TDD ABBREVIATIONS

TDD..ovviviiiie Telecommunications Device for the Deaf

TTY.. ..... Teletypewriter (an older term for the large stationary machines)

GA... P € To AN 7-To

SK.iiiii e Stop Keying

GATOSK.......covvveeenn Gives the other person an opportunity to say more before
hanging up

QQ... ... Means the same as a question mark

XXX. ceveneeenn.. Mistake

PLS....oi e Please

NBR. veveeneeneeen... Number

OPR...coii i, Operator

TMW .... Tomorrow

Ui You

UR. . Your

CUD..cviiii e, Could

WUuD. .. Would

CuUZ.. .. Because

ILY.......oeeiiiieiiieeeeeon L Love You

XOX......oovviiieiieee o, Love and Kisses

Relay Service................... A group of people that provide a connection between a TDD user

and a person without TDD.

** Use the space bar a couple of times between sentences and when changing topics instead of
using punctuation.

Reminders

Minor typos are okay, for big mistakes, type “XXX” then start over
English is usually a second language for deaf people. Do not assume disorientation is
the English is poor.
Be sensitive to the fact that the caller is further into the emergency due to hearing
impairment. They did not have the benefit of hearing to alert them to the emergency.
Some additional information to obtain from TDD callers:

o Will the door be locked?

o0 Will the person be waiting at the door?

o0 Should you ring the doorbell which is attached to a light signal?

o How will the emergency personnel communicate with the deaf person?
Many deaf and hearing impaired people use American Sign Language (ASL) as their
primary language. ASL is not word for word the same as English. If deafness occurred
prior to learning English, the caller may use ASL as their primary language. ASL is a
visual language expressed through hands and body movement to express concepts
rather than complete sentences. It can be difficult to translate to the written word. For
this reason, communication can be impaired. When communication with a person
using ASL, remember to use simple, direct phrases and words. Avoid using jargon.
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1014

1016
148/148I
*148.91

187

664/1871
20001/200011
20002/200021
207/2071
211/2111
211A
212.5/212.51
215/215I1
240/2401
242/2421
243.41
243E1/243E1l
245/2451
246/2461
24712471
261/2611
261.5/261.51
273.5/273.51
273.6/273.61
273AJ273Al
278.5/278.51
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CAD AND PENAL CODES

COURTESY TRANSPORT

TRANSPORT PRISONER

RESISTING ARREST (INVESTIGATION)

GIVING FALSE INFORMATION INVESTIGATION
HOMICIDE

ATTEMPT HOMICIDE INVESTIGATION

HIT & RUN INJURY (INVESTIGATION)

HIT & RUN NON INJURY (INVESTIGATION)
KIDNAPPING (INVESTIGATION)

ROBBERY (INVESTIGATION)

ROBBERY ALARM

RESIDENTIAL ROBBERY (INVESTIGATION)
CARJACKING (INVESTIGATION)

ASSAULT (INVESTIGATION)

BATTERY (INVESTIGATION)

SEXUAL BATTERY INVESTIGATION

SPOUSAL BATTERY (INVESTIGATION)

ASSUALT WITH A DEADLY WEAPON (INVESTIGATION)
SHOOTING AT INHABITED DWELLING (INVESTIGATION)
SHOOT AT UNOCCUPIED DWELLING (INVESTIGATION)
RAPE (INVESTIGATION)

STATUTORY RAPE (INVESTIGATION)

SPOUSAL ABUSE (INVESTIGATION)

VIOLATION OF RESTRAINING ORDER (INVESTIGATION)
CHILD ENDANGERMENT (INVESTIGATION)
VIOLATION OF CUSTODY (INVESTIGATION)



288/288I
2901
314/3141
368/368I
415/415I
415M
415P
415V
4174171
422[4221
451
4532B
460/4601
460A
460S
470/4701
475/4751
48714871
*488/488l
488IC
*496
503/503I
5150/51501
530.51
594/5941
597/5971
602/6021
646.9/646.91
647.6/647.61
647B
647F
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CHILD MOLESTATION (INVESTIGATION)
REGISTRATION INVESTIGATION
INDECENT EXPOSURE (INVESTIGATION)
ELDERLY ABUSE (INVESTIGATION)
PEACE DISTURBANCE (INVESTIGATION)
PEACE DISTURBANCE LOUD MUSIC
PEACE DISTURBANCE PHYSICAL

PEACE DISTURBANCE VERBAL
BRANDISHING WEAPON (INVESTIGATION)
CRIMINAL THREATS (INVESTIGATION)
ARSON

ESCAPE

BURGLARY (INVESTIGATION)

AUDIBLE ALARM

SILENT BURGLARY ALARM

FORGERY (INVESTIGATION)
COUNTERFEIT BILL (INVESTIGATION)
GRAND THEFT (INVESTIGATION)

PETTY THEFT (INVESTIGATION)
SHOPLIFTER IN CUSTODY

IN POSSESSION OF STOLEN PROPERTY
EMBEZZLEMENT (INVESTIGATION)
MENTALLY UNSTABLE (INVESTIGATION)
IDENTITY THEFT INVESTIGATION
MALICIOUS MISCHIEF (INVESTIGATION)
CRUELTY TO ANIMALS (INVESTIGATION)
TRESPASSING (INVESTIGATION)
STALKING (INVESTIGATION)
ANNOYING A CHILD (INVESTIGATION)
PROSTITUTION

PUBLIC INTOXICATION



653MI
901A
901H
901T/901TI
902T/902TI
904

905N
905V

911

918
921/9211I
927

930

996

996A

998

999

ACO
ALARM
ALERT 1
ALERT 2
ALERT 3
AOD/AODI
AODP
ATC
ATTSUI
B&P
BARCHK
BCST

C5

C6
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ANNOYING PHONE CALLS INVESTIGATION
AMBULANCE REQUEST

DEAD BODY

INJURY TRAFFIC ACCIDENT (INVESTIGATION)
NON INJURY TRAFFIC ACCIDENT (INVESTIGATION)
FIRE

BARKING DOG

VICIOUS ANIMAL

CTW 911 HANG UP

MENTALLY ILL

PROWLER (INVESTIGATION)

UNKNOWN SITUATION

SEE THE SUBJECT

BOMB DEVICE FOUND

BOMB THREAT

OFFICER INVOLVED SHOOTING

UNIT EMERGENCY

ANIMAL COMPLAINT

DEPARTMENT ALARM

MINOR AIRCRAFT INCIDENT

MAJOR AIRCRAFT INCIDENT

AIRCRAFT ACCIDENT

ASSIST OTHER DEPARTMENT (INVESTIGATION)
EMERGENCY ASSIST OTHER DEPARTMENT
ATTEMPT TO CONTACT

ATTEMPT SUICIDE

BUSINESS & PROFESSIONS CODE VIOLATION
BAR CHECK

BROADCAST

STAKEOUT

CODE 6 (OUT FOR INVESTIGATION)



C10

C10K

CIVIL
COMPLAINT
COVIOL

WARRANT SERVICE

IMMEDIATE KICKOUT

CIVIL INCIDENT

COMPLAINT TRACKING

COUNTY ORDINANCE VIOLATION

CRTVIOL/CRTVIOLI COURT ORDER VIOLATION (INVESTIGATION)

CTW

CvC

DA

DESK
DISVEH
EMP/SP
FIREWKS
FIREWX
FW
FNDJUV
FNDPRO
FOOTPAT
GENSVCS
GTA/GTAI
GUARD
HS

INDACC/INDACI

INFO

JAIL

KTP
LEOCHK
LOUDMSC
LSTPRO
MET
MSGJUV
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CHECK THE WELFARE
CALIF VEHICLE CODE
DA CALLOUT
DESK WALK IN
DISABLED VEHICLE
EMP/SP VIOLATION
ILL FIREWORKS SELD-INITIATED
ILLEGAL FIREWORKS
FISH & WILDLIFE
FOUND JUVENILE
FOUND PROPERTY
FOOT PATROL
GENERAL SERVICES
STOLEN VEHICLE (INVESTIGATION)
GUARD DUTY
NARCOTICS
INDUSTRIAL ACCIDENT (INVESTIGATION)
INFORMATION
JAIL INCIDENT
KEEP THE PEACE
LAW ENFORCEMENT CHECK
CO 8.36.020G LOUD MUSIC
LOST PROPERTY
MET TEAM RESPONSE
MISSING JUVENILE



MSGPER/MSGPERI MISSING PERSON (INVESTIGATION)
NCA NON CRIMINAL ACTIVITY

OCJ/oClI OUT OF CONTROL JUVENILE (INVESTIGATION)
OD/ODI VICTIM OF OVERDOSE (INVESTIGATION)
OHV OFF HIGHWAY VEHICLE

OP SPECIAL OPERATION

PANIC PANIC ALARM

PARKS PARKS CALLOUT

PATCK PATROL CHECK

PC PENAL CODE

PSUPP PRIORITY SUPPLEMENTAL

PREA PRISON RAPE ELIMINATION ACT

RESC RESCUE

RIOT LERDO RIOT

ROADS ROADS CALLOUT

S&R SEARCH & RESCUE

SCHOOL THREATS TO A SCHOOL

SERT SERT CALLOUT

SHOTHRD SHOTS HEARD ONLY

SHOTS SHOTS FIRED

SP SUBJECT PURSUIT

SS SUBJECT STOP

SUBDN SUBJECT DOWN

SUICIDE SUICIDE

SUPP SUPPLEMENTAL

SUPPINV SUPPLEMENTAL INVESTIGATION

SUSCIR SUSPICIOUS CIRCUMSTANCES

SUSINV SUSPICIOUS CIRCUMSTANCE INVESTIGATION
SUSPER SUSPICIOUS PERSON

SUSVEH SUSPICIOUS VEHICLE

SWAT

Updated 3/11/2021

SWAT CALLOUT



TEXT TEXT-TO-911
THEFT/THEFTI THEFT (INVESTIGATION)

TP TRAFFIC PURSUIT
TRAFHAZ TRAFFIC HAZARD
TRN TRAINING

TRUANT TRUANCY VIOLATION
TS TRAFFIC STOP
VENDOR VENDOR VIOLATION
WALK WALK AWAY
WEAPON WEAPON POSSESION
WRNT WARRANT SUBJECT

*SEE REPLACEMENT LIST FOR WHAT CALL TYPES THESE ARE ENTERED AS NOW.

Updated 3/11/2021



Integrated Log on for CAD (Computer Aided Dispatch):
When you first log on you will be logging on to Windows your User Name will be
the domain and your Last Name (possible first initial).

Once you log on you will click the arrow on the right hand corner of the task bar.
Click on the New World Enterprise CAD icon

It will bring up the Client Manger: Where you will launch the Dispatch Client and
the Mapping Client.

Your Log on will be the same as your Windows domain.



Ex: ksorg\Smith Do not fill out the password. Check the box for integrated log
on the left hand corner. This will remember your password from windows for a
quicker log on.



Calls For Service (CFS):

When you click on create call your CFS will be created and the call for service is
in the Pending call list at that point. It will show no call type indicated by the
stars and the location showing unknown until you update the CFS.

1918 1 s <UNKNOWN >
1921 1 s <UNKNOWN >
1923 1 wewwnss <UNKNOWN >

Dispatchers will not know the call is ready to be dispatched until you check
Accept. This also prevents the Units from seeing the call pending until the box is
checked.

All verified addresses will be accepted in CAD. If you are unsure if the verified
address is in County Jurisdiction. Click on the Globe as the venue will not always



be reliable. You as the Dispatcher will be required to confirm the address by
utilizing your Map and Geo verifying the address.

Click on the show map button:

ESZ’s can be located on the GIS tab on the Call for Service (CFS) screen or on
your address verification Map as shown above.



CAD Map: Your CAD Map will not automatically populate the CFS location you
are looking at. You will have to click the Center on MAP button. To get your Map
to refresh to that CFS location you are looking at.

Back-to-Back En route Statuses:

This CAD does not allow Back-to-Back en route statuses such as changing
location or transportation. The CAD Command will look like it has worked
properly but the status does not change. To work around this we created a
second change location command. So if a unit is en route to a location and
diverts to a second location you will need to use the second change location
command.

CL — Change Location
CL2- Change Dispatch Location when a unit is already en route to a location.

If the unit is transporting you can use the TR command and the units call sign to
change their status or use the right click menu to reflect they are transporting.
Utilize Call Source on CFS Screen: Procedural Change — for Special Op’s, Fair
and Report desk the dispatcher will have to change the Call source to reflect



which dispatch and pending tab that they want the Call For Service (CFS) to
display.

Report Desk: When entering a Call For Service (CFS) for the report desk. You
will need to change the Call Source on the CFS screen to Report Desk in order to
filter calls to the report desk. Call signs DESK1-DESK5 were created. They will be
working through Mobile and Field Report writing system. Report desk will be
given permission to create their own event to allow them to handle walk in
report and their own calls for service without going through the Comm Center.
They will need to self-create by choosing the event type DESK.

The Report Desk is also receiving Call Taker Permissions in CAD and will have
CAD Workstations as well to provide them with more functionality. This will allow
them to filter calls back to Metro Pending by changing the call source to Phone.
They can also dispatch themselves in CAD, do research, run CLETS and do
BOLO's.

The Report Desk will call Metro when they are 10-8 so calls can be transferred
and call Metro when they can no longer take any calls for service.

Lerdo and CRF:. Incident type JAIL was created for jail personnel to self-
create their own calls for service as they will be utilizing the Mobile and Field



Report writing system. The call sign Lerdo was created and call signs LE1-LE20
were entered into CAD for Lerdo to utilize. CRF personnel will utilize their CRF
call signs.

Sheriff’'s Parole and EMP: Units will utilize the Incident Type EMP/SP to self-
create their own C6’s on their MDC.

Civil: Units will utilize the Incident Type CIVIL to self-create their own C6’s on
their MDC.

Patrol Deputies: Units will utilize the Incident Type PATCK to self-create their
own Patrol Checks.

IDA Units: Units will utilize the Incident Type IDA/SCHOL to self-create their
own C6’s.



Pending Tabs & Dispatch Tabs:

Your pending Tabs can be seen on the top of the Pending Event Screen. If you
are not seeing the Tab that you want you have two options.

#1 Click on the down arrow on the right upper left corner next to the x. See Ex:

#2 Click on the Filing Cabinet on the tool bar below the pending Tabs. See Ex:



The Dispatch Tabs are located on the bottom of the Dispatch Screen. See Ex:

You can select a pending tab there or click on the filing cabinet on the tool bar
on top of the Dispatch Screen.



A second Dispatch Screen was created and can be found in between the Primary
Dispatch Screen and the Pending Screen. This Dispatch screen shows all
available units to serve as a second dispatching option. You can also drag and
drop available units from either screen to any of the calls pending. There are no
dispatch tabs on this screen. You will have to click on the filing cabinet on the
menu bar. See Example
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Secondary Location

Secondary Location is the only Location field that the Mobile can see to allow the
units to see updated location information on where the units currently are.

The Secondary Location is a Free Form Field. Which means the deputy can type

anything in this field. Including unverified locations. This is a huge officer safety

concern. See Example.

The deputies have been trained that this is free form and that they should be
advising dispatch that they are en route to a location so the address can be
verified. With the exception of putting themselves en route to common locations
such as but not limited to CRF, KM, HQ, RTC etc...

If a unit advises they are en route to a location the dispatcher will change the
unit’s location/status. However, they must click on the Location Search tab on
the Left hand side of the screen and verify the location. This is an extra step to
ensure units are en route to a verified location.

11



Enter the Address and hit Tab. This will show you if the address verifies and
provide you with a Map.

This will also be done when verifying reporting party locations. In order to make
sure we have accurate addresses for dispatch.

12



CFS Number vs Incident Number vs Case Number:

When you create a Call For Service it generates a CFS number. This is the only
number you will see on your Pending Events Tabs and the only number the
Mobile users see until a call is dispatcher. Units will be advising they are en route
to the CFS number. Also, if the unit cannot see the CFS number they need to be
instructed to add it to their grid settings.

=> 1805

149
1525
1602

KC04
KERM
KERN

597
3141
ATC

S&R

LI L

KERM

[

1526 LMNT

L

CRTVIOL

Once a CFS is dispatched you will now have an Incident Number. You will see
both the CFS and Incident Number on your screen. A lot of the dispatch
functions focus around the CFS number.

The Incident number is now the Case Number if a unit writes a report. If a unit
request’s a C8 advise them the incident number.

If the unit requests an additional Incident number you can use the CAD
Command AIN or Click on Tab 6 Incidents.

13



If you choose the Command Line Option you will have to type the Incident Type
which would be what ties to Records Management System. Deputies will update
the Incident Type in the Case report. See Example.

Command Line Ex:

14



If you choose to do work off of the Tab. You will need to use the Incident Type
Drop down list to closely match the Incident Type to what the units advise you.
Tab over and click on the unit the additional Incident number is being assigned
to. Tab again and click on Request Incident number. See Example.

Tab Example:

Cancel, Transfer, Report Desk or CP NARRATIVE: This will be utilized to
add notation to call text when the report Desk will be transferring that the call
has been requested to be canceled or if a CFS needs to reflect that the call needs
to be dispatched by another Channel. We don’t have a cancel feature or the
capability to transfer a CFS to the appropriate Dispatch Tab if the caller is in
another Channels area. To rectify this we will use the red narrative to add
notation that the call has been canceled or if the CFS is in another area. You will
also use this to denote Command Post locations. The Report desk will also be
using this feature when transferring calls back to Metro. The Report desk will
Type their narrative in red indicating why the call is being transferred back
and/or what is needed to complete the call. Just as they do know only this will
be a visual indicator to the dispatcher that the call has been returned to the
Metro Pending Que for review. Once the dispatcher acknowledges the call they
will unselect the critical narrative turning the text back to normal. This
acknowledgement will reflect in the call log as well.

