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PREFACE 

Any success achieved py the Fremont Victim Services Program is a testimony to 
the vision and humanity of John Fabbri, Fremont's Chief of Police until his 
sudden death in Junl:' of 1975. His vision, strength and exceptional warmth and 
compassion were key to the conception and development of this program. Working 
to improve the responsiveness of the Police Department to the needs of the victims 
and other citizens it serves was still another demonstration of his deep commit
ment to the concept of the Police Department as a public service agency. 

Another critical factor in th~ acceptance of this program by the department was 
·t he involvement of a group of!l eleven department employees who were membeJ;'s of 
the Victim Services Task Force throughout the project period: Lieutenant Bob 
Plummer; Sergeant Gary Black; Sergeant Bob Meyers; Officer Bill Barber; Officer 
Gary Palmer; Officer Luther "Spud" Hudson; Officer John Venn; Officer Gary 
Duthler; Communications Technician Norm Nicholson; Field Service Officer Alex 
Garcia; and Property Clerk Paul Meier. 

From the beginning, this group rejected the role of task force as "rubber stamp" 
and actively involved themselves in the real work of program development and 
implementationo Having committed themselves to the successful implementation 
of the Victim Services Program they did their damnedest to keep the programs 
grounded in the reality of police department operations and personnel and con
sistently confronted and challenged the perennial tendency of planners, rese~rchers 
and project directors to engage in blue-sky, ivory tower rhetoric and idealism. 
While this led to some lively, and lengthy, task force meetings, it also led 
to a victim services program which, from all indications, works, and which has 
already been absorbed as an accepted, ongoing part of departmental operations. 

Among this group, there are two people who deserve special recognition for the 
time and effort which they chose to invest in the work of the project far above 
and beyond the scope of their role as task force members: Sergeant Gary Black, 
for the advice, counsel, leadership, hours of hard work on the training and other 
programs, and general advocacy of the project within the department which he has 
provided; and Communications Techncian Norm Nicholson, for the personal initia
tive, motivation, competence and commitment which have made the new Citizen 
Services Representative program a viable part of department operations. 
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I INTRODUGrrON 

FREMONT POLICE DEPARl'MENT 

VIGrrn SERVICES PROJEGr 

(Police Foundation Grant #75-03) 

FINAL REPORr 

In the fall of 1973, the Fremont Police Department commissioned a study of the 
reactions of victims and witnesses to the performance and attitude of Fremont 
Police Officers with whom they had contact. This action was prompted in part 
by Police Foundation and LEAA interest in this sl'~)ject and in part by the 
Department's growing concern about the level and quality of services being 
provided victims and witnedses by its personnel. 

The study was designed and implemented by a group of stanford University 
professors and students and involved open-ended "ethrographic" interviews I 

with a randomly selected group of 25 victims and witnesses and nine Fremont. 
Police Officers involved in the incidents reported by or involving tee 25 citi
zens. This study identified several areas of concern to vH:tims/witnesses: 

1. rack of information about what the police had done, were doing, would 
do and should do regarding their case; 

2. Wide disparity in officer efficiency, empathy, and performance and 
between victim expectations of that performance and actual performance; 

3. Insubstantial displays of immediate and follow-through concern on the 
part of the department for the victim, as manifested by callousness in 
evidence collection, property retrieval and return, and information
giving. 

As a result of this study, the De!jartment approached the Police Foundation with 
a proposal for a demonstrat ion pI'fnsram des igned to address the above concerns. 

In late 1974, the Police Foundation awarded the Fremont Police Department a 
grant of $57,745.00 to establish a model Victim Services Project to "improve 
and standardize police services to victims and witnesses of burglary and traffic 
accidents." 

Specifically, the objectives of the Fremont Victim Services Project were to: 

1. Convey important information to victims, force standardization of 
police practices and test the utility of novel means of securing 
feedback from victims regarding police services; 

2. Focus and reinforce officer concern for victims; 
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3. Minimize inconvenience to victims and reduce the amount of time 
property is held as evidence; 

4. Evaluate and maximize the role of the police dispatcher as a 
critical information link between police and vj.ctim; 

5. Facilitate 'the effective implementation of new victim-related pro
cedures and policies and foster consistency in interactions between 
officers and vtctims. 

The project was initiated January 1, 1975 with the hiring of a Project Director. 
A clerk-typist, hired in March, completed the project staff. 

In the twelve months since its inception, the Fremont Victim Services Project 
has achieved each of the objectives outlined above •. M a result of the Victim 
Services Project, the Fremont Police Department is currently providing victims, 
witnesses and other citizens with a variety of services which were not previously 
available. Further, the delivel1T of those victim/witness services which had trad
itionally been provided by the department has been standardized and the quality 
of those services has been improved. 

-2-
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II PROGRAM OPERATION 

A. The Vic'bim Services Task Force: 

A widely representative Vfutim Services Task Force was established in the 
second month of project operation to serve as an advisory support group to 
the Project Director. The Task Force was selected from volunteers and was 
composed as follows: 

1 Lieutenant (Operations) 
2 Sergeants (1 Investigative, 1 Batrol Supervisor) 
5 ,Batrol Officers (1 each from day, swing and mid-shift, the 2000-0400 

shift and traffic) 
1 Field Service Officer (civilian) 
1 Communication Technician (civilian) 
1 Property Clerk (civilian) 

The task force met at least once a week. Task force members who attended 
meetings on off-duty time were paid overtime by the Department from bud
geted departmental funds. Task force meetings were chaired by the Project 
Director and open discussion, confrontation and participation by all members 
were encouraged and achieved. 

The task force reviewed and suggested revisions in concept papers;' Operations 
Directives and texts submitted by the Project Director; advised the director 
regarding implementation strategies; participated in the collection of data 
related to their functional area; served as communication links, transmitt
ing information about project activities to their co-workers and soliciting 
reactions and comments regarding project activities for feedback to the 
Project Director; Berved as instructors in the victim service training pro
gram; participated in the development of training films; and generally 
served as a sounding board for the Project Director. 

The task force and the role it played throughout the project period were 
key to the effective operation of the Victim Services Project. Task force 
members were actively involved in program development and decision-making. 
Further, they were able to effect, through participation on the task force, 
a direct impact on departmental policy and operations. Gradually, as the 
program evolved, the task force members increasingly id~ntified themselves 
with the project objectives. They had invested considerable time and effort 
in the development of the various program components and they became committ~d 
to the successful implementation of those programs. 

Under any Circumstances, this phenomenon would contribute significantly 
to the acceptance and integration of a new service-oriented program into 
a police organization. Given the fact that in this case, the Project 
Director was a female civilian with no "street" experience, the benefits of 
this task force role were even more considerable and apparent. 

. B. Victim Services Programs: 

The following section describeS the specific operational programs which 
have been implemented at the Fremont Police Department as a part of the 
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Victim Services Project. The program descriptions are preceded by a 
definition of the problem or situation which created a need for the programs. 

The programs are grouped under the project objective from which they evolved. 

OBJE01'IVE #1: 

TO CONVEY IMPORl'ANr INFORMATION TO VI01'IM:S, FORCE STANDARDIZATION OF POLICE 
PRA01'ICES AND TEsr THE UTILITY OF NOVEL MEANS OF SECURING FEEDBACK FROM 

,ilIorIMS :REGARDING POLICE SERVICES THROUGH BOORLETS/PAMPHLEl'S ON SPECIFIC 
INCIDENT CATEGORIES: 

Departmental policy and procedures regarding the investigation and general 
handling of burglary cases were reviewed and analyzed. Special attention 
was given to those points in the process involving contact between the victim 
and. department staff, and the extent and kind of information conveyed to 
the victim at those points. 

We found that beyond the original contact with the officer taking the report, 
subsequent contact between the victim and the department would only occur 
if an investigator assigned to the case required additional informatia~. 
When stolen property was recovered, an investigator would contact the victim 
to ask them to come to the station to identify the property. If the property 
were of no evidentiary value, it would be returned to the victim at that 
time. However, in most cases, the property would be retained as evidence 
by the department until the case was cleared through the court system. 

Essentially, the victim would only be contacted by the department When the 
department needed something from the victim. Since less than 20% of all 
burglaries are ever assigned for investigation, and identifiable stolen 
property is recovered in an even smaller percentage of cases, it was evident 
that most burglary victims never heard, from the department after making the 
initial report, unless they initiated the contact. Even then, if they called 
about the status of their case, they ,might experience great difficulty locat
ing someone who knew anything specifie about their case. 

In response to the above findings, new programs were developed to provide 
information to victims about the status of their case within the department, 
the status of their property and how to get it back if recovered, and about 
standard police procedures involved in the handling of burglaries and traffic 
accidents. Each program was inlplemented on a pilot basis and closely moni
tored during the initial weeks of operation. T.he programs were revised, as 
necessary, during the demonstration period, to improve effectiveness. 

In the seven months from June 1 - December 31, 1975, there were 1~323 
burglaries reported in the City of Fremont. 

a. Follow-Up Letters - Burglary Victims 

Burglary victims automatically receive a letter from th~ department's 
Citizen Services Representative within one month of their reported 
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burglary'. This letter tells them the current status of their case 
within the department, i.e.: if their report is being actively 
investigated, if it has been suspended, and why, and if it has been 
cleared. In addition, the let~er provides the victim with the report 
number assigned their ca~e, a baSic explanation of standard burglary 
investigative procedures, and the name and phone number of a person 
(usually the Citizen Services Representative) to contact for further 
information. (Please see Attachments II a-d.) The first follow-up 
letters were sent May 27, 1975. As of December 31, 1975, 1,112 
follow-up letters have been mailed to burglary victims. Table 1 
provides a monthly breakdown of the number and types of letters sent. 
One hundred twenty-three (123) victims who were deliberately not sent 
letters will serve as a control group for purposes of program evaluation. 

Booklets 

Two booklets have been developed: One for victims of burglary; one 
for victims of traffic accidents. The booklets are distrib~ted at 
the scene by the patrol officer taking the report. The burglary 
booklet, entitled "Burglary ••• What Happens Now?", is given to the 
victim reporting the crime and any key witnesses who might be in
volved in subsequent prosecution of the case. The traffic booklet, 
entitled "Collision ••• What Happens Now?" is given to all involved 
parties in a collision. 

Both booklets contain the answers to questions most frequently asked 
by victims of those incider;:·~ts. Information is provided on standard 
police procedures for handling burglaries or traffic accidents; 
suggestions regarding actions the victim should take following the 
incident to help themselves and/or aid the police investigation; 
what to expect in the future from the police department and other 
parts of the criminal justice system; court procedure; and the name 
and phone number of a person to contact for further information. 

The text of the burglary booklet is written in both Spanish and 
English. 

Both booklets contain a self-addressed, postage pre-paid mailer 
soliciting the comments of the victim regarding the handling of their 
case by the police department. Although there have been approximately 
200 burglary reports filed since the booklet has been availaOlefor 
distribution, (November 23) only three pre-paid mailers have been 
returned to the department. The comments of these victims were ex
tremely positive, praising the handling of their cases. The traffic 
booklet has not at this time been distributed for a long enough period 
to allow for feedback. 

c. Subpoena-by-Mail 

Under new procedures developed by the Victim Services Project and the 
Alameda County District Attorney's Office, civilian and police officer 
witnesses are now subpoenaed by mail and are no longer formally served 
subpoenas by. police department employees. 
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Along with their subpoenas, civilians receive a brochure prepared by 
the District Attorney's Victim/Witness Assistance Project, explaining 
some basic facts about the subpoena and court process. In addition, the 
brochure pl~vides information about the location of the court, available 
transportation, the victims of violent crime program, and where to call 
for information about case status, stolen property and social services. 
Citizens are asked to call the District Attorney's office immediately 
to confirm the court date indicated on the subpoena or re-schedule and 
to ask any questions they might have about being a witness. 

This program saves the police department five hundred seventy-three dollars 
per month which it previously cost to process and deliver approximately 
140 civilian subpoenas per month. 

As an extension of the subpoena-by-mail prcgram, police officers are 
no longer served with formal, official subpoenas. Rather, they re
ceive a copy of the "Subpoena Request Form" which is completed by the 
Deputy District Attorney at the time the case is reviewed for court. 
(Please see attachment III.) This process eliminates considerable 
clerical work for the District Attorney's Office, reduces processing 
time for the police department, and saves police officer time since 
there is no longer a need for officers to formally "serve ll each other, 
and sign off on the subpoena. 

The Victim Services Project developed the new SUbpoena Request Form 
for the District Attorney's Office. The new form also provides 
previously unavailable data on the use of officer court time. 

Data being collected by the District Attorney's Office indicates 
that there has been no significant difference in the number of witnesses 
whod.o not appear for subpoenaed court appearances since the initiation 
of the new subpoena-by-mail program. 

OBJECTIVE #1 AND 
OBJECT1"VE 1f1+: 

TO EVALUATE AND MAXIMIZE THE ROLE OF THE POLICE DISPATCHER AS A CRITICAL 
INFOIMATION LINK BErWEEN POLICE AND VICTD1: 

call the Fblice Department for information about many subjects not 
related to traditional police services. 

These general information calls - about social and public agency services, 
city and state laws and regulations, police and cr;i.minal justice system 
processes, have traditionally been handled by the dispatchers. (communi
cations tecnnicians) at the complaint desk. 

These communicatj.ons technicians must give priority to emergency calls. 
. Because of the frequency of emergency calls and the kind of efficient, 

fast response they require, the co!nmunications technician often does 
not have the time to talk to a citizen with a request for information 
or discuss a problem which does not require official police action. 
Neither are they familiar with the broad spectrum of available community 
resource agencies. Therefore, this kind of caller would normaily be 
tola. that their problem was not a police matter or they vTould be referred, 
immediately, to another agency or to another section of the police 
department. Frequently, a call which would have been more appropriately 
handled by another agency or a civilian police employee would be re
ferred to a police officer, simply because the dispatcher did not have 
the time to spend discussing the nature of the problem with the caller. 

