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Dead Animals
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Request for Extra Patrol
Out of Town Notifications....

Arson
Assault with a Deadly Weapon (ADW)
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Explosions
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n
Los Angeles Police Department - Communications Division Manual- 2015 Edition



Table of Contents

.3/337

.3/337.01

.3/337.02

.3/337.03

.3/337.04

.3/338

.3/339

.3/340

.3/341

.3/342

.3/343

.3/344

.3/345

.3/346

.3/347

.3/348

.3/349

.3/350

.3/351

.3/352
,3/352.01
.3/352.02
,3/352.03
3/352.04

,3/352.05
3/352.06
3/353
3/354
3/355
3/356
3/357
3/358
3/359
3/359.01
3/359.02
3/359.03
3/359.04
3/359.05
3/359.06

Found
Found Property
Found Evidence
Found Narcotics
Found Gun

Gang Related Calls
Go To
Hatred Incidents
Hazardous Materials and Contamination Emergencies
Help (Officer/Fire Department)
Hospital Calls
Illegal Dumping
Illegal Fireworks-see Disturbance, Minor (507)
Impersonating an Officer
Indecent Exposure/Lewd Conduct
Injury
Intoxication
Kidnap
Meet
Missing and Found Persons

Missing Child (Under 16 Years)
Missing Juvenile (16-17)
Missing Adult (18 Years or Older)
Found Child (Under 16 Years)
Found Juvenile (16-17 Years)
Found Adult (18 Years or Older)

Murder (187 P.C.)
Narcotics
Open
Other, See Comments
Parking Violations
Person Down
Persons with Mental Illness

Definition
Evaluation of a Caller
Report of a Mentally Disabled Person
Triage Desk
Systemwide Mental Assessment Response Team (SMART)
Case Assessment Management Program (CAMP)
Access to Community Care and Effective Services and Support

(ACCESS)
Placing a Person in a 72-Hour Treatment and Evaluation

3/359.07
3/359.08
3/360
3/360.01
3/361
3/362
3/363
3/364

Prowler
Trespass (602 P.C.)
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COMMUNICATIONS DIVISION OVERVIEW101

Communications Division (CD) includes the Metropolitan and Valley Communications Dispatch
Centers (MCDC/VCDC). They are the Public Safety Answering Points (PSAP) for the City of
Los Angeles. As the PSAP, Communications Division has the responsibility to staff and answer
calls for service on a 24-hour basis. This includes 9-1-1 emergency calls (police, fire and
paramedic). Personnel within the Division perform a variety of functions necessary to
coordinate routine and emergency operations.

Communications Division serves as a support entity for the entire Los Angeles Police
Department. Our mission is:

“TO PROVIDE SUPERIOR EMERGENCY SERVICES, IN PARTNERSHIP WITH THE
LOS ANGELES CITY FIRE DEPARTMENT AND OTHER AGENCIES, TO THE
COMMUNITY WE SERVE AND THE POLICE OFFICERS WE SUPPORT. OUR STRENGTH
AND SUCCESS ARE TIED DIRECTLY TO THE INDIVIDUAL AND THEIR UNIQUE
CONTRIBUTIONS, WORKING IN A SPIRIT OF INNOVATION, COOPERATION AND
TEAMWORK.”

102 COMMUNICATIONS DIVISION MANUAL

The Manual of the Los Angeles Police Department Communications Division is hereby
established for the MCDC and VCDC. It is a composite of policies, procedures, and rules as
established under previous existing Divisional and Departmental orders, manuals, and approved
practices. It describes the Department and Division Organization structure and lists the
responsibilities and functions. All employees of the Division are to conform to the rules and
provisions herein contained.

103 EXPLANATION OF NUMBERING SYSTEM USED

To provide quick reference to all sections of information, a modified decimal system is used to
number each volume, chapter, section and subsection of the Division Manual. This system is
used to afford an easy means of citing specific subjects and to maintain the flexibility of format
necessary to facilitate expansion and revision of its contents.

An example of the decimal system used in the Division Manual would be “1/310.2.” The number
(1) preceding the diagonal line (solidus) indicates the material is contained in the first volume of
the Manual. The “310.2” conveys several facts:

• First, that the material is in Chapter 3 (1/310.2).
• Next, that it is in Section 10 of Chapter 3 (1/310.2).
• Finally, that It is located in the paragraph designated as .2 (1/310.2).

This example is read as “one, solidus, three-ten, point two.”
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CITY ORGANIZATIONS201

The basic law of the government of the City of Los Angeles is found in the City Charter adopted
by a vote of the people in 1924, effective July 1, 1925, and subsequently amended from time to
time. The Charter provides for a mayor-council type municipal system, the Mayor being the
executive branch and the Council being the legislative. The governmental machinery consists of
approximately 45 departments and bureaus, which are headed by General Managers, advisory or
controlling Boards or Commissions appointed by the Mayor subject to confirmation of the
Council.

201.01 CITY LEADERS

MAYOR-Elected Executive Office of the City. Supervises the administrative processes of the
City government and participates with the City Council in all matters relating to legislation,
budget and finance.

CITY COUNCIL-Elected legislative body of the City government responsible for the proper
solution to the main problems affecting lives and welfare of residents of the City, including
traffic control, sewage and garbage disposal, fire and police services, food control, public utility
regulation and many other functions. Passes ordinances and resolutions and establishes policies
affecting the operation of municipal affairs.

COUNCIL COMMITTEES — The Council is organized into fifteen committees to facilitate
adequate consideration of matters subject to its attention. All committees are appointed by the
President of the City Council. Each Council Member is the Chair of one committee and a
member of two others. Special ad hoe committees are appointed and function in accordance with
the authority creating them.

CITY ADMINISTRATIVE OFFICER-The City Administrative Officer (CAO) is the chief
financial advisor to the Mayor and the Council and reports directly to both. The CAO conducts
studies and investigations, carries out research and makes recommendations on a wide variety of
City management matters for the Mayor and Council. The CAO assists the Mayor and Council in
the preparation of the City budget; forecasts and manages revenue projections; plans and directs
the administration of the budget; manages the City’s debt program; manages the City’s risk
management program; and directs the development of work programs and standards. The CAO
represents the management of the City in negotiating all labor contracts, coordinates applications
for federal and state grants and claims for disaster relief, provides support for the Quality and
Productivity Commission, chairs and participates on many coordinating committees, and
performs other duties required by the Mayor or the Council.

CITY ATTORNEY-The City Attorney is the chief legal advisor and general counsel to the
Mayor and City Council, as well as all boards, departments, and officers in the City of Los
Angeles. As General Counsel, the City Attorney provides advice and opinions on matters of
municipal concern, drafts contracts and ordinances and approves them as to form and legality,
and is frequently called upon to interpret the City Charter, federal and state statutes, and other
laws that govern Los Angeles. In addition, the City Attorney litigates all civil actions on behalf
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of the City and represents the City, its boards and officers in all civil trials and legal proceedings
in local, state, and federal court.

CITY CLERK-Serves as the clerk of the City Council and maintains a record of all Council
proceedings; administers all City elections; collects all parking meter revenues; issues Police and

Fire permits.

CONTROLLER-Chief Accounting and Auditing Officer of the City and exercises general
supervision over all accounts, officers and boards.

TREASURER-Receives and is the custodian of all funds of the City and affiliated entities and

disburses such funds pursuant to the City Charter and other provisions.

CITY DEPARTMENTS201.02

AGING, DEPARTMENT OF-Advocates for the interests and welfare of seniors by
administering programs which provide services to older adults and caregivers in the City of Los
Angeles. The functions of the Department include planning, contract development, and fiscal and

programmatic monitoring of senior and caregiver programs. The Department’s programs are
carried out in compliance with the federal Older Americans Act and the Older Californians Act,

as amended. The Department provides services directly and through contracts with community-
based agencies which serve as focal points for delivery of services throughout the City.

ANIMAL SERVICES, DEPARTMENT OF-Provides services that enable people and
animals to live together in safety in the City of Los Angeles. The Department houses and cares
for lost and abandoned animals in its six shelters located throughout the City, enforces animal-
related laws, and acts to prevent cruelty to animals. The Department issues dog and equine
licenses, collects license fees, and participates in the State rabies control program. The
Department also issues cat identification tags and collects tag fees. The Department enforces the
Leash Law; inspects medical research laboratories; and accepts unwanted animals.

BUILDING AND SAFETY, DEPARTMENT OF-Enforces all ordinances and laws relating

to the construction, alteration, repair, demolition, removal or relocation of structures, as well as
the use and operation of electrical and mechanical equipment therein; tests and approves
electrical and plumbing equipment for sale in the City; implements the City’s program for the
removal of abandoned vehicles from private property; and, inspects residential property upon
request to determine compliance with City code requirements.

COMMISSION ON STATUS OF WOMEN-Assists in assuring all women the opportunity
for full and equal participation in the affairs of city government and promotes the general welfare
of women in the Los Angeles community. The commission informs and advises the Mayor and

City Council of the needs of women; investigates conditions adversely affecting women and

recommends remedies; and, maintains an active liaison with community groups.
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COMMUNITY DEVELOPMENT-The Community Development Department (CDD) was
created in August 1977 to improve the quality of life in the City of Los Angeles by creating
economic, social and employment opportunities for individuals, families, and neighborhoods in
need. Today, the Department, with a staff of more than 600 individuals, administers
approximately $500 million in Federal and State grants. Each year, through its network of
service providers, the Department provides a variety of client contacts or social services to more
than 130,000 poor and disadvantaged residents. The CDD administers WorkSource Centers that
provide services to businesses and job seekers, and assists young people with preparing for and
getting their first jobs. In addition, CDD administers programs for businesses such as: loan
programs, technical assistance programs, and geographically targeted incentive programs.

CONVENTION CENTER DEPARTMENT-The Los Angeles Convention Center
Department markets and rents its facilities for conventions, trade shows, public shows, private
functions, meetings, banquets and other special events. The Department operates the parking
facilities, provides client services and maintains the entire complex.

CULTURAL AFFAIRS COMMISSION-Appointed by The Mayor, this Department serves
as an advisory body to the Department. Approves the design of structures built on or over City
property and accepts works of art to be acquired by the City.

DISABILITY, DEPARTMENT OF-The Department on Disability is committed to ensuring
full access to public employment, programs, facilities and services under the American
Disabilities Act (ADA). The Department co-sponsors with organizations committed to providing
services to individuals with disabilities through programs and events.

EL PUEBLO DE LOS ANGELES HISTORICAL MONUMENT AUTHORITY
DEPARTMENT-The El Pueblo de Los Angeles Historical Monument Authority Department
was establish by ordinance in 1994. The Department manages 22 historic buildings surrounding
Plaza Park, site of the founding of the City of Los Angeles in 1781.

EMERGENCY MANAGEMENT DEPARTMENT-The mission of the Emergency
Preparedness Department (EPD) is to coordinate the emergency preparedness and planning of all
City departments, over four million residents, and over 400,000 businesses residing within our
475 square miles. During major emergencies and disasters, we coordinate the response,
mitigation and recovery efforts, including running a state-of-the-art Emergency Operations
Center (EOC).

ENVIRONMENTAL AFFAIRS DEPARTMENT-This Department is an independent City
department supported by a five-member Environmental Affairs Commission. It recommends
environmental policies to the Mayor and City Council; implements and coordinates adopted
policies and programs. It also serves as a liaison among other City departments and
environmental agencies coordinating unified approaches to critical environmental issues.
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EMPLOYEE RELATIONS BOARD-Determines representative units and arranges for
elections for City employees. The board also determines the validity of charges, conducts
investigations, and holds public hearings of unfair practices by management or employee
organizations.

EMPLOYEES’ RETIREMENT SYSTEM — This Department, under its Board of
Administration, is vested with the exclusive management control of the investments of the Los
Angeles City Employees' Retirement Fund. Additionally, the Department is charged with the
administration of provisions of the City Charter and Administrative Code relative to the
retirement, disability, and death benefits provided for all City employees, except the sworn
forces of the Fire and Police Departments, and the employees of the Department of Water and
Power.

FINANCE, OFFICE OF-Provides efficient, effective and responsible revenue collection
services through a customer focused environment to taxpayers and City departments through
management, assessment and application of best practices.

FIRE DEPARTMENT-Extinguishes fires, investigates suspected cases of arson and provides
rescue and emergency medical services. It enforces laws related to fire prevention by inspecting
buildings for fire hazards and carrying on educational programs.