15



Click on the red circle in the narrative box to turn the feature on and type your
call narrative. Once you are done with the narrative and have dropped it into the
log. Click on the circle again to turn feature off. You may also type an = in front
of your narrative in the narrative box if you prefer.

Ex: =PER ALARM CO OR = PER ALARM CO. This is similar to a command but can
only be used in the narrative section. You can also use CAR in the command line.

Ex: =¥*¥¥3*kKV RESPONSE****** or Click on the Red Button.

16



Ex: =CP AT COMANCHE/JADE HILLS or Click on the Red Button

Tow Operational Procedure:

Dispatching Tow: Go to Service Vehicle Rotation tab (SVR). Select Tab. Enter
Rotation Narrative (SVR notes). This will be for the vehicle condition, if the
vehicle is drivable and any other pertinent notes. Tab to Service Vehicle Category

17



and choose from the pick list. Select Regular tow in the Category drop down list
Then tab to the Service Vehicle Type and select the appropriate selection from
the drop down menu. Once you have selected the category and type it will
populate the tow rotation list. Use the tab order below to select: tow, special
request tow (private tow request), Busy, No Answer, or Refused. Once selected
this will add the narrative and tow information to your Rotation Log Tab and in
the call log on Tab 8.

In the event a Heavy Duty tow is requested in East Kern and Pearson’s is
unavailable. You will need to note that in the log and then change the Service
Vehicle Type to Heavy Duty (BRN/MOJ/RSMD BACK UP TOWS). This procedure
only applies to those 3 substations.

18



Canceling Tow: Go to Service Vehicle Rotation tab SVR and click on the Select
Tab. Enter Rotation Narrative SVR notes. Type the reason for the cancel and
indicate that the tow was moved back on top of the list. Follow the same
instructions for dispatching a tow. You will then click on move to top of list. You
only need to click once. This will add narrative to your Rotation Log Tab and in
the Logs on Tab 8.

Rotation Log Ex:

19



Transferring Unit: If a unit is working another area the dispatcher will select
the unit and click the unit details button. The dispatcher will then change the
beat to reflect where the unit is so that the unit can be transferred to the right
dispatch tab. The dispatcher must remember to change the beat back to reflect

the unit’s primary assignment or else the beat will remain the same and not
default back.

20



When printing calls for audio requests you will have to check the Cleared Call
Search and search the narrative for the incident number. Make sure you search

under the assigned agency ORI. Do not forget to check the “include cancelled
calls” box.

21



Associated Calls — Operational Procedure:

Associated calls will replace Duplicate and Cancel. If you see that the call is
related and/or the unit in the field advises you the call is the same. You can
associate the call for service using the command ASS.

22



If the call is found to be unrelated you can use the command DASS to
Disassociate the call for service.

Note Pad:

23



To Search in Notepad search by name by clicking in the white box directly under
name and type what you are looking for. If you are not sure what the name of
the record you are looking for is you can also search by category.

24



Logging on a unit without a Mobile will be more time consuming for
Dispatch as it is now a multi-step process. We cannot chain the commands as
we currently do.

From the command line you must show the unit on shift.

25



Once the unit is on shift you will then add unit personnel using your command
line. You can only add as many CAD ID’s as you want using a comma.

Once the unit personnel is added you will use your command line to add your
unit vehicle.

If you don’t want to use your command line you will do the following steps after
putting the unit on shift.

Once the unit is on shift you will click on the unit and select unit details on the
top left hand corner of the Dispatch screen.

Click on edit personnel.

26



Double click on the personnel or hit the add button then save.

You may also type in the Id or Name to bring the personnel up and follow the
same procedure.

27



You will then need to add the Vehicle.

Probation Log Ons —Probation will be changing their line up and log on
procedures. Each Probation unit will be given their own call sign. When logging
on with multiple units they will use the same process as patrol when riding
together. You will still have to modify their vehicle number. They will also start
sending their line ups via the Comm Center Sup/Sr email group to ensure that
we have adequate time to get the units logged on for their sweeps.

i.e. 6 EA67 W/EA68

28



When denoting a Probation unit’s location you will go to unit detail
and select the Station Area that coincides with the unit’s location.

The Location will show under the unit’s call sign.

29



Premise Info on CFS screen: If there is premise info on file for an address the
Premise Button on the CFS screen will go from a light gray to a dark gray with
bold letters. This button will house any scanned documents pertaining to the
address. Ex: Red Tags, Emergency Contact Forms, No Trespass and Maps.

30



Any CAD ALERT information such as Hazards, EPO’s, Gate Codes, Red tags and
918 cannot be added prior to go live. The company has to scrub the database
prior to go live and would delete all the entry work we did. The build team will
be continuing to do data entry to get CAD up to speed after go live.

This CAD is ORI driven our department will be listed under ORI CA0150000.
Probation, ACO, Stallion Springs and Bear Valley were listed under their own
ORI's for stats and to keep incidents separate. All other agencies will be listed

under our ORI. You will see additional ORIs in the background. However, they
are not in use.
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Updates: Prior to logging on to CAD dispatchers will have to check for updates
by clicking on the arrow on the lower right hand corner of the PC. This will give
you various Icons. If you see the updater icon, the dispatcher should click on this
to push any new changes to CAD. The update process is quick. However, if the
dispatcher is logged on to CAD when they push a new update, they will have to
reload CAD to see the new updates.

Upgrades: When CAD has to push an upgrade. CAD, Mobiles and LERMS will go
down and dispatch will have to go to yellow and pink cards. Broadcasts will also
be done on Broadcast cards. Without pushing an upgrade as of yet we cannot
provide an average down time. This is something we need to prepare for and an
opportunity to train on CAD Failure. We are hoping the impact will be minimal.
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BOLO:

Click on Enter Bolo. Select Broadcast Type. Type Broadcast Narrative in
Description and the Location in the Last Known Location. Proceed to fill in any
pertinent Vehicle or Person’s related to the broadcast. Adhere to P&P D200.

In the Description Box make sure you type the Incident number on the first line

in the box. As this is the only way to research by Incident number. After you are
done with the broadcast Narrative Type the Deputies Cad Id and Your Cad Id.

33



Broadcasts can only be seen in the Event Ticker. In order for the Dispatchers to
be alerted you must select the critical box for every broadcast. Once you save
the Broadcast each dispatcher will receive a Broadcast notification.

If you lose your notification you can find broadcasts by searching in BOLOs.
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Common Names: Will be updated by the CAD build team. Please continue to
update the Common Name list on Share point. Someone will get them Updated
and have Mary Beth push them out to the CAD.

Paging System:
We will be utilizing the CAD paging system for Paging ACO. We are also looking
at individual paging for department personnel and possibly callouts.

Click on the pager on the Dispatch tool bar.

For Individual paging you can search by name, id or ORI.
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Type in your search field and then click the right arrow to add to the recipients.
Put your paging information in the Message field and then click on send page.
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KERN COUNTY SHERIFFS OFFICE
COMMUNICATIONS DIVISION

DESK/911 TRAINING

HIGHWAYS & INTERSTATES

15 — Runs North/South — From Los Angeles Co (south) to Kings Co (north)
North, Taft, Lamont, Frazier Park, KC03

HWY 14 — Runs North/South — From Los Angeles Co (south), Ridgecrest, Mojave & Rosamond AKA: Sierra Hwy @ North-Y

HWY 33 — Runs North/South — From Kings Co (north) to SLO Co (west)
North & Taft AKA: California St in Maricopa @ Kern St

HWY 41 — Runs North/West — From SLO Co (west) to Kings Co (north) North area

HWY 43 — Runs North/South — From Tulare Co (north)
Delano, Wasco, North, KC04 & Taft, changes to Central Valley Hwy, Beech Av & Enos Ln.

HWY 46 — Runs East/West — From SLO Co (west) North, Wasco & Delano AKA: Paso Robles Hwy
HWY 58 — Runs East/West — From SLO Co (west) to San Bernardino Co (east)
Taft, North, KC04, KC03, KC02, Lamont, Tehachapi, Walker Basin, Mojave, Boron,
changes to Rosedale Hwy @ Hwy 99
HWY 65 — Runs North/South — From Tulare Co (north), Delano & KC01, AKA: Porterville Hwy
HWY 99 — Runs North/South — From Tulare Co (north) Delano, North, KC01, KC03, KC04 & Lamont
HWY 119 - Runs East/West — Kern Co only, Taft, KC03 & Lamont, AKA: Taft Hwy Changes to Panama Rd @ S Union Ave

HWY 155 — Runs East/West — Kern Co only, Delano, Glennville, Kern Valley,
AKA: Glenville/Woody Rd, Evans Rd, Wofford Blvd, Garces Hwy

HWY 166 — Runs East/West — From SLO Co (west)
Taft & Lamont AKA: Grocer Grade, Maricopa Hwy Poso St in Maricopa @ Hazelton St

HWY 178 — Runs East/West — From San Bernardino Co (east)
KC03, KC02, KC01, Kern Valley & Ridgecrest, Kern Canyon Rd in the canyon Changes to 24" St /23%° St @ M
St, Walker Pass Rd, Ridgecrest Blvd, Inyokern Rd, & Crosstown Fwy
HWY 223 — Runs East/West — Kern Co only, Taft, Lamont, Tehachapi, & Taft AKA: Bear Mountain Blvd
HWY 395 — Runs North/East — Inyo Co (north) to San Bernardino Co (east), Ridgecrest
HWY 204 — Runs North/South — Kern County KCO01 from 178 Hwy and 99, AKA: Golden State Ave

HWY 202 - Runs East/West has an AKA of Valley Blvd runs from city of Tehachapi to Cummings Valley and ends at
Tehachapi Prison.

HWY 184 — Runs North/South starts on the East side of Bakersfield (KCO02) to I5 in the Lamont area also has AKA’s of Kern
Canyon Rd, Morning Dr, Main St and Weedpatch Hwy Changes to Wheeler Ridge Rd

Lerdo HWY- Runs East/West starts at HWY 65 and runs west to HWY 33 goes through Shafter City.KC01, Delano, North

Westside Parkway- Runs East/West starts at Truxtun Ave and runs to Stockdale Hwy through Bakersfield. KC04, KC03
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Kern County Sheriff's Office

INTRODUCTION TO CALL-TAKING
&

OBTAINING DESCRIPTIONS

Introduction to Call-Taking — The Technical Side

To be an efficient public safety dispatcher, you must be an efficient call taker. That means you
must be able to extract information from a caller in the shortest amount of time possible. In many
cases, the caller will be excited, perhaps hysterical. It is up to you to take command of the
conversation immediately by use of your voice, through your tone and through a steady, calm
professional approach involving direct questioning.

A critical skill in questioning is listening, specifically, active listening. Much of the time a caller
will give you a location, name or nature of the problem in their first sentence. (“There’s been an
accident” or, “Send police to 123 Main Street”.) Sometimes, the time element is obvious (“I hear
noises”), but sometimes you have to dig a little (I want to report a crime”). Active listening can
save you lots of time. On the other hand, on many calls, the information has to literally be pulled
out of the caller, and it must be done quickly in order to get the proper help started. The basic
primary questions of WHERE-WHAT-WHEN will often be all that is needed to start
assistance, but the additional secondary information of WHO-WEAPONS and descriptions you
obtain may mean the difference between a suspect being apprehended or not.

Technically speaking, there is no difference to a citizen between a robbery, a burglary or a theft.
If a person has something taken from them, whether they have been held up at gunpoint, returned
home to discover someone has broken in, or a store clerk witnessing a shoplift, their first reaction
is, “I’ve been robbed!”. It is up to you to make that determination by questioning. You must be
able to recognize what has occurred in order to ask the proper questions; you must find out
when it happened to know how urgent your reaction should be; and you must know the location
where the incident occurred or where help is needed.

The where is the most critical piece of information, for without that it can be difficult or
impossible to know where to send the help to. Our callers are not trained in how to handle
emergencies let alone provide us information in the order we want it. That is our job and that is
what we talk about with “controlling the flow” on phone calls. We need to be “on our game” to
get accurate and complete information as quickly as possible. Sometimes the “where” comes
clean and easy. Other times our caller may be on a wireless call or a non-911 line and simply has
no clue where they are. As a call-taker, it is critical that you learn the different ways to problem-
solve getting the location on a call. There is nothing more useless than a call-taker continuing to
ask the same question over and over, like “Where are you?” and getting louder and louder with

Phase B Intro to Call-Taking, Obtaining Descriptions Updated 04/02/08 Page 1 of 10



KCSO Communications Center, Desk/911 Training Phase B Handout: Intro to Call-Taking

each question. You have got to be able to phrase things different; you have the responsibility to
get through to your caller, not the other way around.

If you have a wireless caller showing a Wireless Phase 2 on your ALI screen, you have a starting
point of a general location based on a cell site. At the very least, you hopefully have a
community name. What are things you can ask your caller besides repeatedly asking the same
question, “Where are you?” Think on your feet. What do they see around them? Any landmarks?
Any street signs? Near an intersection? If they are outside a residence and they cannot see the
street name, can they read the address (numbers) of the residence? Can you get them to provide
you with license plates of cars on the street you could run to find a potential address? If they are
inside, is there anything posted on or near the phone? Is there a piece of mail in the house with
the address? Is there anyone nearby or onscene with them that might know the address? Do they
know the phone number they are calling from? (Check the Reverse Directory or ALI retrieval.)
Do they know the name of the person that lives there? If so, you can run a drivers license check
or RMS check to see if we’ve had contact with that individual at an address that may be the same
as where the caller is.

Remember too, that with wireless calls you have technology at your fingertips. First you have
your ALI screen. Is this a phase one or phase two caller? What is the latitude and longitude on
your display? What is the address and community displaying on the screen? You can put the lat
and long in to the county GIS map and gain a map of that general area. You can take the
information on the 911 screen to find out the vendor of the call phone (AT&T, Sprint, Verizon,
etc.). You can use the VESTA “re-bid” feature or coordinate with that vendor to see if the caller
is moving from one cell site to another or just bouncing off the one cell site.

The what is another critical piece of information, because how you decide to classify the call
determines the response. Call types determine whether a call is for one unit or two and the level
of priority. Knowing your call types and what they do is incredibly important.

The when is the third piece of critical information. You can do great harm by not asking that
question and presuming the caller is being accurate when they simply say, “I was just robbed”. If
you fail to ask when, you jeopardize units who may be dispatched to the event “Code 3” and get
in a wreck on the way to the call injuring themselves and some poor innocent citizen. When is
critical to the dispatcher and it is critical to the field units, so be sure and ask this information
early on and document this in your CAD event.

After receiving the primary information of where, what, when for the initial dispatch, you must
return to the caller for as much additional information as possible. Naturally, depending on the
nature of the problem and the caller, you will not always be able to obtain as much as you’d like,
but the most important thing to learn is that by questioning the caller instead of allowing them to
“ramble”, you control the conversation. On any emergency call you want to first obtain a brief
description so the deputies entering the area can begin searching; this is why it’s very important
to ask if there is a vehicle involved. The last thing we want is for the bad guys to just drive right
out of the scene, past the deputies or officers. After the initial dispatch, go back for a detailed
description.
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In order to ask questions, you first need to know what information is needed. The standard
terminology guidelines for descriptions, persons and vehicles (at the end of this handout), will
provide you with the easiest way to conduct your questioning and provide information to field
units. In your mind, picture a man, and begin with the obvious—his race or color, height, etc.
Proceed from head to foot, color of hair, jacket or shirt, and pants. Picture a car. The first thing
you notice is the color, then old or new, large or small, sports car or pickup.

Never simply ask, “What did he look like?” “He” could be *“she”. Instead, guide callers by
directing their attention to answering your questions. “Was the person male or female? Was
he/she White, Black, Hispanic or Asian? About how old?” If your caller hesitates or is unsure of
any question, just go on to your next question: “What color was his hair?” Know what your next
question is so you don’t hesitate. You are looking for a description to find someone or a question
in this manner, you will usually find a two-fold benefit: not only are you obtaining the
information you need, in many cases you will have calmed the reporting part down, making
him/her concentrate on what you are saying instead of how upset they are or what has happened.

Becoming an efficient and effective call-taker involves a lot of hard-work. It will take much
practice to refine your skills so that you are as proficient as some of the more senior dispatchers.
You should always look back at each call you’ve handled and say to yourself, “What could 1
have done differently? Or, if | had another chance at that call, how could I do better?”

In conclusion, here are some fundamental rules of call-taking:

Be prepared.

Know what questions to ask depending on the type of call. (Run scenarios in your head.)
Guide the caller to obtain information.

Control the conversation. Do not allow the caller to ramble.

Limit or eliminate pauses between questions.

Remain courteous, professional and empathetic at all times, through all calls.

S S R R

Remember, you are the trained professional; they haven’t been trained to handle
emergencies. Your job is to help them out.
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Introduction to Call-Taking - The Human Side

In the first half of this handout we talked about the technical side of obtaining information from
callers. It is very easy to get so focused on the Who-What-Where-When-Why-How questions
and then try to fit all of that neatly into our CAD masks that we often forget about the human
side of our interaction. We get so intent on the task that we lose perspective of the impact we are
having on our caller. In this section we focus on how to talk to callers.

