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V.  Calltaker Operations. 

 

   A.   Answering Point Unit (APU) Operations. 

 

  1.   Telecommunicators must sign into the Vesta system using their designated   

                                     dispatcher number preceded by the assigned function code. 

 

  2.   Telecommunicators must sign out of the system when leaving the   

              console and at the conclusion of the shift. 

 

   B.   Special Circumstances. 

 

  1.   When receiving an operator referral, which will be indicated by a display  

   similar to "911-0933" "NO ALI AVAILABLE", ask the operator for the  

   calling party's telephone number.  The operator will have this available.  Do 

                                     an ANI/ALI request before you release the 9-1-1 circuit. 

 

   2.   On ten digit emergency calls without caller ID and requiring an incident        

                                     generation, if the incident is at  the same location as the calling party,              

                                     perform an ANI/ALI request using the reporting party's (RP) telephone          

                                     number. 

 

3. If call was misdirected use the appropriate transfer key.  After the proper 

connection has been made, you may release the call unless you determine 

that the ANI/ALI information might be critical to the telecommunicator 

receiving the transfer call.     

 

  4.   Processing hang-up calls. 

 

a. All 9-1-1 hang-up calls will be dispatched to the appropriate agency. 

 

b. Ten digit hang-up calls will be called back and if suspicious               

            dispatched following 9-1-1 hang-up procedure. 

 

   c.   Immediately call back the ANI as listed. 

 

   d.   When there is an answer on the callback, determine the nature of the  

    call (testing the phone, accidental, etc).   

 

 1)   Have the RP verify ANI/ALI information.  

 

 2) Be very cautious of domestic disturbances, burglaries, or any  

              other possible crimes in progress.   
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  a) Listen for background noise or other clues, which  

    may lead you to conclude that an emergency exists.   

 

  b) If a crime in progress is suspected, keep the party on  

    the phone if possible.  

 

  c) Inform law enforcement of your suspicions by  

    placing relevant information in the incident mask  

    text.   

 

 3)   If accidental, note in text and send to dispatch.  

 

   e.   If the line is busy on the call back or there is no answer, enter the  

    ANI/ALI  information in CAD and generate a 9-1-1 hang-up call  

    incident. 

 

   f. If on callback, the phone is answered by an automated answering  

system consistent with a commercial entity, a practical attempt to reach 

a representative shall be made.  This can often be done by pressing 

zero.   

 

               g.   If an actual incident is occurring, modify the nature code of the  

    original incident to indicate the problem. 

 

  5.   Procedure for handling 9-1-1 wrong numbers. 

 

   a.   If a caller stays on the telephone and reports that 9-1-1 call is a  

    mistake, no incident need be processed unless the telecommunicator  

    perceives a problem.  i.e.:  shouting in the background, caller upset,  

    etc. 

 

               b.   On all 9-1-1 wrong numbers, the telecommunicator should verify  

    ANI/ALI. 

 

  6.   Questionable ANI/ALI displays or errors. 

 

   a.   Complete an ANI/ALI correction form and print form. 

 

 7.   Improper use of 9-1-1 emergency lines by field users will be reported to the  

   Platoon Leader. 

 

          8.   Location information for 9-1-1 calls received from County CENTREX lines  

   may be found in the CENTREX directory available from the Shift   

   Supervisor. 



05/22/06 
 

3 

  

 

     C.   Processing Incidents though Computer Aided Dispatch (CAD). 

 

  1.   Calltakers must log into CAD with their dispatcher number and password  

   prior to taking any calls. 

 

  2.   Calltakers must log out of CAD when leaving the position. 

 

  3.   Any incident that requires a response from field personnel will be entered  

   into the CAD system using the Incident Mask. (Exception K-1) 

 

              4.   The telecommunicators job is to obtain as much relevant information as  

   necessary, type code the call correctly, dispatch the appropriate resources  

   and supplement relevant information to responders to assist in the safe  

   completion of the process. 

 

  5.   The location of the incident. 

 

               a.   When indicated, the telecommunicator may use the F3 function to  

    transmit the location info from ALI into the Incident Mask. 

 

              b.   On a ten digit call, the ANI/ALI should be run if the RP's location is  

    the same as the incident location.  Again, the F3 function should be  

    used to automatically set up the received time function in CAD.  