FIRE AND POLICE PENSIONS-Responsible for administering defined retirement plan
benefits for all sworn (fire, police and certain Port Police) employees of the City of Los Angeles.

GENERAL SERVICES, DEPARTMENT OF-Responsibilities include: purchasing (the
General Manager acts as the City’s Purchasing Agent); materials management and warehousing;
mail and messenger services; maintenance and repair of the City’s vehicle and helicopter fleet;
testing of soils, asphalt, and building construction materials; printing and duplication services;
construction and maintenance of City-owned buildings; property leasing and management
(including the Los Angeles Mall); custodial, recycling and moving services, and parking services
for City facilities; and coordination of and logistical support for special events, visits by foreign
dignitaries, the Mayor’s inauguration, and fund raisers for charitable organizations.

HARBOR DEPARTMENT-Responsible for the management and supervision of the Harbor
District. It operates the Port of Los Angeles, a pilotage service, leases land and produces oil in
the district.

HOUSING AUTHORITY-The Housing Authority of the City of Los Angeles (HACLA) is
one of the nation’s largest public housing authorities, and is the largest provider of affordable
housing and rent assistance to low and very low-income households in the City of Los Angeles.
The HACLA also provides extensive economic development, employment, education and social
programs via its Resident Relations Division as part of a commitment to foster healthy
communities and promote economic self-sufficiency.

7
Los Angeles Police Department - Communications Division Manual -2015 Edition



Volume I-ADMINISTRATIVE

HOUSING, DEPARTMENT OF-Coordinates, manages and directs a variety of important
programs for all communities. It proposes, develops and implements citywide affordable
housing policies, and promotes the production and preservation of affordable housing. The
Department is also charged with the administration of the City’s Rent Control Ordinance and
Rent Subsidization Program.

HUMAN RELATIONS COMMISSION-The eleven board members are appointed by the
Mayor to assist in assuring all people of the full and equal participation in the affairs of the
community. The Commission is organized into several committees and a community advisory
council.

INFORMATION TECHNOLOGY AGENCY-Furnishes centralized data processing services
to user departments for system design and implementation, computer programming, data
processing, data storage and retrieval, data transmittal and display, and other services allied to
automated information handling techniques and equipment.

INSPECTOR GENERAL, OFFICE OF-Assists the Police Commission in providing
independent civilian oversight of the LAPD. The Office of the Inspector General is available to
assist members of the public and Department employees in filing complaints of misconduct
involving members of the LAPD.

LIBRARY-Operates and maintains a central library including specialized reference and
circulating book collections and reading rooms in Civic Center, regional, neighborhood and
traveling branches.

LOS ANGELES MEMORIAL COLISEUM AND SPORTS ARENA-The Coliseum and
Sports Arena are under the authority of the Los Angeles Memorial Coliseum Commission, which
was formed under the Joint Exercise of Powers Act on September 25, 1945. Although this
governing body is comprised of representatives from the City of Los Angeles, the County of Los
Angeles and the State of California, no taxpayer funds are used to support the facilities. The
complex is supported solely by revenue generated from these two facilities.

LOS ANGELES WORLD AIRPORTS, DEPARTMENT OF-Responsible for the
management, supervision, and control of all airports and airport facilities under the jurisdiction
of the City of Los Angeles. These airports are: The Los Angeles International Airport (LAX);
The Ontario International Airport (ONT); The Van Nuys Airport (VNY); and The Palmdale
Regional Airport (PMD). These airports are among the busiest in the world.

NEIGHBORHOOD EMPOWERMENT, DEPARTMENT OF — This Department created a
plan for Citywide System of Neighborhood Councils. The Councils are empowered to elect or
select their own leaders, choose their own boundaries, and identify the issues in their
neighborhood. As the centerpieces of this system of participatory democracy, they will be as
independent from government as possible. The City provides them with the resources, training
and access that is needed to hold their elected officials accountable, and ensure that their
priorities are given proper attention.
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PERSONNEL DEPARTMENT-Classifies all civil service positions, recruits employees and
holds examinations; establishes regulations governing promotion, transfer, leaves of absence,
removal, and reinstatement of City employees. The department assists other departments with
in-service training, placement, counseling and employee safety and coordinates a Citywide
suggestion award program. It also investigates grounds of discharge of employees, conducts
hearings, verifies and approves payrolls and administers a Worker’s Compensation Program.

PLANNING DEPARTMENT-This Department recommends goals, objectives, policies and
implementation programs to the Mayor and City Council. Upon adoption, this Department
implements and monitors programs. Its mission is to promote social, economic, physical, and
environmental well-being.

POLICE DEPARTMENT-Has the duty and power to enforce the penal codes of the City
Charter; the ordinances of the City, and, the laws of the State and the Nation for the purpose of
protecting persons and property. The Department preserves the peace in the community by
engaging in patrol, crime prevention, crime investigation, suspect apprehension, evidence
gathering and traffic regulation.

PORT OF LOS ANGELES-Southern California’s gateway to international commerce is
located in San Pedro Bay, just 20 miles south of downtown Los Angeles. This booming seaport
not only sustains its competitive edge with record-setting cargo operations, but is also known for
its groundbreaking initiatives, progressive security measures and diverse recreational and
educational facilities.

PROJECT RESTORE-Established in 1986 to recapture the splendor of the Public Works
Session Room in Los Angeles City Hall. Remains dedicated to the restoration and maintenance
of valuable city buildings, preserving these landmarks in order to maintain the culture and
history that reside within them.

PUBLIC WORKS, DEPARTMENT OF-The City’s third largest Department is responsible
for construction, renovation, and the operation of city Facilities and infrastructure. The
Department builds the City streets, installs its sewers, and constructs storm drains as well as
public buildings and service facilities.

OFFICE OF ACCOUNTING-Provides accounting and financial services to the
Department, the City Controller, the City Administrative Officer, Treasurer, and other
City Departments.

BUREAU OF CONTRACT ADMINISTRATIVE-Responsible for protecting the city’s
interest through serving as an independent quality control and contract compliance
agency responsible for providing assurance that all Public Works projects are constructed
and administered in accordance with the plans, specifications, State and Federal laws and
safety provisions to achieve a quality product.
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BUREAU OF ENGINEERING-Plans, designs and prepares construction drawings,
estimates and specifications for all streets, bridges and other structures, sanitary facilities,
storm drains and related public improvements.

BUREAU OF MANAGEMENT-EMPLOYEE SERVICES-Administers the personnel
management program of the Department of Public Works.

BUREAU OF SANITATION-Collects and disposes of household refuse and dead
animals; and, operates land reclamation sites for the disposal of refuse.

BUREAU OF STREET LIGHTING-Constructs, repairs, maintains and replaces street
lighting on public streets.

BUREAU OF STREET SERVICES-Maintains, repairs and cleans roadways, bridges,
tunnels, sidewalks, pedestrian subways and related structures. It cleans unimproved lots
and removes brush from hillside properties. It also resurfaces and reconstructs streets and
enforces street tree ordinances.

RECREATION AND PARKS, DEPARTMENT OF-Operates and maintains parks,
playgrounds, swimming pools, public golf courses, recreation centers, a municipal zoo,
recreation camps, education facilities and structures of historical significance.

TRANSPORTATION DEPARTMENT-Responsible for the development of plans to meet
the ground transportation needs of the traveling public and commerce. This Department has the
authority over the conceptual planning and operation of the City’s streets and highways system,
provides for the installation and maintenance of traffic signs, signals, parking meters, street
names signs and other transportation control devices.

WATER AND POWER, DEPARTMENT OF-The Los Angeles Department of Water and
Power (LADWP), the largest municipal utility in the nation, was established to deliver reliable,
safe water and electricity supplies to residents and businesses in Los Angeles.

ZOO DEPARTMENT-The Los Angeles Zoo nurtures wildlife and enriches the human spirit.
The Zoo is committed to education and conservation. It is accredited by the American
Association of Zoos and Aquariums; the Los Angeles Zoo cooperates with a network of other
zoos to save rare and endangered species.
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COMMUNICATIONS DIVISION
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COMMUNICATIONS DIVISION ORGANIZATION202

Communications Division is composed of

Metropolitan Communications Dispatch Center (MCDC)
Valley Communications Dispatch Center (VCDC)
Administrative Office/Office of the Commanding Officer
Community Relations Unit (CRU)/Youth Programs Unit (YPU)
Projects Unit
Timekeeping Unit
Training Unit (CDTU)
Wellness Coordinator

Operators working the positions of Emergency Board Operator (EBO), Radio Telephone
Operator (RTO), Auxiliary Telephone Operator (ATO) and Bureau Communications
Coordinator (BCC) perform these functions in either the MCDC or VCDC. Personnel with
knowledge of operational procedures governing these positions, who exercise attention to duty,
practical judgment and decisiveness, provide the Los Angeles Police Department with the finest
communications system available.

COMMUNICATIONS DIVISION RESPONSIBILITIES203

Communications Division is responsible for the following:

• Operating the 9-1-1 and 7-digit systems for telephonic requests for emergency police
service.

• Receiving and responding to calls from the public, other city departments and other
agencies. The sources of these calls include the public, alarm and security companies,
private businesses, a variety of city departments (Street Services, Department of Water
and Power, etc.) and other agencies, such as the Los Angeles Sheriffs Department
(LASD), California Highway Patrol (CHP), etc. These calls will be acted upon by either
dispatching a unit, providing information to the caller, referring the caller to another
agency or department entity or terminating the call if police action is not needed.

• Dispatching field units to requests for service.
• Supporting field unit operations. This includes responding to requests for services and

information, querying information systems and providing responses, monitoring unit
statuses and assignments and responding to officer emergencies.

• Coordinating field activities among areas and bureaus.
• Overseeing the handling of emergencies and unusual occurrences.
• Maintaining and operating 24-hour tape recorders.
« Radio dispatching service for all mobile field units.
• Relaying requests from field units to the appropriate agency or department.
• Maintaining direct radio contact with other law enforcement agencies.

• Relaying information regarding unusual incidents to Detective Support and Vice Division
(DSVD)/Real Time Analysis and Critical Response Division (RACR).

• Conducting communications-related analytical surveys as required.
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• Maintaining contact with the Department of Motor Vehicles via electronic
communications devices.

• Monitoring certain Department radio frequencies on a 24-hour basis.
• Generating a computer printout for each vehicle pursuit.
• Forwarding the computer printouts to Traffic Coordination Section, Emergency

Operations Division.

203.01 CHAIN OF COMMAND

To ensure unity of command, defined lines of authority must be drawn so there remains a
structural relationship between each employee and the Commanding Officer. Employees must
be aware of their relative position in the organization, to whom they are immediately responsible,
and those persons who are accountable to them. Employees shall operate at all times within the
chain of command and keep their supervisors informed as to their activities.

CAPTAIN HI
LIEUTENANT II

Commanding Officer (C/O)
Assistant Commanding Officer (ACO)/
Watch Commander (WC)
Watch Commander (WC)/
Assistant Watch Commander (AWC)
Watch Commander (WC)/
Assistant Watch Commander (AWC)
Watch Commander (WC)/
First line Supervisor
Personnel
Personnel
Personnel

SERGEANT H

SENIOR PSR H

SENIOR PSR I

PSR in
PSR n
PSR I

204 COMMUNICATIONS DIVISION CLASSIFICATIONS

COMMANDING OFFICER

Communications Division (CD), Commanding Officer, under the direction of the Administrative
Services Bureau Commanding Officer, exercises line command over the operations of
Communications Division and exercises functional supervision over the operations of telephone
complaint board and radio facilities maintained in outlying geographic uniformed divisions.

SENIOR POLICE SERVICE REPRESENTATIVE II

The Senior Police Service Representative II (Senior PSR II) is an Assistant Watch Commander,
and has the added responsibility of assuming the role of Watch Commander in the absence of a
Lieutenant or Sergeant II. The duties of a Senior PSR II on each watch include:

• Overseeing the operation in either center as subject matter experts.
• Serving as advisors on committees and issues that impact CD.
• Coordinating training and administration for entry level PSRs.
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• Developing and implementing instructor training.
• Providing direct supervision to Senior Police Service Representatives I.
• Conducting and/or reviewing investigations and projects at the direction of the

Watch Commander.