When you first start out on the phones, there is so much to think about such as: maneuvering
through CAD, concentrating on what the caller has already told you, thinking of the next
question, juggling multiple phone lines, and trying to listen to what your trainer is whispering at
you all at the same time. Whew! It can be downright overwhelming. You’ve got to master CAD,
master the call types, and master the juggling before you really begin to advance your interview
skills on the phone. Your trainer may tell you that you are too stiff on the phones or not friendly
enough or not customer service oriented or that you have too many “dead air pauses” in your
conversations. That is often a product of just not yet having things on auto-pilot.

Veteran dispatchers often like to compare call-taking and dispatching to acting. We tell you to
portray confidence, competence and professionalism because your callers (or the field units) will
eat you alive if you do not. We tell you to always treat the caller with respect. Those traits just
don’t magically appear to most new call-takers, you have to work hard to refine your techniques
to gain that ability. Heck, even an actor doesn’t just stand up on stage and play the part without a
great deal of practice time and time again. Like an actor, you have to be willing to practice
applying new techniques.

Along with competence, confidence and professionalism we also need to portray warmth,
empathy and compassion. You’ll get much more information from your callers more quickly if
you learn to portray warmth, empathy and compassion. Just because you may be respectful to the
caller does not mean that you are giving them good service. Saying ma’am or sir does not mean
much when the tone is curt or dismissive. You can demonstrate respect and even competence and
still set your caller off. It’s all about your tone of voice; it’s about what you say when you say it
and it is even about when you choose to remain silent. People may not remember the exact words
you said, but they will remember how they felt they were treated by you. Again, it is not what
you say more than it is how you say it.

Most of us took on this job because we want to help people and we want to make a difference.
Well, fast forward a couple thousand calls and many dispatchers find themselves getting
“hardened” over the years. You always want to work to avoid that. We don’t want robots on the
phone, and we don’t want you to be monotone and flat. We don’t want or need “ice queens” on
the phone. What we want are dispatchers who sound like they know what they are doing, sound
like they want to help, and sound like they care. That old saying, “People don’t care how much
you know, they want to know how much you care” very much applies to call-taking and
dispatching.
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Ok, so our demeanor on the phone is just as important as our ability to extract information from
the caller. In fact, our demeanor often controls how quickly we can get to the heart of the matter.
If we are cold, abrupt, or aloof, chances are we won’t relate very well to our caller and we may
even struggle to get information out of them (sometimes it can be like pulling teeth).

No matter what the call, you need to let the caller know you are willing and able to help them. It
is always better to let them know what you can do for them, rather than what you cannot or will
not do for them. Saying, “Well we don’t do that, that is against our policy” sounds pretty darned
negative to the caller. It comes across very bureaucratic and is quite the turn off to just about any
caller. Instead, you might say something like, “Let me tell you what | can do for you,” or, “Let
me tell you what options you have to deal with this problem.” Psychologically, it sounds to the
caller like you are there to help them. And, yes, in some cases all you can do is provide a
listening ear.

One of the concepts they teach in hostage negotiations is a concept that also works very much for
call-taking. It is the concept shown in the graphic below. Every situation has a story to it, which
is the heart of the matter that we need to get to with our callers. That story is surrounded by
emotions of the caller. The more traumatic the experience, the more emotional the experience.
The more the blood pressure is raised (or the individual angered) there will be a corresponding
increase in emotions. If you fail to deal with or acknowledge the
emotions you may never make it to the complete story. You
must, at the very least, acknowledge the caller’s emotions. It is
simple to do and takes so little effort on your part. Here are
some phrases that might work for you:

% Emotions ;

This must be very upsetting to you...

| can hear how angry you are, | would be too...
This must be very frustrating...

That sounds like a frightening experience...
I’m so sorry this happened to you...

What a terrible ordeal...

suoljows

Emotions

R

X

Emotions

o gk wd e

By issuing those simple words with sincerity, you are sending a powerful message to the caller.
You care about them and what they went through. Here’s where the acting part comes in. Even if
you don’t care or even when you think that the caller’s problem is a pretty trivial one compared
to the big scheme of things, to that caller it is important. If you trivialize it, you diminish them
and no one wants to be diminished or looked down on.

Usually when a caller is angry, they are not specifically angry at you. They are angry at a
situation and you are an easy source to take their anger out on. It is so important that you don’t
take those calls personally. As soon as you do, the human tendency is to lash back. When you do
that, you jeopardize yourself as well as the agency. Don’t let callers push your buttons. The two
things no one can take from us are our attitude and our response to situations. Ultimately, you are
in control. Acknowledge their anger and tell them you’d like to know more so that you can see
how you can help them.
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All that being said, sometimes certain callers really do get under your skin. While you should
never hang up on a caller, there are techniques that may help you deal with that caller. First, have
you tried to understand things from the perspective of the caller? Sometimes it helps to think
through things from their side. Second, if you have a non-emergency situation, you can put the
caller on hold, take a few deep breaths, and then try again. (Do not do this as a punitive measure
with your caller; do this only as a way to bring back down your own blood pressure.) Finally, in
worst case situations, you may need to turn your call over to a supervisor.

Many of our callers have just been through an adrenalin-pumping experience sometimes even
incredibly frightening or traumatic. You need to get information, but often they seem so rattled
that you struggle to get even the basics. You’ve got to get through to them and one technique to
do so is something called “repetitive persistence”. Instead of raising your voice and asking the
question loud and louder, lower your voice, speak softly and repeat your question. The caller will
almost always eventually respond to that approach and will even lower their own voice. Yelling
does little good in most situations. In fact, with out headsets yelling into them often causes your
voice to be over modulated to the point where what you have said just cannot be understood
which adds to the frustration of the caller.

Another technique that works for those callers who seem unable to remember anything about an
event that they just witnessed (or were victim to) is to ask them to take a couple of deep breaths,
close their eyes and try to remember what it is they saw. Sometimes, instead of asking them over
and over for say a vehicle description, go on to asking other questions and then return to the
topic of the vehicle description. That is a technique that works very well when the caller initially
only provides a scant description of a vehicle or subject.

Strive for excellence on all your calls, not perfection because that’s almost impossible to attain.
Keep a healthy balance of portraying competence, confidence and professionalism with warmth,
empathy and compassion. Know the impact of your call with your caller. What is their “circle of
influence” and what will they have to say about you, our agency and the dispatch profession as a
whole?

Review your calls once in awhile as objectively as possible. Listen to when something set a
caller off and try to identify what that factor was. Communication skills are a life long pursuit
and it can be a humbling experience. If you remain open to regular review and assessment of
your own skill levels you will continue to expand them and will become an accomplished call-
taker and better overall communicator.

Phase B Intro to Call-Taking, Obtaining Descriptions Updated 04/02/08 Page 6 of 10



KCSO Communications Center, Desk/911 Training Phase B Handout: Intro to Call-Taking

Obtaining Subject Descriptions

Physical Descriptions

Picture yourself as a unit responding to the call. What will catch your eye first? Sex & race, age,
height, weight and visible clothing. Remember too, that outer clothing can be shed quickly so it’s
important to also try for a description of shirts underneath jackets, etc.

Gender Male or Female

Race White, Black, Hispanic, Oriental, etc.

Age 18, Mid 30’s, 25-30, late teens, early 20’s, etc. Doesn’t have to be exact!

Height  6-2, 5-10 to 6-00, short, tall, medium height.

Weight 150, 125-140, heavy build, medium build, thin build.

Hair Bro curly, blk short straight collar-length, dreadlocks, balding with short ponytail.
Try for color and add length or style if it aids the description.

Eye BIlk, blu, grn. Unless unusual, not as important. You will want this on runaway or
missing juveniles and missing adults or 5150 walkaways (for MUPS entry).

Add’l:  Facial hair, glasses, sunglasses, scars, marks or tattoos, deformities, complexion?

Distinctly descriptive such as beard, mustache. Armed? (See weapon description
section.)

Clothing Descriptions

Clothing should be described from head to foot, outside to in. The importance of a detailed
description depends upon the type of call and the time element involved.

Head Covering Color and type; red baseball cap; blk knit cap, blue & red bandana, etc.

Shirt, blouse or dress  Color(s) and style. Long sleeve? Short sleeve? Sleeveless? Shirt tucked

in, long dress, short dress, etc.

Jacket, sweater or coat Color & style. Long, short, zipper, hood?

Pants, skirt, shorts Color(s) and style. Baggy? Tight-fitting,

Shoes Color and style. Tennis shoes, sandals, hiking boots, work boots, etc.

Additional Info: Cane, crutch, carrying anything like a backpack, hip pack, fanny pack?
Limp?
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SUBJECT DESCRIPTION CHECKLIST

Gender
Race
Age
Height
Weight

Hat ADDITIONAL.:
Hair
Eye Color Gla.sses -
Facial Hair
Complexion
Speech Impediment or
Accent
Scars, Marks or
Coat Tattoos_ :
Deformities
Shirt
Shoes

WEAPONS:

Revolver

Automatic

Rifle, Shotgun

Knife or Cutting Instrument
Blunt Instrument
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Proper definition of weapon types is important in the decision-making process of officers
responding to a call. For dispatch purposes, type of weapon is described as one of the

following:

Phase B Handout: Intro to Call-Taking

“Long gun” (i.e. rifle, shotgun, AK47
“Handgun” (revolver, automatic, etc.)

, etc.)

“Cutting instrument” (knife, axe, razor, sword, etc.)
“Blunt instrument” (club, board, chains, etc.)

Revolver

Glock Automatic

Snub Nose (Derringer)

Long Barrel Pistol

S P——

Rifle with scope

Rifles

Swiss

A:rmy Knife

More
Kitchen
Knives
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VEHICLE DESCRIPTIONS

One of the easiest ways to remember how to obtain vehicle description is with the acronym
CYMBAL.

C Color top to bottom (white over red), front to rear

Y Year year, exact or approximate, or even, old or new

M Make make, brand name, exact or similar

B Body body or model type, station wagon, sedan, etc.

A Anything else headlight out, large dent, no front bumper, etc.

L License  fullor partial, colors help if out of state, older plate, or special plate

As with obtaining any description, the obvious, what you notice first, is what you want to obtain
first on vehicle descriptions. Very rarely will a person be able to describe a vehicle in detail,
except when describing their own, and sometimes not even then! But, by knowing what
information you need, you guide them by asking direct questions, “What color was the car? Is it
full-size? Two doors, four doors or a hatchback?”

Here’s what an example would look like:

“Red, mid 90’s, unknown make, 2-door sedan, no front license plate”
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SUBSTATION AREA GROUP

Tehachapi TEH EAST
Radio channel: EAST Dispatch
Call Sign:  TE_ TEMPO - Deputy

TED_ TEMPO DAVID - Sr. Deputy

TES_ TEMPO SAM - Sergeant

TEH_ TEMPO HENRY - Volunteer

ST_ STALLION - Stallion Springs PD

The Sheriff's Office operates the Tehachapi Substation for the Tehachapi county area.
The substation is located at 22209 Old Town Road in the community of Golden Hills. In
2007 Tehachapi County units responded handled 4,649 calls for service.

The Tehachapi Substation has 12 authorized positions and a response area of
approximately 572 square miles. The area is comprised of small service districts and
property owner associations. The areas are known as Golden Hills, Alpine Forest,
Cummings Valley, Mountain Meadows, Sand Canyon, Cameron Canyon, Hart Flat,
Keene, Bealville and Old West Ranch. The entire Tehachapi valley has approximately
35,000 people residing in it. The population for the area receiving service from the
Tehachapi Substation is approximately 18,000-20,000 people.

The Tehachapi Substation also provides mutual aid to allied agencies in the Tehachapi
Valley when requested to do so. Those agencies are: Tehachapi Police Department,
Stallion Springs Police Department, Rail Road Police, Bear Valley Police Department and
the California Highway Patrol.

Much of the area patrolled is rural and response times can be extended depending on the
distance and terrain. Due to the mountainous terrain police radio service can be
guestionable.

TOWNSHIPS: CAD MUNICIPALITY:
ALPINE FOREST ALF
GOLDEN HILLS GOH
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HART FLAT HAR

KEENE KEE
STALLION SPRINGS SSP
TEHACHAPI CITY (Tehachapi PD) TEHC
TEHACHAPI (county) TEH
SAND CANYON SDC
BEAR VALLEY  (Bear Valley Pd) BV
CUMMINGS VALLEY cV
FREEWAYS:

Highway 58, Highway 202

COURT:

Kern County Superior Court — Mojave Branch, 1773 Highway 58
Tehachapi units transport their prisoners to Mojave Jail or directly to CRF.

COMMON PLACES/PARKS:

WILDROSE

STAGE STOP

STALLION SPRINGS

BEAR VALLY

TEHACHAPI PRISON CCI

BRITE LAKE - 22901 Banducci Rd
MONOLITH

CALIENTE/WALKER BASIN RESPONSE

TEHACHAPI MOUNTAIN PARK 17350 Water Canyon Rd

ALPINE FOREST PARK - 18900 Alps Dr
HORSETHIEF PARK - 28551 Stallion Springs Dr
MEADOWBROOK PARK - 21750 Westwood Blvd
SAND CANYON - Caliente Creek/Indian Creek
LOVES TRUCK STOP - 2000 E Tehachapi Blvd

WATERWAYS/RIVERS/LAKES:

Brite Valley, Tehachapi

Located approximately 20 minutes west of downtown below Alpine Forest on the north-
side along Banducci Road. Brite Valley is a smaller area of approximately 90 acres
containing a few active ranches, orchards and mostly older homes. The area is named
after the Brite Family, one of the first Families to settle in this area of Tehachapi.
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Brite Lake

There's a Lake and campground with hook-ups, tent sites and nearby restrooms and
showers. Fishing is available at the lake, as well as picnic areas. Brite Lake is open for
fishing on the last Saturday of April, each year, and the season continues through the last
Sunday of January.

Season passes are available at the Tehachapi Valley Recreation and Parks District office
located at 490 West D St. for the 2007 Brite Lake fishing season. The effective date for
the passes will be from Saturday, April 28 thru Sunday, October 28. The fee for season
passes are as follows: Season Pass $40, Senior Citizen Pass (62 years and older) $20,
and Boat Launching Pass $10. Season passes are for day use only.

The fee for day use is $5 per vehicle, boat launching $3 per boat per day (no gas
engines, electric motors only), day use and boat launching $8. A dump station is available
for RV's and the cost is $3 per vehicle for non-use. Overnight camping is also available
with 12 sites with water and electric hook-up at $20 per vehicle per night. Dry camping is
$15 per vehicle per night. TVRPD does not take reservations for camping. Camping is on
a first come first served basis.

Three picnic pavilions are available for group picnicking. Reservation application and
payment of rental fees and cleaning deposit must be made at least one week in advance
for group pavilions.

PRISON:

TEHACHAPI STATE PRISON CCI:

The prison now holds about 5,000 men and is a major employer in the Tehachapi

area. According to data from the 2000 U.S. Census, public administration jobs account for
almost 19 percent of area employment.

ECONOMIC/DEMOGRAPHICS

Average household income: $29,208
Average housing cost: $90,000
Prison population: 4,381; California

OTHER AGENCIES:

STALLION SPRINGS POLICE DEPARTMENT: Stallion Springs is unique in the fact we
are only their dispatch center. The Stallion Springs PD Officer are employed by Stallion
Springs. They are on call 24-hours a day and require notification of any type of call in their
jurisdiction including medical aid calls. Stallions Springs has 1 Police Chief, 1 Police
Sergeant, and 2 Police Officers.
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BEAR VALLEY POLICE DEPARTMENT: Bear Valley PD is a small police agency near
Tehachapi. The population is 133. Bear Valley is a private sector and secured by a gate.
KCSO now dispatches for Bear Valley PD as of May 2017.

Call Signs:

BE BEAR - BEAR VALLEY PATROL UNIT OR RESERVE
BEA BEAR ADAM - BEAR VALLEY CHIEF OF POLICE

BED _ BEAR DAVID - BEAR VALLEY SENIOR OFFICER

BEH _ BEAR HENRY - BEAR VALLEY VOLUNTEER

BES BEAR SAM - BEAR VALLEY SERGEANT

TEHACHAPI POLICE DEPARTMENT: Tehachapi Police is a brand new agency to our
county. It only recently assumed duties as the Tehachapi Police Department May 315,
2007. The Department has 1 police chief, 2 sergeants, 8 sworn personnel, 1
administrative assistant and 1 records clerk.

If a Tehachapi County unit requests a unit to back, Stallion Springs PD and Tehachapi PD
are the closest units. You can also call Mojave units and CHP-Bishop.

TEHACHAPI FACTS:

The area is an attractive place to reside and vacation. The area has many vacation
homes, which can become targets for theft during period of being unoccupied. The area
has a major rail line, which passes directly through its boundary. Both Burlington Northern
Santa Fe and Union Pacific Railroads use the rail line. The slow moving trains often
become targets for freight thefts. State Highway 58 also passes directly through its
boundary. Traffic issues can quickly develop that often requires responses by Tehachapi
Deputies as well as the California Highway Patrol.

In the winter months the area occasionally has snow conditions. This brings large
numbers of visitors to the area. This creates its own unique problems. There is no
designated or legal area for snow play. The crowds often cut fences and trespass. This
generates complaints and additional calls for service. In the warmer months off-road
enthusiasts see the mountains as a place to ride. The off-road enthusiasts cut fences and
trespass. This also generates complaints and additional calls for service.
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SUBSTATION AREA GROUP

Buttonwillow NOR WEST
Radio channel: WEST Dispatch
Call Sign: NO_ NORTH - Deputy

NOD _ NORTH DAVID - Sr. Deputy

NOS NORTH SAM - Sergeant

NOH_ NORTH HENRY - Citizen Volunteer

The Buttonwillow Substation is located at 181 E. 1% St, Buttonwillow, approximately 26 miles
northwest of Bakersfield near 15.