 

              6.   Immediately upon entering a location a geo-base file verification should be  

   performed. 

 

    When Premise Information is attached to the address, this               

                                                information will appear in the bottom half of the screen under the   

                                                Incident History Mask. 

 

  7. Exact address/Commonplace Verification 

 

   a. The first question asked is where.   

 

    1) It is necessary to determine the location before "what" in 

      case the connection is lost.   

 

    2) Even if "where" is the only information you have, you will 

                                                            be able to send assistance.   

 

   b. Location will be verified by at least one of the following:     
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1) ANI information. 

 

a. If the RP is not certain of the address prompt them and 

      verify using another means if time permits.   

 

b. Be aware that the RP may not know the address of a 

business or may not know the municipality.  It is 

important to know what an RP may call an area and 

assist them to get a response quickly.   

 

    2) Common Place   

     

a. A commonplace name identifies any location frequently  

      referenced by name rather than address such as: a point 

      of interest, landmark, major building, business, school, 

      park, etc.  

 

b. A commonplace corresponds to an exact street address 

      in the CAD.  Once a commonplace is verified in CAD 

      attempt to verify the address with the RP.     

 

c. If the appropriate commonplace name appears in the 

      geofile, it should be the choice used for verification. 

 

    3) Cross streets 

 

a. Location verification information presented in the CAD  

system should be confirmed verbally by checking the 

given intersections/cross streets with the reporting 

party.     

 

     b.  Ask the reporting party for the nearest intersection to the 

          incident location.  DO NOT suggest an intersection on   

                     the first attempt. 

 

     NOTE: Remember to refer to other resources in order to assist 

                    with verifications such as the map book, the mapping 

                                                               terminal, your training and your Platoon Leader. 

 

EXAMPLE: 

 

CALLTAKER: “What is the nearest intersection to your house?” 

 

RP:   “G.O. Carlson Boulevard.” 
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CALLTAKER: (Using CAD information)  “Are you between G.O. Carlson    

   Boulevard and East Lincoln Highway?” 

 

RP:   “Yes.” 

 

   

d. If the reporting party is unable to provide the nearest 

      intersection quickly, it is then appropriate to assist the 

      RP by providing the intersections as shown in CAD and 

      have the reporting party confirm it. 

 

    NOTE: If you have a problem ascertaining a good      

     location, notify the Platoon Leader immediately  

     for help!  DO NOT waste time! 

    

  8. Wildcard Search 

 

   a. If an exact address or commonplace name cannot be   

   verified, the next choice for location verification is the   

   wildcard search. 

 

   b. Street name search using a wildcard character (*) allows   

   for the  user to enter a street name, such as "*MAIN ST,"   

   and the system will search the block face file for any record  

   matching "MAIN ST."  You will receive a listing up to   

   fifty (50) choices displaying all street number ranges. 

 

   c. As in the exact address interrogation, proper confirmation   

   of intersections is essential. 

  

  9. Limited Access Roadway  (LAR) verification. 

 

   a. A "true" Limited Access Roadway is a freeway, turnpike,   

    highway or other major roadway that has a fixed divider and           

                                                limited access that necessitates a special response based on the       

                                                direction of travel and position between roadway access points       

                                                (on/off ramps).  

 

   b. Every street and roadway in the County geobase file has been         

                                                placed in the LAR file and may be accessed through this format.  

 

   c. The LAR format will be used for location verification purposes      

                                                when an incident is/has occurred on the open roadway with no        
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                                                available exact address or commonplace to verify on. 

 

  10. Intersections 

 

   a.   Intersection  verifications  should  only be  used  when  the 

    incident is/has occurred directly at that point or within very   

    close proximity. 

 

   b. An intersection is a location where two streets come together.  An  

                                                overpass or underpass is NOT an intersection and will not verify    

                                                using the intersection format.  Use the LAR format. 

 

   c.   Use of an intersection as a verified location  followed  by   

    directions to a second location is not acceptable.  Use the   

    LAR format. 
 

               NOTE:   Depending upon the incident nature, the time spent attempting a location  

   verification search must be balanced with the need for rapid response.  Other 

   methods (telephone call to the appropriate agency dispatcher, Platoon Leader 

   intervention, etc) may need to be considered as a faster alternative in certain 

                                    emergency situations. If fire/EMS calls are overridden they require a box        

                                    number. 

