________ MOdIU. _________ TAGNO. ________ aTATE ___ _ 

COL.OR SEI'IA&' NO. WARa 

"ISCIU.I VICTIM - VEHlCL.E - BUJL.DING __________________________________ _ 

\\ 

HElGHT _____ WElGHT _____ HAlR ______ ICYc. _______ BIRTHDATI:_~,~----..:.>o---------

lSIRTHPL.ACIC _____________________ TIME 0,. DEATH _______ DATIC 0,. DEATH ________ _ 

NA'nJR£ 0,. DEATH ____________________ WCOICAL. EXAIONER __________________ _ 

UNDERTAKER 

MISSING - WAMTID - SUSPICT 
NAWE __________________________ RACE _________ _ 

ADDR£a _____ ~ _______________________________ PHONE __________ _ 

HICICHT _______ WEIt»tT _____ HAlR ______ EYU ______ lSIRTHDATE ___________ _ 

MRTHPL.ACI: _________________ OCCUPA~ON __________________ QO .. PLE~ON _________ __ 

DftCU _____ .... _______________ .... ______________________________________________ __ 

WHY WANTED 

.TM'SIIS-RIMARKS _________________________________________________________________ __ 

'IDlE ARNVED __ ~ _____________ ~ ~"IC CL.EARCD _______________ DATE ____________ _ 
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