In order to provide comprehensive and appropriate services to citizens 
calling the department with non-emergency needs, and reduce the number 
of inappropriate referrals to police officers and service programs, the 
Citizen Services Representative (CSR) Program was established. 

Between 9:00 a.m. and 6:00 p.m., Monday through Friday, the Citizen 
Services Representat;i.ve receives all calls to the department which do 
not require the dispatch of a police officer. Victims, witnesses and 
other citj.zens who contact the department, by phone, with requests for 
information, are now able to talk with the Citizen Services Representative, 
who take the time to determine exactly what their needs are and provides 
them with the needed information or service or refers them to an appropri.,. 
ate community resource. 

Specifically, the Citizen Services Representative: 

1. Receives all "request for information" calls coming in to the 
desk or switchboard which do not require the dispatch of an 
officer and which require more than a one-sentence, brief 

~ response. 
a. Citizen Services Representative 

During a three week period in March and April of 1975, communications 
-technicians, utilizing a data collection instrument which they helped 
to develop, recorded all phone calls which came into the Department on 
a 24-hour basis. (The on-going statistical data maintained by the 
department related to incoming calls reflects only those calls requiring 
the dispatch of an officer.) The data collected during this period re
vealed that in an average 24-hour period, 36% of all phone calls com-
ing into the Fblice Department are requests for information not re
quiring the dispatch of an officer. This data served to document what 
we already suspected: ~hen they do not know where else to call, citizens 
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2. 

4. 

Provides information and referral to public and private 
community resources for those callers requiring non-police 
servi'!es; 

Researches case records in response to inquiries from victims 
and other citizens about case status; 

Determines status of stolen property in response to inquiries 
from victims and citizens; screens property intake to identify 
returnable items and coordinates the return of property to 
victims under the new photograph and release of property pro
cedures; 
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5. Provides assistance to victims, vritnesses and other citizens 
walking in to the department requesting information or non
police services; 

6. Coordinates the mailing of follow-up letters to burglary victims, 
informing them of the status of their case in the depa!~ment and 
providing them with the name of a person to call for additional 
information. 

7. Acts as central referral for the City for all consumer.complaints; 

8. Develops and updates a community resources manual describing 
service programs for use in referring citizens calling or coming 
to the department; 

9. Develops and updates a reference system providing easily 
accessible, indexed information on municipal codes and other 
miscellaneous subjects based upon inquiries received from citizens; 

'10. Collects and maintains statistics regarding all activities by 
frequency, disposition and category; 

11. Takes supplemental reports from burglary and other crime 
victims reporting additional loss, serial numbers of stolen 
items, or address changes; 

12. Provides information and research services for patrol officers 
and detectives and citizens referred by these officers; 

13. Centralizes the delivery of citizen services traditionally 
provided by the police department: 

• Fingerprints citizens requiring prints for non-criminal 
purposes such as citizenship, licensing, etc. 

• verifies proof of correction for citizens with vehicle 
code citations for.mechanical Violations; 

'. accepts bail from citizens with outstanding minor traffic 
warrants. 

As reflected in the attached statistical summary for the last six months 
of 1975 (see Table 2), the Citizen Services Representative received a 
total of 1,235 phone calls during this period, an average of 206 calls 
per month. Five hundred and thirty-three of these calls> or 43%, 
were from victims or Witnesses inquiring about the status of their cases 
or stolen property or reporting new information on their cases. Five 
hundred and twelve calls, or 42%, were requests from citizens for infor
mation or assistance regarding: social services (12%),public services 
(19%), consumer issues (7%), criminal justice system procedures/policies 
(20%), municipal, state and other codes (18%), and civil issues and 
other miscellaneous issues (25%). 

In addition to handling these phone calls, the Citizen Services Representa
tive also talked with 146 citizens who walked-in to the front desk of the 
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CITIZEN SERVICES REPRESENTATIVE STATISTICS 

1975 

,. 

, 

Ju1* Aug* Sept Oct NoV' Dec 

Phone Calls Received 

- Victim/Hitness 152 92 77 58 71 83. 

- Supplemental Reports 19 2/. 19 18 .20 37 

- Non-Police Matter 199 125 52 67 32 37 

- Total Phon(' Calls 
Received 402 2/.6 161 153 116 J.57 

" 

Ha1k-Ins 30 29 , 25 25 20 17 

Traffic Harrants 3 19 17 6 '8 6 

Citations . 86 53 32 21 . 26 . 34 

Fingerprints 62 71 97 48 ·45 66 

Items of Propertl 
Returned to Owner 9 28 21 15 21 Hi 

.' 

. t' position covered from 0800 .- 2100 hours,. ;~Citizen Services Representa love -
"d "July and August. Honday through Frlo ay, lon 
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polic'e department with a request for information or for assistance 
with a problem not related to traditional police services. Attached 
(Please see Attachment IV), is a narrative description of a small 
sampling of calls and walk-ins which were handled by the Citizen 
Services Representative between July 1 and December 31, 1975. 

Since July, '1975, the Citizen Services Representative has coordinated 
the mailing of 1,033 follow'-upletterstovictims of burglary. This 
function involves the review of each burglary report, recording the 
victim's name and address and other pertinent information from the 
report, folow-through with the Investigative Section to determine 
case dispusition, and the determination of which follow~up letter will 
be sent, at what time. 

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

. The Citizen Services Representative serves, through referral,' as the 
central intake and screening point for any consumer complaints received 
by any city agency. Prior to the assumption of this function by the 
Citizen Services Representative, citizens calling the police department, or 
any other city department, with a consumer complaint which did not appear 
to contain the elements of fraud, would be launched on a long series of 
referrals to still another agency, each one informing the citizen that 
they "didn't handle consumer complaints. Why don't you try •••• " 

Now, in accordance with a City Administrative Regulation, any city 
employee who receives a consumer complaint will refer the citizen to 
the Citizen Services Representative, who will discuss the complaint with 
the citizen, conduct an initial screening investigation, as necessary, 
and determine the appropriate disposition. The Citizen Services Re
presentative works clcsely in this process with the police department 
detective in charge of fraud investigations and with the Alameda County 
District Attorney's Office, Consumer Fraud DiviSion. 

From July 1, 1975 to December 31, 1975, the Citizen Services Representative 
took 137 supplemental reports, by phone, from burglary and other property 
crime victims reporting additional loss, serial numbers of stolen items, 
or address changes. Prior to the Citizen Services Representative Program, 
if a citizen called the department to report this information, a patrol 
officer or Field Service Officer was dispatched to the scene to take the 
supplemental report in person. NovT, the citizen is not required to wait 
for the arrival of an officer, and the department is belng saved 
approximately 6.9 patrol manhours per month (at an average of 18 minutes 
per supplemental report). 

In an effort "to consolidate those "citizen services" traditionally 
provided by various units of the police department in one, central program, 
the Citizen Services Representativ~ also takes bail in non-select traffic 
warrants, signs off on vehicle citations for mechanical violations, and 
does aJ~ non-crim~nal fingerprinting required for licensing, citizenship, 
etc. Prior to the assumption of these duties by the Citizen Services 
Representative, all of these functions were handled by existing department 
personnel. 

Bail in non-select traffic warrants (which are often based upon failure 
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to pay outstanding parking tickets) was previously taken by jail personnel. I 

Given an average of 15 minutes per transaction, the Citizen Services 
Representative has absorbed an average of' 2.5 o.etention technician man
hours per month. The transfer of this funct ion to the Cit izen Services 
Representative also eliminates the need for the non-criminal citizen to 
go down to the jail lobby and wait there until a 'cetention technician 
was free to'take their bail. 

Signing off citiations for mechanical violations was previously, handled 
by the communications technician working the front desk, or, if no 
communications technician was available, by a police officer called into 
the station. It takes an average of seven minutes to sign off one citation. 
At this rate, the Citizen Services Representative is freeing up an 
average of 4.9 communications technician manhours per month b~ assuming 
this function. Previously, a citizen requesting a citation sign-off 
might have to wait up to an hour until a communications technician was 
able to go outside with the citizen and observe the correction on the 
vehicle. 

Non-criminal fingerprinting was previously handled by communications 
technicians if available, or the evidence technicians. At an average 
of ten minutes per individual, the Citizen Services Representative has 
assumed approximately 10.8 technician manhours per month by handling all 
non-criminal fingerprinting. Again, under the previous system, a citizen 

'who needed fingerprints might have had to wait an hour or more for an 
evidence techniCian, whose first priority is to provide support se!""vices 
to patrol and who is, by necessity, out of the station frequently. Many 
times a citizen would wait long periods of time only to be informed, 
finally, that t.hey should CD me back at another time because the evidence 
techni~ian would not be available, and a commun '.cations technician could 
not get away from the front desk. 

In summary the Citizen Services Representative delivers a variety of 
services t~ victims, witnesses and other Fremont Citizens, which have 
not been available in the past. By absorbing the responsibility for 
the delivery of several traditional police department services, the 
efficiency of these services has been improved, with the additional 
benefit of a cost savings to the department. In addition, based upon 
unsolicited feedback received from citizens, the accessibility of the 
Citizen Services Representative and the direct assistance he provides 
citizens in cutting through red tape and getting the information they 
need, has greatly enhanced the public service image of the police 
department a71d the city. 

The Citizen Services Representative position is currently being filled 
by an experienced communications technician who was transferred out of 
the Communications Center in May, 1975 and temporarily assigned to function 
as the Citizen Services Representative for the duration of the Victim 
Services grant which expires April 30, 1976. In order to insure the 
continuation of. the level of services currently being provided by the 
Citizen Services Representative and allow a complete evaluation of the 
program, the police department has extended the temporary aSSignment of 
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the current Citizen Services Representative to JUne 30, 19'(6. At that 
time it is anticipated that the Citizen Services Representative position 
will'be established as a permanent, budgeted position with the police 
department. The department is currently seeking funds for this purpose. 

b. Communications Technician Training 

All of the department's communications technicians participated in the 
five hour Victim Se~rices Tl~ining Program described in detail under 
Objective #5, below. It is significant that this training. represented 
the first time communication technicians had experienced a structured 
training program as a group, and the first time communication technicians 
(civilians) had been involvecl in the same training program as sworn 
personnel. 

As part of this training, the communications technicians were provided 
with specific guidelines regarding the handling of burglary calls: 
information to solicit from victims and instructions to give the victim 
regarding what to do while aWaiting the officers arrival. 

OBJECTIVE 12: 

TO FOCUS AND REINFORCE OFFICER CONCERN FOR VICTIMS THROUGH THE DEVELOIMENT 
OF RERJRl'ING TECHNIQUES AND FOlMATS: 

The original proposal indicated that this objective would be achieved 
through the addition of a "self-evaluation" item to the police report form, 
which would be compared for consistency with the citizen evaluation solicit
ed through the booklets. 

After lengthy discussion of this proposal with the members of the Victim 
Services Task Force and other department staff, it was concluded that while 
the objective of focusing and reinforcing the officer's concern for the 
victim was valid and meaningful, the proposed method of changing the police 
report form would be counter productive to the achievement of this objective. 

Therefore, it 'Wa.S decided that no changes would be made in the police report 
form. The booklets for burglary and traffic accident victims and the training 
program were determined to be more effective means of "focusing and reinforc
ing officer concern for vict ims " • 

OBJECTIVE #3: 

TO MINIMIZE INCONVENIENCE TO VICTJMS AND REDUCE THE AMOUNT OF TJME PRO PERrY 
IS HELD AS EVIDENCE THROUGH THE REVISION AND CLARIFICATION OF EVIDENCE 
MANAGEMENT PROCEDURES: 

The Victim Services Project has implemented several new procedures 
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and services deSigned to expedite the return of recovered pxoperty to victims. 

a. Shoplifting Program 

Traditionally when a shoplifter is apprehended and the stolen merchandise 
is recovered 'merchants have been reqUired, if they intended to prosec~te, 
to put the 'r~covered merchandise (now considered "evidence") jn storage . 
until such time as the case has been cleared through the court system. 
Once the case was adjudicated, they could return the merch~ndise to the 
shelves for sale. Unfortunately this might be after a perlod of as much 
as six months to a year by which time the merchandise may be out of 
season or out of style.' Food products may be stale or otherwise impaired 
in quality. As a result, the merchant loseD money by conforming to court 
evidence requirements. 

Under new procedures developed by the Alameda County District Attorney's 
Office (Please see Attachment V) when the shoplifter has been apprehended 
by sto~e security, and a police officer makes an arrest, the merc~ant 
may take a color photograph of the suspec~ an~ rec~ve~ed ~erchand:se, 
keep the undeveloped film on file along wlth ldentlfYlng.lnformatlon and 
return the merchandise to the shelves for sale. If requlr'ed by the 
court in subsequent prosecution of the case, the photograph serves as 
evidence. 

These procedures have been used since April, 1~75: by.th:ee large stores 
in Fremont which have frequent and major shopllftlng lncldents. 

The District Attorney reports that there has been no significant 
difference in the rate of successful prosecution in shoplifting cases 
since the initiation of this program. 

b. Photograph and Release of Property 

Until January 1 1976 California Law required the ruling of a magistrate 
to authorize th~ rele~se of any property of evidentiary V8.1ue recovered 
by police departments. In practice, however, poli~e depart~e~ts and 
district attorney's offices throughout the state, ln recognltlon of the 
already overburdened calendars of the courts and the massive pape~ork 
log jam Which compliance with this statute would create, have routlnely 
ignored the law in thi~ matter. The overflowing property rooms ~f most 
police departments and courts continued, however, to accumulate ltem after 
item of found property and recovered property of evidenciary value, since 
it has been the practice for these agencies to hold on to recovered 
property unt:tl the case has been cleared through the court system. 

Burglary victims called to the police department to identify reco~ered 
stolen property were sent back home without their T. V., stereo, Jewelry 
or other valuables because the department had to hold the items "as 
evidence" in case they were J.'equired in the court prosecutinn.of the. 
case. Given the backlog of court cases, defense and prosecutlon motlo~s 
resulting in delays appeals and other factors built into the system, lt 
was often six to tW~lve months or more before burglary victims were 
allowed to reclaim their property. After months or years of being shifted 
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around on overcrowded property room shelves, the property would finally 
be returned to the victim. Unfortunately, the property may ffive been 
damaged in the process and more than likely, the victim has long since 
bought another T. V. or stereo to replace the one the police held. 

