‘‘most obvious answer is citizens who call
. the police for service. Police have 'worked
hard :at. making -their responses*faster,
_more reliable and more courteous. -

! this:bit .of police terminology: When offi-
just before they step out of the car, they

o+ that they are gomg “out of service.” When

‘are the officers in service? The indi-

‘the dispatcher? From a “cus-

‘the ‘answer ‘may -seem obv1—
.ous, But’ the dispatcher is‘in-

zenry as'a whole, and their'de-

onse to serious'crime. That is,

s
Under the old strategles of policing,. the’

dispatcher’s” ¢oncerns “were’ paramount B

Community pohcmg re-estabhshes thepri-

they. involve’ minor’ offenses—partly to’

mumty, partly to have an opportumty toin-
ould

’ Just 1nd1v1duals who call, and not Just,tpe

ity of life in" their neighborhoods, mer~,‘
should:be mtensely focused on satlsfymgt
their:*customers.” Of course, it is a little-
ess ‘clear. who. their. customers . are. :The',
" ‘wide effectiveness and fairness. But €O,
utpolice chiefs face-a dilemma: The -
oal of providing'services to individual cit-
izens: -sometimes .conflicts. with providing
services to the city'as a whole. Consider
r.cers-arrive to respond to-a citizen’s call;.~
. commonly radio the dispatcher and report”

“the. encounter is over, the officers radio to
"say they are.back “in service.” To whom' -

idual citizen  who"called, or:

- they arrest in"order to obtain feedbac

omer - service” perspectlve o
how they are using their-authority.

‘terested in customer service’
too. His “customer”. is the citi-
sire 'to- ensure ‘an- effectlve re-

the mission is effectiveness, not the -
atisfaction of individual callers. -7

ority of the calls"for service, even' ‘when*

‘build’a Workmg relationship with the'com- -

e ~‘~Commun1ty pohcmg also recogmzes‘
hat the “customers of the police are'not ‘
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_city as a whole, but also groups of c1t1zens
‘organized ‘around . particular’ 1nterests,’
block associations worried about the g‘ual’

LW

chants worried about shoplifting, Women_ ‘
victimized by domestic violence, parents e
.who want safe schoolyards. In the pa,st’ )
-such groups were viewed as “special mter;— W

ests” that had to'be resisted to ensure cit Fivt

\1
munity policing-'is responsive to such o

- groups,- allowmg police to build relati Qn~

.ships that can be translated into greate (ef,! N
fectiveness in controlling crime.

"Police departments have even le: ed
‘that those they cite or arrest can be con,sui' “
“ered-customers. Speeders, idlers and 'bur-*
glars needn’t appreciate being arrestéd. .
But it's worth finding ways to make thes e'
encounters safer for both officers }" i“ »
those arrested, and to do what pohc d 3.
partments can to reduce the sense of mju§

1.
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- tice félt by those who felt the force of; th
- law brought to bear on them. Some dep:

ments now: routinely survey the peopl"“ ‘
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The' NYPD has used business manaé s
ment ideas to create value for its “owners” - -
and’ ““customers”—the ~ citiZens of ‘New
York. But it needs to apply these prmc1p],e,s, ~
even more rigorously in the future. A pohce

" department must be able to account to to rtrr;'\
.. owners for, the way it'is using their libé

* as well'as_their.money. It needs to IS
: searchlng for ways to produce more sa 3%)

and security using less money and author-

. ity.’And it needs to find ways to keep alI:its..ﬂ'
. customers satisfied—the individuals“who!4 -
"call, the citizens and their. represen’cative%vn

Wwho define the overall mandate of theoop-ih

' ganization, the :“special interest” grqups
~-that need assistance and even those inditua

' v1duals who run -afoul of the’ law < o20m s
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