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ABSTRACT

Examination of a series of telephone calls
made to 911 operators during a neighborhood
disturbance allows a naturalistic view of some
aspects of what Swan (1992) has called
"satisfaction work." It also yields some insights
that may be applicable to discussions about
consumer satisfaction in service encounters
generally,

INTRODUCTION

Studies of consumer satisfaction/
dissatisfaction and complaining behavior in the
services area have noted that service processes
may have more to do with ultimate satisfaction
than service outcomes (Lai & Widdows 1993), and
that "the service encounter frequently is the service
from the customer’s point of view" (Bitner et al
1990). Swan’s (1992) discussion of "satisfaction
work" demonstrates that the service encounter
consists of a process of social interaction in which
both the service provider and consumer negotiate
expectations and performance standards with an
eye toward achieving satisfactory outcomes.
Unfortunately, the dynamics of this interactional
process are difficult to capture with traditional
survey research methods, and even Swan’s
qualitative approach (based on study of focus
groups) achieves a limited perspective on the
process because it relies on respondents’
retrospective reconstructions of their performance
in such encounters.

The present paper attempts to provide a
different perspective on this matter,
complementing more traditional approaches, by
examining the actual verbal interaction in a series
of telephone calls to 911 operators during a
neighborhood incident in 1994. The approach
taken is based on a naturalistic, interpretive
paradigm that has been increasingly applied in
consumer research in recent years (Hudson &
Ozanne 1988). Like Swan’s qualitative approach,
it draws implicitly upon the social scientific

perspective known as ethnomethodology (Garfinkel
1967), which studies the ways in which persons
make sense of the social situations they encounter.
More specifically, it draws upon the approach
known as conversation analysis (Parker 1988;
Psathas 1995), which applies the
ethnomethodological  perspective  via  close
micro-analysis of carefully-transcribed
representations of the moment-by-moment details
of verbal interaction, in order to shed light on
dynamic patterns of social interaction.

THE INCIDENT

On the evening of November 11, 1994, groups
of youths (some armed with baseball bats) clashed
in a residential neighborhood of Philadelphia.
Although a number of calls were made to 911
emergency operators, there was no police response
to the scene for approximately 45 minutes and, by
the time police arrived on the scene, one young
man had been fatally beaten. The general
perception of the media and citizenry appeared to
be that the death was an outrage and an entirely
avoidable tragedy; that it was caused by an
unreasonably long delay in police response; and
that this delay was at least partly a function of
poor performance by the initial service providers
in this case, i.e. those who answered the 911 calls.
An immediate investigation by the mayor and
relevant authorities led to reprimands or dismissals
of several operators, and an ongoing review of 911
procedures. How these issues will ultimately be
resolved remains a matter of official and public
discussion (Jennings et al 1994).

As part of the official reaction to this incident,
a tape recorded set of the 911 calls in question was
made available to the press. (Although no details
were offered regarding the process by which this
edited "sample" of calls was drawn from the
universe of hundreds of calls made to 911 in a
major metropolitan area on any given evening, the
implication was that these were the only calls
relevant to this particular incident. Although the
judgmental process resulting in this sample could




Volume 8, 1995

165

be a matter of research interest, in the absence of
any information to the contrary, the remainder of
this paper will treat the sample as comprising all
relevant calls.)

The first 20 calls from this set were carefully
transcribed and are reproduced in the Appendix.
Most of these calls involve brief conversations
between a citizen caller (indicated as CA) and an
operator/answerer (indicated as OP). A few of the
calls involve brief conversations between other
parties, including dispatchers (DIS), police cars
(e.g. 203), and a rescue squad operator (Res).
(The tape provided also included 20 later calls,
many involving discussions between dispatchers
and law enforcement personnel on the scene who
were looking for those responsible for the incident.
Those calls are omitted here due to space
constraints, and also because they do not bear
directly on the issues discussed in this paper.)
References to these calls below will include the
call number, which is indicated in parentheses at
the beginning of each call (together with the time
of the call).

