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By Order of the Police Commissioner 

 
POLICY 
 
The Baltimore Police Department (BPD) established the Telephone Reporting Unit (TRU) to reduce the 
Operations Bureau’s response to low priority calls for service (CFS). TRU enables patrol members to 
respond quickly to higher-priority CFS, make proactive patrols, interact with citizens, and attend to 
community concerns. TRU investigations will result in either a written report or the call receiving an oral 
disposition code. TRU does not relieve the responsibility of members from conducting necessary 
investigations. 
 
 
GENERAL 
 
1. TRU consists of both sworn personnel and professional staff (Call Center Agents), both of which 

are referred to as TRU Members.  
 

2. TRU shall attempt to assist with any call for police service after reviewing the initial intake 
information from the 911/311 operator. 
 

3. TRU shall exercise Procedural Justice and Fair and Impartial Policing principles when interacting 
with the public. (See Policy 325, Procedural Justice Interactions).    

 
4. TRU is guided by Standard Operating Procedures (SOP) established by the Communications 

Section.  
 

5. When encountering individuals with Limited English Proficiency, TRU members shall follow 
procedures established in Policy 1735, Language Access Services for Limited English Proficient 
(LEP) Persons. 
 

6. TRU shall be adequately staffed for both the Baker and Charlie shifts every day, 7 days per week.  
 
 

ELIGIBLE CALLS FOR TRU 
 
7. TRU is authorized to handle incidents, by either coding the call or drafting an Incident Report, 

where there is no known suspect. This would include, but not limited to, the following: 
 

7.1. Auto Accidents,  
 

EXCEPTION:  Auto accidents involving tows, injury, or government vehicles. 
  
7.2. Civil Matters,  
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7.3. Destruction of Property,  
 

7.4. Fraud Offenses,  
 
EXCEPTION:  Identity Theft per the National Incident Based Reporting System (NIBRS) 

definition.  
 
7.5. Follow-up,  
 
7.6. Hit-and-Runs by unknown vehicles,  

 
EXCEPTION:  Hit-and-Run where the vehicle information of the striking vehicle is known.  

 
7.7. Lost Property,  

 
7.8. Larcenies involving property valued under $1,500.00, 
 
EXCEPTION:  Larcenies involving property valued at $1,500.00 and above shall be handled by a 

patrol member for proper investigations. 
 

7.9. Larceny from Auto,  
 

EXCEPTION:  If a gun was stolen from a vehicle, per the Maryland State Police (MSP) Gun 
Center, TRU cannot write a report.  

 
7.10. Nuisance Complaints, 
 
EXCEPTION: Parking complaints involving blocked driveways and handicapped spaces.  
 
7.11. Out of Jurisdiction,  

 
7.12. 911 No-Voice. 

 
 
IN-ELIGIBLE CALLS FOR TRU 
 
8. TRU shall NOT handle any calls with the following criteria: 

 
8.1. Domestic related,  
 
8.2. In-progress,  
 
8.3. Incident just occurred, 
 
8.4. Suspect is on the scene and/or the suspect’s identity is known to the victim, 
 
8.5. Behavior Health related calls (see Policy 715, Behavioral Health Crisis Dispatch), 

 
8.6. Tangible evidence needing collection and/or submission,  
 
EXCEPTION:  TRU may collect select evidence digitally.  
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8.7. Any crime involving an act/threat of violence regardless if the incident results in bodily 

harm,  
 

8.8. Theft of:  
 

8.8.1. Prescriptions or Controlled Dangerous Substances, 
 
8.8.2. Theft or loss of Government Property, or 

 
8.8.3. Identity. 

 
8.9. Larcenies involving property valued at $1,500.00 and above shall be handled by a patrol 

member for proper investigations, 
 

8.10. Auto accidents involving tows, injury, or government vehicles, and “hit-and-runs” where 
the vehicle information of the striking vehicle is known,  

 
8.11. Parking complaints involving blocked driveways and handicapped spaces,  

 
8.12. Stolen auto, including recovered stolen automobiles, 

 
8.13. Unauthorized use of an automobile,  

 
8.14. Missing persons, and 
 
8.15. Any report deemed ineligible by a permanent ranked member, sergeant or above, of the 

Communications Section.  
 