The Buttonwillow Substation provides law enforcement services for the northwestern portion of
Kern County. This area encompasses approximately 1333 square miles. Buttonwillow elevation
Is 269 feet above sea level. With its vast geographic area and varied communities, the
Buttonwillow Substation is a diverse assignment giving the Sheriff's Office employee experiences
and challenges needed by the professional law enforcement officer of today. Yet it offers them the
chance of being fully integrated into community oriented policing and working in partnership with
the communities they serve.

TOWNSHIPS:
Buttonwillow BUT
Lost Hills LH
Belridge BEL

The remaining area is largely farms and oilfields with a stretch of Interstate 5. Agricultural theft is
a frequently reported crime. Loss is usually irrigation pipe, copper wiring and farming chemicals.

The NORTH units also enjoys a good working relationship with the allied agencies within this

area, the California Highway Patrol, Shafter Police Department, Fish and Game, and our boundary
counties of Kings, Tulare, and San Luis Obispo are a few of these agencies.
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COMMOM PLACES

I5-58 Truck Stops

Willow Ranch — 27770 Lagoon Dr
Lost Hills Trailer Park — 14603 Lost Hills Rd

Black Wells Corner
Kecks Corner

Rio Bravo Greeley School — 6601 Enos Ln
Front Street Mini Mart — 420 E Front St

FREEWAYS

15

Hwy 46
Hwy 58
Hwy 33

COURT

Shafter Court — 325 Central Valley Hwy, Shafter

North Units transport their prisoners to CRF in Bakersfield.

BUTTONWILLOW RACEWAY

California's newest and most complete road-racing facility. Join the enthusiastic users who
have already discovered the unique offering of Buttonwillow Raceway Park. Indy cars,
sports cars, motorcycles, go-karts, publishers and commercial production companies have
all praised the features of this new racing facility. The location, variety and safety have
made Buttonwillow Raceway Park the preferred racing and testing facility in California.
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PARKS

Buttonwillow Park — 503 Milo Av
Lost Hills Park — 14688 Lost Hills Rd
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136.11 Dissuading a Victim SUSINV
148.51 Making a False Report PC
148.91 Giving False Information PC
166.4/166.41 Contempt Of Court CRTVIOL/CRTVIOLI
203/203I Mayhem 245
2201 Attempt Rape SUSINV
23103 Reckless Driving CVvC
23110 Throw Objects At Vehicle CvC
23152 DUI CvC
272/2721 Contribute to Delinquincy CTWI/SUSINV
278/278l Child Concealment SUSCIR/SUSINV
288.3I Online Enticement SUSINV
3111 lllegal Porn SUSINV
402B Abandoned Refrigerator PC
476/4761 Non Sufficient Funds 930/931
484/4841 Theft THEFT/THEFTI
488/488I Petty Theft THEFT/THEFTI
496/4961 Possession of Stolen Prop SUSCIR/SUSINV
498/498I Utility Theft THEFT/THEFTI
537/5371 Defrauding Innkeeper THEFT/THEFTI
593Dl Illegal Cable THEFTI
666 Petty Theft w/Priors PC
7011 Threatened Offense 4221 or 415l
ABNPRO Abandoned Property FNDPRO
ABNVEH Abandoned Vehicle SUSVEH
BIGRIG Parked in Resd Area COVIOL
CURFEW Curfew Violation COVIOL
DOORSLS Door to Door Sales COVIOL
DRNPOOL Drain Pool in Gutter COVIOL
DROWN Victim of Drowning 901A
GUNSEIZD Weapons Seized PC
ILLDUMP Illegal Dumping COVIOL
ILSHOOT Illegal Shooting SHOTHRD
MANDN Man Down SUBDN
SWIMCNL Swimming in Canal COVIOL
TRASH Trash Scavenging COVIOL
VARDA Varda Alarm ALARM

Additional Penal Codes, Vehicle Codes and Muni Codes that are commonly used by
field personnel and what the CAD Code replacements are.
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SUBSTATION AREA GROUP

Walker Basin WB EAST
Radio channel: EAST Dispatch
Call Sign: WB_ WALKER - Sr. Deputy

The Walker Basin Substation is located at 14654 Caliente Creek Rd and encompasses
approximately 250 square miles and has a full time population of about 1,000 people. The
area is mostly mountain valleys, deep canyons and surrounding mountains. The
communities of Walker Basin, Twin Oaks, Caliente, Back Canyon and Thompson
Canyon lie within its boundaries.

TOWNSHIPS: CAD MUNICIPALITY
TWIN OAKS TWO
WALKER BASIN WB

The area is largely rural with cattle ranches surrounded by homes with acreage. There are
also a very large number of weekend residences, which makes the weekend population
swell. The area has recently become popular with people from the Los Angeles Basin
who are looking for a place to get away on the weekends. There are also families living in
the area whose ancestors first settled the area in the 1860s.

In 1991 a resident post was established for the Walker Basin area. A Senior Deputy
Sheriff is assigned to the substation and he is responsible for law enforcement for the
entire area. Prior to that time the area was split between the Tehachapi and Kern Valley
Substations. There was very little law enforcement presence and the only time a Deputy
Sheriff was in the area was in response to a call for service. Consequently, some of the
residents have a hard time adjusting to fact that a Deputy Sheriff is in their midst full
time.
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The resident Deputy works closely with the United States Forest Service and the Bureau
of Land Management, as there are large tracts of public lands within the substation
boundaries along with two small Indian Reservations. There have been some large scale
marijuana cultivations in the area. They have been associated with several violent
confrontations between the illicit growers, civilians and law enforcement. Having a
resident Deputy full time has been instrumental in reducing these incidents and the
numbers of illegal marijuana cultivations.

The Walker Basin Deputy splits his time between the Walker Basin Substation and the
Kern Valley Substation due to the limited amount of calls in Walker Basin. If he is
assigned to the Kern Valley Substation for the day he usually changes his call sign to
KED3.

If WB1 requested a unit to back, depending on his location we would use Kern Valley or

Tehachapi Units. If the Walker Basin Deputy is not on duty the area is split between Kern
Valley and Tehachapi units.
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AND GOD CREATED DISPATCHERS

The angel walked in and found the Lord walking around in a small circle and
muttering to himself.

"What are you working on now lord?' he asked.

"Well I finished creating a peace officer, now I'm working on a dispatcher"
Since the angel could see nothing in the room, he asked God to tell him about it.

"It's some what like the police officer model, it has 5 hands-one for answering
the phone, two for typing, one for answering the radio, and one for grabbing a
cup of coffee. The arms had to be placed fairly carefully since all the tasks a
dispatcher does, have to be done simultaneously. The digestive system is a little
complicated, since it runs on coffee, and food that can be delivered, but seldom
needs to get up for the rest room. I made the skin tempered duralite covered
with Teflon. A dispatcher’s hide has to be tough enough to withstand darts from
cranky officers, jabs from citizens, and lack of attention by administration, but
not show any signs of wear and tear. Unlike a police officer it only heeds one
pair of eyes, so that left extra room for the ears. There are five sets of ears, one
set for the telephone, one for the main radio, two for the other radios it has to
monitor, and one to hear everything else going on around it. They fit all right on
the head, since it had to be extra large for the brain. The brain has to be
enormous so it can remember a full set of 10 codes, phonetic alphabet, at least
two hundred different voices, the entire contents of three different SOP manuals,
two Teletype manuals, and an NCIC code book. Of course I left enough extra
space for it to learn the individual quirks of every different SGT., LT., Shift
commander, fire chief, and other supervisor, and the ability to keep them all
straight. There also has to be room for it to learn which situations need an
officer and which don't, and also the ability to determine in less than two
minutes what to do for any given event. There is a built in condenser so it can
take an hour-long explanation, put it into 30 seconds worth of radio
transmission, but still get the whole story across.

Those switches on the front are for the emotions. It has to be able to talk to a
mother who's child has just died without pain, a rape victim with empathy, a
suicidal person with calmness and reassurance, and abusive drunk without
getting angry. When one of the officers yells for help, it can't panic, and when
someone doesn't make it, the dispatchers heart mustn't break. The little soft spot
just to the left of the emotion switch is for abandoned animals, frightened
children, and little old ladies who are lonely and just want to talk to someone for
a few minutes. The dispatcher has to care very much for the officers and
firefighters it serves, without getting personally involved with any of them, so I
added another switch for that. Plus of course, the dispatcher can't have any of its



own issues to worry about while it is on duty, so that last switch turns those off.
The patience switch is turned up to high all the time on the CTO model, and I've
added an extra fuse to those to those to handle the overload.

A dispatcher has to be able to function efficiently under less than good physical
conditions, and be flexible enough to withstand whatever whim the
administration comes up with, while still retaining it's general shape and form.
That warm fuzzy shoulder is, there for officers to use when they gripe, other
dispatchers when they hurt, and for those who are shell shocked by a horrible
call and just need someone to be there. The voice gave me a little trouble, it has
to be clear and easy to understand, calm and even when everyone else is
screaming, but still able to convey empathy and caring while remaining totally
professional.

It runs for a full 12 hours on very little sleep, requires almost no days off, and
gets paid less than an executive secretary.

"The dispatcher sounds wonderful lord", said the angel, "Where is this amazing
creation?"

"Well you see," answered the Supreme Being "Dispatchers are invisible unless
they make a mistake. So it's practically impossible to tell when they are run
down, worn out or in need of repair. Now that I've created them, I can't see the
original model to make enough of them to go around."

Unknown Author... 911 Magazine
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Interviewing Technigues &
Verbal Judo

It is important to utilize appropriate and professional techniques when
speaking to our customers. Our customers are often experiencing an
abnormal amount of stress when they call and may have difficulty
explaining what is happening or what they need. As the “voice of the Kern
County Sheriff’s Office” you are expected to present a calm, positive, and
professional image to our customers while gathering necessary information;
remember, you set the tone for their entire experience with our Office.

Techniques you should use:

1. Develop a Service Attitude!

Pleasant, sincere voice

Friendly demeanor
Professionalism

Be polite and respectful

Be liability conscious

Citizen’s rights to quality service
Provide solutions or options

@000 oW

2. Use Good Listening Skills
a. Listen to the Caller
I. Concentrate — be attentive to the caller
I. Show interest — make an effort
iii. Be patient
iv. Keep an open mind — NO assumptions
v. Don’t be afraid to ask questions when you do not
understand the caller.
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b. Active Listening

I. Verbal affirmation
1. Empathy
Iii. Paraphrase Response
Iv. Listen to how’s it’s said, not just what is said
v. Background noises
vi. Demeanor of caller

3. Interviewing Techniques

a.
b.
C.

Remain calm at all times

Use caller’s first name instead of sir or ma’am

Ask specific questions. Instead of “what did he look like” say
“what race was he, how old did he look, etc.” If they say I
don’t know ask them to guess.

Take control without being aggressive.

Give caller time to answer your question. This is especially
important with juvenile, elderly, or disabled callers.

Lower and slower — Speak firmly but quietly

g. Assure callers you are getting them assistance but don’t

guarantee any ETASs

. Keep the caller informed — If you must put them on hold let

them know.

Encourage caller to take three deep breaths if difficult to
understand

Keep caller focused on current situation

Persistence — repeat questions or instructions when needed
Self-Awareness — attitude and tone of voice

4. Build Rapport

a.
b.

Courtesy — polite and respectful at all times
Observation — read between the lines, listen to what is
happening in the background

Personalization — Use the caller’s name

. Empathy — Let the caller know you recognize how they feel —

this does not mean you necessarily agree.
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5. Difficult Callers
a. Verbal Judo: Diffusing Conflict Through Conversation
I. The “gentle way”
Ii. Stay in contact
1ii. Never get upset
Iv. Remain civil
v. Deflect/Redirect and move!
vi. Deflect verbal abuse
vii. Redirect to get information you need. “I know you’re
upset, but | need to know...” or “I appreciate that but,
b. When All Else Fails?
I. Ask for help
1. Give caller to a Senior or Supervisor

Updated 1/7/21



SUBSTATION AREA GROUP
Kern Valley KERN EAST
Radio channel: EAST Dispatch
Call Sign: KE_ KERN - Deputy
KED_ KERN DAVID - Sr. Deputy
KES_ KERN SAM - Sergeant
KEH KERN HENRY - Civil Volunteer
KEC_ KERN COURT - Court Deputy
KEI_ KERN IDA - KV School Deputy
LAKE_ LAKE - Lake Patrol

LAKES_ LAKE SAM

Lake Patrol Sgt

The Kern Valley Substation is located at 7046 Lake Isabella Blvd, Lake Isabella. The Kern
Valley is located 50 miles northeast of Bakersfield and 60 miles west of Ridgecrest. It
encompasses an area of 804 square miles and has a full time population estimated at about 22,000
people. During the summer months the population swells with a large influx of tourists, which can
add as many as 60,000 people on a holiday weekend. The area is diverse in that some of the oldest
cattle ranches in Kern County are located here, along with the surrounding forests and the large
tourist industry. It is also a popular retirement community for people from the Los Angeles area.

TOWNSHIPS CAD MUNICIPALITY
KERNVILLE KER
BODFISH BOD
LAKE ISABELLA LKI
WOFFORD HEIGHTS WOF
ALTA SIERRA ALS
HAVILAH HAV
SOUTH LAKE SOL
SQUIRREL VALLEY SQV
MOUNTAIN MESA MTM
ONYX ONX
CANEBRAKE CAB
WELDON WEL
RIVER KERN RKN

Kern Valley Substation Handout — 12/15/18



COMMON PLACES:

KV Bottle Shop - 5200 Lake Isabella Blvd

vons - 5610 Lake Isabella Blvd

Kern River Valley Cemetery 8441 Burlando Rd

Kern Valley Hospital (KVH) 6412 Laurel Ave

PARKS:

Circle Park - 11041 Kernville Rd, Kernville

Wofford Heights Park - 316 E Evans Rd, Wofford Heights

Tank Park - 5000 Lake Isabella Blvd AKA Kissack Park/Lake
Isabella Park

Riverside Park - 10 Kern River Dr

Mountain Mesa Park - 4361 McCray Rd

Scodie Park - 8181 Scodie Park Rd

CAMPGROUNDS:

Auxiliary Dam Campground Mountain & River Campground

Frandey Campground French Gulch Campground

Hobo Campground Sandy Flat Campground

Hungry Gulch Campground Paradise Cove Campground

Main Dam Campground Rivernook Campground

PICNIC & DAY USE SITES:

LIVE OAK - 19 miles northeast of Bakersfield along the Kern River via State Hwy 178. Paved road; Picnic tables,
Toilets; No water; Elevation 1,400'; Open March 1 to September 30; Supplies in Bakersfield; Fishing in Season.
Parking fee $5 per day (CLM).

UPPER RICHBAR - 20 miles northeast of Bakersfield along the Kern River via State Hwy 178. Paved road;
Picnic tables; Toilets; Water; Elevation 1,400'; Open year round; Supplies in Bakersfield; Fishing in Season. Parking
fee $5 per day. (From Sept. 30 to March 1, limited services.) (CLM).

LOWER RICHBAR - 20 miles northeast of Bakersfield along the Kern River via State Hwy 178. Paved road;
Picnic tables; Toilets; Water; dumpsters; Elevation 1,400'; Open March 1 to September 30; Supplies in Bakersfield;
Fishing in Season. Parking fee $5 per day (CLM).

DEMOCRAT BEACH - 25 miles northeast of Bakersfield along the Kern River via State Hwy 178. Paved and dirt
road; Toilets; No water; Elevation 2,000'; Open year round; Supplies in Bakersfield; Fishing in Season; Raft takeout
site and small boat access. Day use fee $5.

MIRACLE HOT SPRINGS - 42 miles northeast of Bakersfield and 8 miles southwest of Lake Isabella, along the
Kern River via State Hwy 178. Toilets; Water; Elevation 2,300'; Open year round; Supplies in Lake Isabella; Fishing
in Season. boat launch put-in. Day use fee $5.

CHINA GARDENS - 10 miles west of Lake Isabella along the Kern River via State Hwy 178. Dirt roads; Toilets;
dumpsters; Elevation 2,000'; Open May to October; Supplies Lake Isabella; Fishing in Season.

BLACK GULCH - NORTH 8 miles west of Lake Isabella off Hwy 155 via the Keysville Road. dirt and 4
wheel drive road; no toilets; no water; no dumpsters; Elevation 2,300'; Open May through October; Supplies in Lake
Isabella; Fishing in Season.

BLACK GULCH - SOUTH 8 miles west of Lake Isabella along the Kern River off Hwy 178. dirt roads; toilets;
dumpsters; no water; Elevation 2,300'; Open May through October; Supplies in Lake Isabella; Fishing in Season.
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RIVERKERN BEACH - 3 miles north of Kernville along the Kern River via Mtn. 99. Beach area, DAY USE
ONLY, Paved road and parking area; Tables; Toilets; No drinking water; Elevation 2,650 feet. Open year round;
Supplies at Kernville and Riverkern. Campfires or barbecues are not allowed on the beach.

CORRAL CREEK BEACH - 8 miles north of Kernville via Mtn. 99. Beach area, DAY USE ONLY. Paved road
and parking area; Tables; Toilets; No drinking water; Elevation 3,000 feet. Open year round; Supplies at Riverkern,
Fairview. Campfires or barbecues are not allowed on the beach.

ROADS END - 16 1/4 miles north of Kernville via Mtn. 99. Beach area, DAY USE ONLY. Paved road and parking
area; Tables; Toilets; No drinking water; Elevation 3,500 feet. Open year round; Supplies at Riverkern, Fairview.
Campfires or barbecues are not allowed on the beach.