These calls were of interest because of the
view that something had "gone wrong" in the
interactions between citizens and 911 operators.
Although guidelines as to the conduct of such
interactions are likely to be available to
professionals in this field, the caller making such
a call for the first time -- and the researcher trying
to approach these materials with an open mind --
must rely upon common-sense expectations in
order to evaluate appropriate process in this case.
Consequently, research attention was focused on
an inductive description of what was actually
happening in these calls.

The transcripts were produced consistent with
transcribing conventions commonly used in
conversation-analytic studies. These conventions
were developed primarily by Gail Jefferson, and
are reproduced in Sacks, Schegloff and Jefferson
(1974). Briefly, the objective of this system is to
produce a transcript faithful to the actual
utterances and expressions, but intelligible to the
average non-technically-trained reader. Words and
sounds are reproduced as they were actually said
(and sound to the transcriber), rather than being
corrected for spelling, grammar, etc.

(DIS)CONFIRMATION OF EXPECTATIONS

As Swan (1992) has pointed out, the general
perspective that governs CS/D&CB research is the
disconfirmation paradigm, which views satisfaction
as a function of positive confirmation of the
consumer’s expectations regarding the product or
service. However, during a service encounter,
such expectations are not necessarily fixed in
advance, but can become matters subject to
negotiation between the parties. Nevertheless, we
may consider that both the consumer and service
provider go into each encounter with certain
expectations and assumptions as to likely process
and outcomes. Such expectations and assumptions
will be based on prior experience and/or sources
of information about the service. For example,
Swan discusses the case of consumer expectations
about health care services as largely a function of
the patient or family member’s previous experience
and medical history. However, it is important to
note that consumers have various sources of
information about service situations prior to
experiencing them. Even someone who has never
been in direct contact with a doctor or nurse is
likely to have a rich conception of health care
procedures simply by virtue of their participation
in the culture, and especially from their exposure
to mass media. Thus a consumer is likely to
approach a service encounter in the health care
area with some interactional script or schema
(Abelson 1981) already invoked.

By contrast, someone making a call to 911 is
likely to be embarking on behavior that is only
roughly scripted, if at all. Although there are now
television programs that expose viewers to the 911
system, they are a relatively recent phenomenon,
and the average Philadelphian’s experience with
actually calling 911 themselves is likely to be
minimal. It might therefore be useful to offer
some preliminary speculations about the
expectations such a caller might have about what
will happen when they call 911. At a minimum,
it might be presumed that someone will answer
promptly, that the answerer is there to help them
by taking the information they are providing
quickly and courteously, and that this person will
see to it that  appropriate emergency personnel
are promptly dispatched. Meanwhile, the service
provider will also enter the encounter with some
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such preliminary expectations. It might be
hypothesized that the 911 operator would be
expecting the caller to concisely and courteously
provide information on precisely what emergency
exists and precisely where it is occurring, so that
appropriate  emergency responses can be
determined.

In fact, however, in this case there is a
considerable asymmetry in the expectations of
caller and operator. Unlike many other services,
where the consumer has enough cultural
knowledge about the setting to make
high-probability inferences about the provider’s
likely actions, here the consumer is unlikely to be
aware of the precise institutional constraints that
govern the operator’s actions. For example, the
caller probably is not fully aware of the
implications of the fact that, for any action to be
taken, the operator must pass the information
along to 2 dispatcher. Then, due to the large
volume of calls coming in, they will be prioritized
in such a way that any given call may result in
something less than an immediate response.
Meanwhile, the operator who has adequate
experience and training will know that callers
rarely provide information clearly, due to a lack of
awareness of the degree of specificity required,
and also due to the fact that they are typically
acting under some level of stress. Operators know
they may have to prod and interrogate callers to
get accurate and specific information.
Consequently, this interaction typically begins with
a level of asymmetry of expectations that might be

expected -- even in the absence of unusual
problems -- to result in some interactional
difficulty.

CALLER DEFERENCE AND TRUST

The 911 caller is in a situation of considerable
trust, different from that in many other service
encounters. (Consumers often approach other kinds
of service encounters with a degree of trepidation
regarding process, outcomes and even provider
motivation.) The 911 caller is often in a stressful
and possibly "life-or-death” situation, but is likely
to assume that the operator is a public servant and
a competent, trained professional, someone without
personal interest or reason to seek any outcome
other than prompt solution of the caller’s problem.

