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Introduction

A previous TELEMASP Bulletin (March/April, 2002)
found that approximately 80% of all citizens’ calls-
for-service were non-critical in nature, whereas the
remaining 20% required immediate dispatch (Lee,
2002). Likewise, many researchers have insisted that
it is a fact of police life that between 80 to 90% of all
citizen-initiated calls-for-service are of a non-crimi-
nal or non-critical nature (Bracey, 1996; Kenney &
More, 1986; Lee, 2002).

Implemented in the early 1980s, Differential Police
Response (DPR) is designed to maintain an optimum
balance between too many requests for police ser-
vices and too few resources. DPR’s intention is to
(1) decrease operating costs; (2) decrease the ratio of
patrol officers to citizen-initiated calls; (3) decrease
the speed of response time due to a strong system of
internal processing, dispatch, and deployment; (4)
decrease the number of calls needing an immediate
response; and (5) increase available time for commu-
nity policing and crime prevention (Lee, 2002; Wor-
den & Mastrofski, 1998).

In DPR, two basic strategies used to cope with calls-
for-service are “delay” and “relief.” Delaying re-
sponse attempts to relieve the patrol force of sending
a sworn officer to immediately handle demands for
service amid the constraints of available resources

(Lee, 2002; Worden & Mastrofski, 1998). Relief re-
sponses include dispatching civilian responders in-
stead of sworn officers, taking reports by telephone,
having citizens mail in reports or come to the station to
complete them, routing requests directly to specialist
police units (instead of sending a patrol officer first),
referring requests to non-police service sources, and
declining to provide service altogether (Lee, 2002).

Role of Call-Takers

It is obvious that not all calls are the same nor do
they require similar responses. But who is to decide
how to sort the calls in terms of priority, and probably
more important, who is to decide what calls will be
answered and which ones will not? (Kennedy, 2002).
DPR increases the burden of complaint diagnosis on
the call-taker, because fewer calls will automatically
receive an immediately dispatched officer (Worden &
Mastrofski, 1998). The call-takers play two signifi-
cant roles. First, through standardized procedures,
they classify calls. Call classification is not, however,
necessarily obvious. Discretion must be employed.
Second, in addition to the appropriate classification
of calls, they decide if dispatch of a patrol unit should
be delayed (Lee, 2002). The distribution of service
depends on the evaluation of call-takers. Although
some systems do not, others allow the call-takers
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