FREEWAYS:

Highway 178
Highway 155

COURT:

Kern Valley Court — 7046 Lake Isabella

KV units transport their prisoners to CRF. The KV units transport through the canyon and must
advise dispatch when they are entering and clearing the canyon due to poor radio reception in the

canyon.

WATERWAYS/LAKES/RIVERS:

Kern River
Lake Isabella

During the summer months the Deputies assigned to the Kern Valley are kept busy with the
normal routines of an area with a population 22,000 people. Due to the nature of the area, they are
called upon to assist during floods, forest and range fires, snowstorms and other natural
occurrences, along with people involved crimes. A Deputy Sheriff assigned to work the Kern
Valley Substation must be adept at working everything from lost children to cattle thefts.

There is also very close cooperation between the personnel of the Kern County Sheriff's Office and
the California Highway Patrol. The Kern Valley is located 50 miles east of Bakersfield and 60
miles west of Ridgecrest, so help can be a long way off when it is needed. The officers of these
two agencies depend on each other heavily and there is a high degree of camaraderie among them.

The Kern Valley is one of the most picturesque areas in Kern County and as such it is a good place

to work and live. Personnel who are assigned to work there have a tendency to stay for long
periods of time and usually only leave to accept a promotion. Those who leave usually try to get
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back there as soon as they can. It is truly an area of four seasons and beautiful scenery. It has a lot
of history and enjoys a friendly atmosphere.

CHP-Bakersfield handles traffic related incidents in the KV sub-station response. If a Kern Valley
unit requested a back, CHP is available.
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KERN COUNTY SHERIFFS OFFICE
COMMUNICATIONS DIVISION

DESK/911 TRAINING

STATUS CODES AND COLORS HANDOUT

AV - AVAILABLE
AVR — AVAILABLE RADIO

OS — OUT OF SERVICE
19 / 19B /C7

D - DISPATCHED
AK — ACKNOWLEDGED

ER — ENROUTE
ER2 — USED TO UPDATE LOCATION UNITISERTO

AR/TA — ARRIVED/TRANSPORT ARRIVE
AR2 — USED WHEN RESETTING TIMER FOR UNITS
ARRIVED
C4 - CODE 4

C4H — CODE 4 HOSPITAL

CRT - COURT
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SUBSTATION AREA GROUP

Wasco WASC WEST
Radio channel: WEST Dispatch
Call Sign: WC_ WASCO - Deputy
WCD_ WASCO DAVID - Sr. Deputy
WCS_ WASCO SAM - Sergeant
WCI_ WASCO IDA - School Deputy
WCV _ WASCO VICTOR - Traffic Unit
WCH _ WASCO HENRY - Volunteer
WCU_ WASCO UNION - City Unit (Special)

Wasco Substation is located at 748 F St, approximately 32 miles northwest of Bakersfield. As a
direct link to the coastal area Highway 46 is highly traveled by passenger cars and commercial
vehicles. Accidents are common on this highway. In 2007 Wasco City Deputies handled 11,632

calls for service.

In 1981 the City of Wasco entered into a contract with the Kern County Sheriff’s Office to
provide law enforcement services within the city limits. It is referred to asa CONTRACT
CITY. Units assigned to this substation provide all police services including traffic
enforcement, handling all traffic accidents that occur inside the city limits, along with traffic
citations, etc. Outside of Wasco City limits, CHP handles all traffic related incidents. If a Wasco
unit needs a back we send North Units or Delano Units.

One sergeant, two senior deputies, 13 deputies and 3 clerks staff Wasco. This substation is also
active in the CITIZEN SERVICE UNITS.

Known worldwide for its roses, Wasco is home to the annual Festival of Roses.

Held each year, the festival features a rose show where growers display their products and prizes
are awarded to the best in various categories. The festival also has events such as “Run Through
the Roses” with 5K and 10K races, an art show and craft fair, and a parade. 55% of all roses
grown in the United States are grown in or around Wasco.

TOWNSHIPS: MUNICIPALITIES:

WASCO WAS

Wasco Substation Handout — May 2017 1



PRISONS:
Wasco State Prison: 701 Scofield Ave

COURT:

Shafter-Wasco Court, Kern County Superior Court, 325 Central Valley Highway,

Shafter, CA 93263

Wasco units transport their prisoners to CRF in Bakersfield.

WATERWAYS/RIVERS/LAKES:

None
FREEWAYS:

Highway 46, Highway 43
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COMMON PLACES

Cinderella Motel — 1533 46 Hwy
Wasco Skate Park — 2601 Parkside Dr
Amigos Meat Market — 829 46 Hwy

PARKS

15t Street Park — 15™ St/Broadway
Barker Park — 1800 Poso Dr
Cormack Park — 6™ St/Birch Av
Hazelnut Park — 1200-Blk Hazelnut St
Westside Park — 2601 Parkside Dr
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GOA
NCA
NFA
PAPER
SUPP
UNF
UTcC
UTL
WARN
WRNT
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CAD DISPOSITION CODES

ASSIST OTHER DEPT
CANCEL

CITATION

CIVIL

DECLINE REPORT
FALSE ALARM

FIELD INTERROGATION
- GONE ON ARRIVAL
NON CRIMINAL ACTIVITY
NO FURTHER ACTION
PAPER ASSIGNED
SUPPLEMENTAL
UNFOUNDED

UNABLE TO CONTACT
UNABLE TO LOCATE
WARNING

WARRANT



Customer Service Call Taking Guide

Develop interpersonal skills. Communicating by telephone is a difficult and
specific task. Not everyone is good at it. But with information and training, it can
be developed. Among the skills: pay attention to the caller, be flexible in your
approach, ask questions, listen actively, mirror their style to gain trust, built

rapport, pace and lead the conversation, and respond appropriately.

On the other hand, here are some "don'ts"--don't provide an explanation too
soon, interpret the caller's situation, punish or retaliate, pretend not to
understand, pass the buck, change the subject, joke or be sarcastic, be

unresponsive, condescend, be busy, bored or absent-minded.

Courtesy should be paramount. You should establish standard phrases and
words to use when dealing with customers, and all dispatchers should be
required to adhere to their use. "Please," "thank you" and "You're welcome"
should be foremost among the words that dispatchers use. You should also
establish procedures for transferring calls, taking messages, and other handling
telephone calls. For example, announce all transfers, never put someone on hold
without asking permission, "bridge" all transfers, recheck callers on hold after
each 60 seconds, hang up after the caller, always identify yourself first when

calling a citizen back, use the caller's name.

Objective and Goals of Customer Service

e To make the caller feel positive about their contact with the police/fire department

e To solve the caller's problem or provide them with the needed information

e To gather the necessary information to prioritize, evaluate and dispatch the
necessary units to the situation.

Key Phrases

e | understand.
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I'm sorry.

Thank you.

You're welcome.

I can help you...

I understand you're upset/frightened, but...(next question)

Please don't curse. | need to know...

My supervisor can help you.

Can you hold for a moment?

I don't know, but I can find out.

Let me help you.

I can't help you unless...

Say, "A locksmith can help you....", or "Public Works handles rubbish...", rather
than "We don't do that." Always emphasize the help that's available, not the
assistance that you cannot provide.

e Say, "Let me give you their telephone number," rather than, "You have to call...".

Some things to avoid:

being too authoritative

preaching

yelling or losing your temper

prejudging

using ma’am or sir. Try to use the caller’s name if possible.
Law School 101

The goals you should keep in mind:

a positive "can do" attitude

put a smile on your voice and enjoy

aggressive tactics don't always work; use phrases that convey respect to the caller
you never have a second chance to make a good first impression
treat the caller like the most important person in your life
positive voice inflection

empathy

honesty

flexibility

accuracy

objectivity

Some "do's" and "don'ts":
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e I don't know vs. I'll find out

e That's not my job vs. Here's who can help you best

e Calm down vs. Okay, I'm sorry...let me try to help you

e | can't help you now vs. | am very busy, can | call you back
...Hold vs. I need to put you on hold

Do not pre-judge the caller and remember to have compassion. Swearing or sexual
references by callers is usually due to their stressful condition, and is not spoken
personally. Threats, however, should be evaluated for seriousness. We are only human,
and mistakes do occur. A simple apology will go a long way in calming a potentially
upset co-worker or citizen.

What you say is Important, but HOW you say it makes the difference

Speech:
Your tone of voice should reflect a pleasing personality, avoid monotony,
listlessness and build a pleasant image with a voice with a smile.

Courtesy:

Courtesy should always be evident. Politeness on the telephone, as well in face-
to-face conversation, consists of being well mannered and considerate of others. Be
genuine, particularly when unable to do what the caller wants.

Understanding the Caller:

Aurrive at a proper understanding of the caller. Take into account the facts that are
volunteered and develop additional facts necessary to a full understanding. Listen to the
caller; part of the ability to listen comes from caring about the caller’s problem. If you
don’t care, you can’t listen and you won’t understand.

Explanations:

Explanations must be clear, readily understandable and in language the person
will comprehend. Explanations must be complete and accurate without going too far. A
caller is entitled to an answer that cannot be taken for an arbitrary brush off.

Service Attitude:
Show real interest in the caller. The caller’s first impression of the department and

perhaps the sole impression will depend on that telephone call. Remember, the dispatcher
answering the call is the department.

Remember Customer Service!!!!
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How may I help you?

Thank you.

You're welcome.

Just a moment, please.

Could you hold please? Thank you.

Please hold.

Thank you for waiting, how can I help you?
I'm sorry for the delay.

I had and emergency, I’'m sorry.

Are you able to hold for a few more?

I’'m sorry about that. It’s very busy here.

The other operator is tied up on an emergency.
May I help you now?

I wish I could help you, but I’'m afraid I have to
refer you to another agency.

I understand, let me give you the number of
someone who can help you.

I’'m sorry, there’s a lot going on here, can you

repeat that?
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v D'msorry, I didn’t get that.

v Objectives of Customer
Service
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To make the
caller feel
positive about
their contact with
the police/fire
department.

= To solve the
caller’s problem
or provide them
with the needed
information.

To gather the
necessary
information to

prioritize, evaluate

and dispatch

necessary resources

to the call.
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COMMONLY USED H&S AND CVC CODES

HS 11357: POSSESSION OF MARIJUANA (less than 1 0z)

HS 11550A: UNDER INFLUENCE OF CONTROLLED SUBSTANCE.
HS 115508B: UNDER INFLUENCE OF PCP (PHENCYCLEDINE)

HS 11377: POSSESSION OF CONTROLLED SUBSTANCE

HS 11378: POSSESSION OF CONTROLLED SUBSTANCE FOR SALE
HS 11364: POSSESSION OF DRUG PARAPHERNALIA

HS 11590 NARCOTICS OFFENDER REGISTRANT

PC 1000 DRUG DIVERSION PROGRAM ORDERED BY THE COURT
CVC 14601 DRIVING ON SUSPENDED LICENSE

CVC 12500 DRIVING W/O LICENSE

CVC 10851 STOLEN VEHICLE/GTA

CVvC 20001 INJURY HIT AND RUN

CVC 20002 NON-INJURY HIT AND RUN

CVC 23103 RECKLESS DRIVING

CVC 23152 DUI

CVvC 23110 THROW OBJECTS AT MOVING VEHICLE

CVC 4000A UNREGISTERED VEHICLE

CVC 40508A FAILURE TO APPEAR ON TRAFFIC CHARGE
CVC 40508B FAILURE TO PAY FINE ON TRAFFIC CHARGE

PC 17 (SECTION 17) REDUCES CRIMINAL OFFENSE FROM FELONY TO
MISDEMEANOR THRU PLEA BARGAIN OR FILING BY THE DA’S OFFICE.

Updated June 2016



SUBSTATION AREA GROUP

Delano DLNO WEST
Radio channel: WEST Dispatch
Call Sign: DE_ DELTA - Deputy

DED_ DELTA DAVID - Sr. Deputy

DES_ DELTA SAM - Sergeant

DEC_ DELANO COURT - Court Deputy

The Delano Substation is located at 455 Lexington in Delano. The substation investigates a variety of
crimes. Most of the crimes involve agriculture crimes, vehicle recoveries, and theft of fuel and copper
wire. There is approximately 400 square miles in the Delano response area. Delano Police Department
covers the city limits of Delano and we are responsible for the unincorporated areas of Delano. This
substation is also responsible for the unincorporated areas of McFarland and some of Wasco.

The Delano Substation provides bailiffs and court security to the Delano/McFarland Branch of the Kern
County Superior Court. The presence of the Sheriff in the Kern County Superior Court has been a long
time requirement. There Sheriff is required to provide a safe and secure atmosphere for the dispensing
of justice. Not much has changed over the years in the way there duties are performed. In recent years,
the volume of prisoners transported to Delano Court has increased. Also the number of criminal and
civil court cases filed in Delano Court has increased. The court is located at 1122 Jefferson St, Delano.

The Delta units frequently assist other North area and Wasco units as needed. They also cover the
Glennville Substation when GLENL is not available.

TOWNSHIPS:

POND

WATERWAYS/RIVERS/LAKES:

Lake Woollomes
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FREEWAYS:

Highway 99

Highway 46

Highway 155

Highway 43
Famoso-Porterville Hwy

PRISONS:
There are two State Correctional Facilities (North Kern State Prison I and Il) in this area.

COMMON PLACES

Lake Woollomes — 32739 Woollomes Av

Pond School — 29585 Pond Rd

Casa De Ninos — 32549 Betty Jean Av

Delano Regional Medical Center (DRMC) — 1401 Garces Hwy
Flying J — 17047 Zachary Ave
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SUBSTATION AREA GROUP

Ridgecrest RIDG EAST
Radio channel: EAST Dispatch
Call Sign: RI_ RIDGE - Deputy
RID_ RIDGE DAVID - Sr. Deputy
RIS_ RIDGE SAM - Sergeant
RIC_ RIDGE COURT - Court Deputy
RIH_ RIDGE HENRY - Volunteer
DUV _ DOVE - Dove Springs OHV

Originally established in the 1930s, the Ridgecrest Substation geographically
covers approximately 1026 square miles, giving the substation the largest
response area of Kern County’s Substations. The Ridgecrest Substation is
located at 128 East Coso Street in Ridgecrest, approximately 120 miles east of
Bakersfield. The Ridgecrest Substation provides law enforcement services to the
approximately 40,000 residents of Ridgecrest, China Lake Acres, Inyokern and
Walkers Pass. Also included in the Ridgecrest Substation’s response area are
the historic mining communities of Garlock, Randsburg, Johannesburg, and
many isolated mining camps in the EI Paso Mountains south of Inyokern.

Ridgecrest Substation has one sergeant, one senior deputy sheriff, and eleven
deputy sheriffs. The deputies handle patrol duties as well as provide security for
the two Ridgecrest Superior Courts. The Ridgecrest Jail is also staffed with one
senior detention deputy sheriff and four detention deputy sheriffs.

The Ridgecrest deputies respond to a variety of service request. From 911 calls
to downed aircraft, the Kern County Sheriff's Office is ready to respond and
render appropriate assistance. In 2007 Ridgecrest Deputies responded to 4490
calls for service and made 432 arrests.

Ridgecrest has nine active reserve deputies who are committed to helping and
protecting their community. Of the nine, four have completed the requirements to
qgualify as a Level | reserve. The Level | designation indicates they are capable of
performing as a solo beat officer. Last year the Ridgecrest Reserves contributed many
hours to the Ridgecrest Substation.
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TOWNSHIPS:

CAD MUNICIPALITY

Ridgecrest RID
China Lake CLA
Inyokern INY
Randsburg RAN
Johannesburg JOH
Buttermilk Acres (none)
FREEWAYS:

Highway 395

Highway 178

Highway 14

COURT:

Superior Court of California, County of Kern, Ridgecrest Branch
132 E. Coso St., Ridgecrest

Ridgecrest units transport their prisoners to the Ridgecrest jail at 128 E. Coso,
next door to the courthouse.

COMMON PLACES/PARKS:

JAWBONE CANYON
DOVE SPRINGS

INYOKERN

JOHANNESBURG - South of Randsburg along
Redrock Randsburg Rd

RANDSBURG

BUTTERMILK ACRES - 3605 Inyokern Rd

RIDGECREST POLICE DEPARTMENT
CHINA LAKE NAVAL AIR STATION

GRANITE CONSTRUCTION - 10000 N Brown Rd
INYOKERN MARKET - 1353 N Brown Rd
THREE FLAGS INN - 1233 N Brown Rd
INYOKERN PARK - 1249 Broadway
JOHANNESBURG PARK - 37450 The Rand

WATERWAYS/RIVERS/LAKES:

None
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OTHER AGENCIES:

The Ridgecrest Substation works closely with the Ridgecrest Police Department.
We also utilize CHP — Bishop to assist our units when needed.

China Lake Naval Air Station is North of the City of Ridgecrest. It makes up the
entire NE border of our County.

RECREATION:

DOVE UNITS AT WORK

Ridgecrest receives over 322 days of sunshine a year and is home to one of the
largest open riding areas in southern California.

Jawbone Off-Highway Vehicle (OHV) Open Area

From cross-country play to advanced technical routes, the Jawbone OHV Area offers over 7,000 acres of
open-use public land where you can ride anywhere your skill and machine will take you. Jawbone is also a
great starting point to begin to explore the hundreds of miles of trail riding opportunities available in this
region and outside of the OHV Open Area

GETTING THERE: Jawbone Open Area is located off State Highway (SH) 14, approximately 20 miles north
of the intersection of SH 14 and 58 in the town of Mojave. A left turn from SH 14 onto Jawbone Canyon Rd.,
when traveling from the south. Traveling from the north, it is a right turn onto Jawbone Canyon Rd.