• Researching and completing staff reports on assigned projects and audits.
• Completing and/or reviewing personnel rating reports.
• Providing technical expertise and support to operations.
• Coordinating System Monitor Operator (SMO) and programmers regarding Computer Aided

Dispatch (CAD) issues.
• Knowledge of the VESTA telephone system, Motorola MCC7500 digital radio application,

Premier CAD, Call Center Management Information System (CCMIS), and MAGIC call data
retrieval systems.

SENIOR POLICE SERVICE REPRESENTATIVE I

The Senior Police Service Representative I (Senior PSRI) is known as the operational supervisor
and may be given the added responsibility of assuming the role of Watch Commander in the
absence of a Lieutenant, Sergeant II or Senior PSR. The duties of a Senior PSR I include:

• Providing operational supervision and technical advice on a daily basis to Police Service
Representatives (PSRs).

• Supervising a group of PSRs responsible for receiving and analyzing requests for service
from citizens and police officers in the field and dispatching police officers.

• Conducting training for subordinates.
• Supervising emergencies and unusual situations.
• Monitoring and observing both incoming and outgoing calls.
• Making recommendations to the Watch Commander relative to the allocation of system and

personnel resources.
• Monitoring emergency channels and broadcasts.
• Applying sound supervisory principles and techniques to maintain an effective work force.

POLICE SERVICE REPRESENTATIVE

The Police Service Representatives (PSRs) are assigned to the Metropolitan or Valley
Communications Division Dispatch Centers. PSRs are responsible for receiving and analyzing
requests for service from citizens, police officers in the field and dispatching patrol units using
Premier CAD. There are three levels of a PSR:

PSR I

This is an entry-level position. Employees will receive classroom and on-the-job training to
perform as a Radio Telephone Operator, Emergency Board Operator, and Auxiliary Telephone
Operator in the Communications Dispatch Centers. Employees shall be advanced to the PSR II
level upon completion of 24 consecutive months at the PSR. I level.
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PSR II

Employees at this level work more independently and perform the job duties of a Radio
Telephone Operator, Emergency Board Operator, and/or Auxiliary Telephone Operator in the
Communications Dispatch Centers. Employees may be assigned to field positions that require
knowledge of, or experience in these areas.

PSRIII

In addition to performing the duties of a PSRII, employees at this level perform as Instructors
and/or Bureau Communications Coordinators (BCCs) in the Communications Dispatch Centers.

Employees are eligible to be selected for this pay grade level following two years (24 months) in
the aggregate as a PSR E.

WATCH FUNCTIONAL SUPERVISION205

The Watch Commander shall assign at least one supervisor each Deployment Period (DP) the
responsibility for functional supervision in the areas 1-3 and in area 4 when training is in session
or a training need exists on the watch:

1. Floor (FL)
Queue and Emergency Board Operator (Q & E)
Timekeeper (TK)
Training Coordinator Officer (TCO)

2.

3.
4.

These assignments should rotate every Deployment Period (DP). The TCO responsibility may
remain the same to provide consistency. The primary function assigned to each supervisor shall
be noted beside his/her name in the assignment column of the Watch Assignment and
Timekeeping Record LAPD Form 15.10.0 and the Communications Division Daily Worksheet
each day. Communication between supervisors is paramount. This should begin during the first
hour of the watch, prior to roll call, when supervisors prepare to take over from the previous
watch.

In order to provide for continuity of supervision, the supervisors performing the functions of
Floor and Q & E shall have their duties assumed by another supervisor or designee when leaving
the supervisor’s bridge. The Floor, Q & E, TCO and Timekeeper must work together closely
during the course of the watch.

ALL SUPERVISORS SHALL BE RESPONSIBLE FOR:

• Answering incoming calls from personnel reporting unscheduled absences during the first
hour of watch and completing the appropriate paperwork.

• Taking necessary measures to determine the status of employees who do not report to
work or do not otherwise adhere to their assigned schedule.

• Monitoring personnel in their assigned den at least once a DP and documenting the
monitoring on the Employee Monitoring Form and other appropriate form as necessary.

15
Los Angeles Police Department-Communications Division Manual -2015 Edition



Volume I-ADMINISTRATIVE

• Conducting roll call training.
• Monitoring trainees for performance qualification when appropriate to assist the assigned

TCOs.
• Completing specific assignments (projects) as assigned by the Watch

Commander/Assistant Watch Commander (i.e. personnel investigations, audits, etc).
• Knowledge of rotator information and other information related to the Division.
• Utilizing Call Center Management Information System (CCMIS), Management

Information Computer system (MagIC) and the Neptune Intelligence Computer
Engineering (NICE) system appropriately to manage employee status and workflow.

• Answering and taking complaints from the public.
• Fielding questions and concerns from field personnel.
• Developing, mentoring, and training subordinates.
• Understanding the trends and patterns of the Division’s service level; identifying and

developing strategies to increase the service level.

FLOOR SUPERVISOR RESPONSIBILITIES

• Adjust the Daily Worksheet to account for staffing changes

• Conduct roll call and ensure everyone has a work assignment.
• Consider any requests for break and/or position trades or console changes.

• Highlight all changes on a copy of the Daily Worksheet for the Timekeeper.
• Mark all timekeeping exceptions, then initial and note the end of watch time for all

current watch employees on the original Daily Worksheet.
• Mark all timekeeping exceptions, then initial and note the end of watch time for all mid

watch employees (as appropriate) on the original Daily Worksheet.
• Assist the Q & E supervisor as needed.

QUEUE AND EBP SUPERVISOR RESPONSIBILITIES

• Conduct queue management; this includes, but is not limited to calls holding in the
pending queue, as well as calls assigned to the call stack of field units.

• Advise the Watch Commander of any potential threat of Tactical Alert declaration due to
call load.

• Exercises functional supervision over Bureau Communication Coordinator (BCC)
positions to ensure calls are dispatched in a timely manner.

• Routinely monitor and manipulate the CCMIS to re-deploy personnel as needed to meet
the demands of the call load for specific queues.

® Monitor emergency and urgent field situations.

• Monitor and note any critical incidents, contact partner Dispatch center and notify the
Watch Commander for inclusion in the Watch Commander’s Log.

TIMEKEEPER RESPONSIBILITIES

• Note any changes indicated by the Floor supervisor from the current Daily Worksheet on
the LAPD Form 15.10.0 for the DP.
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• Complete the Daily Worksheet for the following work day.
• Consider future requests such as vacation days and trades.
• Complete paperwork to return employees back to duty from leave.
• Mark the Timebook using the original current Daily Worksheet.
• Enter and save an “Actual” Daily Worksheet in the Deployment Planning System (DPS).

TRAINING COORDINATOR OFFICER RESPONSIBILITIES

• Ensure ratings are submitted and served in a timely manner.
• Review ratings and monitor each trainee’s progress regularly.
• Meet with trainees individually to discuss their progress.
• Meet with instructors and trainees together to resolve any issues or concerns.

• Complete Probationary Monitoring Assessment forms.
• Complete performance assessments related to termination procedures.
• Recommend watch and instructor assignments.

• Conduct one Police Service Representative (PSR) HI roll call each DP.

17
Los Angeles Police Department-Communications Division Manual — 2015 Edition



Volume I -ADMINISTRATIVE

POLICE SERVICE REPRESENTATIVE (PSR) ffl/INSTRUCTOR
DUTIES AND RESPONSIBILITIES
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206 POLICE SERVICE REPRESENTATIVE fPSR) III

A Police Service Representative (PSR) HI is a leadership position within Communications
Division. A PSR HI should always lead by example, keep abreast of evolving policies,
procedures, Department and Divisional Orders and Notices, and seek opportunities to enhance
the skills and performance of PSR IIs.

A PSR HI is routinely assigned as a Bureau Communications Coordinator (BCC). When a PSR
class is in session, a PSR III may be assigned as an Instructor, providing “hands-on” training to a
PSR Trainee on the Dispatch Floor (see Volume I, Section 209, Training Program).

207 BUREAU COMMUNICATIONS COORDINATOR (BCC)

The Bureau Communications Coordinator (BCC) is responsible for coordinating
communications activity within the Bureau. Personnel assigned to this position must be
proficient in all PSR HI duties and knowledgeable of Departmental and Divisional policies and
procedures. The BCC will support and assist in the coordination of field activities, working in
harmony with Metropolitan Communications Dispatch Center (MCDC), Valley Communications
Dispatch Center (VCDC) and other Department personnel.

DUTIES AND RESPONSIBILITIES

1. Log-on the VESTA Telephone system. Answer all incoming telephone lines with the
Division name, the assigned position and operator number.

Example: “Communications Division, South Bureau BCC, Operator 1-2-3.”

Operators will remain available unless involved in other business-related activities, which
precludes them from handling calls (i.e., emergencies, assigning Priority I and II calls,
etc.).

2. Train, assist and/or review policy and procedure with Communications Division
personnel as needed.

Advise the floor supervisor and/or Watch Commander of system irregularities,
emergencies, and unusual occurrences. Assemble a Mobile Field Force (MFF) when
needed.

3.

4. Perform Emergency Board Operator (EBO) functions.

a. Process calls for service as directed by a Communications Division Supervisor.
b. Upgrade/Downgrade incidents when appropriate.
c. Process calls for service and other miscellaneous requests received from outside

agencies.
d. Complete Priority I incident assignments in accordance with the field unit selection

sequence.
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Assist the concerned Radio Telephone Operator (RTO) when a field unit requests support
personnel (i.e., K9 Unit, Air Unit, Los Angeles Fire Department personnel).

5.

Update RTO positions and radio channel assignments in the Computer Aided Dispatch
(CAD) and MCC7500 systems.

6.

Monitor incident queues within their assigned bureau(s) to ensure that calls for service
are assigned using established guidelines and time constraints. The primary
responsibility for call assignments shall remain with the RTO. However, the BCC is
responsible for ensuring that the RTO dispatches calls appropriately and in a timely
manner, by assisting with call assignments when necessary.

7.

Note: RTOs, Instructors, BCCs and EBOs shall work together to ensure that calls
for service are dispatched in a timely manner. As much as possible, BCCs
shall allow Instructor/Trainee teams to handle assignments of Priority I and II
calls in their assigned Area(s).

In the absence of Area Command Center (ACC) personnel, perform callback functions
for calls holding in queue. Assign timed-out calls for service to appropriate
Area/Division personnel.

8.

Note: If an Auxiliary BCC is deployed, they will perform callback functions for
calls holding in queue and assign timed-out calls.

In the event the emergency trigger is activated, all BCCs shall perform the Maintenance
Menu command (MN.20) to determine the area of occurrence. If the ROVER/ASTRO is
assigned, ensure that the concerned RTO makes the appropriate broadcast and handles
any subsequent emergency.

9.

If the ROVER/ASTRO is unassigned, BCC3 is responsible for making the initial
broadcast while the other BCCs query the e-ROVER book on the LAN system to verify
the division of assignment. The concerned BCC shall handle any subsequent emergency
to its completion. If there is no acknowledgement from the ROVER/ASTRO, the
concerned BCC shall create an incident and contact the Division.

Note: An unassigned ROVER/ASTRO activation for non-patrol specialized units
shall be the responsibility of BCC2.

Monitor all officer emergencies and urgent field situations within their assigned bureaus
to ensure proper handling. Assist partner BCC during urgent field situations or
emergencies.

10.

Note: BCCs shall not wait until an operator has lost control of a situation before
assuming responsibility and handling the incident.
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Assist with activating Roll Calls at the discretion of a Communications Division
supervisor. Assist officers with MDC (Mobile Digital Computer) problems.
Area/Division personnel requesting modifications will be referred to the Communications
Division Watch Commander.

11.

Note: Beat Plans and adjacency tables are handled by Administrative Services
Bureau (ASB), Application Development and Support Division (ADSD).

Make telephonic notifications to the Department Operations Center (DOC)/Real-Time
Analysis and Critical Response Division (RACR) of all major/critical incidents. The
following incidents require notification to RACR (Department Manual Section
4/214.50):

12.

A. Categorical Use of Force Incidents.

• All Officer-involved shootings;

• All uses of an upper body control hold by a Department employee, including
the use of a modified carotid, full carotid or locked carotid hold;

• All deaths while the arrestee or detainee is in custodial care of the Department
(also known as In-Custody Death or ICD);

• A use of force incident resulting in death; and,

• A use of force incident resulting in an injury requiring hospitalization.