 

  11.   An action code may be placed in the incident mask to allow for special  

   processing. 

 

   a.   The action code field is normally left blank for routine processing. 

 

               b.   On "E Priority" calls dispatch needs to be initiated before all the  

    details about an incident are recorded: 

  

    1)   An incident with details to follow is initiated by typing, at a  

     minimum,  the location, incident type, the telephone number  

     from which the call is being made, and an action code of  

     "D" in the incident mask. 

 

    2)   After sending, the incident mask is redisplayed and   

     preformatted for entry of supplemental information.  All  

     information except for text is also redisplayed in the incident  

     mask. 

 

    3)   If the action code "V" is used instead of  "D" following entry, 

     the Vehicle/Suspect Mask will be displayed.  Once the  

     vehicle/suspect information is entered, the original Incident  
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     Mask is redisplayed to the telecommunicator preformatted  

     for entry of supplemental information. 

 

  12.   Duplicate incident checking. 

 

   a.   Before an incident is accepted by CAD, a search is performed to  

    determine if the incident being entered may be a duplicate of any  

    active incident. 

 

   b.   If possible duplicates are found, the calltaker is alerted by a   

    POSSIBLE DUPLICATES display that lists each possible duplicate  

    incident in summary form. 

 

   c.   Calltakers can determine if an incident is a duplicate by carefully  

    comparing the information provided by CAD.  If a duplicate is  

    discovered the calltaker will type in the corresponding number and  

    send it.  If a duplicate is not found the calltaker will type in "A" and  

    send it to generate a unique incident. 

 

  13.  "Location Information" is an optional field used to further define the initial  

   destination for dispatched services.  On alarm calls, the telephone number of 

   the alarm location can be placed here. 

 

              NOTE:  It is not validated against the geo-base file. 

 

  14.  The "Name" field is used to the record the name of the reporting party.   

   Names should be in a standardized format of:  LAST, FIRST, MIDDLE. 

   

            15.  The "Addr" field is used to record the home address of the reporting party  

   when it is different from the incident location.  If the RP is representing a  

   business, the business address may be recorded here. 

 

  16.  The "PH" field is used to record the telephone number at which the   

   reporting party may be reached. When multiple numbers are needed the  

   second may be put in the text field.   

           

     17.  The "Text" field is used to record additional information or details relative to 

   the incident. 

 

   a.   The data entered into the "text" field is sent to the dispatcher and is  

    recorded with the incident entry. 

 

   b.   If more text is required than will fit into the initial incident mask,  

    additional information may be added once the incident is entered  
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    using the action code procedure. 

 

           18.  The "Rsp" (response requirement) and the "Pri" (priority) fields are NOT to  

   be used by calltakers. 

 

      D.   Ascertain descriptions using approved formulas: 

 

  1.   Persons - Sex/Race/Age - head to toe, inside out.   

           

            2.   Vehicles - CYMBALS(.) process: 

 

                         C = Color 

                         Y = Year 

                         M = Make/Model 

                         B = Body style 

                         A = Additional features 

                         L = License 

                         S = State (.) = DOT (direction of travel) 

 

      E.   All calls requesting emergency medical assistance will be handled using the Criteria  

             Based  EMD Dispatch Cards along with the appropriate pre-arrival instructions per  

  EMD training.  Refer to Section III I.  

    

     F.   Reporting Party In Danger / Can They Get Out? 

 

  1.   If yes:  Have the reporting party exit. 

 

  2.   If no: 

 

         a.   Ascertain location of the incident.   

 

             b.   Determine the specific location of the reporting party. 

 

             c.   Send the incident to dispatch using the "D" action code. 

 

   d.   Advise the reporting party to remain in the specific location unless in 

    immediate danger. 

  

                    e.   Maintain contact with the RP as long as safely possible. 

  

             f.   Provide assistance and information to the RP. 

 

             g.   Reassure the RP that you sent the information to the dispatcher. 
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    h.   Notify supervisory personnel and keep other telecommunicators  

    informed. 