In an attempt to eliminate this inconvenience to the victim, and in 
anticipation of the passage of proposed legisation regarding the handling 
of property of evidenciary nature, the Fremont Victim Services Project, 
in cooperation with the Alameda County District Attorney's Office, 
developed and implemented new police department procedures for the 
handling of recovered property. (Please see attachment VI.) These 
new procedures allow property of evidentiary value to be photographed 
and released to the victim as soon as the owner is identified and pro
vided the property meets certain specific criteria. If these conditions 
are met in the field, the officer may release the property at the time 
of recovery. However, in most cases, the owner is not identified until 
a later date and the property is booked into the station by the re
covering officer. In these cases, once the owner is identified, the 
Citizen Services RepresentatlY8 arranges for the photographing and 
release of the property from the station, upon the authorization of 
a police officer, detective or the District Attorney. The Citizen Services 
Representative contacts the victim, arranges the time of release, insures 
that an Evidence Technician will be available for the photograph, insures 
that the property is located and ready for release, and explains the new 
process to the victim. The photograph (or negative) is retained as 
evidence by the department and is used in court, if required, in lieu 
of the actual property. The victim signs an agreement not to alter or 
dispose of the property until the case has been adjudicated or other-
wise resolved. As of January 1, 1976, this procedure is sanctioned 
by the revised California property/eVidence statutes. 

c. Property Intake Screening 

On a weekly basiS, the Citizen Services Representative reviews the daily 
property intake sheets to determine if there are any items which can be 
either returned to the Victim/owner, or destroyed. The Citizen Service 
Representative records the item and report number of all potentially 
returnable and destructible items (excluding weapons, money, narcotiCS, 
liquor and contraband). The Citizens Service Representative then re-
views the original corresponding police report to determ1ne the classi
fication of the incident, status of the case and how and why the items 
were booked. Pertinent information from the report is noted on the 
list, which is forwarded to the Investigative Section for review. Any 
items required as e--idence in court will be identified by the investigators. 
All other items will be returned to tlle Victim/owner (When known) or, if 
appropriate, destroyed. 

OBJECTIVE f3: 

TO FACILITATE THE EFFECTIVE IMPLEMENTATION OF NEW VICTIM- RELATED PROCEIURES 
AND POLICIES AND FOsrER CONSISTENCY IN INTERACTIONS BEl'WEEN OFFICERS AND 
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VICTIMS THROUGH TEE DESIGN AND IMPLEMENTATION OF AN IN- SERVICE TRAINING 
MODULE FOR OFFICERS: 

a. Victim Services Training Module 

A five-hour t~aining module, including a half-hour video-taped training 
film, was developed and presented to all department personnel whose 
role involves regular contact with Victim/witnesses. The stated goal 
of the training program was to: 

"standardize police procedures and approach to burglary victims, 
reinforce the display of appropriate concern and respect for the 
victim, and generally to improve the level of departmental services 
to victims. " 

Specific objectives of the training included: 

• To provide communications personnel with information and techniques 
which assist in: 

obtaining the most complete and accurate information from 
burglary victims. 

providing the victim with instructions regarding what to do 
prior to the officer's arrivalj 

_ ·t·ransmitting accurate and necessary information to the 
reporting officer. 

To provide reporting officers with information and/or techniques 
which will assist in: 

Obtaining the most complete and accurate information in the 
r-roper sequence from burglary victims at the time of preliminary 
invest igat ion j 

utili~ing the booklet for burglary victims in a manner which 
will benefit both the officer and the victimj 
Creating a positive rapport between the officer and the victim. 

To provide dep8-~mental personnel with clarification and additional 
information regarding new procedures for the photographing and 
release of property as supplement to the new' Operations Directive 
75-22 on this subject. 

The training was presented in f~ve, 5-hour sessions during a one-week 
period. Sessions were held in a conference room site outside the 
department. Each session involved an average of 27 trainees. Employees 
were assigned in advance to attend training on their first full day off. 
Attendance at the training was made mandatory via a special order issued 
over the signature of the Chief of Iblice. Trainees were paid overtime 
at the established training rates from Victim Services Project grant funds 
designated for this purpose. 
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III 
All department employees in the following categories were trained: 

- Batrol Officers 

- Detectives 

Sergearlts 

- Lteutenants 

- Communications Technicians 

- Field Service O~ficers 
(paraprofessional) 

- Property Officers 

Training was conducted by a team of volunteers from the Victim Services 
Task force consisting of: 

1 Batrol Officer 

1 Communications Technician 

1 Batrol Supervisor (Team Leader) 

Victim Services Project Director 

Trainees were assigned by the trainers in advance to one of three work 
group~ per session •. When the trainees arrived at the session, they 
were lnstructed to Slt at the table on which their cardboard name tag 
w~s located. This approach insured that all the various job classifica
tlons and ranks present were equally distributed among the three groups. 

COURSE CONTENT (Please see Attachment VII) 

I. Welcome/Introduction 

The team leader very briefly welcomed the trainees, explained 
the method for documenting attendance for overtime the 
facilities layout, and introduced the training tea~. 

II. Warm-Up Exercise - "The Fall-Out Shelter" 

This exercise involves an individual and group decision-making 
process to reach consensus regarding which 6 out of 10 people 
will be chosen to go into a fall-out shelter as World War III 
breaks out, and which 4 will be left out to die. The exercise 
is obviously not directly related to Victim Services but was 
included in the training for the following purposes:' 

1. The individuals in each work group did not necessarily 
know each other, and each group contained civilians as 
well as patrol officers, and line staff as well as super
visors and top management staff. The warm-up was used 
as an ice-breaker to assist the group members to feel 
mor~ comfortable with each other, and to encourage them 
to lnt era ct . 

2. The processes of individual and group decision-making and 
of presentation of group consensus to the sess5.on which 
were involved in the warm-up exercise were the same 
processes which would be utilized for the Victim Services 
training which followed. Therefore, the trainees became 
familiar with this process in a "fun", non-stress context. 
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In addition, at the completion of this exercise each 
group was given some specific feed-back from the trainers 
regarding their group process. If, for example, in one 
group, one or two people had dominated the group dis
cussions while some group members did not participate at 
all, this was pointed out. Effective, involved groups 
were given strokes for their process. 

III Introduction to Victim Services ITogram 

After a short break, the trainees were given a brief 
review of the background and operations of the Victim 
Services Program: why it had been funded; the problems 
it addressed; what specific programs were operational 
in the Department as a result of the project. TIle 
major portion of time in this section was devoted to a 
review of the new booklet for burglary Victims, its 
content and techniques of presentation, and responding 
to questions posed by the trainees regarding the booklet. 

IV Training Film (Please see Attachment VIII) 

A thirty minute video-tape was developed in-house with 
the assistance of the Media Department of a local 
community college, to serve as the focus for the Victim 
Services Training. The tape, utilizing volunteer 
department employees and their families as actors, de
picted a burglary from the break-in of a house, the victim's 
discovery of the burglary and call to the police to report 
it, through the officer's response and preliminary in- , . 
vest igat ion, and the follow-up by the Investigative Section., 
The tape, titled, "Just Another Burglary •.• ": represents 
an attempt to condense into one burglary incident the 
minor errors and displays of bad attitude which do happen 
on a daily baSiS, but which seldom would occur to such 
an extent on a single burglary detail. However, the 
behavior and attitude of the department employees depicted 
in the tape do not represent violations of department policy~ 
It was felt that incorporating mistake's, judgment errors, 
and attitudinal lapses which are common> 'bt!t which do not 
violate department policy, would allow the officers and 
other employees to more readily identify with the actors 
in the film. This hypothesis was verified in the training. 

The last five minutes of the tape, a scene depicting the 
return of the victim's stolen property, was not ahown 
until the last half hour of training. It was intended to 
illustrate the proper way to implement the new directive 
for photographing and releasing property. 

V Victim Services Exercise 

FOllowing the showing of the first 25 minutes of the 
video-tape, each trainee was given a 3-page "Individual 
Worlcs heet " . (Pleas e see Attachment IX). They were given 
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20 minutes in which to complete these worksheets to 
the best of their ability. They were to indicate if they 
felt that the statement in the far left column, describing 
action in the training tape, represented a problem or not, 
and, if it was a problem, what they proposed as the solu
tion to prevent that kind of behavior or attitude. They 
were instructed to propose solutions which would result in 
benefits to both,the victim and the department, and which 
would be implementable. They were also instructed to be
gin with that section of the exercise related to their 
current job assignme.nts: Dispatchers would begin with 
the Communications page, Detectives with the Follow-Up 
section, etc. At the end of 20 minutes, the trainees 
were informed that they would have approximately 2t hours 
to arrive at a consensus among their work group regarding 
whether or not the behavior and attitudes cited on the 
worksheet were problems, and the groups proposed solutions 
to those problems. The group consensus was recorded on 
the "Group Consensus Worksheet II. (Please see Attachment X). 
During this 2t hour period, trainees ate a hot lunch at 
their tables in the conference room. At the end of the 
small group work seSSions, each group was asked to dis
play their consensus regarding problems and solutions 
for each of the 12 items on the worksheets on an easel 
provided for this purpose. The trainer responsible for 
coordinating the discussion of the Communications Section 
then asked one of the group spokespersons to present 
their group's consensus on the four communications items 
to the rest of the trainees. Any differences between the 
groups were prointed out by the trainer; there was general 
discussion of the proposed solutions, and an attempt was 
made to reach a session consensus on these solutions. 

The same format was followed for the sections on Initial 
contact/Preliminary Investigation and Fbllow-Up. One 
trainer coordinated the discussion in his assigned area 
and a spokesperson from a different group presented 
his/her group's consensus on that section to the rest of 
the trainees. 

There was animated discussion regarding the proposed 
solutions in each session. It was clear after the first 
session that the solutions being proposed were well
thought-out and viable. Therefore, each sessions 
consensus regarding proposed solutions to problems was 
recorded by the Project Director. The trainees were 
informed that their proposals would be incorporated in 
a written document which would summarize the proposals 
develop~d by each session, and which would be submitted 
to the Chief of Police for consideration. This document 
(Please see Attachment XI) was submitted to the Chief of 
Police on December 19, 1975. A response to the staff 
from the Chief of Police was promised by January 31, 1976. 
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b. 

VI Property Release Procedures (Please see Attachment VI) 

The final half hour of training was devoted to a review 
of the new operations directive regarding the photographing 
and release to victims of property of evidentiary value. 

In addition, the trainees were briefed again on the role of 
the Citizen Services Representative (CSR) in property 
release, and generally, in providing information and 
referral services for citizens and police officers. Each 
trainee was given a small, pocket-sized card which out
lines the services available through the CSR. The card 
given to Communications Technicians contained a guide to 
handling burglary calls on the reverse side. The reverse 
side of the card given to police officers contains guide
lines for burglary booklet presentation. 

VII Evaluation 

The trainees were given an evaluation form (Please see Attach
ment XII) at the end of the session and asked for their 
comments on the training program. The trainees' signa-
tures on the evaluation sheets documented their attendance 
at training for overtime purposes. Although it was 
optional for- the employees to fill out the feedback 
section, every trainee completed at least a portion of 
the program evaluation. The response to the training 
was very positive. Ninety-eight percent of the trainees 
felt that the training had achieved its objectives and 
62% stated that their approach to victims would be positively 
altered. (See Table 3 for detailed statistics). 

Roll-Call Training 

Every patrol officer in the department received approximately one hour 
of training in squad meotings related to the follow-up letter and Citizen 
Services Representative Programs, and the overall purpose and direction 
of the project. This training was conducted by the Project Director. 

c. 'Min~LTraining Tapes 

Preliminary to formal training in the use of the bookle'c for burglary 
victims and the new' procedures for the release of property, two short 
video-tapes were developed. These tapes, one five minutes long, the 
other seven minutes long, were intended to serve as "commercials" for 
the booklet and property procedures - to sell them to the patrol officers 
in advance by showing the ways that they would make the officer's job 
eaSier, and to develop interest in both new programs. An attempt was 
made to present the information in a unique format, and to inject some 
in-house humor in the ~ching process. The scripts for the tapes were 
developed with the assistance of police officers who volunteered off-duty 
time, and the communications technician who is serving as the CSR. The 
actual filming and other technical aspects were provided, free of charge, 
by the staff and students of the Ohlone College Media Center. The characters 
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in the tapes were played by Fremont Folice Department employees and 
U'lr.:~ local residents. 

. , 
Yo' I:" oS i~nnture abov\? is required in order for us to verify your attendance at th!s 
tra!:' :.ti~ session so that you may recei 1fe your overt ime pay, t'Te would also appr~ciate 
it :I " ~'Oll ~{ould help us ev.e.1uate the effectivenesll of this troinin~ proGram by 

:"re.>i:odin:; to· the questions below. 

1. 

2. 

T.ota1 Number of T!ainees in attendance = 125 
not all trainees ans~rered all questions - many trainees gave more than one 
comment or ~uggestion for a£:lnrrle QU~'>Ltinn ..• 

PR(JGN\l,[ 1:.'/1ITU'A'I'IOI-f 

Were the objectives of this training program clear to you? 

Do you believe the training achieved its stated objectives? 