B. Other Incidents Investigated by Force Investigation Division (FID).

• An incident in which a member of the public is bitten by a Department canine
and hospitalization is required;

• Incidents where the Department has agreed to conduct similar critical incident
investigations for a non-Department entity, such as a Los Angeles Fire
Department Arson Unit.

C. Patrol Related Incidents.

• Barricaded suspect or SWAT call-out;

• Bomb Squad call-out;

• CARE/AMBER Alerts;

• All homicides;

• Missing juvenile investigations involving searches;

• Pursuits that travel out of the County, are prolonged, involve a City Property
Involved collision, or are newsworthy;

• Shootings in which two or more victims are wounded; and,

• Incidents motivated by hatred (DR Number is required prior to notification).
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D. Unusual/Major Occurrences

• Major demonstrations or mass arrests;

• Disasters including chemical spills, gas main leaks or breaks, major fires or
disturbances, aircraft accidents;

• Department Operations Center (DOC) activation or deactivation;

• City Emergency Operations Center (EOC) activation or deactivation;

• Incident Command Post activation at the scene of a noteworthy or
newsworthy incident;

• Incidents involving hazardous/toxic/radioactive materials;

• Citywide Tactical Alerts; and,

• A change in the Federal terrorism threat level (up or down).

E. Incidents Involving Department Personnel

• Alleged serious misconduct or arrest of Department employee(s);

• Death or hospitalization of Department employee(s);

• Negligent discharge of a firearm; and,
• Animal Shooting.

F. Other Notable Incidents

* Extensive damage to Department equipment;
* Newsworthy incident involving the Department in any way; or,
* Other incident that an Officer in Charge or Watch Commander feels should be

brought to the attention of the Department.

NOTE: All personnel are encouraged to call the RACR at any time they are
in doubt as to whether or not an incident requires notification.

Assist Area/Divisional Watch Commanders and Supervisors with updating Premise
Hazard files.

13.

Note: Area Watch Commanders are responsible for all information entered in their
Premise Hazard files. BCCs will not make any changes to the files without
the concerned Area Watch Commander’s approval.

Upon receipt of teletypes, create an incident and broadcast all missing juvenile or critical
missing information.

14.

Note: Any request to make repeated broadcasts during a watch or past the start of
the next watch must be accompanied by a teletype that indicates “hourly
broadcast.”

Handle urgent requests from field officers for Sign Language Interpreters (SLI).15.
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Life-Signs is the contracted professional SL1for the Los Angeles Police Department.
The BCC shall contact Life Signs between 0800-1700 at (323) 550-4210 or after hours
1700-0800 at (800) 633-8883 between 1700-1800 hours. Request a call back within five
minutes with an estimated time of arrival (ETA). Life-Signs shall be provided with a
callback number to provide an ETA. When Life-Signs provides an ETA, the information
shall be broadcast to the field unit requesting and added to the incident comments.

NOTE: In all instances, if Life-Signs is unable to handle the request or does not call
back within the five minute parameter, the operator handling the request shall contact the
American Disabilities Act (ADA) Compliance Coordinators,

.

16. Notify outside agencies of incidents that may impact their jurisdiction. Provide any
pertinent information including but not limited to; suspect/vehicle information, weapons
involved and direction of travel.

17. Monitor the Emergency Channel, LAPD Access Channel and AIR/K9 Channel at all
times. If a request is made on any of these channels, the concerned BCC shall handle the
request.

Note: Personnel assigned to a BCC position may elect to monitor other channels
within his/her assigned Bureau, however, he/she shall ensure that the volume
level of the additional channels does not interfere with the ability to hear and
comprehend broadcasts made on the Emergency Channel, LAPD Access
Channel or AIR/K9.

Deploy and log-on Air units. The BCC who receives the deployment and log-on
information from Air Support Division (ASD) shall handle the request.

18.

Note: If deployment information is not received by the first hour of their watch
BCC1 shall call ASD and obtain deployment information.

19. All BCCs shall monitor the Electronic Satellite Pursuit (ESP) system.

Note: A BCC is only required to monitor the ESP system if the Console he/she is
assigned to is equipped with a LAN computer which is configured to access
the ESP system.

Immediately upon receipt of a Sentinel Alarm System (SAS) activation, the BCC shall
create a Priority II incident broadcast for any unit on the frequency of the concerned
Division and the appropriate traffic frequency. The location shall not be broadcast.

20.

EXAMPLE: “Any Van Nuys Unit and Supervisor, Incident 1234, RD 911.”

21. Complete miscellaneous duties as assigned by the Watch Commander or Supervisor.
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In addition to the previously described duties and responsibilities, each BCC has the following
individual responsibilities:

BCC 1-Central Bureau

a. Ultimately responsible for the acknowledgement of requests made on the “Air/K9”
channel.

b. Initiate Bureau-Wide broadcast notifying field units of tactical alerts, or mobilization
if the occurrence is in Central or South Bureau. Initiate City-Wide broadcast

•/

notifying Held units of system degradation (Mode Two).

c. Monitor the Network Communications System (NECS) terminal printer. Ensure the
terminal is working properly, retrieve all teletypes and distribute to the concerned
BCC.

d. Monitor the “LAPD Access” channel.

e. Contact ASD if deployment information is not received by the first hour of their
watch to log on the Air units.

BCC 3-South Bureau

a. BCC 3 shall be staffed at all times.

Note: If a BCC is unable to be staffed, their partnered BCC shall sign on as the
absent BCC.

b. Handle initial broadcast of all unassigned ROVER/ASTRO Radio activations.

Note: The other BCCs shall query the e-Rover book on the LAN system to verify
the division of assignment. The concerned BCC shall handle any subsequent
emergency to its completion. If there is no acknowledgement from the
ROVER/ASTRO, the concerned BCC shall create an incident and contact the
Division.

c. AM Watch shall collect the daily Mode Two tickets and completed Adam Control
Cards.

d. Deploy the Metropolitan Division, Recruit Task Force and any miscellaneous Task
force units working in Central or South Bureaus.

e. Monitor the “LAPD Access” channel.

f. Obtain the motor code from Central and South Traffic Divisions Watch Commander
two hours prior to start of their watch. Broadcast the codes at 15 minute intervals to
Central and South Traffic Divisions for the first hour.
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Note: BCC 1 and 3 are deployed at the MCDC and shall assist each other when
needed.

BCC 2- Valley Bureau

a. BCC2 shall be staffed at all times.

Note: If a BCC is unable to be staffed, their partnered BCC shall sign on as the
absent BCC.

b. AM Watch shall collect the daily Mode Two tickets with completed Adam Control
Cards.

c. Initiate Bureau-Wide broadcasts notifying field units of tactical alerts, or mobilization
if the occurrence is in the Valley or West Bureaus.

d. Monitor the “LAPD Access” channel.

a. Responsible for creating an incident and contacting the Division involving unassigned
ROVER/ASTRO activations for non-patrol specialized units.

BCC 4-West Bureau

a. Monitor the Network Communications System (NECS) terminal printer. Ensure the
terminal is working properly, retrieve all teletypes and distribute to the concerned
BCC.

b. Ultimately responsible for the acknowledgement of requests on the “LAPD Access”
channel.

c. Deploy the Metropolitan Division Task Force and any miscellaneous Task Force
units working in the Valley or West Bureaus.

d. Obtain the motor code from Valley and West Traffic Divisions Watch Commander
two hours prior to start of their watch. Broadcast the codes at 15 minute intervals to
Valley and West Traffic Divisions for the first hour.

AUXILIARY BCC

Log-on the VESTA Telephone System in the BCC queue, and the CAD System as
a Supervisor.

a.

b. In the absence of ACC personnel, perform callback functions for calls holding in
queue.
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Monitor the NECS terminal printer to ensure the terminal is working properly.
Retrieve all teletypes and handle them according to policy and procedures.

c.

Deploy Metropolitan Division and any miscellaneous Task Force units.d.

Note: The primary responsibility of the Auxiliary BCC is to assist the other
BCCs with their duties. If the Auxiliary BCC is deployed in the VCDC,
they will assist Valley and West Bureaus, and if deployed in the MCDC,
they will assist Central and South Bureaus. The deployment of an
Auxiliary BCC is at the discretion of the Supervisor.

SELECTION/DE-SELECTION OF PSR in208

A Police Service Representative (PSR) m must be qualified to perform as Instructor and as
Bureau Communications Coordinator (BCC) in the Metropolitan Communications Dispatch
Center, and Valley Communications Dispatch Center. Employees are eligible to be selected for
this pay grade level following two years (24 months) in the aggregate as a PSR n.

The selection process will consist of an oral interview, complete package review, and successful
completion of a 3-day PSR IE training course. Candidates will be placed on a list which will be
valid for one year. The Commanding Officer of Communications Division will make selections
from the established list.

The following guidelines are to be utilized when determining the selection and de-selection of a
PSR III.

PSR III SELECTION PROCESS

Communications Division will publish the requirements, duties and responsibilities of the
PSR m position.

1.

When a position becomes available, the Commanding Officer shall notify Civilian
Employment Section, Personnel Division. To ensure all employees are aware of
vacancies in this advanced pay grade position, a Civilian Pay grade Advancement and
Transfer Opportunities will be posted in a designated, conspicuous location on
Department-wide Divisional bulletin boards, and read during roll call training sessions in
Communications Division for a period of two weeks. Interested employees shall submit
a Pre-Employment Questionnaire, Form EO-18, copies of their last two annual Employee
Evaluation Reports (Form PDAS-28), and a Training Evaluation and Management
System Report (TEAMS) to the Commanding Officer of Communications Division.

2.

The first part of the application process will be a personal interview and assessment of
the employee’s interpersonal skills, job knowledge, communication skills and ability to
handle difficult situations.

3.
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Evaluation will also include the candidate’s attendance record, observance of work rules,
courtesy, and ability to work well with others.

4.

5. Candidates will be placed in standard categories: outstanding, excellent, satisfactory and
unsatisfactory. Candidates will be assigned to attend the required courses in order,
according to category. For example, all candidates in the outstanding category will be
assigned to the 3-day training before all others. Each category will be exhausted before
selecting from the next category.

6. The second part of the application process will be attending two, 3-day courses for BCC
and Instructor. Candidates must successfully complete and pass the final examination for
each position.

Candidates that pass both examinations will be listed according to their original category
placement. The established list will be valid for one year.

7.

8 . To reapply for an appointment as a PSR III, the first part of the application process must
be repeated. If more than one year has elapsed, the candidate must also repeat the second
step, which is attending the training courses.

DE-SELECTION PROCESS:

The PSR m will be removed from the position if:

1. The employee requests a lower paygrade assignment.

2. The employee has unsatisfactorily performed his/her duties.

The position is terminated.3.

Determined by the Chief of Police as an appropriate penalty, either all or part of a
recommendation, resulting from a sustained personnel complaint.

4.

PERFORMANCE STANDARDS:

When an employee fails to satisfactorily perform the duties of the pay grade position to which
he/she is assigned, the following procedures shall apply:

The PSR III will be immediately notified and counseled of any performance deficiencies.1.

2. Remedial efforts will be made to improve performance.

3. All performance deficiencies will be documented with the specific nature of the
deficiencies, a plan for remedy, and a reasonable time period in which to improve.

If the employee’s performance remains unsatisfactory, the Commanding Officer shall:
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Complete an Intradepartmental Correspondence, Form 15.2, recommending the
reassignment of the employee to a lower pay grade position and citing the reasons
for the recommendation.

a.

Upon receipt of the Intradepartmental Correspondence, the employee has the
opportunity to address the stated issues by responding to the Commanding
Officer.

Complete a Request for Transfer and/or Change in Pay grade, Form 1.40, on the
employee.

b.

Cause the completion of a City of Los Angeles, Civil Service Commission,
Employee Evaluation Report, Form PDAS-28, on the employee.

c.

d. Forward the above forms through channels to the Chief of Administrative
Services Bureau.

Inform the employee of the recommendation and provide him/her with a copy of
the Intradepartmental Correspondence and the Employee Evaluation Report.

e.

208.01 INSTRUCTOR POSITION-VOLUNTARY RELINQUISHMENT

A PSR m who no longer wishes to be assigned to a PSR m position, shall submit a request for
relinquishment on an Employee Report, Form 15.7, to Communications Division, Commanding
Officer. The Employee Report must be received 30 days in advance. Unless the needs of the
Division require otherwise, request for relinquishments of the PSR III assignment will be
granted. If the needs of the Division do not allow the relinquishment of a PSR in position, the
relinquishment will become effective at the start of the next appropriate Deployment Period.
Any voluntary relinquishment will cause the employee to be returned to a PSR II assignment and
pay grade.
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TRAINING PROGRAM

29
Los Angeles Police Department — Communications Division Manual -2015 Edition



Volume I -ADMINISTRATIVE

TRAINING PROGRAM209

In order to provide high quality service to the community, it is necessary to provide exceptional
training to entry-level employees. Each trainee should recognize the importance of their position
and their role in enhancing the Department’s reputation as a leader in law enforcement.