 
REQUIRED ACTION 
 

TRU Member Responsibilities 
 

9. TRU Members shall monitor pending CFS using the Computerized Aided Dispatch (CAD) System. 
 
10. TRU Members shall contact the caller utilizing only a TRU landline (not from a member’s cell 

phone) and explain the purpose of the call. 
 
10.1. If contact is made with the caller, the TRU Member shall: 

 
10.1.1. Identify themselves by rank and name, 
 
10.1.2. Identify that they are calling from BPD’s TRU, 
 
10.1.3. Advise the caller that the call is being recorded, 
 
10.1.4. Advise the caller why they are being contacted, and  
 
10.1.5. Obtain further information from the caller to ensure that the call is TRU eligible. 
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10.2. TRU Members shall attempt to contact callers who have been waiting for police service 
longer than twenty-five (25) minutes. 
 

10.3. If TRU Members are unable to reach the caller after three attempts, at least one minute 
apart, members shall leave a message with their name, purpose for the call, and TRU’s 
call back number.  

 
10.3.1. If the call is for a crime against persons, TRU Members shall not leave a 

message and instead notify the TRU Supervisor to transfer the call back to patrol. 
 
11. TRU Members shall determine if a crime or incident has occurred and if it requires a written 

Incident Report, an oral disposition code, or a response by a patrol member. 
 
12. If a call requires investigation by a patrol member, TRU members shall supplement in CAD with 

the reason, redirect the call to patrol, and notify the TRU Supervisor for re-routing back to the 
appropriate District of responsibility   
 
12.1. If the call is behavior health related, TRU Members shall consider requesting a call center 

clinician, if appropriate, or reroute the call via CAD to the district of responsibility, informing 
them it is a behavioral health call and to assign a CIT officer. (See Policy 715, Behavioral 
Health Crisis Dispatch). 

 
13. TRU Members shall complete all Incident Reports, including delinquent reports and reports 

returned for correction, by the end of their tour of duty.  
 
14. TRU Members shall ensure if the caller needs medical attention, the Members shall immediately 

notify their supervisor, provide a verbal notation to the dispatcher, and make a notation in CAD 
that medical attention is needed. This process will ensure that a medic is sent to the caller. 
 
14.1. If a supervisor is unavailable, the TRU Member shall follow-up with Fire Dispatch.  

 
 
 
TRU Supervisor Responsibilities 
 
15. TRU Supervisors shall monitor and review all pending calls city-wide and determine if TRU 

assistance is appropriate. If so, they shall transfer the call directly to a TRU member or TRU 
DAREA. 
 

16. TRU Supervisors shall review and re-route any CFS deemed ineligible for abatement by TRU. 
  If a call needs medical attention (see #14), the TRU supervisor shall follow up with Fire Dispatch 

in-person to ensure the CAD message went through and was dispatched. The Fire Department 
Dispatcher’s name and ID number will be noted in CAD 

 
17. TRU Supervisors shall review all TRU Members’ Incident Reports submitted for review for 

completion and accuracy, regardless of the shift on which the report was written and submit the 
report by the end of the Supervisor’s shift. 

 
18. TRU Supervisors shall collect individual performance worksheets and prepare daily unit 

performance sheets.  
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19. TRU Supervisors shall provide TRU Members with this policy and SOP and ensure adherence. 
 
Patrol Division Responsibilities  
 
20. If a TRU Member sends a CFS back to the Patrol Division, the patrol member shall respond to 

the call, as it has now been assigned to the patrol member.  
 
21. Should a dispute arise regarding TRU’s redirecting the call back to patrol, the patrol supervisor 

shall communicate their concern to the TRU Supervisor. 
  
 
RESCISSION 
 
Rescind Policy 506, Telephone Reporting Unit (TRU), dated 12 February 2020. 
Rescind PCM 25-08, TRU Not Authorized to Investigate Stolen Autos, dated 13 August 2025 
 
 
COMMUNICATION OF POLICY 
 
This policy is effective on the date listed herein. Each employee is responsible for complying with the 
contents of this policy. 


