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9-1-1 Center
801.1   PURPOSE AND SCOPE
This policy establishes guidelines for the basic functions of 9-1-1 Center. It addresses the
immediate information needs of the Department in the course of its normal daily activities and
during emergencies.

801.1.1   CERTIFICATION STANDARDS
This policy contains content that pertains to Ohio Collaborative Law Enforcement Agency
Certification (OCLEAC) Standards.

See attachment: OCLEAC Standards Compliance Checklist 5-19-2020.pdf

801.2   POLICY
It is the policy of the Girard Police Department to provide 24-hour telephone service to the public
for information and for routine or emergency assistance.

The Department provides two-way radio capability for continuous communication between 9-1-1
Center and department members in the field.

801.3   9-1-1 CENTER SECURITY
The communications function is vital and central to all emergency service operations. The safety
and security of 9-1-1 Center, its members and its equipment must be a high priority. Special
security procedures should be established in a separate operations manual for 9-1-1 Center.

Access to 9-1-1 Center shall be limited to 9-1-1 Center members, the Shift Sergeant, command
staff and department members with a specific business-related purpose.

801.4   RESPONSIBILITIES

801.4.1   DISPATCH SUPERVISOR
The Chief of Police shall appoint and delegate certain responsibilities to a Dispatch Supervisor.
The Dispatch Supervisor is directly responsible to the Uniform Patrol Bureau Commander or the
authorized designee.

The responsibilities of the Dispatch Supervisor include, but are not limited to:

(a) Overseeing the efficient and effective operation of 9-1-1 Center in coordination with
other supervisors.

(b) Scheduling and maintaining dispatcher time records.

(c) Supervising, training and evaluating dispatchers.

(d) Ensuring the radio and telephone recording system is operational.

1. Recordings shall be maintained in accordance with the established records
retention schedule and as required by law.
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(e) Processing requests for copies of 9-1-1 Center information for release.

(f) Maintaining 9-1-1 Center database systems.

(g) Maintaining and updating 9-1-1 Center procedures manual.

1. Procedures for specific types of crime reports may be necessary. For example,
specific questions and instructions may be necessary when talking with a victim
of a sexual assault to ensure that his/her health and safety needs are met, as
well as steps that he/she may take to preserve evidence.

2. Ensuring dispatcher compliance with established policies and procedures.

(h) Handling internal and external inquiries regarding services provided and accepting
personnel complaints in accordance with the Personnel Complaints Policy.

(i) Maintaining a current contact list of City personnel to be notified in the event of a utility
service emergency.

801.4.2   ADDITIONAL PROCEDURES
The Dispatch Supervisor should establish procedures for:

(a) Recording all telephone and radio communications and playback issues.

(b) Storage and retention of recordings.

(c) Security of audio recordings (e.g., passwords, limited access, authorized reviewers,
preservation of recordings past normal retention standards).

(d) Availability of current information for dispatchers (e.g., Shift Sergeant contact, rosters,
member tracking methods, member contact, maps, emergency providers, tactical
dispatch plans).

(e) Assignment of field members and safety check intervals.

(f) Emergency Medical Dispatch (EMD) instructions.

(g) Procurement of external services (e.g., fire suppression, ambulances, aircraft, tow
trucks, taxis).

(h) Protection of essential equipment (e.g., surge protectors, gaseous fire suppression
systems, uninterruptible power systems, generators).

(i) Protection of radio transmission lines, antennas and power sources for 9-1-1 Center
 (e.g., security cameras, fences).

(j) Handling misdirected, silent and hang-up calls.

(k) Handling private security alarms, if applicable.

(l) Radio interoperability issues.

801.4.3   DISPATCHERS
Dispatchers report to the Dispatch Supervisor. The responsibilities of the dispatcher include, but
are not limited to:

(a) Receiving and handling all incoming and transmitted communications, including:
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1. Emergency 9-1-1 lines.

2. Business telephone lines.

3. Telecommunications Device for the Deaf (TDD)/Text Telephone (TTY)
equipment.

4. Radio communications with department members in the field and support
resources (e.g., fire department, emergency medical services (EMS), allied
agency law enforcement units).