92 (97%) 

DYes 
,9l, (98~) 
U Yes 

3. What lias the most useful or beneficial aspect of todDy's training for you? !!. 
1. Open discussions· and sharing of , ideas regarding Dept. problems 

____ ~a~n~d_p~ro~p~o~s~e~d_~~~o~l~u~t~i~o~n~s ___________________________________________ ·~8~o~ __ (~82i) 
2. Information gained about various Victim Services Programs, 

__ --~1~.e~·~i~C~S~R~.~b~0~o~k1~e~.t~s~~~et~c~,~ ____________________________________ ~1~6~~(~15~) 

. ,.. 
~?~.~~ __ he_r ________________________________________________ ===k='~~( 3i) 

~ (100%) 
~rnat do you believe h~S the ~ useful or beneficial aspect of the train~nb' 
1. Warm-up Elcercise .. _ __ " 21 ,(1;4%) 
2. Conducting training on trainees' days off 6 "3%) 
3. Not enough time 5 (l~) 
~4~. __ ~R~ep~e~t~i~t~i~0~n~in~g~r~0~u~o~o~r~e~s~e~n~t~a~t~io~n~s~ ____________________ ~ __________ ~5 __ ~O%) 
5. Film'too long . 4 ( 8"" 
6. ~her . 7 {15~~ 

5 •. Do you be1~eve your approach to victims 
. 1W (l00%'J 

will be any different after today's training; 

6. 

DYes 70 (62%) o No 29 (26~) Qualified No 14· (12%) 
(I·already did it right) 

If yes, in wnat vay? ______________ -'--________________ _ 

1. Will display more concern and understanding and take more time 50 J75~) 
2. Will give booklet l,iih explanation - refer to CSR n 19~) 
3. ~her 4 i. 6%) 

Po you have any suggestions for improving this troiniPb program? . 
1. Allow more time for discussion - group work 

,2. Split session into shorter segments and present during on-duty-time ~ 
in squad meet~ngs 
Shorten session 
stJ;'ucture discussions more :, 

§t (100%) 

11 (22~) 

11 
6 

7. DJ you have any slI,zce5i:ions 
r-ropert~ release procedures or for 
'·:!.ct 1lns ? 
1, Provide O. J. ~ for Off'icers. 
2. Provide fol10tT-Un roll-coll trai.nin!Y 
3. Rel·:ard Officers for use of booklet, appropriate. techniques tiLth Victims. , 
4. Cent'Z'alize the Comm. Centc'" ttl·.""! from nl,b', ic - r"'Qvjd~ Inf'o. Center for publ tc. 
5. Distribute booklet to citizens before they beco:ne victims, 
6. Of.f'icer sho1l1o. 5.ndicat-:: in >'\~l'Qrt that bool;lnt 1':'1'j gil-.,,., to vieTh 
1. P~duce size of' booklet. 

·3. C-:~ner1l1 co~;:nt!l: ... -. 
1. The Department needs more traininz in this format in other areas of concern. 
2. Communications Technicians need more stOlcttJ"'cd, 'fo rmel t>'flininCO' D",Sor to a ,i~. 

3. Training IT:f,ll have double impact ~if' the Department actually acts on tt\e 
-nroblems identjfjed nnd cansidnrs ~OJ!1Ho ..... P"'O!lOSed 

4. Need CSR for swing shift. 
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---- ------- ---

PROGRAM EVALUATION 

The original Felice Foundation proposal did not include a formal evaluation 
component, nor were there resources provided in the grant budget for such an 
evaluation. 

Specific operational data has been collected on an on-going basis to document 
the activities of the Citizen Services Representative and the follow-up letter 
programs. It can be concluded from this data and from the known fact that 
victims of burglary and traffic accidents are now receiving booklets, that 
victims, witnesses and other Fremont citizens are receiving services from the 
Felice Department as a result of the project which were not previously avail
able. We can further conclude that officer behavior toward victims has been 
altered at least to the extent that they are now distributing the booklets to 
victims. We also know that programs have been implemented to meet each of the 
objectives defined in the original proposal. 

What we do not know is the impact of these services and programs on the attitudes 
and perceptions of victims, witnesses and other citizens and on the behavior 
and attitudes of officers in their iDteractions with victims. 

At the recommendation of the Project Director, and with the concurrance of 
the City of Fremont and the Bolice Department, the Felice Foundation has author
ized the Project Director to utilize unexpended grant funds to conduct a limit
ed evaluation of the Fremont Victim Services Program. For the purpose of con
ducting this evaluation, the project staff will be extended from February 1 to 
April 30, 1976, at which time the Project Director will submit her findings and 
recommendat ions. 
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IV SUMMARY AND PRELThITNARY RECOMMEl\IDATIONS 

Grant-funded special services programs developed within existing agencies have 
a history of quietly sinking into oblivion once the momentum and direction pro
vided by project staff and, more importantly, the funding have been withdrawn. 

The Fremont Victim Services Program was developed with the intent of avoiding 
this phenomenon. Each operational component of this program is staffed or 
operated by existing department personnel. Procedural changes such as those 
involved in the photograph and release of property and the new subpoena pro
gram, have been institutionalized through the department operations directives, 
the official written declarations of depeartment operating policy. New services, 
such as the follow-up letters and information and referral services, have been 
built into the function of the Citizen Services Representative. The Citizen 
Services Representative pOSition was filled with existing staff during' the 
demonstration period and the department has built this position into its operat
ing budget for the next fiscal year. The distribution of booklets by patrol 
officers is now required by department policy. 

The ongoing annual cost to the department of approximately $19,000. to continue 
this program is balanced by the savings accrued through the new subpoena 
procedures, and the manhours of communications technicians, patrol officers, 
evidence technicians, property clerks, detectives and other department 
personnel absorbed by the Citizen Services Representative. Further, the public 
image of the Fremont Police Department as a service agency, responsive to the 
needs of its community has been enhanced by the many new services availabe to 
victims and other citizens through this program. 

In addition to the "formal" victim services programs detailed above, the 
project has had a peripheral impact on several o':::her areas of department 
operations. Among the spin-offs from project activity are: 

• a new policy regarding the taking of police reports in non-injury 
property damage collisions. This policy change evolved from the 
development of the booklet for traffic accident victims. In defining 
existing policy for presentation in the booklet, certain inconsis
tencies became apparent. The new policy should result in a more 
standardized approach to these incidents by the patrol officer • 

• a new system, through the Citizen Services Office, to provide patrol 
officers with dispositional information on cases they initiate. 

a new approach to the entire process of scheduling of police officer 
witnesses for'court. A program to address this problem is being 
developed, based upon data collected via the new police officer subpoena 
program. 

a plan for operational, physical and procedural changes in the 
communication center. The departmental problems defined and solutions 
recommended by participants in the victim services training program 
were summarized and submitted to department management. In response, 
the department has requested a detailed implementation plan for change 
in the communications center to address these problems. 
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• A one-hour victim services training program for switchboard operators 
and clerical records center staff to familiarize them with the components 
of the victim services program, assist them to make proper referrals to 
the CSR, and standal'dize their approach tQ victim/witnesses. 

• a new department policy regarding the release of suspect names to 
victims in non-charged adult cases and juvenile cases not referred to 
probation. Current department policy forbids the release of this 
information to Victims, who have no recourse to recover losses in 
civil court without naming the suspect as respondant. 

Each of these will have a benefit, direct or indirect, for victims. 

In summary, the Fremont Victim Services Project has achieved its first year 
objectives, the programs implemented through the project have been institutionalized, 
and the department has demonstrated a commitment to making the program work, and 
further, to expanding program services to victims of all crimes in Fremont. Just 
how effective the program is remains to be documented in a three month evaluation 
effort to begin February 1, 1976. 

RECOMMENDATIONS 

An extensive list of formal recommendations is expected to evolve from the 
formal program evaluation. However, at this time, we offer the following 
preliminary recommendations based upon the lessons learned in the past year, 
and upon feedback received from citizens and police office~s: 

1. The burglary booklet should be reduced in size from 4ft1l X II" to 
4" X 8~", and the Spanish version should be printed separately, ~ 
limited numbers. 

The length and thickness of the current booklet make it difficult 
for the officers to carry more than one with them. Although there 
are a few families in Fremont who cannot read English, the number 
does not appear to be large enough to require that every booklet 
include a Spanish translation. Printing a separate identical booklet 
in Spanish which the officers could have available in the squad car 
would meet the needs of the Spanish community and would Significantly 
reduce the bulkiness of both booklets. 

2. A built-in receptacle for the booklets which officers are required 
to distribute should be provided in the squad cars. 

3. 

Officers currently must carry at least ,five copies of the burglary 
booklet and five of the traffic booklet to cover the incidents which 
might occur on one shift. If the present program is expanded, as 
planned, at least two more booklets will be added. It's unrealistic 
to expect an officer to carry twenty booklets in hiS/her briefcase 
or clipboard. If they are carried loose in the trunk, they'll become 
soiled and be more easily IIforgotten". 

The Citizen Services Office should be a function of the Department's 
Community Relations Section/Administrative Services Division. 
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The services and activities of the CSR often parallel those of the 
Community Relations Officer in contacts and working relationships 
with community services agencies and groups, and in the area of general 
public relations contacts with citizenD. Formalizing this relationship 
would prevent overlap and duplication of effort and benefit both offices. 

4. If funded through the City or grant funds, the Citizen Services 
Representative position should he. made a permanent, classified 
civili~n position and staffed as such. 

No one should be considered for this position who has not voluntarily 
applied fbr it with a full understanding of what the job entails. The 
success of the CCR program in humanizing the system for victims and other 
citizens and providing them with real assistance depends more on the 
personality and motivation of the individual in that position'than on any 
other single factor, including previous work experience. It is the 
nature of the program that most people the CSR talks with are either in 
need, frustrated, angry, confused, resentful or even desperate. Beyond 
the immediate impact of aSSisting them to 'resolve their problem or 
question, the CSR can have a powerful impact on their future percep
tions of and attitudes toward the police department al:J.d the criminal 
justice system in general. 

-23-

, 

, ' 

I 

,·t 

II ; 
"I 

I.' ,l 
I 1 
\ f 
~1 
}", 
1 " 
j 



....,..--._. 

I 

II a-d 

III 

IV 

V 

\'I 

VII 

VIII 

I 
~ 

IX 

X 

I 
J 

• ,1 

XI 

XII 

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

ATl'ACBMENTS 

Phasing Schedule 

Follow-Up Letters 

SUbpoena Request Form 

Citizen Contacts by Citizen Services Representative 

Information Bulletin - Shoplifting Procedures 

Operations Directive Property Release 

Training Course Outline 

Training Film Synopsis 

Individual Worksheet 

Group Worksheet 

Memo to Chief - Training Feedback 

Training Evaluation Sheet 

. 

:I.: - t.~.~.: fr.I •• !, ':.\.)rr (~'~ .. '''~ 
0-1 (1\p1o.!"'<nt. ptOj'4-,." 4:"'iv('ll\t 
I.-u."tl,·n cl<"U'"'i,lt 

... . 

--TI~ITJ~-----------:""--"7"---------':"---t!i!:~\~=J'lC:r:m:f~'~;"\~rr;\~fl\ :j··t"iitm'l~UL·I\:.(, ~i'~Xfh~o);ocdn~11 r!.J,:;r:~ • ,-~- ___ I 

---:::::.-:::--~----------------r-==+==i--I--+_~-I--!i-l---l--t-_l-
.t~Ul . l:b-I---

---------------'----------~---.--+_+_-I_-I-...__f- '-- -f--f--- -'--I___ 
I., r:r~ Ff:- ~~ r-~ -

2. P.cal!orch othel' Jur1!ld1ct1ons t-h 
··--------.::------------l-l-lH-I--I--f--l--l-4-1--I--t--t 

1I. 

C. . 

; 

, 

3. Reco~m~nd rcvIG~d procccurcs .... -

4. lbvlell - 'l'ask force, staff .• D.J... 's oi'fice ~-+--I--+'It 
·~----------------~~~-~_+~--~~~+_4-4-~~~ 

5. Imph1:1ent llell'l'rocedures , 
8'. . Shopl1rtinc Procedures ·l 0- - - - - - - -.' - cu.~·n.j 

c - - ; 

c. Photograph end F~leDse PropertJ E}- I- - - - -).. "!r.;rd 

d. Victlc - Initlat~ Property F~sea~ch ~-- - - - I 

R~portinv. Pto~edure~, rolt:!~3 

ln~oro~t!on ~or Victi~s/W!tn~nses 

2. Research, Develop Progra~ ror Demonst~tion 

3'. Task Force. staft revie>l ~ 
--~--------~--------------------------------------~~-·~--·~-~_+--I--I~+_~~~~--~-l 

4. :IcplemclIt PrOCl"Il:r.s 
~~----~------~----------------------------~~+--I_-}--.f--~,~-~·--I~I--"~~--I--
____________ a_. ___ Fb_ll __ O_~_-U~p~Le_t_t_e_r~s __ -__ Bu __ r_gl_a_ry~" __ Vi_c_t_Ua __ s ____________ • ____ .I_-+--f--+--+--+C-A--4---+--- I 

t>- - -- --b. CiUz!:n Services :;~:;re::entDti'te 

c. }!s.1l1ne; &.tbpoenzs (:r- -"- - - - ~Cn -,~ 

d. llookJ.et - Burgla~' ~'ici:ilJs ~ - (; ,\- - - ~ .... "11: ,\,;)' ~,~:~:~.~. ____________________ ~~ ________________________________ ~-:- ~.--~~~-~-4--~-4--~~~.!.~ 

___ --=. ____ e_. __ llo_o_k1 __ et_-_T_ra_r_f_i_c __ a~_.;::_i_d._e_nt_ ... _-l_c_t_i~_:: ____________ -+__ . 0l."- -•• y~c ... ~ 
, ____ ~5~.~EN~al __ u3_t~e __ dc~c_o_n_s_t_re_t_i_O_n~p~~~~_ra_o_s~~ __ r_ec_o_~_~_e_nd __ De_-~P_Drl __ lJ_e_ll_ta_l __ A_c_t_io_n4-~~~--1~~--t--t--~-t--~-r--+---r---1 

D. Disoatch/~~k Ooerations 

1. AsseSll eJdsitlng Co::'l1uo.!ce:tio:ls Section .t-

2. F~~eDrcb, develop revision. de~onstratlon programs 
~ ______ ~ ________________________________ · _________ ~~-~--+-_b-~-~_+--+_4_~--"I-- ___ 

3. Task Force - Staff ?~vie'" 
--.-------------------~--~-------------------------------~---·--I---~~~~--~~---I----.4---+--~---1 

4. I:Jplde~t ne:t :;>roGra::;s - b-
5. Evaluate ne. prograos,.reco~xehd Depart~ental Action 

·------------_~--I--- --1---~--~-_+-!1---f_-;-_+--4---1___ 

FICAS'; Ht 

A. Tra!nin;: 

1. J..a~ess traininG needs 
--.1--- --~-I __ -I--I--I---~~--j-....j.--I_-1 

2. Develop content/schedule 

1 3· Task Force, st~tr relIc. and input 6 .~ 
4. It:l.,l!!::t!!nt tra1ning " 0 

------.----------------.-------------------- I--f--I -f-- -·~+--I--~ __ .4__1 
1I. Infox";"1i\t!on TJ!:;:;cmlcatlon 

1. Se:::lrl.at'.tl 
-----·------------------------------------~-+-__+-4-_+-+--1_--1__+-1--\--11---1--1 

2. Flllill Report ~. --.--------------------------------t--- '- -f_ -1- I--f--I-- ---1--.... -1 
~ - - 4 • ":), ":) 

'. 