 

     G.   Handling TDD/TTY/TEXTPHONE calls. 

  

  1.   When a TDD caller taps on their TDD space bar, the phone should   

   automatically switch to the TDD function.  

 

  2.   ALL silent calls should be treated as TDD calls.  Place the APU in TDD  

   mode and the first a predefined message will be sent. 

   

   NOTE: DO NOT just type on YOUR space bar - remember that  

   the person on the other end of the line might be hearing impaired!  

 

  3.   The person on the other end of the conversation should begin typing a  

   message. 

 

  4. By typing messages back and forth, interrogate the RP as you would any  

   individual requesting assistance. 

 

     NOTE:  You have been trained to recognize and communicate with a  

   caller who is using American Sign Language (ASL) grammar.  An   

   interrogation with this caller type will require the use of the appropriate  

   process. 

 

  5.   Use the following protocol when taking turns typing messages: 

 

           GA - at the end of each statement, means GO AHEAD. 

 

               QQ GA - at the end of a question means you are asking a questions and to  

   GO AHEAD with the answer. 

 

   SK GA - at the end of a statement means you have finished your telephone   

                                                      conversation (STOP KEYING) and to GO AHEAD. 

 

               SKSK - at the end of a telephone conversation means to disconnect. 

 

  6.   It is recommended that the calltaker stay on the phone until field personnel  

   have arrived if it is safe for the reporting party to do so. 

 

          7.   The 610-344-6440 line is a designated TDD line and is to be answered  

   appropriately by a calltaker. 

 

8. There may be circumstances when a post-lingual deaf caller may request to   
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communicate using Voice Carry Over (VCO).  This means that the caller     

will be able to talk to the calltaker, but the calltaker must use the TDD to 

type questions and information to the hearing impaired caller.  The calltaker 

must switch between  the APU's TDD mode and voice mode to handle the 

interrogation. 

 

 

 

 H.   Handling Foreign Language Callers. 

 

  1.   If a caller is non-English speaking, the calltaker will conference the caller  

   with the AT&T Language Line Interpreter.  The calltaker will perform a  

   complete interrogation. 

 

  2.   If permission is requested by a field user to use Language Line turn the call  

   over to the Platoon Leader. 

 

  3.   The responsibilities of the telecommunicator are: 

 

   a.   Be specific in requests to Language Line. 

    

   b.   Let the interpreter know as much as you believe is pertinent about  

    each call. 

    

   c.   Take the lead.  Interpreters will repeat what the calltaker says. 

    

   d.   Don't assume the interpreter or non-English speaker knows more  

    than what the calltaker tells them. 

 

    1)   Brief the interpreter. 

 

    2)   Have the interpreter brief the non-English speaker. 

 

  4.   Over-the-phone language identification. 

 

   a.   Consider the languages that are most common in Chester County. 

 

   b.   Ask the non-English caller if they speak the language you think most 

    likely.  Say the language name in English. 

 

   c.   Don't spend too much time attempting to identify an unknown  

    language. 

 

   d.   Advise the non-English speaker to "Wait please," or "Hold, please  



05/22/06 
 

11 

  

    while I get an interpreter on the line." 

 

   e.   Use the LANGUAGE LINE one button transfer key to connect to      

                                                  AT&T Language Line. 

 

   f.   If you need help identifying the language: 

 

    1)  If you are not sure what language you need, tell the answer  

     point you need assistance in identifying the language. 

 

    2)   DO NOT guess the language without telling the answer point 

     you are making a guess. 

 

    3)   Tell the answer point you don't know the language but offer  

     any suggestions you may have. 

 

    4)   Give the answer point any pertinent information you may  

     have about the non-English speaker.  Answering point will  

     stay on the line make sure that you have been connected to  

     the proper interrogator. 

 

   g.   Processing an AT&T Language Line call. 

 

    1)   Answer point will pick up and say, "Language please." 

 

    2)   Calltaker will identify language if able to do so. 

 

    3)   Answer point will ask, "Your client ID please." 

 

    4)   Calltaker will answer, "Our client ID is 907038." 

 

    NOTE:  Client ID number is for DES use only and WILL NOT  be    

                                                 given to any outside agency. 

 

    5)   Answer point will ask, "What is your organization name?" 

 

    6)   Calltaker will reply, "Chester County Emergency Services." 