5. Other electronic sources of information (e.g., text messages, digital
photographs, video).

(b) Documenting the field activities of department members and support resources (e.g.,
fire department, EMS, allied agency law enforcement units).

(c) Inquiry and entry of information through 9-1-1 Center, department and other law
enforcement database systems (e.g., Bureau of Motor Vehicles (BMV) records, Ohio
Law Enforcement Automated Data System (LEADS) and NCIC).

(d) Monitoring department video surveillance systems.

(e) Maintaining the current status of members in the field, their locations and the nature
of calls for service.

(f) Notifying the Shift Sergeant or field supervisor of emergency activity, including, but
not limited to:

1. Vehicle pursuits.

2. Foot pursuits.

3. Assignment of emergency response.

801.5   CALL HANDLING
This department provides members of the public with access to the 9-1-1 system for a single
emergency telephone number.

When a call for services is received, the dispatcher will reasonably and quickly attempt to
determine whether the call is an emergency or non-emergency, and shall quickly ascertain the
call type, location and priority by asking four key questions:

• Where?

• What?

• When?

• Who?

If the dispatcher determines that the caller has a hearing and/or speech impairment or disability,
he/she shall immediately initiate a connection with the individual via available TDD/TTY equipment
or Telephone Relay Service (TRS), as mandated by the Americans with Disabilities Act (ADA).
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If the dispatcher determines that the caller is a limited English proficiency (LEP) individual, the
dispatcher should quickly determine whether sufficient information can be obtained to initiate
an appropriate response. If language assistance is still needed, the language is known and a
language-appropriate authorized interpreter is available in 9-1-1 Center, the dispatcher should
immediately connect the LEP caller to the authorized interpreter.

If no authorized interpreter is available or the dispatcher is unable to identify the caller’s language,
the dispatcher will contact the contracted telephonic interpretation service and establish a three-
party call connecting the dispatcher, the LEP individual and the interpreter.

Dispatchers should be courteous, patient and respectful when dealing with the public.

801.5.1   EMERGENCY CALLS
A call is considered an emergency when there is an immediate or potential threat to life or serious
property damage, and the timely arrival of public safety assistance is of the utmost importance. A
person reporting an emergency should not be placed on hold until the dispatcher has obtained all
necessary information to ensure the safety of the responding department members and affected
individuals.

Emergency calls should be dispatched immediately. The Shift Sergeant shall be notified of pending
emergency calls for service when department members are unavailable for dispatch.

801.5.2   NON-EMERGENCY CALLS
A call is considered a non-emergency call when there is no immediate or potential threat to life
or property. A person reporting a non-emergency may be placed on hold, if necessary, to allow
the dispatcher to handle a higher priority or emergency call.

The reporting person should be advised if there will be a delay in the dispatcher returning to the
telephone line or when there will be a delay in the response for service.

801.5.3   STATE-MANDATED NOTIFICATION
Dispatchers who receive a call about an apparent drug overdose should make reasonable efforts,
upon the caller’s inquiry, to inform the caller about the immunity from prosecution for minor drug
possession (ORC § 128.04).

801.6   RADIO COMMUNICATIONS
The police radio system is for official use only, to be used by dispatchers to communicate
with department members in the field. All transmissions shall be professional and made in a calm,
businesslike manner, using proper language and correct procedures. Such transmissions shall
include, but are not limited to:

(a) Members acknowledging the dispatcher with their radio identification call signs and
current location.

(b) Dispatchers acknowledging and responding promptly to all radio transmissions.

(c) Members keeping the dispatcher advised of their status and location.
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(d) Member and dispatcher acknowledgements shall be concise and without further
comment unless additional information is needed.

The Dispatch Supervisor shall be notified of radio procedure violations or other causes for
complaint. All complaints and violations will be investigated and reported to the complainant’s
supervisor and processed through the chain of command.

801.6.1   FEDERAL COMMUNICATIONS COMMISSION COMPLIANCE
Girard Police Department radio operations shall be conducted in accordance with Federal
Communications Commission (FCC) procedures and requirements.