SERVICES: The Jawbone OHV Station is located at the entrance to the Jawbone Canyon off SH 14. Also,
there are 3 vault toilets located in the open area. Food and fuel are available in the town of Mojave,
approximately 30 miles to the south. The nearest medical facilities are located in the city of Ridgecrest at
the Ridgecrest Regional Hospital at 760-446-3551, and the Antelope Valley Hospital in Lancaster at 661-
949-5000. BLM Rangers also frequently patrol the OHV area to offer assistance and information.

STAGING AND CAMPING AREAS: The entire OHV area and surrounding public lands are open to
primitive camping. Within Jawbone Canyon itself, there are a number of excellent primitive camping sites
and OHV staging/off-loading areas. Most of the sites within the OHV area are accessible by 2-wheel drive
vehicles with trailers.
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Dove Springs Off-Highway Vehicle Area

From cross-country play in the sandy bowl to steep hill climbs, the Dove Springs OHV area offers over 5,000
acres of open-use public land for you to enjoy. The Dove Springs bowl is also a great starting point to begin
to explore the hundreds of miles of trail riding opportunities available in this region.

GETTING THERE: The Dove Springs OHV Area is located off State Route 14, just north of Red Rock
Canyon State Park, approximately 30 miles north of the intersection of State Routes 14 and 58 in the town
of Mojave. The entrance to Dove Springs OHV area is located on SC 94. traveling from the south, make a
left turn from SR 14 onto SC 94. Traveling from the north, make a right turn onto SC 94.

SERVICES: There are 2 vault toilets at Dove Springs, no other facilities or services are available. However,
the Jawbone Station, approximately 5 miles to the south, can provide you with information and maps.

Food and fuel are available in the town of Mojave, approximately 30 miles to the south. The nearest medical
facilities are located in Ridgecrest at the Ridgecrest Regional Hospital at 760-446-3551, and the Antelope
Valley Hospital in Lancaster at 661-949-5000. BLM Rangers also frequently patrol the OHV area to offer
assistance and information.

STAGING AND CAMPING AREAS: The entire OHV area and surrounding public lands are open to
primitive camping. Within the Dove Springs area there are numerous camping and OHV staging/offloading
areas.

Please help BLM preserve California's fragile deserts by parking your vehicles or setting up camp in
previously disturbed sites.

TRAIL RIDING OUTSIDE THE OHV AREA: Outside of the OHV Area and within the Jawbone-Butterbredt
Area of Critical Environmental Concern, motorized vehicles use is restricted to a specific designated road
and trail network. All cross-country travel is prohibited in these areas, and the designated routes are marked
with brown trail markers. You may only use the designated route network -- all other trails are closed -- even
if you don't see a red closed sign.

RIDGECREST SEARCH & RESCUE:

INDIAN WELLS VALLEY SEARCH & RESCUE

The Indian Wells Valley Search and Rescue Team is an all-volunteer team of
trained professionals who volunteer their time, money and personal equipment to
assist in both surface and underground search and rescue operations. Although
the Search & Rescue Team is based in Ridgecrest, they are trained and
experienced in joint operations. The skills and resources of the Indian Wells
Valley Search and Rescue Teams are available to all government agencies in
California and adjacent states.

CHINA LAKE MOUNTAIN RESCUE GROUP

The CLMRG is an all-volunteer, non-profit organization which provides search
and rescue services on an on-call basis. It is sponsored by the Naval Air
Weapons Station at China Lake, responds to the Kern County Sheriff Office, and
is a member of the Mountain Rescue Association (MRA). The primary mission of
the China Lake Mountain Rescue Group is search and rescue of lost or injured
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persons, any season of the year, in the mountains or in any type of wilderness
terrain. A secondary mission of CLMRG is to provide wilderness safety education
to members of the community.
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THE DISPATCHER’S GOLDEN RULE

One constant about the 911 professional is that dispatchers are going to have to deal with a variety of hostile, hysterical,
arrogant, rude, panicked, inebriated, and mentally incompetent callers. Abusive calls can often stretch even a good
dispatcher’s patience to the breaking point. Dispatchers don't like to admit it, but there are times when the line between
being assertive, controlling the caller in order to quickly clarify the problem, and becoming rude and intolerant right back at

them, is blurred or sometimes even scuffed completely out.

When that happens, and the dispatcher is, as we most always are, on a recorded line, that behavior can come back and bite
the dispatcher. Big time! Especially if the news media gets a hold of it. Like when Ohio’s Columbus Dispatch happened to
get hold of a certain 911 call made, when two young Columbus PD dispatchers happened to treat one caller with some
derision, one caller that just happened to possibly be the highway shooter Columbus area law enforcement have been

seeking for several months.

Certainly, neither dispatcher expected their statements to wind up on the TV news or in the local papers. But such is the
nature of our profession. Occasionally we're praised, but if we do something wrong, we’'ll always hear about it. Along with
maybe the rest of the country. Since the media tends to play up mistakes more than it does commendations, bad publicity,
whether deserved or not, is going to be harmful to all dispatchers. Like one bad cop putting a bad taste in the public’s

mouth for all cops, dispatch mistakes put a stain on the entire profession, because that’s what the public remembers.

Not disparaging either of the Columbus dispatchers - certainly, on going crimes like their highway shooter attract all sorts of
crank calls and it’s likely that an accumulation of these cranks may have sparked their dismissive behavior on the calls in
question. But it is a wake up call. We dispatchers don’t have the luxury of letting ourselves be irritated into unprofessional
behavior. Just as we need to be 100% accurate in the information we process, we likewise must be 100% professional in

the way we handle our callers - even those who fall into that abusive, arrogant, and hostile category.

It's really simple as something many of us learned years ago in Sunday School. Consider it the Dispatcher’'s Golden Rule:
treat each caller as you would want to be treated if you were reporting what you perceived to be a credible emergency.
Always convey empathy and consideration, and a professional attitude of helping instead of hindering, even if they may not
seem as sharp as we are in the nuances of reporting emergencies. Take control of the call if the complainant is rambling or

confused, but don’t cop an attitude. Treat them as you would like to be treated if you were in their shoes.

In the larger centers this may not always be entirely possible, not when the calls coming in at you like machine gun fire, but
you can still exemplify a spirit of consideration and composure. It may be helpful to put yourself in the caller's shoes for a
moment. We dispatchers answer dozens to hundreds of calls each shift - most callers may only dial 911 once or twice in a
lifetime so treat each one as if it were the most important call you are taking. Give them the attention they deserve, even if

what they’re reporting may seem to you to be rather trivial - or they sound like a crank.

We can’t afford to hinder our ability to help by giving in to an emotional response to a caller’s lack of intellect, lack of clarity,
or lack of grace. It is our job to be as much an anchor of composure for the panicked caller as we are to a proficient provider
for the patient one. We’'ve got to swallow our pride and perpetuate our professionalism at all times. Just as we’d like the

dispatcher to do for us when it becomes our time to be one of those panicked callers.
Randall D. Larson, 9-1-1 Magazine



ABC

A B C SAM
AC

AIR SAM

AIR

AERO

ALPHA
ALPHA DAVID
ALPHA SAM
ARSON

BEAR

BEAR ADAM
BEAR DAVID
BEAR HENRY
BEAR ROBERT
BEAR SAM
BEAT

BIKE

BRAVO

BV

CAL

CAL DAVID
CAL SAM
CAMP
CHAPLAIN
CHARLIE
CIVIL

CIVIL DAVID
CIVIL SAM
COBRA
COBRA DAVID
COBRA SAM
COMMAND
CORA

CRF
CROSSROADS
DAN

DART

DAVID

DAVID SAM
DELANO COURT
DELTA

DELTA BIKE
DELTA DAVID
DELTA HENRY
DELTA SAM
DESERT RESCUE
DISTRICT
DOVE

EAGLE

EAGLE DAVID
EAGLE SAM
EAGLE CHARLIE
EAST

EAST MET
EAST SAM
EDGE

EDGE DAVID
EDGE SAM
EDWARD

FAIR

FAMOSO
FAMOSO_SAM
FRANK
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KERN COUNTY SHERIFF'S DEPARTMENT

CALL SIGNS

ABC UNIT

ABC SARGEANT UNIT

ANIMAL CONTROL

AIR SUPPORT SERGEANT

AIR SHIP

AIR UNIT

ADMINISTRATION UNIT

ADMINISTRATION UNIT SENIOR DEPUTY
ADMINSISTRATION UNIT SERGEANT

KC FIRE ARSON INVESTIGATOR

BEAR VALLEY PATROL UNIT OR RESERVE
BEAR VALLEY CHIEF OF POLICE

BEAR VALLEY SENIOR OFFICER

BEAR VALLEY VOLUNTEER

BEAR VALLEY RANGERS

BEAR VALLEY SERGEANT

FAIR UNIT

METRO BIKE PATROL

BORON UNIT

PARKS DEPT BUENA VISTA LAKE SECURITY
CALMET UNIT

CALMET SENIOR DEPUTY

CALMET SERGEANT

CAMP OWENS UNIT

CHAPLAIN

COMMANDER

CIVIL UNIT

CIVIL SENIOR DEPUTY

CIVIL SERGEANT

HIDTA

HIDTA SENIOR DEPUTY

HIDTA SERGEANT

SHERIFF AND CHIEFS

CORONER UNIT

CRF TRANSPORTATION UNIT

KERN CROSSROADS FACILITY

DISTRICT ATTORNEY

DOMESTIC ABUSE RESPONSE TEAM
DETECTIVE

DETECTIVE SERGEANT

DEPUTY ASSIGNED TO DELANO COURT
DELANO SUBSTATION UNIT

DELANO BIKE UNIT

DELANO SENIOR DEPUTY

DELANO CITIZEN SERVICE ADMIN/PATROLUNIT
DELANO SERGEANT

DESERT SEARCH AND RESCUE UNITS
KERN HIGH SCHOOL POLICE DEPARTMENT
DESERT UNTILITY VEH

PROBATION OFFICER, ADULT ARMED
PROBATION OFFICER SENIOR, ADULT ARMED
PROBATION OFFICER SUPV, ADULT ARMED
PROBATION CHIEF, ADULT ARMED

EAST COUNTY PATROL (MOJ/RSMD/TEH/BRN)
EAST SUBSTATION MOBILE EVALUTAION TEAM
EAST SUBSTATIONS NIGHT SERGEANT
EMP UNIT

EMP SR DEPUTY

EMP SGT

EXPLORER

FAIRGROUND UNIT

FAMOSA DRAGS UNIT

FAMOSA DRAGS SERGEANT

FRAZIER PARK SUBSTATION UNIT



FRANK BIKE
FRANK DAVID
FRANK HENRY
FRANK SAM

FRANK (OTHER AGENCY)

GANG

GANG DAVID
GANG SAM
GLENN

HART

HENRY

HENRY CHARLES
HOUSING DAVID
HOUSING

IDA

JAY

JAY DAVID

JAY SAM
JUSTICE

KERN

KERN BIKE
KERN COURT
KERN DAVID
KERN HENRY
KERN SAM
KING

LAKE

LAMONT COURT
LERDO

LERDO PAUL
LERDO WATCH
LINCOLN

LOUIE

LOUIE BIKE
LOUIE DAVID
LOUIE HENRY
LOUIE SAM
MAX
MEADOWS
MET

METRO

MIKE

MIKE BIKE
MIKE DAVID
MIKE HENRY
MIKE SAM
MINIMUM
MOJAVE COURT
NICK

NICK DAVID
NICK SAM
NORA

NORTH

NORTH HENRY
NORTH SAM
NORTH DAVID
NORTH ZEBRA
PAUL

PAUL DAVID
PAUL SAM
PHOENIX
PRETRIAL
PROB

PUBLIC WORKS
RACER
RANGER
RANGER HENRY
RANGER SAM
RANGER LINCOLN
RANGER CHIEF
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FRAZIER PARK BIKE UNIT

FRAZIER PARK SUBSTATION SENIOR DEPUTY
FRAZIER PARK CITIZEN SERVICE ADMIN/PATROL UNIT
FRAZIER PARK SUBSTATION SERGEANT

CDCR CENTRAL VALLEY TASK FORCE

GANG SUPPRESSION UNIT

GANG SUPPRESSION UNIT SENIOR DEPUTY
GANG SUPPRESSION UNIT

GLENNVILLE SUBSTATION UNIT

PARKS DEPARTMENT HART PARK SECURITY
CITIZEN SERVICE UNIT METRO PATROL
CITIZEN SERVICE UNIT CAPTAIN

HOUSING AUTHORITY DIRECTOR

HOUSING AUTHORTY INVESTIGATOR

METRO SCHOOL RESOURCE UNITS
PROBATION OFFICER, JUVENILE-ARMED
PROBATION OFFICER, JUVENILE-ARMED
PROBATION OFFICER SUPERVISOR, JUVENILE-ARMED
LERDO TRANSPORT JUSTICE FACILITY UNIT
KERN VALLEY DEPUTY

KERN BIKE UNIT

DEPUTY ASSIGNED TO KERN VALLEY COURT
KERN VALLEY SENIOR DEPUTY

KERN VALLEY CITIZEN SERVICE ADMIN/PATROL UNIT
KERN VALLEY

CANINE UNIT

PARKS DEPT LAKE ISABELLA SECURITY
DEPUTY ASSIGNED TO LAMONT COURT

LERDO UNIT ON MOBILE (NOT FOR RADIO USE)
LERDO PERIMETER UNIT

LERDO NIGHT WATCH SERGEANT

LIEUTENANT

LAMONT SUBSTATION UNIT

LAMONT BIKE UNIT

LAMONT SENIOR DEPUTY

LAMONT CITIZEN SERVICE ADMIN/PATROL UNIT
LAMONT SARGEANT

LERDO MAX-MED TRANSPORTATION UNIT
MEADOW'’S FIELD PATROL UNIT

MOBILE EVALUATION TEAM

METRO CAR (PATROLS ALL METRO BEATS)
MOJAVE PATROL UNIT

MOJAVE BIKE UNIT

MOJAVE SENIOR DEPUTY

MOJAVE CITIZEN SERVICE ADMIN/PATROL UNIT
MOJAVE SERGEANT

LERDO MINIMUM TRANSPORTATION UNIT
DEPUTY ASSIGNED TO MOJAVE COURT
NARCOTIC UNIT

NARCOTIC SENIOR DEPUTY

NARCOTIC SERGEANT

NORTH OF THE RIVER PARK UNIT

NORTH SUBSTATION UNIT

NORTH SUBS CITIZEN SERVICE ADMIN/PATROL UNIT
NORTH SUBSTATION SERGEANT

NORTH SUBSTATION SENIOR DEPUTY

NORTH SUBSTATION TRANSPORTATION UNIT
PATROL UNIT

PATROL SENIOR DEPUTY

PATROL SERGEANT

TACTICAL DISPATCH

LERDO PRETRIAL TRANSPORT UNIT
PROBATION STAFF, UNARMED

CODE COMPLIANCE OFFICER W/PUBLIC WORKS
KERN COUNTY RACEWAY

PARKS DEPARTMENT RANGER

PARKS DEPARTMENT VOLUNTEER

PARKS DEPARTMENT SERGEANT

PARKS DEPARTMENT LIEUTENANT

PARKS DEPARTMENT CHIEF

FPB_



RAPTOR
RESCUE
RIDGE

RIDGE DAVID
RIDGE HENRY
RIDGE SAM
RIDGE COURT
ROBERT
ROSE

ROSE DAVID
ROSE HENRY
ROSE SAM
SCouT
SHAFTER COURT
SIERRA
SIERRA DAVID
SIERRA SAM
SOUTH

SOUTH DAVID
SOUTH SAM
SPARTAN
STALLION
STAR

TAFT COURT
TANGO
TANGO BIKE
TANGO DAVID
TANGO HENRY
TANGO SAM
TEAM

TEMPO
TEMPO BIKE
TEMPO DAVID
TEMPO HENRY
TEMPO SAM

Tl

TOM

VIPER SAM
VIPER DAVID
VIPER
WALKER
WASCO
WASCO BIKE
WASCO DAVID
WASCO HENRY
WASCO IDA
WASCO SAM
WASCO UNION
WASCO VICTOR
WHISKEY
WORK

WORK SAM
XRAY

XRAY SAM
ZEBRA
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RAIL ROAD POLICE UNIT

SEARCH AND RESCUE SERGEANT
RIDGECREST DEPUTY UNIT

RIDGECREST SENIOR DEPUTY
RIDGECREST CITIZEN SERVICE ADMIN/PATROL UNIT
RIDGECREST SERGEANT

DEPUTY ASSIGNED TO RIDGECREST COURT
RESERVE UNITS, SPECIAL FUNCTIONS
ROSAMOND UNIT

ROSAMOND SENIOR DEPUTY

ROSAMOND CITIZEN SERVICE ADMIN/PATROL UNIT
ROSAMOND SERGEANT

STATE PAROLE

DEPUTY ASSIGNED TO SHAFTER COURT
SPECIAL OPERATIONS UNIT

SPECIAL OPERATIONS SENIOR DEPUTY
SPECIAL OPERATIONS SERGEANT

SOUTH SUPER SUBSTATION

SOUTH SUPER SUBSTATION SENIOR

SOUTH SUBS NIGHT SERGEANT

UNITED STATES MARSHALLS SPECIAL UNIT
STALLION SPRINGS POLICE UNIT
PROBATION STAFF, UNARMED SPEC SVC TEAM
DEPUTY ASSIGNED TO TAFT COURT

TAFT DEPUTY

TAFT BIKE UNIT

TAFT SENIOR DEPUTY

TAFT CITIZEN SERVICE ADMIN/PATROL UNIT
TAFT SERGEANT

SPECIAL OPERATIONS UNIT

TEHACHAPI DEPUTY

TEHACHAPI BIKE UNIT

TEHACHAPI SENIOR DEPUTY

TEHACHAPI CITIZEN SERVICE ADMIN/PATROL UNIT
TEHACHAPI SERGEANT

TECHNICAL INVESTIAGATORS
TRANSPORTATION

SPECIAL TASK FORCE SERGEANT

SPECIAL TASK FORCE SENIOR DEPUTY
SPECIAL TASK FORCE DEPUTY

WALKER BASIN UNIT

WASCO CITY UNIT

WASCO CITY BIKE UNIT

WASCO CITY SENIOR DEPUTY

WASCO CITY CITIZEN SERVICE AMDIN/PATROL UNIT
WASCO CITY SCHOOL RESOURCE UNIT
WASCO CITY SERGEANT

WASCO CITY SPECIAL PROJECT UNIT
WASCO CITY TRAFFIC UNIT

WHISKEY FLATS SPECIAL UNIT

WORK RELEASE UNIT

WORK RELEASE SERGEANT

SPECIAL ASSIGNMENT UNIT

SPECIAL ASSIGNMENT SERGEANT

SPECIAL ASSIGNMENT PAT ROL UNIT



SUBSTATION AREA GROUP

Glennville GLEN WEST
Radio channel: WEST Dispatch
Call Sign: GL1 GLEN - Sr. Deputy

Glennville Substation is located at 12005 Hwy 155, Woody and is approximately 15 miles north
of Bakersfield. One deputy known as GLENZ1 mans this substation. DELTA units or one-zone
Metro units, depending upon the area, cover if GLENL1 is off duty or on vacation.

