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Police Dial ‘100’

Call Center Solution
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“What is Dial 100 solution”

A solution to automate the existing Police 

Control Room…….
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The Scenario

• Police Handling the Security of a Large City

• Large number of Calls Received

• Information

• Complaints

• Panic Calls

• VIP Calls

•VIP movement

• A Large Force to be Managed Effectively
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The Need…..

• Telephone should become an Intelligent means of Communication.

• To Track the Telephone Calls made.

• To hold a Record of Complaints Registered on Phone

• Speed up the response

• To Improve Communication Links
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The Call Types  
• Crime (Not Serious ) already Taken Place

• Crime Already Taken Place with Other Related Issues like Shooting, Fire, 

Injury etc.

• Crime In Progress

• Distress Calls

• Information Calls

• Nuisance Calls

• VIP Calls
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The Solution - A Call Center

• An Automated Call Center

•CLI & DID to help in Identification and Routing.

•Connectivity to Remote Handsets or 2 Way Radios
• Local Police Stations

• Emergency Services

• Other Service Organisations (Voluntary, Govt.)

• Database will contain

• Directory Information (Name, Address etc.)

• Information Volunteered by the Citizens.

• City Maps

• Conversation Recording facility.
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The Process

• Individuals Dial 100 to Report a Crime

• The BSNL Switch Forwards the Call to the EPABX

• Based On the CLI the calls will be routed to

• Agents with required Skills

• Longest Idle in the group

• Agent Answers the Call.
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The Process

•The Information of the caller from the Database is already available on   

the Challan

• If required the map of  area of the call can be brought up on the screen

•Agent Generates a Challan with Basic Information (English/Hindi /  

Regional Language Option available)
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• Agent Dispatches Challan to PCR Van Network Operators which pops up at 

their Stations(PC).

• PCR operator can identify the nearest vehicle through GPS

• Operator Adds The Van Number to the Challan.

• PCR Operator informs the PCR van on Wireless

• PCR Van Reports the Findings to the PCR Van Network Operators

• Challan is completed with this Crime Information  and Stored

The Process
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Agents

CTI / Data base Server

Voice Logger

PCR Van Responds to The 
Problem at the Crime 

Scene and Reports

Police Control 
Room

PCR Vans location 
available to 

Operators thru GPS

PCR Van Operators

2 Way Radio

GPS/GIS

Ericsson PBX
CTI 
Link
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The Features

• In Case of Emergencies the Call can be Escalated to the  

PCR Van Network Operators or the PCR Van.

• For Crime In Progress situations

• Inform or Conference with other Emergency Services.

• Situations where fire or injury is involved

• Route Calls to Service Organisations

• In case of Distress Calls
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•Connectivity to the Missing Persons and Vehicles Databases.

•Reducing Hoax calls 

• On Recurrence Identify through CLI, Call and Warn.

• Special Features for VIP calls

• Identify Call Based on CLI/DID or a Special Number

• Senior Officer answers the Call

The Features
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• Call Logging and Conversation Recording facility

• Bilingual Challan Entry Form

• Variety of Reports

• Crime Statistics 

• A Number of Agent Call Handling Statistics.

The Features
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•Integration with GIS/GPS

•Each vehicle is mounted with a GPS receiver,which identifies its coordinates

•The location of each vehicle is available to the Call Centre Operator with  

Geo referenced maps

• The free vehicles are identified by different colors

•The movement of vehicles is monitored

•An on line conversation with Vehicle

The Features
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• Automatic Tracking Of  Vehicle

• Routing

• Further Decrease In Response Time

• Real-Time Monitoring

• Greater Security Features

GIS / GPS
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GPS RECEIVER

UHF / VHF

AGENT MONITORS THE 

MOVEMENT OF THE VEHICLE

AND GUIDES IT.
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PCR VEHICLE

CONTROL 

ROOM

AGENT
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Benefits

 Round the Clock Availability.

 Reassurance to the General Public.

 Proper Dissemination of Information.

 Immediate Response to a Call.

 Logical Distribution of Calls.

 Information on Service Organisations.

 Online Link with the Service Organisations.

 Availability of Information about the Citizens.

 Personalised Service
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CALL FLOW
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Login Screen
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User Gives His User Name And 

Password
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Telephone Operator Selects The 

Extension For Receiving Calls
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Operator’s Main Screen
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On Ringing Of Operator’s Telephone Following Challan Pops 

Up With Caller’s Number, Name and Address
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Operator Answer’s The Call
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Operator Selects The Concerned Area’s Police Station.
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Operator Is Speaking To The Caller And Has Selected Shalimar Bagh PS
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Operator Selects The Type Of Call



Partner Logo

Here

If The Call Type Is Crime Then He Selects type Of Crime being reported
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The Operator Has Got The Important Information Noted In Only Three 

Mouse Clicks
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Operator Also Notes The Address Where The Crime Has 

Taken Place.
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If Possible The Operator Tries To Get More Information From The Caller.
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On Getting Complete Information Operator Disconnects The Call And Signs Of 

The Challan. Which Automatically Goes To Concerned Radio Operator
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On Completion Of Call Telephone Operator Gets A 

Break From Next Call For 10 Seconds
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WIRELESS OPERATOR’S SCREENS
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Wireless Operator’s Main Screen
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East Zone Radio Operator’s Pending Call. Different Colors 

Showing Different Types Of Calls
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The Radio Operator Selects The Latest Challan Which 

Was Sent By Telephone Operator
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The Radio Operator Views The Information Noted By 

Telephone Operator
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This Is Radio Operator’s Part Of Challan.
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Operator Views The List Of Available Police Vehicles, To Be 

Assigned To The Call.
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Operator Assigns The Vehicle Nearest To The Incident Area.
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The Vehicle’s Informed Time Is Noted For Calculating Response Time 

Later On
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Operator Informs Senior Police Officials Depending Upon The 

Nature Of The Call
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Operator Has Informed Inspector Of The Area About This 

Call
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Local Police Station Is Also Informed By Operator And Informed Time Is 

Noted.
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On Receiving Information From Police Vehicle, Operator Enters The 

Arrival Time Of The Vehicle.
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Operator Also Notes The Arrival Time Of The Local PS
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Operator Records All The Received Information Regarding The Call And 

Signs Off The Call
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Radio Operator Job For This Particular Call Is Over
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SUPERVISOR’S SCREEN
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SUPERVISOR’S MAIN SCREEN
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Supervisor’s List Of Pending Challans
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Supervisor’s Opens The Challan And Views The Details Filled By 

Telephone Operator
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Supervisor Also Views The Action Taken By Radio Operator 
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Supervisor Can Play Back The Recorded Conversation Of The Caller And The 

Telephone Operator To Check Whether Proper Action Has Been Taken For The 

Call.
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Supervisor’s Challan Shows PS’s Response Time For The Call
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He Selects Assigned Vehicle For Calculating Its Response Time
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After Listening The Conversation & Viewing All Details, Supervisor Gives Closing 

Comments For The Call And Signs Off The Challan
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Some Other Features Provided To 

The Supervisor.
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Supervisor Can View All The Calls Made To Control Room By Date/Time And 

CLI Number.



Partner Logo

Here

Supervisor Has A List Organizations Of Which He Can Have Complete 

Data.
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Like All The Details Of People Working In CM’s Office.
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Over to Live Demo
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Thank You