801.6.2   RADIO IDENTIFICATION
Radio call signs are assigned to department members based on factors such as duty assignment,
uniformed patrol assignment and/or member identification number. Dispatchers shall identify
themselves on the radio with the appropriate station name or number, and identify the department
 member by his/her call sign. Members should use their call signs when initiating communication
with the dispatcher. The use of the call sign allows for a brief pause so that the dispatcher
 can acknowledge the appropriate department member. Members initiating communication with
other law enforcement or support agencies shall use their entire radio call sign, which includes
the department station name or number.

801.7   DOCUMENTATION
It shall be the responsibility of 9-1-1 Center to document all relevant information on calls for service
or self-initiated activity. Dispatchers shall attempt to elicit, document and relay as much information
as possible to enhance the safety of the member and assist in anticipating conditions that may be
encountered at the scene. Desirable information would include, at a minimum:

• Incident control number.

• Date and time of request.

• Name and address of the reporting person, if possible.

• Type of incident reported.

• Involvement of weapons, drugs and/or alcohol.

• Location of incident reported.

• Identification of members assigned as primary and backup.

• Time of dispatch.

• Time of the responding member’s arrival.

• Time of member’s return to service.

• Disposition or status of reported incident.
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801.8   CONFIDENTIALITY
Information that becomes available through 9-1-1 Center may be confidential or sensitive in nature.
All members of 9-1-1 Center shall treat information that becomes known to them as confidential
and release that information in accordance with the Protected Information Policy.

Automated data, such as BMV records, warrants, criminal history information, records of
internal police files or medical information, shall only be made available to authorized
law enforcement personnel. Prior to transmitting confidential information via the radio, an
admonishment shall be made that confidential information is about to be broadcast.

801.8   TRAINING AND CERTIFICATION
The Dispatch Supervisor shall ensure that all dispatchers receive initial and ongoing training (ORC
§ 4742.01 et seq.; OAC § 5507-1-07).

Training shall include providing notice to individuals who call about an apparent drug overdose of
the immunity from prosecution available under ORC § 2925.11 (ORC § 128.04).

801.8.1   TRAINING STANDARDS
Dispatchers should acknowledge in writing that they received annual training and testing to
become proficient in:

• Obtaining complete and accurate information from callers requesting law enforcement
assistance.

• Accurately classifying and prioritizing requests for assistance.

• Obtaining and accurately relaying information that may affect responder and/or citizen
safety.
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STANDARDS COMPLIANCE CHECKLIST  

 
This document shall accompany all agency compliance submissions consisting of agency directive(s) and 
proofs of compliance documentation specific to each standard. 

The agency directive and associated compliance documentation shall: 

1) Adequately cover each standard and associated bullet; 

2) Be clearly marked with each standard number and bullet, and; 

3) Include an explanation in the space provided for any areas where compliance could not be met. 

Any submissions not meeting the above criteria will be forwarded to a subject matter expert for assistance and 
may result in a delay in the agency obtaining Ohio Collaborative Certification. 

STANDARD 8.2015.1 

USE OF FORCE / DEADLY FORCE 

The agency maintains a Use of Force / Deadly Force written directive that includes: 

 a. policy statements in support of the Ohio Collaborative guiding principles; 

 b. when a written report shall be conducted; 

 c. investigation / report reviews for policy compliance; and 

 d. annual read and sign and testing over directive content for sworn agency personnel. 

GUIDING PRINCIPLES 

USE OF FORCE 

Employees may only use the force which is reasonably necessary to effect lawful objectives including: effecting 
a lawful arrest or overcoming resistance to a lawful arrest, preventing the escape of an offender, or protecting 
or defending others or themselves from physical harm. 

USE OF DEADLY FORCE 

The preservation of human life is of the highest value in the State of Ohio. Therefore, employees must have an 
objectively reasonable belief deadly force is necessary to protect life before the use of deadly force. Deadly 
force may be used only under the following circumstances: 1. to defend themselves from serious physical injury 
or death; 2. to defend another person from serious physical injury or death; or 3. In accordance with U.S. and 
Ohio Supreme Court decisions, specifically, Tennessee v. Garner and Graham v. Connor. 