The Glennville substation encompasses an area of 436 square miles and is made up of national
forests, large cattle ranches and oilfields. The population of this area is approximately 600 people.
The topography of the land soars from about 500 feet above sea level at Hwy 65 to over 6,000 feet
above sea level at Greenhorn Summit. The Glennville Substation is the oldest resident post in the
county, established in the early 1950’s.

TOWNSHIPS:

GLENNVILLE
WOODY
POSO FLAT

There are several ranches and horse lovers who make their home in the mountain areas. Glennville
is popular for their Summer Horse Riding programs and the Glennville Rodeo.

Today, the resident Senior Deputy for the Glennville area works closely with the Rural Crime Unit
investigating cattle thefts. As such, he works closely with the cattleman and the State Brand
Inspectors.

COMMOM PLACES

GLENNVILLE RODEO
CRAZY HORSE SALOON

5 DOGS RANGE

MOUNTAIN MARKET STORE
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HIGHWAYS

HWY 155

CAMPGROUNDS

ALDER CREEK
CEDAR CREEK
EVANS FLAT

As the only law enforcement officer in the community, the resident Senior Deputy is known by
almost everyone. It takes a special type of person to be a resident Deputy. He must fit in and his
actions will always be under the scrutiny of the community. He will be called out at all hours of
the day and night. In addition to his regular shift, he is expected to be an active participant in
community affairs. Because of the small size of the population, he will have to deal with the
people he knows daily, sometimes helping them and sometimes arresting them. This is a difficult
part of the job and it takes a lot of extra effort on his part to be able to do his job well, otherwise
the community will not accept him and the Deputy’s career in a resident post will be a short one.
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o BORON

SUBSTATIONS AREA GROUP
MOJAVE MOJ EAST
BORON BRN EAST
RADIO CHANNEL - EAST DISPATCH
Call Sign: MI_ MIKE - Deputy
MID_ MIKE DAVID - Sr. Deputy
MIS MIKE SAM - Sergeant
MIH_ MIKE HENRY - Citizen Volunteer
MOC _ MOJAVE COURT - Court Deputy
BR_ BRAVO - Deputy
BRD _ BRAVO DAVID - Sr. Deputy
COURT:

Superior Court of California, County of Kern, East Kern Division- Mojave Branch, 1775
Highway 58, Mojave.

Mojave units transport their prisoners to the Mojave Jail and sometimes to CRF in
Bakersfield.

TOWNSHIPS: CAD MUNICIPALITY

MOJAVE

CANTIL CTL
CALIFORNIA CITY (Has their own PD) CAC
FREMONT VALLEY FVA
MOJAVE MOJ
BORON

AERIAL ACRES AAC
NORTH EDWARDS NOE
BORON BOR
DESERT LAKE DLA
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FREEWAYS:

Highway 14, Highway 58

MOAJVE PARKS:

Mojave East Park - 15555 O St. Mojave
Mojave West Park - 3185 Douglas Ave, Mojave

BORON PARKS:

Boron Park (Boron) - 26998 John St, Boron
North Edwards Park (Boron) - 17000-Blk Lorraine Av

CAMPGROUNDS/RECREATION:

JAWBONE CANYON - OHV RECREATION AREA
DOVE UNITS DUV_

The Mojave Substation at 1771 Highway 58 is located approximately 65 miles east of
Bakersfield. The Boron Substation, 26949 Cote St, is located 30 miles east of Mojave on
Highway 58.

Mojave is at the junction of State Highways 14 and 58, about 15 miles from Edwards Air
Force Base on the edge of Death Valley desert area. Edwards Air Force Base is policed
by the Military Police. Their units will request our assistance if they have a crime that
involves a civilian.

Nearby communities include Rosamond, Tehachapi, Golden Hills and Lancaster. It is
located about 75 miles north of the Los Angeles City Limits and is about 58 miles east of
Bakersfield.

The units assigned to the area of Mojave (MIKE) and Boron (BRAVO) work both
substation areas when on duty. The sergeant assigned to the Mojave substation is
responsible for Boron substation.

Mojave/Boron substations cover approximately 1320 square miles, making this one of the
largest response areas in the county. The area is mostly desert terrain.

Cal City is east of Mojave on the north side of Highway 58. Cal City has their own police
department.

Rosamond would be the 1% unit to assist a Mojave unit. CHP and Tehachapi would also
be available to back if needed.
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In 2007 Mojave Substation handled 3,516 calls for service.
In 2007 the Boron Substation handled 1,419 calls for service.

Home of the SpaceShipOne, and home to a little more than 3,000 citizens, Mojave is the
“crossroads to the future.” It has always been the crossroads to the future, according to
the Mojave government Web site. “We’ve expanded the envelope of space,” said Bill
Deaver, president of the Town Council. Mojave is not only home and birthplace to
SpaceShipOne, but it is also the birthplace of the VVoyager, which flew, in 1986, the first
unrefueled nonstop flight around the world. Not only is flight a big part of Mojave’s
history, but mining and railroads are as well. In fact, the Southern Pacific Railroad
founded Mojave in 1876. Borax, cement and gold would later be discovered and mined
from the area in large quantities, according to the site. Besides the technology that has
made Mojave famous with the VVoyager and the SpaceShipOne, travelers used to pass
through Mojave, as a pit stop on the way to Las Vegas until the new freeway was built
around the city. For such a reason, there are many nice restaurants along the community’s
main strip. For those living in Mojave, there is also a little league and a football league as
well, said Pam Santos, who is the lead superior county clerk in Mojave.

ECONOMIC/DEMOGRAPHIC INFO

Population: 3,836
Average household income: $24,761
Average housing cost: $56,500

BUSINESS

Mojave Airport

Edwards Air Force Base, 1 S. Rosamond Blvd., Edwards AFB
US Borax, 14886 Borax Road, Boron, 93516

SCHOOL DISTRICT

Mojave Unified School District, 2500 Douglas Ave., Mojave
Mojave High School

COMMON PLACE LOCATIONS

NORTH Y/SOUTH Y

9 MILE HILL

MOJAVE HIGH SCHOOL

BACKUS

STATER BROTHERS - 16920 14 Hwy

KIEFFE AND SONS FORD - 16400 Sierra Hwy
MOJAVE AIRPORT - 58 Hwy/Airport Blvd
MARIAH COUNTRY INN - 1385 58 Hwy
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PARK PALACE APARTMENTS H St

Boron Common Places

TMT (TWENTY MULE TEAM RD)

KRAMER JUNCTION - 58 Hwy/395 Hwy (San Bernardino County)
BORON HIGH SCHOOL

SUNSHINE MARKET - 13015 Clay Mine Rd

NORTH GATE EAFB - 58 Hwy/Northgate Blvd
BOOIES MOBILE HOME PARK 26601 Prospect St
DOMINGOS

DESERT LAKE
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You Might Be a Dispatcher If..

You can carry on more than 4 conversations simultaneously!

You cah resume a conversation with co-workers 4 hours later, in mid-sentence and everyone knows that you
are talking about!

You have a phone relationship with at least paranoid schizophrenic PTSD suffering relative of a public official.

You have ever had to explain to a college educated, gainfully employed, tax paying property owner that:
His/her child's lack of interest in vegetables was not a police matter!

You inform your new teenage driver, "I will always know!"
You have ever muttered the phrase: "They let him carry a GUN?"

You find yourself typing “height” and “weight" instead of "width" and “height” when adding dimensions to the
HTML "IMG SRC" tags on your web-site.

You answer your home phone "9-1-1, what is your emergency?”

You spend more on fast food than utilities.

You see nothing wrong with eating a Taco Bell Grande Meal or pizza at 3 a.m
You consider coffee an indispensable work tool.

You answer your home phone “dispatch”.

You answer dispatch phone “hell" instead of “hello".

The only thing that gets your adrenaline going is the walk to and from your car.
You find humor in other people's misery.

You're only happy if you have something to complain about.

Your idea of a good night involves someone burning a house down, getting shot, chased or dismembered.
You have forgotten what it is like to actually eat a warm meal.

Your dog doesn't recognize you and the kids think you're just the person who drops by every now and then to
bring groceries and do the laundry.

You think it's funny when a would-be suicide gets bored waiting for the gas from the stove to do it's thing and
lights a cigarette to pass the time resulting in an explosion that leaves her neighbors homeless but she still
survives.

You truly believe stupidity should be painful.
Dinner consist of a 2 liter bottle of soda and whatever you can scrounge out of the vending machine.
Antacid tablets, or better known as dispatcher candy, become your regular desert.

You read newspaper accounts of a major incident that occurred during your shift and can point out all the
incorrect information...and then laugh about it.



Family members comment about how nice you "used” to be before you started this job.

You believe in aerial spraying of Prozac and/or birth control over certain parts of your city.

You have no idea what a holiday is, other than it's the day when families get drunk and beat each other up.
You have the bladder capacity of a tanker truck or of a small third world army.

You inform your teenager,” I will always know".

You get impatient listening to people relate a story - You want *just the facts".

You believe 90% of people can't look up a telephone number.

You get easily bored with happy content people.

You can talk on the phone, listen to the radio and type requests into the computer at the same time without
missing anything.

You think it is funny when a “regular client” kills himself while breaking into a business.

You can give directions to any location in your city off the top of your head.

You can relate a 10 minute story over a 2 hour time period, after many interruptions, without losing your place.
You refuse to allow anyone to say, "Have a quiet shift".

You believe that the statement, "It sure is quiet!” will bring down the wrath of God upon you.

You can give anyone the exact address of every bar in your jurisdiction.

You question the motives of anyone who makes an effort to get to know you after they learn your profession.
You know the phone number of every restaurant or business that delivers food, especially late at night.

You spell everything phonetically and can only tell time on a 24 hour clock.

You acknowledge your friends and families remarks with the time.

You have spent time explaining to officers, firefighters or EMTs the difference between a dispatcher and a
personal assistant.

You live in fear of a full moon.
You are on a first name basis with every crazy lunatic in your jurisdiction.

You find no comfort in knowing that the equipment that you depend on to do your job and protect others was
purchased at the lowest bid possible.

You respond faster to the name "RADIO" or "CENTRAL" than you do to your own name.
You find yourself talking to family and friends in codes.
You have a tendency to giggle at your friends "big" problems.

You respond 10-4 when told to please pull around to the first window at a fast food restaurant. You tell cops
and firefighters where to go without fear.



Geography Study Guide

For each of the following areas::

1. Boundary Lines

2. Call Sign

3. Back Up Units (including allied agencies)

4. Common Place (at least 2)

5. Major Streets/Intersections (list 2-3 N/S AND 2-3 E/W/Only ones in our
jurisdiction)
Hospital (in the area or which one they would transport to if needed)

o

1 Zone
2 Zone
3 Zone
4 Zone
Boron Sub

North/Buttonwillow Sub

Delano Sub

Frazier Park Sub

Glennville Sub

Kern Valley Sub

Lamont Sub

Mojave Sub

Ridgecrest Sub

Rosamond Sub

Taft Sub

Tehachapi Sub

Walker Basin Sub

Wasco Sub



SUBSTATION AREA GROUP

Rosamond RSMD EAST
Radio channel: EAST Dispatch
Call Sign: RO_ ROSE - Deputy
ROD_ ROSE DAVID - Sr. Deputy
ROS_ ROSE SAM - Sergeant
El_ EAST IDA - School Deputy
ROH_ ROSE HENRY - Volunteer

Sometime around 1955 the Rosamond Substation became a resident post. The
resident deputy reported to the sergeant at Mojave and was responsible for all
law enforcement services to the community. In the late 1960s deputies moved
into the first Rosamond Substation. The original Rosamond Substation was
operated out of a back room at the Fire Department on Desert Street. In 1977 the
substation moved into its own building which gave the growing staff more room.
This substation would remain until 1983.

In 1987, after four years of absence, the Rosamond Substation was reopened on
Diamond Street. In 1996 the substation was relocated to its current location at
1379 Sierra Highway.

The Rosamond Substation serves approximately 500 square miles.

Rosamond is about 12 miles from Lancaster in the southern California Mojave
Desert. Other nearby communities includes Mojave, Quartz Hill, Edwards AFB,
Desert View Highlands, Palmdale and Tehachapi.

Rosamond’s popularity as a bedroom community for the Lancaster/Palmdale

area continues to grow. The Los Angeles county boundary line is just three miles
from the main road in Rosamond.
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TOWNSHIPS: CAD MUNICIPALITY

ROSAMOND ROS
COURT:

Superior Court of California, County of Kern, East Kern Division- Mojave Branch,
1775 Highway 58, Mojave.

Rosamond Units book their prisoners into Mojave Jalil.

FREEWAYS:

Highway 14

COMMON PLACES:

ALBERTSONS - 2547 Rosamond Blvd
TRADE WINDS - 1501 20t Street West
DESERT OASIS MOBILE HOME PARK - 3300 15™ Street West
ENTRANCE TO EDWARDS AIR FORCE BASE

DIAMOND JIM’S CASINO - 118 20™ Street West
WILLOW SPRINGS RACEWAY - 3500 75" Street West
UNITED PARK APARTMENTS - 1047 Rosamond Blvd
KARL'S HARDWARE - 2700 Diamond St
HUMMEL HALL - 2500 20™ Street West

FELINE CONSERVATION CENTER

EFBC's Feline Conservation Center
Mojave-Tropico Road (4 miles from Hwy 14)
Rosamond, Ca 93560
661-256-3332

Rosamond is home not just to commuters to and from Los Angeles County and
employees of Edwards Air Force Base. It is also home to cats — big cats. The
Exotic Feline Breeding Compound is home to 70 of the world’s most endangered
felines. The compound is undergoing a series of extensive renovations to

the habitats of many of the cats, including a new tiger compound. The new,
natural habitat enclosures rival those at some of the best zoos in the country.
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The Gem Hill area of Rosamond will appeal to rock hounds. Materials that can be
found include petrified wood, green opal, blue agate and jasp-agate.

PARKS

ROSAMOND PARK - 3200 Glendower St

UNITED PARK - 1071 Royal Palm Dr

WEST PARK —RSMD - AKA Williford Park 2235 40 Street West
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SUBSTATION AREA GROUP

Taft TAFT WEST
Radio channel: WEST Dispatch
Call Sign:  TA_ TANGO - Deputy
TAD_ TANGO DAVID - Sr. Deputy
TAS_ TANGO SAM - Sergeant
TAC _ TAFT COURT - Court Deputy
TAI_ TANGO IDA - School Deputy
TAH_ TANGO HENRY - Volunteer

The Sheriff’s Department response to the modern need of its community has been to maintain a well
staffed substation of deputies who bring diversity, individual expertise, and unique problem solving
abilities to the town. Led by Sergeant Martin Downs, the current Taft Substation has two full-time
detectives, nine deputies, a school resource deputy, and a full-time bailiff. Taft Substation is located
at 315 Lincoln St, 45 miles west of Bakersfield.

Citizen’s complaints of drug usage have prompted an aggressive campaign on the drug users and
dealers. Every deputy assigned to the Taft Substation understands the correlation between drugs and
the effects it has increasing property crimes and violence. Therefore, now it seems nearly half the
town’s population is on probation or parole for drug related offenses. In 2007, Taft deputies handled
6,723 calls for service.

The TANGO units work closely with Taft PD and the Highway Patrol. CHP handles all traffic
related incidents. TANGO units also work with the Park Rangers to ensure peace in the Buena
Vista Lake area.

Taft substation is bordered by Buttonwillow substation to the North, Lamont to the east, Frazier Park
to the south and San Luis Obispo County to the west. If a Taft Deputy needed backup dispatch
would call Taft Police Department or CHP. This area encompasses approximately 900 square miles.