Consequently, callers often adopt a deferential and
appreciative tone in a 911 sitation. This is
evident beginning in Call 1 where, after the
operator responds, the caller says "Hi I'm sorry to
ca:ll you:: but could you please send a car ..."
Apologizing in advance for requesting a service
might sometimes suggest either a situation not
warranting such a service, or an unnecessarily
deferential consumer. But in the case of 911 calls,
the answerer is expected to solve a problem that is
of serious concern to the caller. These calls
therefore include many signs of deference and
appreciation, with most ending with the caller
thanking the operator. In fact, the caller’s
participation in Call 7 actually begins with a thank
you ("Thank you I’m calling from the Fox Chase
section ... "), suggesting that the caller is in an
appreciative frame of mind regarding the service
even before the request for it has been made.

Callers have such a degree of trust in their
presumption of shared understandings with the
operator -- and confidence that their outcomes
expectations will be confirmed -- that they often
offer their thanks even when no promise of action
is explicitly offered!. Call 1 begins with caller’s
explicit request for police response, but operator
never confirms that a car will be sent. Since there
is no evidence of any police car being dispatched
to the scene until Call 11, 40 minutes later, Call 1
does not appear to have provoked the requested
action. This may actually have been a consequence
of the deferential tone of the caller being
interpreted by the operator as indicating that, in
fact, this was an insufficiently serious situation to
warrant immediate police action. It may have
also been influenced by the manner in which caller
described what was happening: "They’re a pack of
kids and they’re really noisy and they’re ( )- "
could not be expected to project the degree of
disturbance that ultimately ensued. On the other
hand, answerers of subsequent calls invariably
questioned callers to determine precisely what
problems these "kids" were causing, so this
operator may have prematurely categorized this
incident as of low priority.

Even these few calls vary considerably in the
degree to which responsive actions are explicitly
projected. At one extreme is the subset of calls in
which the operator explicitly promises a response,
such as (in Call 3) "Awright we’ll send somebody
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out there" (even though how soon someone will be
sent, or who precisely will be sent, is not usually
addressed). In other calls, the caller asks for a
specific action response, but the operator responds
to the request and/or closes the call with an
utterance such as "Awrighty" or "Mh mhm" (Call
4), which acknowledges receipt of the request
without explicitly promising action. In Call 2, the
operator implies that police will be sent, by
responding to information about a woman having
her car window broken during the disturbance with
the question "Is she gonna wait for the police?"
However, when asked "How long is it gonna be?,"
she responds "I have no idea" (and even so, caller
ends with a "thank you").

The call that best illustrates caller’s trust in an
expected outcome is Call 5. Here the caller
reports "a gang of at least fifty ki- young kids with
bats outside beatin each other," upon which the
operator asks for some details regarding the
precise location of the incident and the "kids."
Finally, the operator says "Okay," the caller says
"Okay thank you," and the operator finally says
"You’re welcome." In other service encounters,
such a "thank you" could be thanks for someone
simply taking information one is providing, but it
seems probable that a caller in this situation is
basing those thanks on the expectation of a
specific action response, which is never explicitly
stated, and is entirely taken-for-granted within the
context of the call. That is, it does not appear to
occur to this caller that information is being taken
-- and verified for precision -- except insofar as it
will provoke police action directed to this
location. The operator’s "Okay" is undoubtedly
heard as if it were followed by "something will be
done about this. "

BREAKDOWNS OF TRUST

The trust callers have in operators’ provoking
appropriate responses to their problems may be
lessened for callers with prior (especially
unsatisfactory) 911 experience. In addition, in this
case, the lack of prompt police response to the
disturbance -- combined with the fact that several
of the later callers are aware of prior calls --
results in several strained encounters. Call 4
includes an initial request, "Could you send ah
some police over here," followed by a later,

abortive request, "Could you get a (.) car-."
Although this call occurs some 19 minutes after
the first call, it is not clear that the caller knows of
any prior calls. Nevertheless, the fact that caller
isn’t satisfied with the response to his initial
request suggests the absence of any assumption
that appropriate action will result. (Even after this
second request the operator makes no promise of
action.)