 For agency completion: Agency compliance feedback for Use of Force / Deadly Force 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       
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STANDARD 8.2015.2 

RECRUITMENT AND HIRING 

The agency maintains a Recruitment and Hiring directive that includes: 

 a. policy statements in support of the Ohio Collaborative guiding principles; 

 b. establishment of an agency recruitment plan; 

 c. establishment of agency EEO plan; 

 d. identification of sworn officer applicant qualifications; 

 e. identification of sworn officer application and selection process; 

 f. annual review of agency hiring and recruitment process; and 

 g. initial read and sign over agency hiring and recruitment directive, for applicable personnel. 

 

 
GUIDING PRINCIPLES 

The goal of every Ohio law enforcement agency is to recruit and hire qualified individuals while 
providing equal employment opportunity. Ohio law enforcement agencies should consist of a diverse 
workforce. Communities with diverse populations should strive to have a diverse work force that 
reflects the citizens served. 

Non-discrimination and equal employment opportunity is the policy. Law enforcement agencies shall provide 
equal terms and conditions of employment regardless of race, color, religion, sex, sexual orientation, gender 
identity, age, national origin, veteran status, military status, or disability. This applies to all terms or conditions 
associated with the employment process, including hiring, promotions, terminations, discipline, performance 
evaluations, and interviews. 

Agencies should utilize due diligence in ensuring that their prospective employees have the proper 
temperament, knowledge and attitude to handle this very difficult job. Agencies should have appropriate 
mechanisms in place in order to achieve this mission. Further, agencies should ensure their employment 
requirements are related to the skills that are necessary to be a successful employee. 

 For agency completion: Agency compliance feedback for Recruitment and Hiring Standard 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       

  



 

CJS 0204 4/18 [760-1583]   Page 3 of 5 

STANDARD 8.2016.3 

COMMUNITY ENGAGEMENT 

The agency maintains a written directive on Community Engagement activities that includes: 

 a. policy statements in support of the Ohio Collaborative guiding principles; 

 b. identification of agency specific programs; 

 c. methods for sharing and receiving information within the agency’s service area; and 

 d. initial read and sign over agency community engagement directive for all agency personnel.  

GUIDING PRINCIPLES 

Agencies shall utilize proven strategies or develop their own strategies that are focused on community 
engagement. Examples may include: youth programs, educating the community on police policy and 
procedures, educating officers about the community they serve, sharing , receiving and providing information to 
the public, jointly identifying areas of concern, and communicating, when appropriate, significant changes in 
agency operations or other areas. 

The intent of this standard is to establish agency accountability for the community involvement function in 
writing. The function should be developed and operated to effectively meet the needs of the agency, with 
consideration of the department size and budget, as well as the community it serves. 

 For agency completion: Agency Compliance Feedback for Community Engagement 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       

STANDARD 12.2016.4 

BODY WORN CAMERAS 

If applicable, the agency maintains a written directive on Body Worn Cameras that includes: 

 a. the purpose and organizational philosophy regarding use in support of the Ohio Collaborative guiding principles; 

 b. requirements and restrictions for activation and deactivation of the device; 

 c. criminal and administrative use of the camera captured data; 

 d. data storage, retention and disclosure requirements reflective of public records law and privacy concerns; 

 e. requirements for a documented review of camera captured data; and 

 f. initial read and sign for users and supervisors 

 

GUIDING PRINCIPLES 

Agencies utilizing body worn cameras must develop strong and consistent policies that provide guidance to 
their personnel as to the appropriate use of body worn cameras. Policies need to address, at a minimum, 
activation and deactivation, auditing, storage, retention, public records and releases video related to victims, 
especially child victims, injured victims, victims of sexual assault and other privacy concerns. It is recognized 
the audio and video data is viable recorded evidence that may provide a means of accountability for those 
officers and the public. It is also recognized the audio video data may not be an accurate reflection of all that is 
involved with an incident. Audio video data cannot reflect the human cognitive conditions associated with officer 
in public contact. Additionally, A/V shall not supersede the principles established by Graham v. Connor. 