The PSR training program has been carefully planned to expose new employees to a
comprehensive variety of public safety communications experiences during their training period.
Progressive training prepares the employee to consistently perform their duties effectively and
efficiently while conforming to department standards, policies and expectations.

The PSR in position is of paramount importance to the success of the training program.
PSR His are assigned to facilitate “hands-on” training to entry-level employees.

RADIO TELEPHONE OPERATOR (RTO)209.01

The Radio Telephone Operator (RTO) is responsible for the two-way communication between
patrol officers and Communications Division. The primary objective is to dispatch calls received
from emergency board operators, process field unit requests and maintain the status of police
officers within a geographical area.

EMERGENCY BOARD OPERATOR (EBP)209.02

Communications Division, a Public Safety Answering Point (PSAP), is often the initial contact
the public has with the Los Angeles Police Department. Impressions of the Department are
formed by the timely, courteous manner in which calls are handled. The primary objective of the
Emergency Board Operator (EBO) is to provide maximum assistance on all requests for police
service while projecting a professional image.

AUXILIARY TELEPHONE OPERATOR (ATO)209.03

Specific duties have been designated for the Auxiliary Telephone Operator (ATO) who assists
field officers with day to day operations. The ATO is responsible for handling service requests
from field units; processing alarm calls (including police monitored alarms); operating the Fire
Command and Control System I (FCCS I); and, other miscellaneous duties as directed by
supervisors.
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INSTRUCTOR MANUAL
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INSTRUCTOR MANUAL210

The PSR training program has been carefully planned to expose new employees to a
comprehensive variety of public safety communications experiences during their training period.
It is essential that training be consistent in its presentation so that all new employees are provided
with the same instruction on procedures, policies and expectations. This training manual is
designed to assist instructors in performing their duties while conforming to the Department
standards, policies and expectations.

This Instructor Training Manual has been developed with the interests of trainees, instructors,
supervisors and the organization in mind. In order to provide high quality service to the
community, it is necessary to provide high quality training to both in-service and entry-level
employees. Every instructor should recognize the importance of their position and their role in
enhancing the Department’s reputation as a leader in law enforcement.

Training is defined as teaching to make proficient. Additionally, it means the process of aiding
employees to gain effectiveness in present or future assignments. This is accomplished through
the development of appropriate knowledge, habits, actions, thoughts, skills and attitudes.
It is the responsibility of the Police Service Representative (PSR) III to teach and develop their
assigned trainees the skills necessary to perform the tasks at hand.

I. Police Service Representative (PSR) m Instructor Duties and Responsibilities.

A. The PSR HI assigned a trainee shall adhere to the following duties and
responsibilities:

1. Have a working knowledge and familiarity with the contents of the
Department and Communications Division Manuals.

2. Have awareness of Orders, Training Bulletins, Directives, Notices and
applicable laws. This includes the responsibility of obtaining information
disseminated during an absence of duty.

3. The instructor shall provide instruction consistent with policies and
procedures of the Department and Division.

4. Be familiar with Adult Learning techniques and the mechanics of the learning
process.

5. Apply effective strategies to impart information to others.

6. Familiarize the trainee with situations they may encounter and assist them in
developing appropriate responses and solutions.

Note: There may be instances when the only officer emergency situation
the trainee encounters is through verbal simulations and your experiences.
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B. Be Professional.

1. Maintain a good attendance record.

2. Observe work rules and hours. This expectation is for all employees, however
as a PSR HI, you are held to a higher standard.

3. Do not use profanity or inappropriate comments.

4. Social interactions shall not interfere with training.

5. Personal business shall be conducted on breaks or lunch periods.

6. Do not stretch from one position to another to hold personal conversations.

7. Do not communicate non-business related information verbally or digitally
while assigned a trainee.

C. Provide on-going instruction.

1. Maximize slow periods and review policy, terminology, and/or remediate
deficiencies.

2. Trainees should be instructed on the policy and procedure not an instructor’s
specific style.

D. Instructors shall be flexible in their teaching techniques. The longer a trainee has
been in training, the less an instructor should expect the trainee’s style of working to
change.

1. The goal is for the tasks to be completed efficiently and correctly.

2. Monitor the position under all circumstances and conditions. The Instructor
has the ultimate responsibility for what happens on the position.

3. Allow trainees to work the position as much as possible.

4. Be cognizant of the trainee’s performance level. Assume control of the
position when it becomes apparent the trainee cannot maintain the radio traffic
and you’re unable to coach them through the task.

5. Allow the trainee to resume control of the position as soon as possible.

6. Work a variety of positions that are consistent with the trainee’s level of
performance (i.e., single busy boards, tied boards or radio relief).
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n. Instructor and Trainee Relationships.

A. Respect the individuality and dignity of all employees. The relationship a trainee has
with their instructor is often critical to their success. Therefore, it is important that
instructors understand the following:

B. Do not verbally abuse or demean the trainee; publicly or privately. The instructor
should conduct themselves in a manner that will foster the greatest harmony and
cooperation.

C. Whenever possible, praise in public and correct in private.

D. Be aware of body language, frustration levels, and facial expressions. Sighing and
rolling your eyes may not be observed by your trainee; however others may observe
you.

E. Respect personal space and refrain from physical contact of any type.

F. Interact with the trainee as an adult. Be patient and understanding. The trainee may
make the same mistake more than once.

G. Be aware of the expectations documented in the performance objectives and be
cognizant of your personal expectation levels.

H. Instructors shall provide professional learning techniques; be objective, fair, and
devoid of personal favoritism.

I. Build and maintain a positive oriented work environment for your trainee.

1. Provide information and develop the skills necessary to perform the job
requirements.

2. When applicable explain why certain policies are used for clarification and to
prevent misunderstandings.

3. Information provided in the Simulator may need to be reiterated.

Supervisor, Instructor and Trainee Relationships.III.

Supervisors have the responsibility of overseeing operations and personnel, monitoring
the interaction of Instructors and Trainees, and maintaining the overall integrity of the
training program. Some of their roles and duties are:

A. Monitoring the progress of instructors and trainees and ensuring the Instructors
maintain objectivity.

B. Interacting with Instructors and Trainees on a regular basis for employee motivation,
development, and accurate performance evaluation.
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C. Assisting Instructor in preparation and presentation of training.

D. Routinely review the training program for effectiveness.

IV. Seven Qualities of Highly Effective Teachers.

A. Highly effective teachers care. They care about their students, their work and
themselves. They treat others with dignity; they respect others’ integrity. They give
high priority to benefiting others. They affirm others’ strengths and beings.

B. Highly effective teachers share. They share their knowledge, insights, and viewpoints
with others. Their willingness to share is a way of life for them. They don’t withhold
information for personal gain.

C. Highly effective teachers learn. They continually seek truth and meaning. They seek
to discover new ideas and insights. They reflect on their experiences and incorporate
the learning into their lives. They are willing to upgrade their skills. They continue
growing and developing throughout their lives.

D. Highly effective teachers create. They are willing to try the new and untested, to take
risks for worthy educational outcomes. Anything worth doing is worth failing at.
They are not discouraged by an occasional failure; they reframe the error as an
opportunity to do better as a result of the experience.

E. Highly effective teachers believe. They have faith in students. They trust students
and are willing to grant them freedom and responsibility. They hold high
expectations for their students, as well as for themselves.

F. Highly effective teachers dream. They have a vision of success. They are driven by
an image of excellence, the best that their innate abilities allow. They always seek to
improve, never being content with just “getting by” in teaching or in any other
endeavor.

G. Highly effective teachers enjoy. Teaching is not just employment to them; it is their
work. They throw themselves into it with vigor. They gain major satisfaction and
joy from it. And that joy often infects their students.

Adult Learning Theories.

Effective instruction involves understanding how adults will learn best. To ensure that
trainees are provided the necessary information to effectively perform the PSR
classification, instruction should be based on the following principles:

V.

A. Motivation-What motivates adult learners (i.e., a job, promotion, etc.). Instructors
can accomplish this by:

Establishing a positive rapport.
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Adjusting stress ieveis -If stress levels are too high; it becomes a barrier to
learning. Instructors can set goals, review expectations, provide positive
feedback and listen to the trainees ideas in relation to improving
performance.

Challenge the trainee by allowing them to work through busier periods
and correct their own errors without taking over the position.

During conference periods set agreed upon goals that may be above the
current performance standard.

B. Reinforcement - Provide positive reinforcement.

Give positive feedback; even if there is a task that was not completed.

Provide positive documentation on ratings.

Acknowledge accomplishments in a timely manner (verbally or written).

C. Retention-Repetitive practice.

Use flash cards during down time with common/uncommon terminology,

codes, incident types, etc.

D. Application-Repetitive application.

Use typing drills for speed and accuracy

NOTE: Instructors have the responsibility to impart knowledge,
provide guidance, and be a resource for trainees.

VI. The Evaluation Process

The evaluation process begins as soon as the instructor and trainee start working together.
As part of this rating process, the instructor must objectively assess the trainee’s performance
and follow the guidelines defined in the Performance Standards to determine whether or not
the standard of proficiency has been met. After assessing the trainee’s performance, the
instructor is required to provide a written report of what they have observed. These reports
are vital to the success of the training program and it is important that they be thorough and
accurate. Performance evaluations are used to:

Maintain records of employees and their performance.

Document training to minimize liability.

Provide documentation to justify actions taken by instructor and/or
supervisor.
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Provide instructors with a performance history.

Provide timely feedback to the trainee.

Identify training needs, performance deficiencies and corrective actions
taken.

Provide recognition of accomplishments, motivate positive performance
and set future performance goals.

VII. Writing the Probationary PSR Daily Report

The Daily will provide ongoing documentation of the trainee’s performance between
rating periods. It is imperative that they are completed accurately and without bias.
Generalized, unsupported statements must not be used. Anyone reading the daily report
should be able to understand what is written and if asked, be able to complete a bi-weekly
rating based on the documentation.

Specific entries are used to describe:

1. Task

a. What the trainee did or did not do

2. Intervention

a. What the instructor did to complete the task (How you intervened).

Example: Instructor coached through slow, moderate or busy period -or-
Instructor worked position to maintain position control.

3. Explained and Demonstrated

a. Refers to training given for a specific task or policy the trainee has not
previously encountered during hands-on training.

b. Documentation on the daily report should include the task or policy that has
been explained and demonstrated, the applicable rating section and the
number of minutes explained and demonstrated.

4. Proficiency

Proficiency is achieved when the trainee demonstrates the skills necessary to
consistently perform a task. If the opportunity to demonstrate proficiency in a
particular task is not encountered during hands-on training, training requirements
can be fulfilled by documenting simulations and/or written oral examinations
related to that task.
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5. Deficiency

a. A single, error does not necessarily constitute a deficiency, (instructor’s
judgment shall be used in determining this factor). Tf a trainee requires
frequent instructor intervention to consistently perform a task, the corrective
action should be considered remediation.

b. How did instructor correct deficiencies documented?

c. Correcting deficiencies. For every deficiency there should be some form of
remediation.

Example: Did the instructor conduct review, verbal quizzes, drills or
mock scenarios?

6. Remediation

a. Describes action taken to correct a performance deficiency and shall be
provided in any area identified as deficient.

b. Documentation and the number of minutes is required on all remediation
provided, whether you use quizzes or simulations.

NOTE: If the trainee is not deficient, the quizzes, mock scenarios, review,
etc. would be documented as “Explained/Demonstrated”.

7. Instructor Intervention

a. Allow trainees to work the position as much as possible.

b. Be cognizant of the trainee’s performance level. Assume control of the
position when it becomes apparent the trainee cannot maintain the radio traffic
and you’re unable to coach them through the tasks.

c. Allow the trainee to resume control of the position as soon as possible.