Call 6 begins with an expression of caller’s
dissatisfaction preceding provision of information:
"I don’t believe this It just rang about ten times
There’s a big commotion ..." This caller either
has previous experience of such calls being
answered prior to the tenth ring, or has just been
disabused of an expectation that her call would be
answered promptly. The same caller also refuses
to assume that operator is translating information
into appropriate action. After receiving an
"Awright" to her initial report, she pursues the
matter by asking "Did you get that?" When
operator restates caller’s report, pauses, and then
asks "Was that it?," caller becomes upset and says
"Ye- YEAH THAT’S IT! Send a police car ...,"
indicating that operator’s leaving the response
implicit is not acceptable to her. This particular
interaction ends badly, because operator responds
to caller’s raised voice and demand for action by
deflecting the demand ("Wait a minute Wait a
minute”) and terminating the conversation with "I
have the information You can hang up now." This
is hardly the response caller appears to be seeking.
In this case, caller’s action of beginning the
encounter with a complaint causes a breakdown of
trust by the operator in caller’s commitment to
focus on providing information about the incident,
and suggests that the assumption of operator’s
competency is being challenged.

Two of the interactional "problems" evident
in Call 6 relate to asymmetries in the ways callers
and operators orient toward certain fundamental
conversational issues. Several of the utterances in
this call are followed by lengthy pauses. Operator
may see these as opportunities for careful data
entry, but caller appears to suspect that operator is
not fully attending her report (hence "Did you get
that?"). Also, operator has the job of accurately
and dispassionately recording and forwarding the
relevant information. Consequently, when caller
questions whether operator is getting what she is
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saying, operator restates it in a matter-of-fact way
which caller appears to hear as insufficiently
appreciative of the seriousness of the matter.
Although taking time to carefully record
information and responding dispassionately would
appear to be appropriate behaviors for a 911
operator, and would probably not be challenged by
callers whose trust in the system is high, they lend
themselves to negative interpretations, especially
among callers whose formerly taken-for-granted
assumptions have become interactional issues.
This suggests that 911 operators should probably
be given specific training to assure that they do not
simply do their jobs in an objective sense, but also
display levels of interactional responsiveness and
apparent concern for what is being described. As
Hunt (1993) has pointed out, the literature tends to
treat consumer dissatisfaction due to disconfirmed
expectations as if it were a purely cognitive
matter, not recognizing the degree of affect
involved. In this case particularly (but probably
true generally), functionally adequate but
interactionally inadequate responses to an
affectively charged situation will seriously
compromise the quality of the service encounter.
Several other calls suggest caller impatience
with the lack of police response as the situation
unfolds. In Call 8, operator promises that "we’ll
send somebody out," but caller replies "Yeah
hurry up because I don’t know what’s hapnen." In
Call 13, caller begins with a complaint that "we
got a near riot an there’s no DAMN police around
here." When asked "Where?," caller becomes
upset, and his answer points out that "WE'VE
BEEN CALLIN! EVERYBODY IN THE DAMN
NEIGHBORHOOD’S BEEN CALLIN THERE!"
He does not appear to hear or respond to
operator’s "Well I don’t know that." Here caller
appears to have become upset based on another
assumption that turns out to be unwarranted,
namely that any current operator answering a 911
call will have some awareness of situations
reported in previous 911 calls., (He also assumes
that operators previously called have had the
power to assure responsive action.) In Call 15
(possibly by the same caller), caller complains
"THEY’RE BEATIN THE HELL OUT A
PEOPLE WITH BASE BALL BATS UP HERE!
WHEN ARE YOU GONNA SEND
SOMEBODY?" When asked "Who’s got a bat