/ 

I 
I 

.,? 

I 
J 

L 
I 

... I 



i 

( 

" 

'£wo Tapes: -------.-. 
Constant Ho. __ ~ _____ .... 

Vad.able, lio. __ ~ _____ _ 

(Date) 

N~T1~ (l) 
Address (2) 
City & State (3) 

---- TAPE STARTS 

: 

Ue '</anted YO',l to !~nO::;1 thnt tIle. Police. D-epartusnt is conductL.'1g. an investigation. 
into th-a burglary . (5) which you recently reported.. (6} 
in :tn ch~.r£c of the ii\vcot:i.gation of your case, l!hici1 llns bo::m aGs:tgned report 
r..Ut!b~r ,(7) ~ Please cnll him at 796- (iJ) if you have ::my questions or 
concerns' or nny additional infornation to report. If you move tuthin the next. 
thirty daJrs,lTc ,,(·rould ",lao appreciate it if you would call the Fremont Police' 
Departt:'.ent to let us b~ your ne';-1 address and phone n\lmber~ This will. insure 
thct nc vill b~ able to reach you if the status of your casc changes or if we . 
should reCO'T1Cr any of your property. 

i-!c ~}j.ncerely regret the parr-onal hardsl1ip c:md inconV(1u:l.e.nce v7hich this incident· 
~aY'ha\~ c~usedyou. The department is ~~g evary possible effort to 
appr~hend the people responsible for the burglary and to recover your 
propGl"ty. 

Thanl~ you for your cooperation. 

Cordially, 

ROGER :r.,. UEill·rAN 
Acting Chief of Police 

Norm Nicholson 
Citizen Services Representative 

'" ' ,-------------

Tape lIo. '9 () Ref. lf~. 1. . 
SUBJ3CT it~9lcinl . 
l,farg i:1s: L "31i,' R 1'J. 0 ( . 

t..{ . D.C Lc& __ _ Ta1.1S: 
IJ 

Sg-Io. .Sp. .,/ _ DhIo. Spa __ _ 

1\'10 Tapes: _________ _ 

Constant Uo. __________ ..... 

(Date) Variable !fo. ---"(""*'a'----__ _ 

llar.a (1) 
Address (2) 
City & State (3) 

------- TAPE STARTS : ' 

Dear (4) % __ ..:...;..t.-__ 

You can be assured that your report of the burglary (5)· has been reviewed 
by tha Police Depar~ent and that every possible in~estiaative ~tep has been taken 
to identify the. pe?ple responsible for the bur?~ and to recover your. ~roper~. 
For., exa..'"Iple~ items of evidentiary value .found at tha Be.ena of t.'1e burglary '-Tare 
ancu.yzed by the department in an attempt to identify. a responsible pa.rty and . 
develop leads .. , If you or witnesses. to .your' burglary "lere able to provide tha . 
officer or detective with a specific description of a p039ibla suspect or suspact 
vehicle then every possible effort was taken to identify the individual(s) or vehicle. :: 

Ye regret that, in your case, the investigation has not resulted in tha apprehension 
of a ,.~~sponsible party or the recovery of your property. Therefore, until new 
leads are developed, the investigation of your case haa been suspended. 

Unfortunately, if tha victim is unable to provide the officer with serial numbers 
or other unique characteristics of the lost property, the investigation of the 
burglary is sever.ely handicapped. If you were able to provide the officer 'With 
serial numbers or other identifiable numbers of stolen items, thesa numbers have 
been entered in the state:-..rl.de automated propertY system. A check of this system 
in the future will identify your proper~ to any law enforce~ent agency wbicr. 
tn1ght recover it. Stolen itet1S without serial numbers but with unique. 
ch~racteristics have been entered in local proper~ files. These files will also 
be chec~,ed in an attempt to discover if your property has been recoverE!d~ If,· 
at SOrT:.:! future date, your property jis recovered, you 't'1ill be notified and 
arranger:::-=nts made to release it to ,'You at the earliest possible date. 

Ue lvIl1 let you 1-.-n~'i if the status of your case changes significantly. Your 
case has been assigned report number (6) • If you should have any qu~stion9 
regarding your case, please cnll your Citizen Services Representative at 
796-3434 from 9:00 a.m. to 6:00 p.m., }~nday - Friday. 

Tnank you for your cooperation. 

Cordially, 

IWGER L. 11EUM.Al.~ 
Acting Chief of Police l-lorm Nicholson 

Citizen Services Representative 
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r-J I . 
SUBJEC'l' I) £.( f~....nt--
H'lr 7 '"1 n-' L "-If -R_.L1.(2 ...... r.> .... , J-. .( 
T'll-.",. Q.ao.. __ _ 

• V~. - J 
"1 ~ v Dhlc. Sp._-- .,~ e. l:>p. __ _ 

'l'wo Tapas: -----------

Consta.~t 1(0. ----------

Vari able }ro. __ .:::::lJ;..(! ___ "':--_ 

(D~te) 

Nan:-e 
Address 
City & Sta'te 

(1) 
(2) 
(3) 

Dear (4)! ---"-'-''---
, . 

You reported the burglary (5) to tne Frerr.ont Police Depart:ment,"'lhich 
mig assigned report nttwbe~ (6)' • tJa a.re pleased to report ti,at a . 
responsibl~ party has been identified in your caSB. Unfortunately, 
your property has not yet be~!'i. reco1J·~red. We 'tdl1~ or c!)Urse" contit"ue 
our efforts to find your property and return it to you. If you were 
able to pJ:'ovida the depa:;:tm-en-c with serial or oth~r identifiable numbers, 
thase ,-lare entered in the s::ate:..r.I.de automat2d property system.. A ch~ck 
of ~lis system toTi1l iclzntify your property t.o any law enforcement agency 
't>1hich m:tght recover it. \'-fa "tv:t1l notify you itriIlled.i3 te1y :Lx \1e are successful 
in our efforts to recover your prop~rty. 

If tb.-ers are sufficient grounds for filing a cnargs against the suspect 
in your cass, and the court ba1ieves you should be Fres~nt at tna 
hearing as a tlitness, thay mll s2nd you a s!.lbpoena, wbich is a legal 
document requesting that you ~ppaar in court 83 a witne33~ 

Xi you should have 'any questions regarding your caSB, pleas2 call your 
Citizan Services Raprssentative at 795-3434 from 9:00 n.m. to 6:00 p.o~, 
Honday - Friday. 

, I 

If you should nove in the next thirty days ~ plea3e call t~1.e ]'remont Office 
of th9 D:tst~lc.t Attornay a.t 793-8833 to le.t thenl know yo'ur ne~~ address 
und phone ntmtb-ar. 

~lan~ you for your cooperation. 

Cordially, 

RO Gmt L. iYfZUMP2T 
A~;:iu3 ntief of Po1'1.ea 

Norm Nicholson 
Citizen Services Representative 
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~-----' ----------- -------------------~ - ~-.. -. -------

Two Tapes: ---.-------Constant lfo. 
, Variable lTo·. --(:-()-------.:-. 

(Date) 

Name 
Address 
City & State 

• . 

(1) 
(2) 
(3) 

. ' . . . 
• 

.' \ 
You r~ported the burglary "6) .. :t..:t .! I...~ to- the Fre!I!O!lt Police Dena-..t-_ .. ""_n' t ' ,~~' cn was aS9 gned report numDAl" - .~?~{~~\-,~ ~ ~ 

- ~ " L .' Wa are. pleased to report th"'t" '. 

," 

" 

a responsible party bas bean identifi~d in ~ 
b your case. Unforttmately .. , . 

lye '!:Vere ~na 1e to recover your property. "\ .. .( 

If. you sho'w.d have any que3tions reg' ardinC7 Y011r C t" b c<l,se, please call your 
.k ~.zen Servic~s Ren.res9ntative at 7QS-3434 ~ 9 00 

~, - rrom: a,D. to 6 :00 L",Onany - Friday. p ,tl.. ~ 

Than!<: YOll for your cooperation. 

Cordial1y~ 

ROGER L. NEUHfu'l 
Acting Chief of Police 

!l"orm H:i.cnolson 
C:ttizen Services ReDr t"i; ~ eS9n 8_ "Va 
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1. 

Subpoena Se'rvice 
Service of subpoenas 

POLlCY 
Sub oenas for department personnel and citizens \~i~l be served using the 
Uni~ed States and other mail systems \'/henever POSSl bl,e. 

.... . . 
I!.' PURPOSE· . 

d sim lify the process for issuing subpo~n~s t~ police 
To modernioz~h~~ depa~tment employees and citi~e~s by e

d
' 'mlll:atlngff~nneces- . 

officers, fl'eld service technlclan an po lce 0 lcer sary paperwork, clerical, 
time. 

II 1. PROCEDURE 

A. POLICE OFFICER SUBPOENAS 

1. Issuing the Subpoena Request Form . 
l' officers and othe~ poiice employees have oeen 

I.n the past'lPo 'bce nas "!hich they must officially serve to each 
issued forma Sll poe . t t of court th . in order to insure a legal basls for con emp 
~ha~~es. should an (Offi.cer fa i1 to appear . 

. 
> 

In actual ractic!e, however, if the failu~e of.of!icel's to appear 
\~hen reqUi~ed as witnesses becomes a problem, .1t ~s resolved, 
administratively, beh</een the Office of the Dlstrlct Attorney and 
the police Department. 

-'T~-
. :...;., 

·....,..·r·~· 
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Therefore, Fremont Police Department employees will no longer be 
issued formal subpoenas. The formal subpoena \'1111 be replaced by 
the "Subpoena Requestll form (see copy attached), whi ch is compl eted, 
in duplicate, by the Deputy Di'strict Attorney when the case is 
revie\'red for court. 

a. IISubpoena Request ll forms \'/ill be for\'/arded, dally, to the 
Police Department from the District Attorney's Office via the 
Fremont Police Department Court Liaison Officer. For each 
case there \'Iill be as many copies of the "Subpoena Request" 
form as there are officers listed as witnesses for that case. 

b. The Court Liaison Officer shall deliver the "Subpoena Request" 
forms to the designated Information Section clerk. . 

c. The designated clerk will ~heck the court date of each c~se 
against the patrol roster and leave schedule to determine if 
any officer required as a witness is currently on vacation 
leave or is otherwise unable to be in court on the date indi
cated. The clerk w·rll notify the. Distdct Attorney immediately 
o.f any such scheduling problems . 

. . 
d •. The designated clerk \'I'ill make one Xero:< copy of the police 

report and any supplemental reports on the case and attach 
these to the copy of the "Subpoena Request" form Hhich goes 
to the first police officer listed. 

e. The designated clerk will then place ccipies of the "Subpoena 
Request" fot'ms in the appropriate officers I mailboxes. 

Thi s "Subpoena Request" form procedure is consi dered by the depart
ment to be as official as a formal subpoena, and the officer is ex
pected to appear in court on the date and time indicated and to 
notify the Deputy District Attorney in charge of the case if ulJable 
to appear. . 

2. Evaluation of Need for Appeara~ce 

In order to minimize the number of personnel appeay·ing, any officer 
or department employee \'/ho receives a IlSubpoena Request" form should 
ask themselves the following questions: 

a. Can I directly testify to anything in the case? 
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h. Can I directly testify to anything that is pertinent to the 
case that is different than the reporting officer might be 
able to testi'fy? . 

If your answer to either of these questions is "No," contact the 
Deputy District Attorney in charge of the case, directly and as 
soon as possible, to discuss the need for your appearance. If the 
Deputy DiStri ct Attorney agrees that you will not be needed, note 
the follm'ling on the IISubpoena Request" form and fOri-lard to the 
Operations Hatch Commander: 

a. Cancelled, per: 

b. Name of Deputy Di5trict Attorney 

c. Date Deputy Di stri ct Attorney \'las contacted 

d. Time Deputy.District Attorney was contacted 

3. Documentation of Court Appearnce 

Follow.ing yow" appearance in court, place a check in the appro
priate box in the bottom right-hand corner of the "Subpoena 
Request ll form to indicate Nhether or ~ot you .actually testified 
on this date . 

If you were in court 'during duty hours, place the "Subpoena Request" 
form in th~ rna i1 box marked "Vi dim Servi ces" in the Squad Room. 

If you were in court during off-duty hours, attach the "Subpoena 
RequesC form to the back of each overtime request sheet and submit 
to the Management Analysis and Fiscal Affairs Section, via chain 

'of command. 

CIVILIAN SUBPOENAS 

Concurrent \'/i th the impl ementati on of new procedutes fOi~ i ssui ng sub
poenas to poJice \'Jitne~ses, a ne\'1 system for the delivery of civilian 
subpoenas will be initiated. Effective August 1, 1975 the Fremont 
Office of the District-Attorney will mail all civilian subpoenas, with 
the following exceptions, which \'Iill be fOflo/arded to the Fremont Police 
Department and delivered, personally, in accordance with the existing 
procedure: 
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Department Operations Directive 
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1. 

