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MEMORANDUM


Date:

November 7, 2008




To:

Kathleen M. Falk, Executive

From:

Kathy M. Krusiec, Interim Director



Public Safety Communications

RE:  

Investigation of Calls to Lake Edge Park

As directed, we have conducted an internal investigation into the department’s handling of calls received on November 3, 2008 to Madison’s Lake Edge Park.

Consistent with past practice, the operations manager assigned a communications supervisor to investigate the matter.

Records reviewed included the following:

· Staffing and scheduling documents

· Telephone recordings and call detail logs

· Computer-Aided Dispatch (CAD) incident, unit history, transaction and message logs

· Radio recordings

· Applicable policies, procedures, protocols and other practices

Interviews were also conducted with appropriate staff.

The following conclusions were reached:

1. The initial call taker properly processed and classified the initial call, which came in on a non-emergency line, as a noise complaint.
2. The initial call taker incorrectly made assurances to the caller that someone would “absolutely” be dispatched.
3. Madison Police Department (MPD) officers were not dispatched to the noise complaint during the interval between the first and second calls, due to lack of officer availability, lack of available police radio airtime and MPD dispatching guidelines.  At best, only about a three minute period existed when two officers were available and emergencies were not occurring on the radio.  The communicator was occupied during this time with work related to other officers and incidents.
4. The second call taker placed too low a priority on the second call.
5. MPD officers were not dispatched during the interval between the time the second call was received and the time it was canceled.  This was due to lack of officer availability and MPD dispatching guidelines/restrictions.
6. A radio dispatcher did not note the addition of remarks indicating a call back on the initial noise call; as a result, the call was incorrectly canceled.
7. The same call taker who answered the first call to the non-emergency line timely processed the call reporting the discovery of a victim. 
The attached report provides detailed information and supporting documents for clarification of the investigation’s conclusions.

Having talked with you, I know that both of us regret that these errors occurred.  I am working with internal staff, as well as the Employee Relations Division and Corporation Counsel to apply the corrections deemed necessary to make such errors much less likely in the future.
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