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1.0 Purpose 

This procedure standardizes the answering of the BNL emergency telephone extension 

911 / 2222.  Extension 911 / 2222 is the BNL emergency service number for Fire, Police and Medical emergencies.

2.0 Scope

This procedure is applicable to the Emergency Services and Safeguards and Security Divisions. 

3.0 Policy

It is the responsibility of the Fire-Rescue Housewatch to take the lead for all answering of the emergency number and to take the lead on questioning all callers for required information.  In the event of a police emergency, it shall be the responsibility of the Central Alarm Station (CAS) Operator to take the lead for questioning the caller. 

4.0 References

None

5.0 Definitions

5.1
Housewatch:  The Fire-Rescue function that answers the BNL emergency phone and performs other duties such as monitoring the site fire alarm system.

5.2
Central Alarm Station (CAS) Operator:  The Police function that concurrently monitors the BNL emergency phone and performs other duties such as monitoring the site security and fire alarm systems. 

6.0 Procedure

6.1
Fire-Rescue Housewatch records the incoming callback number and answers the BNL emergency telephone extension 911 / 2222 after one ring by saying “Brookhaven Emergency, Firefighter your name.”  Since most of the calls on extension 911 / 2222 involve fire, rescue or medical matters, Fire-Rescue shall be the initial lead organization and Police shall remain on the line as backup.

6.2
If the call is a police emergency, transfer the caller to the Police CAS Operator by saying:  “Police, do you have this call?”  Fire Rescue Housewatch is responsible for the call until accepted by the Police.  Fire shall remain on the line as backup. 
Note:  In order to minimize confusion on the part of the caller, it is important for the caller to know that several people may be simultaneously on the line, and that a specific transfer of responsibility has taken place, such as notifying the caller “I am turning your call over to the Police Group”. 
6.2 
6.3
As much information as possible is to be obtained about the incident before the response.  Information obtained from the caller is always repeated to assure its accuracy.  A few extra seconds of conversation may greatly clarify the situation, allowing a more tailored and useful response without significantly increasing the response time.

6.4
All conversations are to be conducted in a slow, calm businesslike manner.  Emergency personnel are to be at all times courteous with the caller.  If the call is not an emergency call, it is not necessary to ask the caller to hang up and call a non-emergency number as long as the conversation is short.  Information may be given or received, but followed by the suggestion that the caller use the non-emergency numbers for future non-emergency calls.

7.0 Attachments

None
8.0 Training

8.2 
Emergency personnel who answer the emergency telephone must be independently 
qualified by their respective organizations.
9.0 References 
None
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