8. Trainee’s Response

a. It may be important to document the trainee’s response to training and
remedial efforts.

b. Document if the trainee is not receptive to instructions in actual quotes or
demonstrated negative action. Seek guidance from a supervisor for verbiage
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VIII. Probationary PSR Evaluation Report (Bi-Weekly)

The Probationary PSR Evaluation Report (Bi-Weekly) is used to summarize the strengths
and weaknesses of the trainee’s performance. It is completed at the end of the second and
fourth weeks of the Deployment Period (DP). Information documented on the Daily
Reports shall contain sufficient information to complete a Bi-Weekly Report.

The tasks that each trainee is expected to perform are listed on the bi-weekly face sheet.

A. Each task has a number in parentheses. The number represents the weeks of hands-
on training the trainee is expected to perform the task proficiently.

B. Proficiency or deficiency is documented the last working day of the
week being rated.

NOTE: Compliance with instructions, professional conduct, attitude,
punctuality and attendance are expectations from the date of hire.

A rating scale is also used for proficiency. The scale is used to most accurately describe the
employee’s performance. Performance is rated in the following categories:

A. Not applicable: The category does not apply to the trainee at their
level of hands-on training.

B. Not observed: The instructor did not observe the trainee perform in the category
being rated.

C. Proficient: The trainee has consistently met the standard for a particular task or skill
outlined in the Performance Standards.

D. Not Proficient: The trainee has not consistently met a standard for a particular task or
skill outlined in the Performance Standards. Remediation shall be provided.

Currently, trainees are expected to meet all performance standards for Radio Telephone
Operator (RTO) and Auxiliary Telephone Operator (ATO) by week 16. The goal is for the
trainee to be qualified in both positions by week 20.

For Emergency Board Operator (EBO) trainees are expected to meet all standards by Week 8
and be qualified by Week 9.

The Training Coordinator Officer (TCO) will determine if the trainee’s overall performance
is “Satisfactory” or “Unsatisfactory”. The following areas should be considered when
making an informed decision:

A. Severity and number of deficiencies.
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B. The number of deficiencies, whether critical or not, may prompt a TCO to give an
overall rating of Unsatisfactory.

Examples:

Unsatisfactory Bi-Weekly: Bi-Weekly documents 19 week RTO trainee;
proficient in all areas except speed and multi-tasking during busy periods.

NOTE: The TCO is responsible for serving “Unsatisfactory”
Bi-Weeklies.

Satisfactory Bi-Weekly: Bi-Weekly documents a 19 week RTO trainee; who
is proficient in all areas and the TCO is unable to monitor for qualification.

Documentation should be noted on the Bi-Weekly.

Request for RemediationIX.

It is important that trainees receive remediation on a regular basis, especially when there are
performance deficiencies. Any instructor or supervisor can request remediation for a trainee
by completing a Request for Remediation Form. The person completing the form should
address areas of remediation sign and give the form to the Radio Telephone Operator
Training Officer (RTOTO).

NOTE: The TCO is responsible for ensuring remediation is provided.

The RTOTO is responsible for providing or arranging remediation to be given. This can be
done by any instructor in a one-on-one or group setting.

Additionally, at least one remediation session per week for the first ten weeks of RTO
training shall be provided (normally conducted after roll call).

During these sessions, the RTOTO will:

1. Review the current weeks Performance Standards.

2. Review policies and procedures for current week tasks.

3. Review any subject(s) listed on the Request for Remediation forms.

4. Answer any general questions from the trainee.

5. Administer the weekly assessment test and review.
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When an RTOTO or other instructor provides remediation, the following tasks are
completed:

1. Group or Individual Review/Remediation form must be completed for each
attending trainee.

2. The presenting instructor must list the subjects covered and minutes spent on
each subject.

3. The “comments” section is used to note additional remediation needs or any
other pertinent information.

4. The form is signed by the trainee, instructor/RTOTO, and TCO.

5. A copy is provided to each trainee and added to the RTOTO files. The
original is forwarded to the Administrative Training Unit Probationary PSR
Coordinator.

X. Presenting the Bi-Weekly Evaluation

After writing the evaluation and obtaining all signatures, the instructor must review with the
trainee. The instructor should briefly cover all sections in general and expand on individual
topics as needed.

Before discussing the evaluation with a trainee, the instructor should:

1. Consider what the trainee should gain from the session.

2. Be familiar with all aspects of the trainee’s performance.
3. Anticipate the trainee’s potential reaction and be prepared to respond

appropriately.

4. Be specific. Don’t hint and expect the trainee to understand.

5. Present the evaluation in a timely manner.

6. Create a positive environment. Encourage discussion and actively solicit
feedback from the trainee.

7. Maintain confidentiality. Evaluations are confidential documents and cannot
be shared by the instructor with anyone who is not authorized to see them.

8. When a performance deficiency is noted, develop a corrective action plan with
the trainee.

9. Work with the trainee to set attainable goals.
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Whenever possible, begin and end the evaluation review sessions on a positive note. Set
realistic goals with the trainee and explain what is expected by the next evaluation. This will
help the trainee understand expectations and prevent misunderstandings.

The exchange of information is easiest when there are no interruptions, serve the evaluation
in private. The trainee will be more comfortable if they are assured their performance
deficiencies are not going to be discussed in front of their peers. If there is no alternative, a
satisfactory evaluation may be served at the position.

NOTE: Do not serve unsatisfactory ratings or ratings that are likely
to require in-depth discussion at the position.

An important reason for having an evaluation session is to keep an open line of
communication between the instructor and the trainee. By soliciting feedback and actively
listening, the instructor shows an interest in the trainee’s concerns. Be open, honest, and
direct; the trainee’s performance is unlikely to improve if they are unclear about
expectations. If a trainee is resistant or becomes confrontational with an instructor, the TCO
or a supervisor shall be included in the evaluation session.

Training Coordinators will become involved in presenting the bi-weekly when specific issues
must be addressed. These include addressing a trainee’s attitude, problems with the
instructor/trainee relationships, and negative performance. In these cases, the TCO,

instructor and trainee should review the bi-weekly in private.

XI. Qualifying the Trainee

Performance qualification can be conducted by any supervisor.

NOTE: RTOTO may monitor for qualification in the Auxiliary Telephone
Operator (ATO) phase only.

Once an instructor has identified that a trainee is ready for performance qualification, the
RTOTO will monitor to confirm proficiency. It is important that trainees be monitored in a
timely manner, and a minimum of three times, on three separate days for one hour each.

Each section of the qualification checklist for both RTO and EBO shall be signed off
separately. As supervisors make observations during the assessment monitoring, comments
shall be entered on the checklist. The supervisor may sign off on one section or several.

A PSR Assessment Monitoring Form, must be included for each monitoring, even if the

monitoring results in qualification. This form shall include the overall performance
(satisfactory or unsatisfactory), detailed comments including remediation if applicable.

When supervisors monitor trainees, the assessment shall be a fair, honest and accurately

depict an entry level performance. Review of the monitoring shall take place immediately
with the trainee away from the position.
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Recommendations on the PSR assessment form must be specific. If the trainee has been
monitored several times and is close to qualifying the recommendation should be “Continue
monitoring for qualification.” In rare instances the recommendation could be “Cease
training.” However, documentation should substantiate this recommendation.

The Qualification checklist and any additional assessment monitoring should be forwarded
to the Training Unit Administrative Section.

XII. Conferences

Instructor and trainee conferences are used to set training goals, discuss areas of deficiency,
and to motivate the trainee. Instructors and trainees are required to have a conference once a
week to review the trainee’s progress. The conference should last no more than 30 minutes.
The instructor and trainee will initial the conference log located in the RTOTO Watch
Handbook.

Xm. Instructor Roll Call

The Training Coordinator shall conduct one Instructor Roll Call each month. Roll Calls
should include but are not limited to:

1. Review of new Divisional Orders.

2. Review of inconsistent policies and procedures.

3. Review of Adult Learning Theories.

XIV. Instructor Evaluations

PSR HI Evaluation Forms are to be completed every Deployment Period by a Probationary
PSR who is assigned an instructor. The completion of the form is required and the
information provided is confidential. The completed Evaluation form will be used to obtain
objective feedback regarding the Probationer’s training experience and to identify training
issues and trends.

The Instructor Evaluation Form should be completed with thoughtfulness and honesty. It is
not the correct forum for reporting misconduct or making malicious statements.

1. It is suggested that the trainees be held over after roll call for the evaluations
to be distributed, completed and submitted.

2. The RTOTO shall track the collected sealed envelopes and then submit to the
Training Coordinator (TCO) for review.

3. The TCO’s review will determine the next step, address any negative or
positive comments, and document if necessary. A brief note by the TCO will
alert the Watch Commander and Training Unit that the instructor was advised
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or an action taken. Additionally, positive comments should be documented
and provided to the instructor.

4. Quarterly audits/review of the evaluations will determine if there is a pattern
or trend of negative remarks.

5. Misconduct will be handled according to Departmental policy and procedure.

6. The Watch Commander has the final review and will forward the Evaluations
to the Administrative Training Unit Probationary PSR Coordinator.

7. The Instructor Evaluations are kept in the Administrative Training Section.
An instructor may request to see their evaluations at anytime; however, a
supervisor must be present during the review.

NOTE: No copies of the PSR Ill’s Evaluations shall be made.
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TRAINING COORDINATION OFFICER (TCO) MANUAL
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I. Training Coordinator Officer (TCO) Duties

A. Administrative Duties

1. Supervision of instructors in your den and their trainees on the Watch.

2. Review ratings for thoroughness, accuracy and content.

3. Ensure ratings are submitted and served in a timely manner.

4. Monitor and/or conduct progress conferences once per Deployment Period

(DP).

5. Monitor trainees for qualification and complete qualification assessment

forms.

6. Conduct a minimum of two Instructor Roll Calls per DP.

7. Instructor Roll Calls should include training and/or updates related to the

Training Program.

8. Counsel instructors and trainees when applicable (including conferences).

9. Ensure remedial training is provided to trainees (Instructors when applicable).

10. Regular review of trainee’s status and/or progress.

11. Review Instructor Evaluations and take appropriate action when necessary.

Include positive and negative actions.

12. Complete performance assessments related to the termination procedures.

B. Instructor and Trainee Assignments

1. Prepare watch recommendations for each trainee and submit to the
Probationary Training Coordinator, Training Unit, prior to the Deployment
Meeting.

NOTE: Recommended assignments shall be based on training needs.

2. Instructor and trainee assignments that are changed due to personnel issues

shall be documented on Employee Comment Sheets (comment cards) for both

employees.

C. Instructor Roll Calls

1. Instructor Roll Calls should be conducted at least once a month.
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Roll Calls should include but not be limited to:

a) Review of new Divisional Orders.

b) Review of inconsistent policy and procedures.

c) Review of Adult Learning Theories.

D. Instructor Evaluations

PSR HI Evaluation Forms are to be completed every Deployment Period by a
Probationary PSR I who is assigned an instructor. The completion of the form is
required and the information provided is confidential. The completed Evaluation
form will be used to obtain objective feedback regarding the probationer’s
training experience and to identify training issues and trends.

The Instructor Evaluation Form should be completed with thoughtfulness and
honesty. It is not the correct forum for reporting misconduct or making malicious
statements.

1. It is suggested that the trainees be held over after roll call for the evaluations
to be distributed, completed and submitted. The forms should be submitted in
a sealed envelope.

2. The Radio Telephone Operator Training Officer (RTOTO) shall track the
collected sealed envelopes and then submit to the Training Coordinator (TCO)
for review.

3. The TCO’s review will determine the next step, address any negative or
positive comments, and document if necessary. A brief note by the TCO will
alert the Watch Commander and Training Unit that the instructor was advised
or an action taken. Additionally, positive comments should be documented
and provided to the instructor.

4. Quarterly audits/review of the evaluations will determine if there is a pattern
or trend of negative remarks.

5. Misconduct will be handled according to Departmental policy and procedure.

6. The Instructor Evaluations are kept in the Administrative Training Section.
An instructor may request to see their evaluations at anytime, however, a
supervisor must be present during the review.

NOTE: Copies of the PSR ITTs Evaluations shall not be made.
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II. Instructor and Trainee Relationships

Supervisors have the responsibility of overseeing operations, personnel and maintaining
the overall integrity of the training program. The interactions between instructors and
trainees should be closely monitored for effectiveness.

The following duties and responsibilities for supervisors ensure effective work
relationships:

1. Monitor the progress of instructors and trainees. Ensure that instructors

maintain objectivity. Should a loss of objectivity become apparent; counseling

shall be the first step and then additional action if necessary.