 

    7)   Answer point will ask, "What is your personal code?" 

 

    8)   Calltaker will reply with their telecommunicator number. 

 

    9)   On emergencies a message will then state, You have reached  

     an emergency service.  Someone will be right with you."   
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     This message repeats in ten different languages. 

 

              10)   A voice will then state, "Go ahead please.  Interpreter is on  

     the line." 

 

     I.   Alarm companies. 

 

  1.   When an alarm company is reporting an activation, the incident number  

                                     supplied by CAD will be given to the alarm company operator. 

 

2. The alarm company operator is to be instructed to refer to the incident 

number if calling back about the alarm. 

 

3. If an alarm company reports an Automatic Fire Alarm and has spoken with a 

responsible party on scene with the proper code and the responsible party 

knows what caused the alarm with no fire emergency then the NOTIFFC 

type code may be used for the incident. 

 

     J.   Staying on the phone for a police in-progress incident. 

 

  1.   When handling a police "E" priority incident, stay on the phone with the  

   reporting party (if it is practical and safe for RP to do so) until police   

              contact with the reporting party has been made. 

 

  2.   Continue to update conditions to the dispatcher by using the "D" command  

   in the action code and then supplement using the “S” command.  

 

  3.   Dispatchers have the option of requesting that the reporting party be   

   transferred to them.  This is done at the dispatcher's discretion, not the           

                                     calltaker.  The following are the guidelines: 

 

                 a.   Internal Transfer  

 

                   1)   The dispatcher will advise the calltaker to transfer the call to  

     them. 

 

                   2)   The calltaker will advise the RP they will be transferred to  

     the dispatcher. 

                     

                   3)   The calltaker will select the EmerTransfer button.. 

 

4) The calltaker will then double click the appropriate district 

             emergency line.      
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  5)   Once the dispatcher answers, the calltaker may give a  

   briefing if needed and release the call. 

 

             K.   Special Handling of Pennsylvania State Police (PSP) calls. 

 

  1.   PSP 

 

   a.   All law enforcement only incidents received on the Emergency ACD 

                                                  for municipalities whose primary police coverage is the                      

                                                  Pennsylvania State Police at Embreeville or Avondale may be           

                                                  transferred to the appropriate State Police Barracks.   

 

   b.   After announcing the transfer the calltaker is to release the call  

    immediately. 

 

   c.   These incidents will not be entered into CAD. 

 

  2.   Part-time Departments 

 

   a.   ALL incidents that are received for those municipalities whose          

                                                  primary police coverage is a part-time police agency will be entered  

                                                  into CAD regardless of whether the part-time agency is on  or off      

                                                  duty.                   

 

             Refer to Section III, D.1.        

 

L. Special Handling of West Chester Boro/East Bradford Twp and West Goshen  

            Police Calls. 

 

  1.   All law enforcement only incidents received via phone for West Chester 

    Borough/East Bradford Township will be transferred to West Chester 

    Police.  After transferring a call to the West Chester dispatcher, the calltaker 

    may stay on the line to assist with ANI/ALI information if needed.  The 

    calltaker should disconnect as soon as practicable. 

 

  2. All law enforcement only incidents received via phone for West Goshen       

     Township will be transferred to West Goshen Police.  After transferring a     

       call to the West Goshen dispatcher, the calltaker may stay on the line to         

                                     assist with ANI/ALI information if needed.  The calltaker should disconnect 

                                     as soon as practicable. 

 

             Refer to Section III, D-1. 

 

  3. All combined incident calls will be entered into CAD. 
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     M.   Transferring of incidents to centers/agencies not directly dispatched by   

  this center is permitted. 

 

           EXAMPLE:  Pennsylvania Turnpike, Pottstown Pd (For 17Pd), Berks County 

   

When a location is verified for an incident Out-Of-Jurisdiction, the confirmation 

line will have "OOJ" in red letters.  Transfer to the appropriate dispatch center, by 

the call taker, is permissible.  

   

     N.   Municipal Ordinance Requests. 

 

  1.   All requests for information about municipal ordinances, such as open  

   burning, trash collection, curfew, etc., should be referred to the proper  

   municipal agency.   

 

  EXAMPLES: 

 

       a.   A curfew question should be referred to the police department 

    public business number. 