 For agency completion: Agency Compliance Feedback for Body Worn Cameras 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       
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STANDARD 12.2016.5 

LAW ENFORCEMENT TELE-COMMUNICATOR TRAINING 

If the agency employs Tele-communicators, as defined by ORC 4742.01, the agency must ensure a training 
program and directives exist to allow for Tele-communicators to be proficient in:  

 a. obtaining complete and accurate information callers requesting law enforcement assistance; 

 b. accurately classifying and prioritizing requests for assistance; and 

 c. obtaining and accurately relaying information which may affect responder and / or citizen safety. 

GUIDING PRINCIPLES 

Training shall meet and support minimum standards as established by legislation for 911 call centers and public 
safety answering points (PSAPs). 

 For agency completion: Agency Compliance Feedback for Tele-communicator Training 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       

STANDARD 3.2017.6 

BIAS FREE POLICING 

The agency maintains a written directive on Bias Free Policing that includes: 

 a. policy statements in support of the Ohio Collaborative guiding principles; 

 b. training on bias based profiling issues and relevant legal aspects; 

 c. corrective measures to address violations of this policy to include a Supervisor’s review and discipline on 
violations to the policy; 

 d. data collection on all self-initiated traffic stops; and 

 e. annual administrative review that is made available to the public. 

GUIDING PRINCIPLES 

Criminal Profiling, in itself, can be a useful tool to assist law enforcement officers in carrying out their duties. 
Officers shall not consider race / ethnicity to establish reasonable suspicion or probable cause, except that officers 
may take into account the reported race / ethnicity of a potential suspect(s) based on trustworthy, locally relevant 
information that links a person or persons of a specific race / ethnicity to a particular unlawful incident(s).  

Law enforcement agencies should prohibit the use of any bias based profiling in its enforcement programs, as it 
may lead to violations of the constitutional rights of the citizens served, undermine legitimate law enforcement 
efforts and may lead to claims of civil rights violations. Additionally, bias based profiling alienates citizens, 
fosters distrust of law enforcement by the community and may result in media scrutiny, legislative action and 
judicial intervention. 

Law enforcement personnel should focus on a person’s conduct or other specific suspect information. Annually, 
the agency should include profiling related training that should include field contacts, traffic stops, search issues, 
asset seizure and forfeiture, interview techniques, cultural diversity, discrimination and community support. 

 For agency completion: Agency Compliance Feedback for Bias Free Policing 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       

 

  

http://codes.ohio.gov/orc/4742.01v1
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STANDARD 3.2018.7 

INVESTIGATION OF EMPLOYEE MISCONDUCT 

The agency maintains a written directive on Investigations of Employee Misconduct that includes: 

 a. policy statements in support of the Ohio Collaborative guiding principles; 

 b. describe formal complaint process, outline how and where to file a complaint; 

 c. outline procedures for accepting, processing, and investigating the complaint; 

 d. have a timeline for the resolution of the complaint; 

 e. include safeguards to protect legal and contractual rights of employees; and 

 f. ensure the public has access to complaints and / or commendations through social media or the agency’s 
community relations programs. 

GUIDING PRINCIPLES 

A well-constructed complaint process is an integral tool in community-police relations. There is a significant impact 
when a community knows and understands its concerns can be legitimately addressed in a proper setting. 
Further, officers can be better served when they can refer aggrieved individuals to a trusted process. Neither 
officers nor community members benefit from attempts to have concerns addressed and redressed during a traffic 
stop or in the midst of an incident. It may prove beneficial for law enforcement agencies to reach out to community 
members in an effort to publicize, promote and develop processes that are mutually beneficial to all. 

 For agency completion: Agency Compliance Feedback for Investigation of Employee Misconduct 

Written directive meets all bullets (if no, explain):       

Supporting compliance documentation meets all bullets (if no, explain):       

 
AGENCY NAME 

      

O.R.I.# 

      

AGENCY CONTACT 

      

CONTACT # 

      

 