2. Supervisors will review trainee evaluations for content, accuracy, neatness,

attention to detail, punctuation and grammar. When an instructor has identified

a trainee’s performance as substandard, the supervisor shall ensure that there is

sufficient documentation to support the deficiency.

3. Supervisors must interact with instructors and trainees on a consistent basis.

The interaction is essential for employee motivation, development and accurate

performance evaluation. The interaction and observations of instructors will

determine if training is being provided in accordance with the Training Program

guidelines.

NOTE; Supervisors assigned as a TCO should also be familiar with the Instructor Manual
(Volume I, Section 210).
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STANDARD OF CONDUCT
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213 STANDARD OF CONDUCT

Department policy ensures a healthy working relationship is fostered among all employees. It is
essential that each employee perform to his/her fullest potential without bias or prejudices.

214 COURTESY

Effective law enforcement depends on a high degree of cooperation between the Department and
the public it serves. The practice of courtesy in all public contacts encourages understanding and
appreciation. Discourtesy breeds contempt and resistance.

Discourtesy by Department employees under any circumstance is indefensible.

Courtesy and Respect for Other Department Employees

The cosmopolitan nature of the City is reflected in the diversity of Department
employees. In such a diverse environment, biases or prejudices relating to factors such as
race, ethnicity, sex, age, economic status, position in the community, or employee status
with the Department must not be allowed to influence decision making or conduct
involving other employees. While employees are entitled to their personal beliefs, they
must not allow individual feelings or prejudices to enter professional contacts.
Employees must treat one another with respect and be constantly mindful that others have
emotions and needs as significant as their own.

I.

Respect for individual dignity is an integral part of the Department philosophy and must
be practiced by everyone. Each employee shall treat all persons with respect and
courtesy and will conduct themselves in a manner that will foster the greatest harmony
and cooperation between themselves and members of the Department.

Telephone Courtesyn.

The telephone is the primary method by which the services of the Department are
requested. All incoming telephone calls must be answered as promptly as possible to
determine if a need for police service exists and, if so, to provide the required service.

When answering any telephone call, employees shall:

• Greet the caller in a courteous manner.
• Identify the answering point (i.e., Area/division, unit, section, etc.).
• Identify themselves at all times (i.e., name, rank, or operator number).
• Ask to be of assistance.

Note: Specific guidelines are in place for answering primary and secondary telephone
lines.
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Employees shall make every reasonable attempt to supply information requested, provide
assistance or promptly refer the caller to the proper Department, or appropriate public or private
agency for assistance.

DEMEANOR215

One of the most important factors in job success is to have the right attitude. This is especially
true in Communications Division. An employee with a positive attitude will complete their tour
of duty without undue stress. There should be no need to take problems home, or to leave work
in an unsettled state. Conversely, an employee with a negative attitude may experience difficulty
completing their shift. It is essential that employees come to work with a positive attitude.

One of the rewards of being involved in police work is the self-satisfaction of performing a job
well done. Assignment as an Emergency Board Operator (EBO) offers employees an
opportunity to serve callers whose background, culture, education, and social and economic
status vary greatly. Some callers are polite and considerate, while others can be demanding and
difficult. Such a variety requires employees who are knowledgeable, professional and who
possess a special temperament, which will enable them to deal with all individuals in a calm and
efficient manner.

Employees should remember that difficult and highly emotional callers are inevitable. One
technique is to consider each call as a challenge and to attempt to leave the caller with a calmer
disposition.

Employees should strive to come to work with their mind free of distractions. An employee who
comes to work with distractions is more likely to lose patience with difficult callers and is less
likely to be helpful to anyone.

PROFANITY/INAPPROPRIATE LANGUAGE215.01

Profanity is language or behavior that is considered to be obscene, vulgar, rude or offensive.
What is offensive to someone may not be seen as offensive to someone else. Also, how offensive
something is varies from person to person. Profane or inappropriate language can be deemed as
appalling or disrespectful to those around us.

In order to maintain a professional working environment, the use of profanity and/or
inappropriate language on the dispatch floor is prohibited.

INTRADEPARTMENTAL COMMUNICATIONS216

The Department maintains and constantly strives to improve its Intradepartmental
Communications Network to provide rapid and efficient police response and to facilitate
management control. ALL DEPARTMENT COMMUNICATIONS INCLUDING RADIO.
TELEPHONE.TELETYPE.MAIL and E-MAIL are reserved for official business and are
not to be used for personal purposes.
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INTERNET/ELECTRONIC MAIL (E-MAIL) USAGE GUIDELINES216.01

The use of the Internet or e-mail on a Department computer shall be restricted to “official
Department business. Personal use of, or time spent for personal gain is prohibited. Violation of
any of these guidelines may be considered misconduct and may result in disciplinary action.

The guidelines are applicable to all City or Department-owned or controlled computers, (LAN,
Personal Computers and Laptops) and telephone lines. This includes access to computers at sites
and facilities that are owned, leased, rented, or utilized by Department employees.
Department employees utilizing the Internet or e-mail shall cooperate with any investigation
regarding the use of computer equipment.

Department employees shall not:

• Gain access to or transmit California Law Enforcement Telecommunications system
(CLETS) information through the Internet, including secondary dissemination of
Criminal history Record information through a communications media such as Internet e-
mail facilities and remote access file transfer;

• Conduct an unauthorized attempt or entry into any other computer, known as hacking,
which is a violation of the Federal electronic communications Privacy Act (FECPA) 18
United States Code 2510;

• Copy or transfer electronic files without permission from the copyright owner;

• Send, post, or provide access to any confidential Department materials or information;

• Send private or confidential e-mail as delineated in Department Manual Section 4/105.15;

• Transmit chain letters;

• Send threatening, slanderous, offensive, racially and/or sexually harassing messages; and,

• Represent oneself as someone else, real or fictional, or send messages anonymously.

Note: Use of the Internet for certain investigations may require a deviation from the Internet
guidelines. This could include the use of offensive language, impersonation, or use of an alias,
and the accessing or downloading of offensive or explicit material. When conducting a
Department authorized investigation that requires these tactics for investigative purposes, they
are not considered misconduct.

In addition to these general guidelines, employees utilizing the Internet axe advised that the
Department has the right to access all email files created, received, or stored on Department
systems, and such files can be accessed without prior notification. (Department Manual Section
3/788.40)
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216.02 REQUIREMENT FOR PERSONNEL TO CHECK DEPARTMENT
EMAIL DURING EACH WORK DAY

All CD personnel are required to log onto the GroupWise Department email application, via a
hard-wired or WLAN workstation, at least once during each scheduled shift. Employees are
responsible for reading each email and taking appropriate action when required.

When an email is opened, an automatic date and timestamp is saved, documenting when a
specific employee read the email. Therefore, once an employee opens an email, he/she is
responsible for the content.

GroupWise WebAccess is available at each WLAN workstation on the Dispatch Floor, via
Internet Explorer (IE). A Quicklink titled “Novell GroupWise” has been placed on the IE
Favorites Bar. GroupWise can also be accessed directly at from any
Department computer.

217 PROPER USE OF OFFICIAL CORRESPONDENCE

All correspondence pertaining to police matters shall be handled in the manner outlined in the
Clerical Operations Sections, Volume 5, of the Department Manual. Under no circumstances
shall any employee of this Department communicate relative to such matters other than through
the Commanding Officer of the Division to which he/she is assigned.

The official letterhead of the Department is the stationery bearing the Department Seal,
surmounted by the words “Los Angeles Police Department.” This letterhead shall be used when
corresponding to government agencies, other City departments and the general public.
Intradepartmental Correspondence, Form 15.2, shall be used when corresponding to other
Divisions and Units of the Department. Such forms shall always be reviewed by the Division
Commanding Officer. An employee of lesser position may initiate the form; however, the
Division Commanding Officer must appear as the correspondent.

Under no circumstance shall any personal correspondence appear on official Department
stationery letterhead or intradepartmental correspondence.
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GENERAL MANAGEMENT PROCEDURES
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MEMORANDUM OF UNDERSTANDING (MOU)301

A Memorandum of Understanding (MOU) is a written memorandum jointly prepared and
approved by the Department and the City Council on which agreement is reached through
meeting and conferring between the City’s management representatives and representatives of a
recognized employee organization.

Note: When a provision of MOU conflicts with the Department Manual, the MOU shall take
precedence. Any further questions or concerns, employees should reference the current
MOU.

ABSENCES FROM DUTY302

SICK LEAVE302.01

Sick leave benefits are provided to ease the financial burden of employees who are required to be
absent from duty because of a legitimate illness or injury to themselves or a family member.
When ill and unable to report for work, an employee shall contact a supervisor or the watch
commander at least one hour prior to the start of his/her watch to report his/her absence.

Employees must maintain a satisfactory attendance record, as free as possible from absences for
any reason. The Department conducts annual audits and employees who have inappropriately
used sick leave, may be subject to disciplinary action.

Any employee who is absent from work in excess of three days for an illness or injury shall
provide a doctor’s certificate indicating the need for absence from duty. The Commanding
Officer or designee, at their discretion, may request a doctor’s certificate or other proof of illness
at any time.

Note: Immediate family for the purpose of this section shall include the parent, father-
in-law, mother-in-law, sibling, spouse, child, grandparent, grandchild, stepparent,
and stepchildren of any employee of the City. The domestic partner of the
employee, a household member (any person residing in the immediate household
of the employee at the time of the illness/injury) and the parent, child, grandchild
of an employee’s domestic partner.

PREVENTIVE MEDICINE302.02

Employees are allowed to use 24 hours of one hundred percent (100%) sick leave each year to
secure preventive medical treatment. This may be used for medical, optical or dental treatment
for the employee and for the members of the employee’s immediate family. Consult the current
MOU, Article 35 for further information.
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302.03 FAMILY ILLNESS

The aggregate number of working days allowed in any one calendar year with full pay shall not
exceed twelve (12) days. Such practice of allowance for leave for illness in family shall be in
accordance with Section 4.127 of the Los Angeles Administrative Code (LAAC). Upon the
adoption of a child, an employee will be permitted to use twelve (12) days of family illness sick
leave. Consult the current MOU, Article 36 for further information.

303 LEAVE OF ABSENCE

A leave of absence is considered to be any period of time which an employee is absent from
work except for daily lunch and approved rest breaks. A leave of absence may be granted for
compelling personal reasons. The review and final decision concerning each request will be
based on merit of the individual request, the effect on the Department’s operation, and the
availability of replacement personnel who can perform the required duties in a satisfactory
manner.

Employees requesting a leave of absence shall complete a Request for Leave of Absence, Form
1.36, stating the reasons for the leave, accurate dates and any substantiating documents.
Communications Division, Commanding Officer, may grant a leave of absence for up to 15 days.

A leave of absence which must be taken without pay are the following: educational purposes,
outside employment, to work for an employee organization or joint council of employee
organizations, leave pending outcome of workers’ compensation appeal, personal, and leave
pending Retirement Board approval of retirement and military (exceeding 30 days in one fiscal
year).

Requests regarding a leave of absence for educational purposes shall be considered when full-
time enrollment as a student increases the employee’s value to the Department, increases the
proficiency of duty performance, or enhances the employee’s promotional opportunities.

A leave of absence (other than sick leave and vacation) which can be taken with pay are the
following: jury duty, official meetings, workers’ compensation and military leave (not more than
30 days in one fiscal year).

303.01 SCHEDULE CHANGES FOR PERSONAL BUSINESS

Management may allow an employee time off with pay, not to exceed eight hours in any one
payroll period for personal business (except for changes on the 9/80 day off or the split day)
provided that such time off so allowed shall either be made up in full within the same workweek
that time is taken or charged against the employee’s accrued and unused vacation or overtime
bank on an hourly basis. Employees on a FLSA 7(b) work period shall either make up this time
in full within the same pay period that the time is taken (as long as hours worked do not exceed
56 hours in a workweek or 12 hours in a day) or charged against the employee’s accrued and
unused vacation or overtime bank on an hourly basis.
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303.02 MATERNITY LEAVE

A maternity leave of absence shall be granted upon written request of a pregnant employee for
the period of time which the employee has been certified by a physician as unable to work. An
employee shall submit to her commanding officer three copies of a Request for Leave of
Absence, Form 1.36. This shall be accompanied by a private physician’s written statement of the
approximate delivery date. The request shall be submitted at least three and one-half months
before the anticipated delivery date. The maximum length of maternity leave shall not exceed
one year.