 

       b.   An open burning question/problem should be type coded as   

    NOTIFFM to be referred to the local FM. 

 

       c.   A trash problem should be referred to the municipal administration. 

 

  2.   It is not within the responsibility of a DES employee to relate or interpret  

   legal resolutions. 

 

  3.   In ALL cases, a full and complete interrogation should be made to insure  

   that the nature of the request is administrative, not service oriented and  

   requiring an immediate dispatch. 

 

 O.  Controlled burns will be entered into the Burn File. 

 

  1.   Call up the Burn Mask by typing in BURN and Shift F7. 

 

  2.   Place an “I” in the function code box to insert a new record. 

 

  3.   Enter mandatory information. 

 

   a.   Location of burn (burn address) including municipality. 

 

   b.   Name, address and phone number of . 
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  4.   Remind the RP to call back when the burn is completed. 

 

5. To note the end of a burn, recall the record by typing in an R in the function 

code box with identifying information (this will usually be the address). 

Place a slash after the initial text, type “completed” and note the time.  

 

  6.   Place a “U” in the function code box to update the record 

 

 

          P.   Hazardous Materials Incidents. 

 

  1.   After determining the location, the telecommunicator will attempt to   

   ascertain: 

 

   a.   Safety of the reporting party. 

 

   b.   If there are any injuries. 

 

   c.   If fire is involved. 

 

   d.   Visible conditions: 

 

    1)   Leakage or spill. 

 

    2)   Cloud or plume. 

    

   e.   Material identification by asking: 

 

    1)   The four digit ID number on a placard or orange panel; or 

 

    2)   The four digit ID number (after UN/NA) on a shipping  

     paper; or 

 

    3)   The name of the material on a shipping paper, placard or  

     package; or 

 

    4)   The descriptions of the placards that may be visible to the  

     reporting party. 

 

        NOTE:   DO NOT ask the RP to approach the material to  

      obtain information. 

 

   f.   If the driver or operator of a vehicle involved in a HAZMAT is  
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     available to come to the phone. 

 

  2.   If the product is unknown and placard information is unavailable, the            

                                      telecommunicator should attempt to determine: 

 

   a.  Shipper or manufacturer. 

 

   b.  Container type. 

    

   c.  Rail car or truck number. 

 

   d.  Carrier name. 

 

   e.  Consignee (purchaser). 

   

               f.  Local conditions. 

 

  3.  Notify the Platoon Leader immediately. 

 

     Q.   Vehicle Lockout Procedure. 

          

           An incident will be generated and dispatched to the appropriate municipal police  

  agency, except as follows: 

 

  1.   For West Chester Borough/East Bradford Township, the call will be   

   transferred or conferenced to the West Chester police dispatcher. 

 

          2.   For Pennsylvania State Police primary coverage area: 

 

   a.   If on 9-1-1, transfer to the appropriate barracks. 

 

   b.   If on ten digit, enter into CAD and dispatch. 

 

  3.   Child locked in a vehicle/house with imminent danger or potential danger. 

 

               a.   Child locked in a vehicle with or potential imminent danger is type  

    coded as OTHERES. 

 

                             b.   Child locked in house with or potential imminent danger is type  

    coded as RESDRES. 

 

 R.   Visiting Nurse Requests 

 

          1.   When a call is received from a visiting nurse at a patient's residence: 
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               a.   Place the name of the nurse in the NAME field. 

 

               b.   The nurses' company name is to be placed in the ADDR field. 

 

               c.   The residence name where the nurse is calling from is to be placed in 

    the LOC INFO field. 

  

                  EXAMPLE:  Smith residence 

           

  2.   This is being done to eliminate the confusion when searching for the   

   residence name for dispatch, this way it will always be in the same place on  

   every incident. 

 

  3. EMD pre-arrival instructions may be offered. 

 

 S. Carbon Monoxide Alarms 

 

 When receiving a call, except from an alarm company or third person, regarding a 

 CO alarm activation the following procedure will be followed: 

 

1. Enter the call as per procedure. 

 

2. Instruct the reporting party to exit the location if it is safe for them to do so. 

 

3. DO NOT instruct the RP to open windows or otherwise ventilate the   

  area. 