TOWNSHIPS: CAD MUNICIPALITY
DUSTIN ACRES DAC
DERBY ACRES DEA
FELLOWS FEL
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FORD CITY FOR

SOUTH TAFT STF
MARICOPA (Unincorporated areas) MRC
MCKITTRICK MCK
TAFT TAF
TAFT HEIGHTS TAH
TUPMAN TUP
VALLEY ACRES VAC
FREEWAYS:

Highway 119, Highway 33, Highway 166
COURT:
Kern County Superior Court — Taft Branch 311 Lincoln Ave, Taft

Taft units transport their prisoners to the Taft Jail. Taft Jail is maintained by the Taft Police
Department.

COMMON PLACES:

TAFT POLICE DEPARTMENT
SOUTH TAFT
25 HILL

Elk Hills Naval Petroleum Reserve is also in Taft response. It is located off of 119 between
Bakersfield and Dustin Acres on the north side of 119. The Energy Department sold Elk Hills to
Occidental Petroleum for $3.65 billion dollars. Oxy is the largest natural gas producer and the third
largest oil producer in California. Elk Hills is the seventh largest oil field in the continental United
States, with cumulative production exceeding one billion barrels of oil and one trillion cubic feet of
natural gas. Oxy also holds a 50-percent interest in Elk Hills Power, a 550-megawatt natural gas-
fired power plant that is helping to meet California’s growing energy demands. Due to the presence
of natural gas several calls are received for fires on the hill and medical aid calls.

WATERWAYS/RIVERS/LAKES:

Buena Vista Lake is in the Taft response area. It is a very popular recreation attraction for Jet Skiers
and boaters. Buena Vista is patrolled by Park Rangers. They are called BV units.

BV CALL SIGNS: BVS_ Sergeant
BV_ Ranger

The California Aqueduct runs through Taft response.

There is a canal east of Tupman Rd on the east side of the Aqueduct known as the “Slew”. It is used
as a recreational swimming hole by residents of Tupman.
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PARKS

A St Park — AKA Taft Heights Park A St/Hillard
AW Noon Park — 29322 Golf Course Rd

Derby Acres Park — 25000 Park Rd

Fellows Park — 601 Broadway

Ford City Park — 609 Cedar St

Maricopa Park — 800 San Joaquin St
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911 Dispatch — A Newbie’s Journey

Stephanie Minott, 911 Emergency Dispatcher/Communications Officer, Cumberland County RCC
March 24, 2016 2016, A Day in the Life

This is a story of 18 weeks of 911 dispatcher training. My hope is to inspire more
potential dispatchers, enlighten trainers and bring hope to those already into training. |
will hit my 2 year anniversary in November of this year and that amazes me! | am still
learning on a daily basis. My heart is in the right place now. Every day is an adventure, |
love my job!

It started November 11th, 2014. When | walked through the double doors (after | was
buzzed in similar to a jail setting), | was at the peak of excitement. The job of all jobs.
Great opportunities. A huge public safety family and so much more.

What I didn’t know is the tremendous amount of information and detail | would soon
be cramming into the space between my ears. There is a picture that our society
mentally paints of what a dispatcher does... | was no exception. Phones ring, trucks go,
help arrives, people are saved, and fires are extinguished. This is what happens right?
LORD HAVE MERCY! There is so much more.

Did you know there are 18 towns we service? Do you know how many police, fire and
EMS personnel that includes? NEITHER DID I! Did you know when we have an issue in
one town; it may include 3 more towns? And, that we have “shared” fire apparatus with
these towns? And that the fire tones need to go out on all the frequencies if there is
shared equipment on the call?? NEITHER DID I!!

If that wasn't enough to scare me away, | had 3 weeks of classroom training to get a
base knowledge. When week 1 was done, | questioned my sanity and almost didn’t go
back. Amber Alert, METRO, NCIC, ETC, EMD, 911 (....you get the idea). My head spun, my
brain felt like it would explode and | cried... and cried... and cried. By week 3 | wanted to
puke every time | thought about answering the phone. How was | supposed to keep



hundreds of deputies and patrolman straight? How was | supposed to keep up with the
veterans firing info to me over the radio as | panicked? What was | thinking?

The Real Deal

In the blink of an eye, the classroom time was over. Now the dynamics of the “center”
are tackled with gusto... or fear, depending on your perspective. Keep in mind; you
walk into a good size room with 7 to 9 people at any given time. There are 2 “pods” that
divide the room, one side fire/EMS dispatch, the other is police side. We all take calls
and dispatch calls, but it will depend on that day’s assignment from the shift
supervisor. As a trainee, you will need to learn both disciplines ... yup; | said both
because they are TOTALLY different.

Am | going to make red lights or blue lights go today? Which anxiety or fear will be at
the keyboard disguised as a body for 12 hours? My first day sitting at a fire desk... what
a mess! Phones ringing, radios talking, phones ringing, tests to take, phones ringing,
lists to study, phones ringing, calls to enter, phones still ringing... PHEW! Only 11 hours
to go! | can do this...

We trudge through the day. The look of anxiety on my FTO's (Field Training Officer)
face was as priceless as my own. She just so happens to be my supervisor as well! For
the purposes of this narrative, we will call her Wonder Woman. Please do not
misunderstand any of my previous comments. We are truly blessed to have the
training we do in order to prepare for dispatch; however, there is no training that will
keep you from throwing up or peeing your pants. Sorry guys, maybe we can work that

into the next session.

As the day progressed, we took calls from the “Public Safety Line” as | was not trained
for 9-1-1 emergency calls yet. Those may be harder then 9-1-1 calls. My dog is missing,
is there trash pickup, | need to order Chinese, my kid's nose is runny, and is there
school and so on. You get the idea.



These all seem so trivial at first. Then you get the elderly lady that just wants a phone
number and she can't see well enough to read her phone book...YES | said PHONE
BOOK! So, you have the tool and you provide a number....not a big deal...until she
thanks you for being so kind and that she is sorry to have bothered you...and you
smile. Moving on in the day just got a little easier. But | have yet to even scratch the
surface of this job. In general, you are simply learning to function in controlled chaos.
Specifically, you are learning one important skill at a time without realizing it.

Controlled Chaos- Defined

Days begin and end as | progress. In between, | learn, | struggle and | come back. What
| come back to is always the same. My teammates working their magic to keep the
public safe, the officers safe and above all keep things in control. It is like a chorus that
belts out a tune with the smallest of effort. Can | be part of this someday? Actually
multi-task and be successful? Will I have the coveted “room awareness” that they all
speak of? Someday, perhaps.

Until then, I learn to function in this “controlled chaos” environment. What that means
is: | learn how to transfer that public safety call to the correct department, but never
before making sure they do not have an emergency. | learn to input each call, with the
correct address, LOCATION, LOCATION, LOCATION! | can get you help all day long if |
know where you are even if | don’'t know your name or what you need. (This may be
printed on my headstone when | pass.) | have learned that getting that location - and
how - may not be as simple as you may think. The computer is smart, but only if you
utilize your tools. | happen to be geographically challenged, this was and still is a hurdle
| have to jump every day... but it's getting better... USE YOUR TOOLS!

Eventually, the tasks | struggled with start to flow and | learn to blend those into the
next. The cycle is never ending. Ask any dispatcher you have the opportunity to speak
with. If you are not learning something new, it may be time to retire.

Phones start to become easier, not easy, just easier. No rest for the wicked though...
time to throw in the radios and see how crazy they can really make you!



Radios are truly a beast of another world, maybe similar to Alien, Tremor or even nasty
creatures from Men in Black. Some days | could picture the creature on the other end
of the box... it isn't pleasant. But, this too must be overcome. Challenging as it may be,
Wonder Woman has told me that | would develop the “radio ear” which gave me more
images to stuff into my already crammed brain.

Many of the officers and deputies are truly veterans, stuck in 10 code land from which
there is no return. This leads to another list that | don't need to “memorize” but |
should become “familiar” with. What does that even mean? How do you “familiarize”
yourself with a list that large? As it turns out, there are some pretty important codes on
that list... who knew! | didn't. But boy | realized quickly that | better take note and pay
attention. As | mentioned before, in case you forgot, the radio talks a lot and you need
to know what it is saying at all times. Wonder Woman was not really asking me to do
this, it was more like a “hey you better pay attention, or it will be a problem”.

The Academy

Yes, there is an Academy.

It is the Criminal Justice Academy which we attend for 4 different classes. These take
place in between our field training depending on when the classes are offered and
where there is room. If you are lucky, you are able to get the first 3 classes out of the
way early into training. If not, some of it will seem boring or redundant. | was lucky and
able to get into all but one class early on.

The academy is only about an hour away, but in the winter, staying up there is
advisable. Class starts at 8 a.m. sharp and guaranteed there will be a hold up, snow
storm or accident of some sort if you try to commute. The first week was quite an
experience. | stayed at the academy for ETC school which lasts a week. Myself and the 2
other trainees went in with excitement! Advantage to the other 2 girls, they had been
there previously, | had not.



The week actually flew by. Class was excellent and we did not attend so late in training
that we were bored. If you have never been to the academy, there is rumor that it is
haunted. Doubtful, but | went on a ghost hunt anyway. What | heard and observed was
nothing. What | heard once | played back the video we had could cause a tinge of doubt
in your mind. You can be the judge if you get a chance to roam the abandoned 4th
floor.

There will be two more classes at the academy before we finish training. EMD and
NG911. They are not as long but require as much effort if not more. The absolute worst
aspect of the training was waiting to get that coveted letter stating you passed! It takes
forever!! OK, so maybe it only takes 4 weeks or so, but it seems like forever! Once they
arrive, it is pure relief... | am semi official.

The last class will not be taken until after | have been signed off from training and will
be the final gold star.

Learn, Learn, Learn

In my mind, week 4 through 13 should have been easier... should have been. No. They
were hard, they were trying and they were pretty intense. Training started with the
basics. Intro to the day boss and 2nd FTO, learn the system, navigate the screens and
get the calls in correctly. Sounds fairly easy and straight forward, but it was clear as
mud! Accuracy, not speed. Speed comes with time. OK... how much time? A question |
would ask myself on a daily and sometimes hourly basis.

We are put with an FTO that will be an extra limb, literally, for the next 14 weeks. My
main FTO just happened to be Wonder Woman as well, thank God! She is, was,
fantastic! No sarcasm, | could not have been paired with a better match. She was
completely in tune to the way I learn.

The training started on the fire side. 911 calls are directed to fire side first and then will
default to police side if needed. Because | had not been to my EMD certification yet, |
can answer the 911 line but cannot go through the medical protocols yet. Wonder



Woman had a phone that was connected to my 911 and would break in as soon as the
nature of the call became a medical emergency. One would think that would make me
less anxious... no... not even close. As soon as my 911 would ring, the emotional
response was similar to this... "there is fire in the kitchen, oh wait, it's spreading to the
living room, never mind...MY DAMN HOUSE IS ON FIRE!" ... yup.

Once | was “okay” at fire dispatch, | was put with a specific fire side trainer. Truthfully,
after several weeks of being with Fire Dispatcher Mike, | felt better, not great, but
better. | was catching on to radio traffic, units were starting to click in my brain and |
was learning to get the priorities better organized. Miles and miles to go, but | could at
least see the trees through the forest.

A few weeks later, | came out of the fire side with a new perspective on multi-tasking.
What | perceived as multi-tasking and what multi-tasking is for the dispatch world is like
comparing the local church steeple to the Eiffel Tower. Picture yourself in a room with
15 crazed toddlers, 25 drunk adults and 10 hyper dogs. And you need to keep all of
them calm and controlled without missing any communication from them. That may
get you close to a busy day at a communications center.

Why did | stay? A question | asked myself on a daily basis. The simple answer, it is my
passion. And | have the best support system. Wonder Woman and Day Boss are 2
reasons that | did not give up after week 1 on the fire side. Day Boss; he is funny, he is
smart, he is full of knowledge and he knows me well. He was the teeter to my totter. He
can be areal pain, but | am fully aware of the reason. Things become clear to me when
he teaches me.

Wonder Woman; she was my voice of reason. She beat the anxiety out of me. Almost.
She was the Ying to my Yang. She keeps me steady, stable. She is human and reminds
me that so am |I. When | screwed up on a call, she would help me fix it and understand
that it CAN BE FIXED. When | needed to know WHY | was doing something in order to
understand it, she always had the answer. They both see my potential and reinforce
why | chose this path.



| value the two of them more than | probably let show.

And Then Comes PD ...

Wonder Woman was my FTO for the PD side stint. She was a trooper, more so than |
was. It was hectic, with different priorities and radio traffic. Officers have different
personalities. Each agency has quirks. So much so, that there is a list to keep track of
the weirdness.

Weeks flew by, more lessons learned, new tasks to conquer, hurdles climbed. A list was
started for goals. Each day we have the opportunity to make our own comments in our
training log. | rarely took advantage. My advice to you is do not forgo the opportunity to
record your thoughts and activity in a daily log. | wished | had more often.

Days passed and things were going OK. Then | crashed and burned. The day prior to
the entry below was horrific. My birthday was the 24th, Happy Flipping Birthday!

The world caved around my ears and | literally forgot every single thing | was taught for
the last 11 weeks. Simple things! Easy things! What happened? | left work crushed. My
home is 8 minutes from work. | got home 25 minutes later. It was terrible. Wonder
Woman was my rock to lean on and flotation device to keep my head above water. |
thought about what she would do, what she would say, how she would handle it? Way
better than | did, but those thoughts kept me going. Sleep came that night, but not
easily. Phones rang in my head, keyboards turned into black holes that wouldn't let me
type and radios zapped me every time | touched them. But | woke up ready to push
through. Not sure how or why, but | did.

This is what | wrote the next morning:
Notes entered in my Training Doc 1/23/2015

While | feel like | am making some progress, it is still very frustrating being unable to multi
task as | should. Working on different ways to improve it, slow process...



The radio is getting easier for me to hear and understand. Still a long way to go.

Call taking is easier, still many scenarios | have yet to encounter, so I still find myself unable
to answer public safety lines without asking a ton of questions at times. Feels very

uncomfortable still, but getting better. 911 is a struggle for me. | can answer and EMD but |
continue to try and find a way to not be so anxious when | pick up. Breathe; reason out the

priority, etc.

Working all this out in my head, constant questioning if | have what it takes. Hoping things
fall into place soon.

GOALS:

Prioritize your calls

Work on feedback on PD radio

Get a rhythm

Work on listening to the radio and the caller on the line
Utilize my tools more

As you can see, despair can be with you but disappear as quickly if you let it. Anger can
take over. Frustration can take over. Don't let it. The road we are traveling is paved with
opportunity. Soak it up. Leave the rest behind.

Putting ItTogether in the FINAL 4 Weeks

| won't say that the last couple of weeks have been smooth. On the contrary, | have
learned more about myself and my abilities then | care to admit. Just when you think
you may be gaining strides, you get smacked in the forehead in classic V8-commercial
fashion. The simple things have remained so, but the added tasks thrown in are
somewhat of a struggle. My good qualities and abilities are reinforced by the staff and
my supervisors daily. This is a plus and appreciated. However, what | have discovered is
that | hold myself to such a high standard that | may be creating my own monster.
Now, how do | fix it? Is it repairable? | am told yes so | will dig in and figure it out. | have

come too far to lay down now.



Let's review the last week. My schedule mirrored my 2nd FTO. This was quite perfect, it
is all days. The downside, he challenges me to the same high standard | hold myself to.
Maybe this is good, maybe this is bad. So far, it's a split decision.

Wednesday... came and went, thank God... it was a disaster. Things were going
smoothly early into the 12 hour shift... then 911 rang. It all went bad, | should have
gone home. Business lines, check... radios, check... tone a call, check... 911, uncheck.
How do people not know where they live or where they are? 911 is my Achilles heel.
Anxiety floods, tunnel vision sets in and everything hits the fan. Call me on the business
line and tell me you have an emergency and things go slick. Call me on 911 with your
emergency and good luck. Radios disappear, multi-tasking escapes and the whirlwind
ensues.

| have had two days of long discussions with my FTO, some of which involved the
strategic placement of my home safe and how to ensure | am never robbed... don't ask.
Not sure how we got there, but it was a funny moment! He knows we can fix this and |
trust him. The support from my peers is unending, for that | am grateful. | am his
enigma. He has a challenge on his hands and very little time to fix it. Let's see how it
goes.

Thursday... started great. | came back. Step 1 accomplished. My radios talked, |
answered. 911 rang and | took a structure fire call. Focused, correct info and my
teammate dispatched it. | listened and learned. The day was going well. Another 911
call... all good. Then it happened. Twice, in a row. Both, for lack of a better word...
disasters. First one was in my coverage area. Tunnel vision. | didn't stop to dispatch it.
Call was good, actions not so much. Why? The caller was in no danger and | had time.
But | didn't do it. The 2nd one... no better. At the start | made an error and was unable
to recover my calm and composure. Over the edge | went. Like a raft in Niagara Falls.

My FTO “went over” the 2 calls with me. He misinterpreted the tears he saw streaming
down my face. | made sure he was well aware they were not for him or for his talk with
me. They were mine, for my frustration, for my anger, for my disappointment... in

myself. These were not the little-girl-having-a-tantrum tears. They were the “OMG am |



ever going to get this???!” frustrated with myself, tears. What | cared about was getting
my head back in the game.

Thursday night | went home. | watched the races. Cuddled with my 2 dogs, my husband
and my step daughter. Then | went to sleep. Blissful sleep... to forget and recharge
after hours of my mind spinning and wondering if | would go back.

On Friday | went back. The day came and went like | never missed a beat for the last
few days. My mind was set that this was going to happen. Fear cannot keep me down.
Tunnel vision...bring it. And they did. And | conquered.

2 Weeks to Go!

It would be a total lie if | told you that | am not nervous as a cat on a hot tin roof about
the next couple weeks. However, it isn't the end of the world. The last 4 