2. 

3. 

" 

Hostile witnesses 

Subpoenas which \'(ould not reach the citizen in time if mailed 
(court date within five (5) days) 

Subpoenas \'Ihich \';ere mailed but returned to the District Attorney 
as undeliverable. 

ROGERCf.I EUMAN 
Acting Chief of Police, 

Page 4 of 4 pages 

" 

(. 

,. 
t 
'. 

( 

( 

i 
J 
r 
I 

! i 
: I 
t I 
, I 
j ! 

·r 
./: 

I 
I 

'" 1 



" .. 

./ 
", 

; ! 

" -, 

• 
DEFENOANT(S) ______ ... __ _ 

( ._-------------_.- --'-- -.---,,-
CHARGE(S) ____ ...... _. ___ . ____ ._~ ___ . ____ _ 

,CQURT-=rR-'-AL(--)-- JU,RY TRIAL ( PRELIMINARY EXAM INA TION ( 

~.--- ----------------.-~----------------------------------.-----------

. rCOURT: .: 
--_.-.-._,.----------------------------------_.----, 

) Fremont N'l. 3 Fremont No.1 ) Fremont No. 2 

Newark City Hall ) Fremont City Hall .' 

c 

(~, . 
, .- . 

/. 
'\ 

.' 

'. 

TIME _____ M. DATE 

POll.CE REPORT NO. __ . ____ _ 

WITNESSI=S: 

NAME ,ADDRESS 

----_._------------

-":i~~ Yk'--~ -------------'------ -'-'-"---.--' 
j: 

' ... _- -'-'-' ------------_. __ .. _------------------' 

DDA '. ___ .. __ .. __ ... _._._' _. ____________ ~ DATE ___ _ 

PHON £: 793-8853 
SlIHPOLNA ISSUE D ______ . 

Did you testify' on lrm [lm~? 

-_ .. _-------_ .. 
,~,..a.,__::"". 

lIl"'I:F., ..... W;'!.""'1!1'1 -. .,., --.. _--_._-- ~ " 
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CITIZEN CONTACTS lSY nlE CSR - '. 

. A. S:\~'~PI.n;G7 JUI.Y-DECEHBER 1975 
j-' 

7-9'-75 

I "'<lS ,·:alking past the front desk 'tolhen X overheard the COil".1:!.unications technicians 
and the st-litchboard operator discussing a Iilall \·;ho just left. X asked Hhat tht: 
problc<:J. Has. The operator told me the I!Ian that just left vas looking for a 
"hnndout." I .went outside and approached him and asked if I could help. lIe said 
he came from Napa ... looking for \-IOrk; tCle job didr.'t materialize and he didn't 
have enough gas or money to get ba'ck hom~. The local Catholic Church had sent 
h:i.m here for help. Now he didn T t kno':-T 't·,llere to go. X advised him. of Tri-City 
Voltmteers anct directed him there. Follo~-l-up 'tolith Rosan Hilson) Director of Tri
City, s.howed that he vent there and Has given the necessary funds to btty gas to 
g~t home. 

7;....15-75 

A male citizen came:l~o the Police Department because he had just had a big 'fight 
l·1ith his 't-7ife; she had left him ,-lith four children. He discussed his problems 
at length. It <l;ppeared that both of' t:hem took drugs _ I called CDC and 1Uad~. 
arrangements for iuunediate counseling for. the husb;:md, He left" feeling he got 
the help he needed.. I had occasion to talk \-1ith him a fe~., ,·leeks. later and he 
thanked me for helping him and said that he and his HHE" are getting things 
~traightened out. 

·7-18-75 

This male citizen had b2t'::n in before with problems 'at home.. T.his 1:iThe he. told me 
that he had lost his jo'!:l~ the 'to7hole 'world was against him, etc. He talked for a 
while and during the conversation X learned that he had been in a 'mental hospital 
in the Anny and was on Thorazine. Based upon this information anel his present ~ 
state, I believed he might be schizophrerdc. r arranged for him to talk to.a 
ment;:tl health counselor at Tri-City Hental Hea1th~ non Harkle .. They ,talked 011 

the. nhone for a while and the cit:i.zen agreed to respond to Tr.i~City 'imd talk to 
Don. lrkle. Follm-l-up Hith Nr. Harkle revealed that he hc:cJ sent the client to 
the hospital for a Hh:tle and was currently adro.inistc!ring ollt-patient treatment. 
He also 'vas trying to find a place for him to live Rf, his hO;:)2 environnent con
tributes to his mental problems. 
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7-23-75 

Attachment B 

. . 

A female citizen cal~ed the police to complain about the apartment manager's 
poJ. Ley that forbade her five-year old to s~diil in the apartment pool. It t-laS 

hot and she was extremely upset and unreasonable. The front desk people hqd 
already told he~ there \-las nothing He could clo. By the time I got the call 
she. 't-las "fit to be tied. I~' lie began to discuss her ,proble:n and I found out 
S11C was here visiting from out of state. Her car broke do~'m; she ran out of 
funds and ,·;as temporarily stranded in Fremont. I told her of the stdm lagoon 
where juniors could stYim all day, and of Alc Transit. She liked that ide", and 
then she ,"as referred to Traveler t s Aid to help her get back home. 

7-25-75 
. 

A female citizen came to the ,Police Department to. talk to someone about her pro~ 
blems \-lith her husband. She said he has .beaten her ana the child·ren for maoy _ 
years. He discussed the problem at length. She wanted a. divorce but didn.'"t: 

: really knoH' how to go about it. I advised her. or many social servic.e agencies 
that 'o7Ould help her, including Legal Aid and Parental Stressr I" think tllat more 
than anything~ she just ,vanted someone to talk to. She did not vant to take any 
criL1inal" action against her husband. She left hen.\,1ith the :i.nforrnation neces
sary to solve her proble~ if she really "vants to. 

7-30-75 

A male citizen called the police because he hac1 a problem Hith unknmm persons 
dumping trash in the PG&E right-of-;.,ay to the rear of his house. .He had tried 
several agencies on Ids o\,;-n ,vith negative results. I checked "lith PG&E 'Who . 
advised that although the land is privately owned~ the.y will take the responsi
bility of c'lean-up. I called back the citizen, informed him of PG&E' s de·cis~.on, 
and he was quite satisfied with the results. 

8-5-75 

Hearing loud voices at the front counter, I responded to ascertain the problem. 
A male citizen ,.;ras arguing ,·lith the suitchboard operator over. obtaining a copy 
of a police report. lIe insisted the civil COl11:t said he could obtain the r.eport 
by Simply requesting it. I took the man into U1Y off:tce, e>.-plaining the po~icy 
of not releasing crime reports without a subpoena. He began to discus::; his 
reasons for 'toTanting this infonnat:i.on. He H.:tnted to file a [mit against the juven
iles that had stolen Ilis bike and ,·!reeked j,t. Research of the n~port shOtvecl that 
th;: ::~IlBPECtS were referred to the Youth Service Center. I t:hen r.cf~rr(·.d th;~ 
cit.b:cn to the Youth Service Genter and l:2.tecthl(! 'NastrLlc,c:i) if ne~~!s::;:lry. to 
obtain names of th~! suspect;. Receiving the special a tteotion of the Citizen 
Services Representative was enough to calm hiln dovn and iYhen. he left, he \.;-as 
satisfied that we had done everything possible (:0 ~,elp him. 
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Attachment B 

~-8-75 .' 

A male citizen came to the Department~· w'ithout an appointmgnt, to talk to me. 
1-:hen he found I was at ,lunch, he became quite irate <lnd demanded to see my 
supel:ior .. etc. He finally left, saying he ",ould return later. He cqntacted 
me at 3:30 .. advised me. he t·ras seeking the return of so:ue noney taken in evi
dence from his store. A quick check of the report and I was able to advise 
him of· the case status and the fact that his money could not be returned at 
this time. lole discussed the case and the fact that he had to "/ait for my 
services. lole developed a good personal rapport and the fact that I had tine 
to explain~ in detail .. ,,]hat he ,·muted to knoH, seemed to pacify him. At no 
time did I experience any of the hostility that occurred at the front counter. 
I think the "special attention" feature of the Citizen Services Representative 
was very useful in dealing with this particular citizen. 

9-11-75 

'A retired gentleman had 'received a. speeding ticket in the I, -"eLC10re jurisdic
tion from the Hight"ay Patrol. He was advised a t the time 01 .:.he cita tian 
that he ",ould be notified of the bail by mail. At the time he called the' 
Citizen Services Representative t s office, he "laS confused and iwrried since 
some time had elapsed and he hadn't ye.t received bail notification. He ",as 
confused and'lvorried) not ·wanting to buck the la",. His prior calls to var
ioU:s agencies llad met with negative results. After talking uith the citizen, 
I called Livermore Traffic Court and found that his notice was in the mail. 
I advised him of this and the procedure to folloH when he :cecEd,ved' his notice. 

9-10-75 

A Fremont' Police DepartB~nt sergeant contacted Ina regarding the case of a 
robbery victim 'who "t·las held up over a year ago. Approxi.mately $200 vas taken 
and recovered by officers at the scene. The money "t"as. taken 'as evide~ce. and ' 
a suspect ,,,as arrested at the scene. The sergeant adv~sed that the v~ctllU 
"ras concerned because he had not seen his $20,0 or l.eard about the disposition 
of the case since the date of the robbery. A check revealed the suspect had 
jumped bail and had not been seen 'or heard from in ave: a year. A be~ch 
varrant was outstanding and the case is currently in l~mbo. I commun~cated 
"t.,ith the District Attorney's Office and the Acting Chief 0'£ Police. \-lith the 
approval of these offices .. I released the $200 to the victim, 
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Attachmant B 

10-9-·75 

A lIlan in his 50s 'was brought to me by a patrolman. His son had brought hirq 
here from 1iet07 York. The ,police had just arrested his son on a big l'/arrant, as 
the result of a traffic stop, and the loan 'Vas nmv stranded. He had only' a few 
dolla,s~ the vehicle and very little gasoline. Had had had no sleep in three 
days. His daughter-in-lat" (a local resident) refused to even talk to him. 'lIe 
'-lished to rest and return to Ne~" York. r contacted the Community Relations' , 
'sergeant "7ho arranged for a night's lodging and meal. I contacted Traveler" s 
A.id and they advised that they would help hi.m get back. to NeiV York. r directed 
the man to his motel and gave him directions to Traveler's Aid and the name of 

a person to contact there. 

11-3-75 

A lady living near one of the local high schools had a continuing problem with 
students littering her yard. Rerca11s to the Police Department and School Dis
trict did not. seem. to proviae satisfactory result's, so she contactecf'the ' 
Citizen Services Representative as a last resort. r discussed t'his problem: ' .. 
"'ith the school. princl:pal. 'As, a result 6f that discussion)- the principal ' ~ 
assigned' school officials to monitor the area of the lady's yard'durin9 lunch 
hour. I also talked 'with the police officer ,·?ho pet troIs tha t d"r'ea and P he . 
advised he lwu1d' patrol the area during lunch~ whenever possible. 

1~-4-75 

A letter to the police D::partment from an elderly lady in Sacramento trying 
to ascertain the ,,,hereabo:.rts of her elderly sister) a resident of Fremont 
and rumored to be in a rest home ,.,here in the ai:ea, ~'las received .. }lany ph~l1e 
calls and inquiries later, r found the lady in a local rest home. I talk.ed 
l-Tith the head of the rest home and put him in COllllTlunication l-lith the sister 
in Sacramento. H,e sent her' a letter telling her "'her.e her sister was s, etc. 

Citizen Services Representative 
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ATTACHMENT V 

City of Fremont 
POLICE DEPARTMENT 

INFORMATION BULLETIN 
BULLETIN IN DEX: 75-9 

VICTIMS· SERVICES PROJECT - NEW SHOPLIFTING PROCEDURES 

The Alameda County District Atto • 0 . are currently involved in a coo rney,s ff1ce and !he Fremont Police Department 
of crime. As part of this effO~r~~~ve ~ffort to 1mprove services to the victims 
less} have been selected to artici ee .remont s!ores. (Mervyn·s, Wards and Pay
feasibility of new procedure~ for th:t~a~~l~nspeclal .pl1ot ~rogram ~o ~est the 
The new procedures, developed by the DistrictgA~i eVld~ncoe 1~ shopl,ft1ng cases. 
in the attached memorandum. orney s fflce, are described 

In summary, the new procedures sha 1'/ 1 l' 
lifter is appr?hended by store emplOY:~P y ~n.y 1n tho~e cases where the shop-
po 1 i ce offi cer i,s called to the scene ~h an 1 s ~ak:n 1 nto custody) where a 
tends to prosecute. ' e suspe~t 1S arrested and the store in-

When these conditions exist, the store security people 
sence of the police officer, a color h t are to take, in the pre-
perty and an evidence identification p 0 ograph of the suspect, the stolen pro
returned to the shelves immediately. card. The stolen property may then be 

The responsi bil ity for photograph' d' .. file rests with the store securit1ng an malntalnlng the evi~ence log and film 
this process, the police officer.r ~:;Ps~~~:b·Al~tart fr~~ serV1ng as a witness to 1 1 1 Y rema1ns the same as it is now. 

If an officer should observe proced r . th sistent with the steps outlined abo~ee:nJn. ese three stores which are not con-
contact Sharon Gregory, Victims. Services ~~o~~e at~ached memorandum, please 
James Frank, Planning and Inspection (796-342~)c~ D'rec~or (796:3478) ~r Sergeant 
procedures and/or resolving problems. or asslstance 1n clarlfying 
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COP Y 

TO: 

FROM: 

SUBJEaI': 

DATE: 

OFFICE OF THE DISTRIaI' ATI'ORNEY 

Alameda County 
Court House 

Oakland, California 94612 

MEMORANDUM 

D. Lowell Jensen 
District Attorney 

Howard A. Janssen, Deputy 
Victim ~Witness Assistance Bureau 

store Procedures for the Disposition of 
Shoplifted Property 

March 3, 1975 

The merchant, like the property owner, is a continuing victim 
of crime in that although his property taken in shoplifting 
cases may be recovered, his loss continues due to the requirements 
that it be held as evidence for possible prosecution. 