FAMILY LEAVE303.03

Employees may be granted up to four months (nine [9] pay periods) of family leave for
childbirth, adoption or serious illness of a family member in a 12 month period. Consult the
current MOU for further information.

BEREAVEMENT LEAVE303.04

Employees are allowed bereavement leave for deaths within their immediate family.
Bereavement leave is a fully paid leave of absence for a maximum of three working days for
each occurrence of a death in the employee’s immediate family. Simultaneous, multiple family
deaths will be considered as one occurrence.

Upon approval, an employee who has accrued sick leave will be allowed sick leave with full pay
not to exceed two working days per occurrence for the purpose of bereavement leave if it is
necessary for the employee to travel a minimum of 1,500 miles one way. Consult the current
MOU for further information.

Employees are encouraged to contact the Employee Assistance Unit (EAU) to help deal with any
problems they are experiencing due to death. Resources available through the Employee
Assistance Unit include Chaplains, Peer Counselors, Funeral Coordinator, Family Support
Program, Managed Health Network and Financial Counseling Team.

ABSENCES DURING PROBATIONARY PERIOD303.05

In the event a probationary PSR is absent in excess of seven calendar days (in the aggregate,
does not have to be consecutive days) except for vacation or time off for overtime, that PSRs
probationary period shall be extended by the entire period or periods missed. This includes the
number of days an employee is on restricted duty because of an injury on duty (IOD), illness or
pregnancy. Absences such as military leave, family illness leave, or bereavement leave shall
also be included as time off that will be considered an extension of probation.

Note: Holiday and regular days off, falling within the period of absence or restricted duty, shall
be calculated as an absence, provided they do not fall at the beginning or end of the
period.
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303.06 EXTENDED ABSENCE

An employee desiring a leave of absence for a period of 16 days or more, but not to exceed one
year shall submit a Request for Leave of Absence, Form General 38, together with a Request for
Leave of Absence, Form 1.36, to the General Manager, Personnel Department, for approval.

An employee, who has an extended absence of 60 calendar days or longer and plans to return to
work, must request to meet with his/her Commanding Officer immediately upon returning to
work. The employee shall assist the Commanding Officer in identifying ones needs and
accomplish all reintegration tasks as directed by the Commanding Officer.

An employee granted a leave of absence without pay that exceeds 30 days, but is less than one
year shall, prior to the effective date of the leave, surrender all City-owned property in the
employee’s possession to his/her immediate supervisor. The immediate supervisor shall ensure
that all City-owned property in the possession of the employee is surrendered and held in the
Commander Officer’s Administrative Office for safekeeping pending the return of the employee.

303.07 MILITARY LEAVE

An appointing authority must grant a military leave to any employee who enlists or is drafted,
whether or not the employee has passed probation. Employees who are called to active duty
with the Armed Forces of the United States and who have served one year continuously with the
City or who have one year combined military and City Service, are entitled to a 30 calendar day
leave of absence with pay each fiscal year.

Employees are not entitled to their base salary or 30 days, if under disciplinary suspension at the
time he or she enters active duty. Upon completion of 30 calendar days of active duty, City
employees called for military duty are to receive the difference, if any, between their military
earnings (including house and dependent allowances) and their regular city salary. The 30 days
must be used for either temporary or extended active duty, or a combination of both, but may not
exceed a total of 30 calendar days for both in any one fiscal year. Attendance at reserve drills is
not considered active duty.

In order to secure such leave of absence, an employee shall, upon the receipt of written orders to
report for active duty within the Armed Forces of the United States, report this information to
his/her commanding officer. The employee shall deliver three certified copies of his/her military
order to the Records Unit, Personnel Division, where the application for the leave of absence will
be completed.

Note: Only a regular or reserve commissioned officer of the United States Armed Forces may
certify military orders.

In the event an employee remains in the Armed Forces more than one year, written application to
the Personnel Department shall be made each succeeding year for extension of the leave of
absence.
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304 JURY SERVICE

Upon being summoned the employee shall, as soon as possible, submit a copy of the summons to
his/her supervisor, who shall submit a copy to the Project Unit Deployment Coordinator. If the
concerned Commanding Officer determines that an excuse or deferment is not necessary, the
employee shall report for jury duty.

Employees attending jury duty are also “on-duty” working for the Department, and shall conduct
themselves accordingly. If an employee does not have to attend jury duty on a regularly
scheduled court day or any part of the day, the employee shall notify his/her supervisor as soon
as practicable to receive a duty assignment. If deployment needs permit and the employee so
desires to be excused from his/her duty assignment, the employee may use any time off to which
he/she is entitled.

Upon completion of jury service, the employee shall obtain a copy of his/her "Certification of
Jury Service” form from the Clerk of the Court. This form should be turned in to the supervisor
on the first day the employee returns to work. The employee shall present the attendance record
to his/her supervisor within five days.

Employees who are duly summoned to court for performing jury service or who are nominated
and selected to serve on the Grand Jury shall receive his/her regular salary. Jurors receive
mileage compensation and a daily attendance fee. Employees receiving such compensation
shall, within ten working days of receiving compensation, cash the check and forward to Fiscal
Operations Division a personal check, money order, or personally deliver cash in the amount of
the compensation. Fiscal Operations Division will then issue a receipt to the reporting employee.

Note: If the employee used his/her personal vehicle, the employee shall retain mileage fees.

Should any employee fail to reimburse jury attendance fees as required by this section, within 30
days from the last day of jury service, the Department shall notify the Controller who shall
deduct an equivalent amount from said person’s paycheck.

Watch Commander’s ResponsibilityI.

Upon being presented a jury duty summons by an employee, the concerned Watch
Commander shall determine if a deferral of jury duty is preferable based on deployment
needs. The Watch Commander shall inform the employee that the request for deferral
and copy of the summons will be forwarded to the Commanding Officer.

The Watch Commander, or his/her representative, shall meet with the employee before
the start of jury duty to review their duties and responsibilities while on jury duty.

The Watch Commander shall monitor timekeeping entries for employees on jury duty
status, to ensure compliance with Department timekeeping policy and procedures.
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Commanding Officer’s ResponsibilityII.

Upon receipt and review of the Watch Commander’s request, the Commanding Officer
will initiate correspondence to the concerned jury commissioner, requesting the
employee’s jury duty service be deferred.

If a reply from the jury commissioner is not received prior to the employee’s first
scheduled day of jury duty, the Commanding Officer, or his/her representative, shall
telephonically contact the office of the jury commissioner to ascertain whether the
employee’s jury service has been deferred.

SUBPOENAS/CIVIC DUTY304.01

Any employee who is served a subpoena by a court of competent jurisdiction or an
administrative body to appear as a witness during his/her scheduled working period (unless he or
she is a party to the litigation or an expert witness), shall be granted time off with pay. Any
witness fees received by the employee receiving regular pay be paid to the City and deposited in
the General Fund (as with jury service fees). This is not applicable to an appearance for which
the employee receives compensation in excess of his/her regular earnings. Any money received
as compensation for mileage is not to be considered as part of the employee’s pay for these
purposes.

A court of competent jurisdiction is defined as a court within the county in which the employee
resides or, if outside the county, is within 150 miles of the employee’s residence.

COURT APPEARANCE/DEMEANOR304.02

Occasionally, PSRs may receive a subpoena to appear in court and testify on work related issues.
This may include, but is not limited to, translating information contained in Communications
Division records (i.e., comment section of the incident). Employees are reminded that they
represent the Los Angeles Police Department and Communications Division when appearing in
court and shall be appropriately attired as follows:

Female PSRs shall wear either their full uniform (i.e., tie, pants/skirt, long/short sleeve
blouse and jacket) or business attire.

Male PSRs shall wear either their full uniform (i.e., tie, pants, long/short sleeve shirt and
jacket) or a business suit.

1.

2.

Note: Under no circumstances are employees to wear casual attire, (i.e., denim
material, sandals, shorts, sweat-pants/shirts, etc.) when appearing in court.

It is recommended that employees who are served with a subpoena to appear in court prepare for
their testimony by contacting the Deputy District/City Attorney indicated on the subpoena.

When appearing in court, employees should have their subpoena on hand for reference.
Employees may review the audiotape prior to their appearance if they are able to provide the
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date/time of occurrence and/or the requesting attorney’s name, etc., to the Communications
Division Tape Custodian.

ON-CALL STATUS FOR ON-DUTY EMPLOYEES304.03

Employees on the on-call status shall advise the Communications Division Watch Commander
and notify the Subpoena Control Officer of his/her “on-call” status.

On-duty day watch employees who are on call for court shall report to roll call for normal duty
assignment. Employee’s “on-call” status will terminate at 1300 hours unless the employee is
notified that it has been extended. On-duty employees shall not submit an overtime request for
on-call status.

304.04 ON-CALL STATUS FOR OFF-DUTY EMPLOYEES

An off-duty employee, at the employee’s option, may report to court when subpoenaed or remain
on call. If the employee elects to appear in court, the division supervisor must be notified, at the
latest, one administrative day prior to the scheduled court appearance.

If the employee wishes to remain on call, the employee must be able to appear in court no more
than one hour after being notified that the employee’s appearance is required in court. If the
employee appears in court more than an hour after having been notified, this will void the
employee’s right to on call compensation. An employee need not remain at home, but must be
available for telephone notification at a location where the supervisor knows the employee can
be reached.

305 ATTENTION TO DUTY

The workload operations in the Metropolitan Communications Dispatch Center (MCDC) and
Valley Communications Dispatch Center (VCDC) are such that it is essential for all personnel to
be attentive and available to handle any routine or emergency requests for service. Personnel
within the MCDC/VCDC must not engage in activities that will impede their attention to duty or
access to the console.

Reading is permitted as long as the material does not exceed 8 Vi X 11 when closed and is not
offensive. Knitting, crochet and needlepoint are permitted as long as the material does not
interfere or obstruct the console screens and its accessories (i.e., mouse, Genovation Key Pad).

Employees wishing to use personal computers for Department Business shall submit their
request on an Employee’s Report Form 15.7 to their Commanding Officer. The Employee
Report should describe the functions to be performed by the computer and the objectives to be
achieved. Under no conditions will video games or movies be allowed in the MCDC/VCDC.

If at any time these activities result in a substandard performance by any employee, supervisors
have the authority to suspend the privilege at their discretion. Instructors and trainees engaged in
training are not permitted to participate in such activity.
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306 AREA LIAISON PROGRAM

The CD Area Liaison Program was established to facilitate the exchange of information between
CD and Area station personnel. This is accomplished by the assigned Police Service
Representative (PSR) making periodic visits to his/her designated Area station, conducting roll
call training, answering questions and clarifying CD procedures for field personnel, attending
community meetings, participating in “ride-a-longs,” and other related activities.

Area Liaison Officer-in-Charge (QIC) Duties and Responsibilities:I.

A. The Area Liaison OIC shall be responsible for overall program application and
coordination. They shall ensure that all Area Liaison assignments are filled at all
times.

NOTE: The Area Liaison OIC position is appointed by the Commanding
Officer, Communications Division.

1. All vacancies shall be filled as soon as possible after the vacancy exists.

2. Senior PSR/Bureau Coordinator vacancies will be selected by the Area
Liaison OIC in conjunction with the Assistant Commanding Officer (ACO).

3. Selection and de-selection of Area Liaison PSRs shall be at the discretion of
the Area Liaison OIC or Bureau Coordinator.

B. Bureau Coordinators and/or the Area Liaison OIC shall review Area Liaison Reports
and are encouraged to add comments or recommendations.

C. Area Liaison topics of discussion shall be forwarded to the Bureau Coordinator in
order to develop future lesson plans.

Senior PSR I/Bureau Coordinator Duties and Responsibilitiesn.

A. One Senior PSR I shall be assigned to coordinate the liaison program for each
geographic Bureau and handle issues or problems from the Metropolitan or Valley
Communications Dispatch Center (MCDC/VCDC) as they arise. The Senior PSR I
shall be known as the Bureau Coordinator.

B. Bureau Coordinators may spend one day at an Area within their assigned Bureau.
This may include roll call training, supervisor meetings, or Basic Car Plan meetings.
Bureau Coordinators may establish liaison with Watch Commanders in their assigned
Bureau, as well as with the concerned Community Relations Office so that
involvement in community meetings can be initiated. A CD Watch Commander may
accompany a Bureau Coordinator during a visit to an Area station.
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