The purpose of this directive is to establish procedures 
in Alameda County to act as an alternative for the handling 
of merchandise recovered in shoplifting offenses. Thi8 
procedure is not required but may be adopted by the merchant to lessen 
his burden of loss as a result of crime. 

If the merchant wishes to adopt this procedure,· it is to be adhered to 
in the following cases only: 

1. When a shoplifter is apprehended by an employee of the 
store and 

2. Is taken to the store security office AND 

3. A police officer is called to the scene AND 

4. The suspect is arrested. 

PROCEDURE: 

Attached is a copy of a store Evidence Log. This log is to be completed 
by the agent ·making the arrest.. 

The following procedure is to be adopted and should be adhered to by all 
merchants in Alameda County in dealing with petty shoplifting. When the 
store security agent or employee apprehends a suspect: 

COP Y 

COP Y 

Page Two 
March 3, 1975 

1. 

2. 

3. 

4. 

5. 

Tqe suspect should be taken immediately to the 
store's security office. 

If the person is to be arrested notify the 
police department. ' 

The person apprehending the suspect will then proceed 
to make an evidence identification card. (See attached 
examples. ) 

T~e ca~d sho~d be.on plain paper no smaller than 
8 x 8 (attached 1S an 8 1/2 x 11 sample done on 
with a marking pen). 

The card should have: 

1. The date 
2. A brief description of the item with the 

brand name and serial number, if applicable. 
In cases where there are several items 

plain paper 

such,as a bag of. groceries, it will not be necessary 
to IlSt all the 1tems on the evidence identification 
card. "Misc. Groceries" would be sufficient. (See 
attached example) 

3. The retail value 
4. The suspect's name 

Upon arrival of a police of~icer, the person apprehending 
the suspect will take a color photogra=pLh-=o~f~t~h~e~~~~=a 
suspect, the evidence card, and the stolen property 
to~ether. One technique is to place the property and the 
eVldence identification card on a table in front of the 
suspect and take the picture of the suspect, the evidence 
card and property at the same time. If possible another 
person may take the photograph with the person a~prehending 
the suspect included in the photograph. 

Any. type of film the store finds most economical other 
than Polaroid may be used. An Instamatic type flash cam'~ra 
is preferred. 

The person taking the photograph will then enter the 
follmfing information on the store Evidence Log: 
(See attached log) 

SUSPECT NAME -- if the suspect refuses to give his name, 
enter "John Doe". 

In cases in which the suspect has refused to give his name 
and at the same time he is turned over to the police his 
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COP Y 

name is still unknown, it will be the responsibility of 
the 'employee to contact the store Detail of the Balice 
Department or follow-up investigation officer to determine 
the true name of the suspect on the next business day 
(Police Dept. ) 

The employee will enter the true name next to that of 
the "John Doe" entry. 

DATE -- the date of arrest 
~ 

ROLL # (Film Packet) -- the film packet roll number should be 
written on the film prior to placing it in the camera. It 
can be marked with any coding the store wishes to adopt. 
(e.g. 75-1, 75-2, 75-3, etc.). 

PICTURE # 's -- the photo number on that roll 

ITEMS (photographed) -- a short description of the property' 
photographed 

AGENT -- the person apprehending the suspect will sign 

The suspect should then be turned over to the custody 
of the police. 

The property photographed will be returned back to stock available for sale. 
When the film packet roll number is used up, it should be developed, but 
not printed, unless the store chooses. The store will then file the negatives 
according to packet number. The evidence identification card should also be 
filed with the negatives. If subpoenaed for court, the person testifying 
need only print the negatives required and bring them, together with the 
evidence identification card, 'qith him to court. 

It should be noted that the above procedures ,will apply when a petty 
shoplifting is involved. They should not be followed when the theft 
constitutes a felony or when the police apprehend the suspect outside of the 
store's premises .. Other procedures are being developed for the return of 
property in "those instances. 

This procedure will allow the merchant to return stolen merchandise to stock 
for sale which mormally would have been placed in evidence at a loss to the 
merchant. 

If there are any questions concerning this procedure, please contact 
Inspector Harold Boscovich at "the Victim Witness Assistance Bureau of the 
District Attorney's office, at 87l~ 5031. 

HOB:lms 
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STORE EVIDE~;CE LOG 

SUSPECT Nl~·!E DATE ROLL # PICT~RE #'s ITEMS 
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Index: 

Pro~erty Release 
Release of PrQperty 

ATl'ACHMENl' VI 

City of Fremont 
POLICE DEPARTMENT 

OPERATIONS DIRECTIVE 
LOG: 75-22 DATEil_23_75 INDEX: R-2 

I. POLICY 

It shall be the policy of the department to release to the victim/owner, 
at the earliest possible time, all property, the ownership of which 
is not disputed, and which otherwise meets the criteria defined in this 
directive. 

II. roRPOSE 

The purpose of this directive is to establish and implement a program 
to expedite the processing and return to the victim or owner of any 
evidence or property recovered by the depal~ment, except as noted in 
Section E. 

III. PROCEDURE 

A. When possible the officer shall release the property to the victim/ 
owner or responsible agent at the scene .. If immediate release is 
not pOSSible, the officer shall attempt to locate the Victim/owner 
at the earliest possible time, inform them of the recovery of their 
property and request that they respond to the department Property 
Unit for return of their property. The officer may utilize the 
Citizen Se?vices Representative to assist in arranging for the 
release of property. 

B. Criteria for Release of Property/Evidence 

1. Victim/owner is known. 

2. The Victim/owner or responsible agent presents proper personal 
identification and reasonable proof of ownership. 

3. Ownership of property is not disputed . 

4. The Victim/owner or responsible agent signs the Property Release 
form. 

, 
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c. 

5. The property is not one of the seven categories of items defined 
Section,III - D of this directive. 

Procedures for Release 

1. Prior to release: 

a. 

b. 

Items with a serial number' or other 'identifiable numbers shall 
be checked by the officer through the automated property 
system (by radio if release of property occurs in fiel~); 

If the item is of evidentiary value: 

(1 ) 

(2 ) 

property of evidentiary value which is recovered between 
2200 and 0700 shall not be released from the field. 
It shall be booked and arrangements made for release 
to the Victim/owner or responsible agent after 0700 
the next working day, in accordance with procedures 
defined in number (2) following. 

a photograph shall be taken: 

(a) 

(b) 

(c) 

the photograph(s) shall be taken by an 
Evidence Technician; 

the photograph(s) shall contain the owner/Victim 
or responsible agent, the property to be released, 
and report number, which ml1st be written on the card
stock provided for this purpose (see copy attached), 
and propped up or held up by the victim in the picture; 
if pOSSible, a photograph should be taken of the 
serial number, if any. A photograph should also be 
taken of any unique or distinguishing characteristics 
which would be beneficial in establishing ownership 
of the property; 

the Victim/owner or responsible agent must sign 
the "Property Release" form (see copy attached), 
declaring ownership and agreeing not to disppse of 
property until notified that the case is officially 
closed or adjudicated. If the Victim/owner or re
sponsible agent will not sign the form, the property 
may not be releaped and must be booked through the depart 
ment Property Unit, consistent with existing procedures; 
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(d) if the property is photographed in the field, the 
photograph(s) must be taken prior to the officer's 
leaving the scene; 

(3) if the item has no serial numbers or other uniquely 
identifying features, the officer shouid mark the item 
for court identification in an inconspicuous place, in 
accordance with the rules of evidence and department 
procedures. 

c. If the items is not of evidentiary value, the officer shall, 
after checking the item through the stolen property system, 
obtain the signature of the Victim/Witness or responsible 
agent on the Property Release ,form and release the property. 

3. The officer shall inclUde in the plice report: 

4. 

a. A description of property released, 

b. A serial number of property, if any, 

c. A statement indicating that the property was released to the 
Victim/owner or responsible agent and where it was released 
(at the scene, in field or at station), 

d. The original of the Property Release form shall .be attached 
in all field release cases. 

When it is not possible to return the property to the owner/ 
victim, the officer shall book the property through the Property 
Unit of the department: 

a. The Property Inventory Record must include: 

b. 

(1) a description of the item, 

(2) serial number of item, if any 

(3) report number 

(4) name of reporting officer Dnd signature or initials and 
employee number. 

Items with serial or other identi.fjnble numbers shall be 
checked by the officer through the Automated Property System. 
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D. The following property must be booked b the officer and rna NOT be 
released to the victim owner or responsible agent without prior approval 

E. 

of appropriate authority: 

1. 

2. 

3. 

4. 

5. 

6. 

Items used as weapons in commission of a crime, 

Items necessary to show the aggravated nature of crime (arming), 

Items taken as the result ofa search warrant, 

Money, 

Items which are illegal to possess under municipal, state or 
federal law, including property with altered or defaced manufac-
turers' identification numbers,. 

Evidentiary items which cannot be examined in the field and must 
be processed by the Crime Lab (e.g., clothing with blood traces, 
small items for serial number restoration, channel lock pliers 
for comparison, etc.). 

Vehicles not being held by the police (stored vehicles) do not 
require a property release form. 

Vehicles held by the department and requlrlng a police department 
release will be so released utilizing the present rrAuthorization 
for Release of Impounded Vehicles rr. 
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PROPERJ.1Y RELEASE FOIM 

\1 

I,· __________________ ....-~~~~ ____ ~ __ ---------------., have received from the Fr~mont 
(print name) 

Police Department, the property described below, which I declare is owned by me: 

Item Serial Number, Color, Distinguishing Characteristics 

I have been advi:;;ed that I must be able to produce these items ~.f they are required 
by the Court in the future as evidence in any criminal proceeding in connection with· 
its original loss. Therefore, I understand that I should not dispose of these items 
or alter the physical characteristics until after any criminal prosecution involving 
the property's loss is completed. 

~~understand that, if I can't produce the property if required by a Court, there is 
a serious risk that any criminal prosecution involving the property will be dismissed. 

Signature of Recipient D3te 

Release Authorized By: Employee Number tate: 

tleased by: I Ji)nploye~ Number I fute: 

o station Release 
(Original to Informat ion Sect ion) 

Field Release 
(Attach Clriginal to report) o 

o Property of No Evident iary Value Retention of Items by Recipient not 
Required 

Report INumber 

Copy to recipient 
Form #1050 FPD (rev. 9-75) 
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City of Fremont 
Police Department 

POLICE REPORT 

Form 111173 FPD 

'. 

------~~-----------~. 

NUMBER 

' .. ,' 

5 lIlin. 

25 min. 

5 min. 

30 min. 

25 min. 

2 hrs.& 
55 min. 

5 min. 

30 min. 

ATTACHMENT VII 
VIOJ.lnvr SERVICES TRAININd - POtJRsE OUTLINE, 

I. WELCOME/INTRowcrION 

Explanation of facilities layout - method of recording attendance 
for ~vertime,et.c. 

Introduction of Trainers 

II. WAIM-UP EXERCISE - "The Fall-Out Shelter" 

A. Explanation of Group Role - Hand out exercise sheets 
B. Introduction to Game 
C. Individual Ranking - No discussion 
D. Small Group Work Sess:i.ons - Consensus 
E. Group Presentation 
F. Discussion - Group Process, Selections 

III. INTRODUOJ.lION TO VICTrn SERVICES PROGRAM 

A. Purpose of Training 

1. Study of Victim/Witness Needs - Problems Identified 
2. Role of Victim Services Task Force 
3. Victim Services Programs Implemented to rate 

B. Training Format - Overview 
C. Review of Booklet for Burglary Victims 

1. Content 
2. Presentation 

D. Discussion, Questions 

( IV. TRAINING FIrM 

V. VICTIM SERVICES EXERCISE 

A. Explanation 
B. Individual Work Session - No discussion 
C. Small Group Work Sessions - Consensus 

LUNCH 

D. Continue Small Group Work Sessions 
E. Small Group Presentations 
F. Discussion - Session Consensus 

( BREAK 

VI. PROPERl'Y RELEASE PROCEDURES 

A. Scene 5 of film 
B. Review Operations Directi.ve #15-22 
C. Use of CSR in Property Releas.e 
D. Discussion 

. .. I 

• 
II 
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SCENE 1 

SCENE 2 

SCENE 3 

SCENE 4 

SCENE 5 

VICTIM SERVICES TRAINING MODULE 

TRAINING FIlM OUTLINE 

A'l'TACHMENr VIII 

Burglar sitting in parked pickup observes couple leave house - insures 
that no one is home - proceeds to burglarize residence. 

Female victim returns to home - discovers burglary and calls Police Depart
ment to report incident. Communications Technician on desk takes call 
while dealing with irate, obnoxious citizen at desk with complaint about 
car being towed. Supervisor is brought in to deal with the citizen at 
desk - victim's call is dispatched. 

Officer arrives late at victim's home; victim is upset and not overly· 
cooperative. Officer conducts preliminary investigation, dusts for prints, 
photographs tire tracks j.n garage, gives victim burglary booklet as he 
leaves with instructions to contact neighbors for possible witnesses. 

Detective assigned to the case contacts the victim, learns of witness to 
burglary, obtains pertinent information from victim. Victim and 
detective discuss booklet. 

On another day, after the arrest of a responsible, the Detective calls 
CSR to arrange for the release of recovered property to the victim. 

CSR arranges for the release of property - victim comes to station and 
property's photographed and released in accordance with new procedures. 
Victim leaves with property. 
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VIcrlM SERVICES TRAINING - INDIVIroAL WORKSREEl' '\ 

IS THIS A BENEFITS OF SOWI'ION 
CONMUNICATIONS PROBLl!M? IF Ji PP.OBLl!M - PROFOSED SOll.lTION To Dept. To Victim .. 

1. The' conmi. Tech's tone of 
voice and general telephone 
8.pproach to the victim was 
abrupt, inconsiderate. 

2. The victim was put on hold 
before the time element on 
the burglary was determined. 

3. The Camm. Tech. called in a 
supervisor to handle the 
irate citizen instead of' 
handling it himself. 

------
4. The Comm. Tech. did not 

provide the victim with 
instructions regarding what 
to do and what not to do 
while waiting for officer. 

r:: other Problems? ",. 

( ) No. ( ) Yes 

) No ( ) Yes 
... 

I ( ) No ( ) Yes 

I ( ) No ( ) Yes 

t... 

VICl'lM SERVICES TRAINING - INDIVIruAL WORKSHEEr 

INITIAL CONTACT/PREL1J.1INAR'I IS THIS A BENEFrl'S OF SOlUT 
INVESTIGATION PROBLl!M? IF A PROBLEM - PROPOSED SOLUTION To Dept. To Victim 

1. The Officer did not determine I( ) No () Yes 
the time of' the incident and 
check the premises for suspect 
immediately upon contact. 

2. The Officer went about his 
business with little or no 
explanation to the victim; 
for ,pxample, the segment 
inv,,';' ving the calling of an 
evidence tech. and the 
Officer's check of the house 
for evidence. 

3. The Officer's tone of voice 
and general approach to the 
victim were impersonal and 
business-like. 

4. The Officer gave the 
booklet to the victim as he 
was leaving - without 
explanation or instructions 
regarding future contact. 

5. Officer did not secure 
detailed list of' stolen 
property from victim upon 
initial contact. . 

6. other Problems? 

I 
t. 

I()No ( ) Yes 

... 

I ( ) No ( ) Yes 

( ) No ( ) Yes I 

( ) No ( ) ~es 

( ) No ( ) Yes 
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ATTACHMENT XI 

CIBU 
City of Fremont memorandum 

CAliFORNIA 

To~ Roger Neuman, Acting Chief of Polic~ 

From: Sharon Gregory, Victim Services Project 

Subject: Training Session Feedback 

Date: December 16, 1975 

The curriculum and processes utilized in the Victim Services Training Program 
in November were designed to solicit from the trainees themselves the problems 
which they perceived in the Department's interactions with victims, and the 
solutions which they felt would address those problems • 

We expected, in utilizing this approach, that not every session would identify 
the same problems or even propose similar solutions. We believed, however, 
that most trainees would identify for themselves the most obvioUG problems and 
would come up with some general solutions which could be applied in their own 
day to day interactions with victims. 

Our expectations proved too modest. In session after session, the employees 
of this department demonstrated a consistent and penetrating understanding of 
Departmental problems related to victims, and again and again, they proposed, 
in response to these problems, creative, far reaching, and strikingly similar 
solutions which would impact and benefit the Department, not only in its 
interactions with victims, but in other areas as well. 

Underlying these proposed solutions was a belief, often articulated in the 
sesssions, that the problems related to victims were actually symptomatic of 
deeper, more basic problems in Departmental procedures, staffing, and even 
physical facilities. For example, the problem of the telephone approach of 
Communications Technicians to victims was seen as a function of the confusing 
physical environment of the front desk, the lack of a clear definition of 
responsibilities between the Communications Technicians working the desk 
positions, the lack of structured follow-up training for Commuuications 
Technicians, etc. 

In addressing these causative problems, the solutions proposed by the trainees 
also would have the effect of improving the Department's services to victims. 

Many of the solutions offered seem implementable as well as appropriate and, 
addressed to very pressing Department needs. 

Further, many of the proposals deriving from these training sessions are unique 
because they represent a conSensus of nearly all the Department's sworn and 
non-clerical civilian staff. 
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When so many employees, in separate sessions, perceive the same problems and 
agree on solutions, we believe that the problems deserve attention and the 
solutions which they propose merit serious consideration. Therefore, the 
training team has prepared the attached summary of the problems and solutions 
which were articulated by the training participants in each of the five sessions. 
This summary is divi~ed into tl~ee major sections: 

1. Those recommendations which were proposed by a consensus of all five se~sions; 

2. Recommendations proposed by three or more of the eessions; and 

3. Recommendations proposed by one or two of the five sessions. (Though this 
category of recommendations represents the consensus of a minority of 
trainees, they have been included because they represent the thinking of at 
least 25 Department employees.) , 

The recommendations, as written in this summary, represent a condensation of 
what were, in many instances, detailed proposals for Departmental action, 
including rationale, and specific steps which could be taken to implement the 
proposals. 

These recommendations are submitted for your consideration and action. You will 
find that many of the majority and unanimous solutions provided are achievable 
at little or no cost to the Department. 

The Fremont Police Department has set the pace for police agencies across the 
country in demonstrating an aggressive commitment to improving its services to 
victims. Indeed, this Department has been established as a national model in 
this area. If this reputation is to be sustained in the months ahead, we feel 
it is essential that the Department examine closely the problems articulated 
in the attached outline, and move to implement the unanimous and majority 
solutions proposed. 

We further recommend that interested line staff in each of the areas affected 
by these proposals be involved in developing specific implementation strategies. 
The resources of the Victim Services Project are available to assist you in 
coordinating, providing clerical and (to the extent possible) financial support 
to this effort. 

cc: All participants in Victim Services Training 

-2-

I. UNANIMOUS RECOMMENDATIONS - ALL FIVE ~SSIONS ,. 

Communications 

A. Reorganize the Communication Center: 

1. Functional 

Designate specific responsibiliti~s for each Communications position. 

2. Physical: 

a. Separate Communications Technicians on desk (especially hot line) 
from public access 

- move desk position to another location (long range) 
pal~ition front desk area td control walk-in traffic (short range) 

b. - Establish a Citizen Information Center for the POlice Department 
in the front lobby area to handle walk-ins and referrals; 

utilize CSR in expanded role to handle walk-ins normally handled 
by Communications Technicians. Switchboard would screen. 

B. Establish a checklist of standard questions Communications Technicians 
should ask citizens calling to report specific crimes - and standard 
instructions to give to victims related to those specific crimes. 

C. Provide Communications staff with adequate supervision. Give 
Communications Technician III's supervisory responsibility and authority 
commensurate with pay - one per shift. 

D. Provide Communications Technicians wit~ structured on-going training as 
a group. 

Patrol 

Patrol Officers need o~-going training in standard investigative procedures 
and techniques, and reinforcement regarding the benefits of a positive, 
flexible approa~h to citizens. 

Invest igat ion/Follow-Up 

There is a pressin3 need for two-way communication between the Investigative 
Section and Patrol in order to involve Patrol in the investigative process; 
and eliminate overlapping and duplication of effort. 

, 
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Suggested Solutions: 

A copy of the disposition sheet from the supplemental report on cases 
assigned for investigation should be automatically sent to the 
reporting officer. The CSR could be utilized as the conduit for this 
supplemental information-on 459 P.C.'s since a copy of every 459 
report and supplement goes through his office, and are discarded after 
review. 

The following three solutions were proposed to supplement the above recommen
dation and facilitate two-way communication betwee~ Investigation and 
Patrol: 

Assign one patrol officer from each shift as Investigative Liaison. 
On weekly baSiS, this Officer would meet with the Detectives and 
secure information about activities in each sector - pending 
investigations, etc., then report this information back to squad meetings. 
(This is already being done by Fbu~Platoon.) 

Detectives should invite reporting officer on a case under investigation 
to accompany the Detective on follow-up contacts. This would be done 
on the Officer's own time. 

The Detectives should make an effort to positively reinforce a patrol 
officer who has done good work in the preliminary investigation 
(i.e., - collection of evidence, etc.). 

-2-

II. MAJORITY RECOMMENDATIONS - THREE OR MORE OF FIVE SESSIONS 

Communications 

Assign a Patrol Officer to work the front desk on a rotating basis. 

Patrol 

A. 

B. 

C. 

Supervisor or Watch Commander should be available in station at all times 
to answer questions from field. 

I.D. Technicians should be allowed to respond to Officer's call, without 
prior approval from patrol supe:t"\riso:l'. 

The Department needs a horizontal career development program. 

-3-
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III. RECOMMENDED BY ONE OR TWO OF FIVE SESSIONS 

Comnlllllicat ions 

A. Reevaluate'length of shif't assignment of Communications Technicians. 

B. Provide structured format prior to or following duty time in which 
Patrol Officers and Communications Technicians can interact re: 
mutual problems and solutions. 

C. Put SWitchboard operator in uniform like Communications Technicians or 
take Communications Technicians out of uniform so public doesn't 
automatically by-pass SWitchboard and go straight to Communications 
Technician for general information. 

Patrol 

A. Victim should be allowed to complete stolen property list and this list 
should be attached as is to report. 

B. Special assignments to one training position in Investigative and other 
units should be made on a rotating baSis for a period of 60 - 90 days at 
a time. More officers would have the opportunity to broaden their 
experience and perspect i ve - would provide "mental health II break from 
routine and stress of Patrol, provide rewards for outstanding 
performance. 

C. Department needs to officially artiCUlate its philosophy 'vrith regard 
to Officer taking extra time with burglary victim necessary to P.R. _ 
explain booklet. Current understanding of Patrol is that first 
priority is placed on finishing up with a detail and getting back on 
the air - fast. 

D. Officer should approach burglary detail as investigator _ not just 
"report taker". 

E. Emphasize Officer responsibility for follow-up contacts with neighbors _ 
routine re-contact of burglary victims the following day. 

Investigation/Follow-Up 

A. Detectives and Officers should both take the time to explain burglary 
prevention techniques, Home Alert and Operation I.Dr to burglary victims. 

B. Burglary Prevention pamphlets should be included in follow-up letters to 
459 victims. (This is being done as of November 24, 1975.) 

C. Add a sentence to the new Property Release Form re: "I will cooperate in 
the prosecution of this case if a responsible is apprehended." This would 
help to insure the future cooperation of victims who, once they have their 
property back, may not be motivated to serve as witness in subsequent 
prosecution. 

-4-
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.ATl'ACHMENl' XII 

VIC1rJM SERVICES TIj,l\INING 

J)lte of Session Name 

Your signature abo~e is required in order for us to verify your attendance at this 
training seasion so that you ma¥ receive your overtime pay. We would also appreCiate 
it, it you would help us evaluate the effectiveness of this training program by 
responding to the questions below. 

PROGRI\M EVAWATION 

1. Were the objectives of this training program clear to you? '0 Yes 

2. Do you believe the training achieved its stated objectivesT' c:J Yes 

3. What was the ~ useful or beneficial aspect of today's training for you? 

4. What do you believe was the ~ useful or beneficial aspect of the training? 

5. Do you believe your approach to victims will be any different after today's training? 

DYes ONO 
If yes, in what way? _______________________ _ 

6. Do you have any suggestions for improving this training program? 

Do you have any suggestions for insuring the most effective use ot' the booklei or 
7. property release. procedures or ror improving the Department I s overall services to 

victims? 

8. General comments: 
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City of Fremont 
i'ollc. Department 
39710 Civic Center DrlvCi 
Fremont, Cellfornie 94638 

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

("'5) 791-40444 

The Fremont Police Department Victim Services Program provides victims 
and the families of victims with special assistance in coping with the 
impact of being victimized. 

If, as a result of this incident, you suffered financial hardship due 
to medical/hospital expenses, loss of wages or the loss of your job, 
you may be eligible for reimbursement for your losses through the CALI
FORNIA STATE AID TO VICTIMS OF VIOLENT CRIME PROGRAM. We can help you 
to apply for reimbursement if needed. 

We can answer your questions about your case or the criminal justice 
system, and assist you to obtain free counseling or assistance you may 
need as a result of peing involved in this incident. 

If you are interested in the services abailable to you, please contact 
us. 

By: 

Cordially, 

ROBERT WASSERMAN 
Chief of Police 

ROSE TORREZ 
Citizen Services Representative 
791-4483 
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City of Fremont 
Police Depertmunt 
3971 0 Civic Center Drive 
Fremont, C.llfornl. 94538 

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

791-4444 

The Fremont Police Department Victim Services Program provides victims and 
the families of victims with special assistance in coping with the impact 
of being victimizeq. 

We can a,nsweryour questions about your ;::ase or the criminal justice system, 
and refer you to counseling or other assistance you may need as a result of 
being involved in this incident. 

If you are interested in the services available to you, please contact us. 

By: 

Cordially, 

ROBERT WASSERMAN 
Chief of Police 

ROSE TORREZ 
en 

Citizen Services Representative 
791-4483 
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VIcrJ.1JM INFoIMATION 

_______ REPORr ~~.;..," _~ __ ~ __ 

,.uullJU.'iUU . qF, pRJME : _____ ooo:--__ ...;ASSIGNED: __ -' __ --

_____________________ ,;;:;,.'1.:~_~.~ ... 

,"",' 

'~"'>':";'''''~'''''''~'''''~X''''''''·_:d'!~_{~''''''~.''''_~''''.''''--''··-·-- -~ .-~-

(j 

REFERRALDATE:~,~'_-' _' ___ _ 
REFERRAL OOURCE: 

., INITIAL CONrAcrJ.1 :-. -[1~I-n~Per~s~o~fi 
o Phone-Victim Initiated o :Rlone-V. S;·:l.nitif;(~ed" 
o Follow-Up Le~t.er~:.--..... __ 

Date o other Follow-Up Cl>ntact' 

Eth/Sex/ Age. __ --. ___ _ 

~h/sex/Age. __ -----
Phon

e
: ______________________ __ 

Phone: ______________________ ~ 

Phone:' . 
----------------------~~ 

Phone:, ______ ~------------~---

, 

o Physical .Injury o Hospital o Death DPrivate n>ctor o Filed state Aid Application $--=-_ ....... ~~ __ :-
Amount of maim 

o Work Days lost 

Circumstances of Crime:, ________________________________________________________________ _ 

.\ . 



-~ '~---~.,-.. '''''~.-''- -- -'- ----~ ----~ _._-_. 

r 

, , 
: 

" 

'r ' 

,", 

,fr' I .... 
.. " '. . ... 

i"',' 