sir?," he becomes more upset, again apparently
because he assumes that operator already has (or
should have) information about the situation.
Finally, the caller in Call 19, apparently unaware
that police are already on the scene (the police
response in Call 18 precedes Call 19 by only a
few seconds), follows an initial request, which is
answered with an "Okay," with "It’s really bad if
you could hurry," which is then followed by an
"Okay" on the part of operator and caller. Here an
apparently innocent exchange actually betrays
absence of trust in implicit assumptions, because
caller actually receives an explicit confirmation of
his request for police response (which
confirmation, as indicated above, is actually not
given in many other cases) and yet adds the
additional request that such presumably
"emergency"” response be accomplished in a
"hurry." As the disturbance continues, an even
more impatient caller in Call 20 is told "We will
send the police,” but replies with a demand to
"Send them now not in ten minutes but now." But
this caller has already lost faith in the system:
"WE GOT KIDS BEIN BEAT UP ... AND NO
ONE WANTS TO HELP US." This is the first
case in which a caller directly challenges the
assumption that the motivation of the 911 operators
is to help callers.

NEGOTIATING THE DETAILS

Much of the conversation in these calls focuses
on the operator trying to determine, as precisely
as possible, the who, what, when, where and why
of the situation. In many cases this results in
callers courteously providing details to the best of
their ability, given the situation. However, there
are times when the need for such information is
called into question. (Indeed, there are times
when operators ask questions that do not seem to
be necessary even from the researcher’s
perspective!). Questions pertaining to who is doing
what have much to do with how the problem will
be prioritized, and the categories into which people
and events are assigned have a direct bearing on
what response will be forthcoming, and how
quickly. As indicated earlier, when the caller in
Call 1 defines those in the disturbance as "kids,"
and their actions as being "really noisy” in a
McDonald’s, the call is undoubtedly assigned a
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low priority. Moreover, when operator asks
"Inside the McDonald’s?" and is told "In the
parking lot," the incident may sound like youthful
carousing rather than the serious situation it turns
out to be. In Call 2, a caller from McDonald’s
reports the breaking of a customer’s car window,
but the fact that in the ensuing discussion the caller
speaks of the victim waiting "to fill out a report"
leaves the impression of an accident and relatively
minor property damage, rather than a situation in
which people are in imminent danger. In Call 3,
information about the incident is forwarded from
another jurisdiction. In this case, when operator
asks for details and is told that "A juvenile is
throwing rocks at the McDonald’s," the situation
is escalated to the level of more serious -- and
now clearly deliberate --property damage, but is
still treated as the actions of "a juvenile." By Call
4 this evolves into "’bout 50 kids are bustin up
cars ...," but it is not until Call 5, 32 minutes after
the initial report of the disturbance, that physical
violence against persons is first explicitly claimed
by a caller ("kids with bats outside beatin each
other").

Although some of the operators’ questions
appear redundant or unnecessary, operators
apparently consider callers’ reports somewhat
unreliable, and perhaps with good reason. For
example, in Call 5, caller’s initial report is that
"... we have a gang of at least fifty ki- young kids
with bats outside ..." Operator responds "How
many have bats?," which might seem an
unnecessary question given that this information
had already been provided. However, caller then
answers "Ah about ten." The fact that callers’
reports are sometimes called into question in this
manner thus makes good objective sense, but again
creates conditions for caller dissatisfaction, to the
extent that it can be heard to betray operator’s lack
of trust in the person with whom they are
interacting.

To be sure, some callers are quite specific
about where the need for assistance exists. For
example, in Call 4, caller begins with "Could you
send ah some police over here to 7979 Rockwell
Avenue." Many others are less specific, such as
the caller in Call 5, who begins with "Uhm hi This
is at Oxford Avenue Pizza Hut," which requires
operator to later ask for more specificity: "Okay
what s- what hundred Oxford is this?"

One of the additional asymmetries
complicating these interactions is differential
orientation to the very idea of location. Callers
inhabit a world of local landmarks whose locations
are known implicitly, but whose actual addresses
may not be known with precision. Callers appear
to expect operators to recognize these landmarks
and such other information as local street names,
but operators are often unfamiliar with these
places. For example, in Call 8, caller reports the
location of the incident by saying "Hi ehm I live
across the street from the Fox Chase school and
the playground."  Operator then repeatedly
interrupts caller’s attempts to move on to a
description of what is happening with requests for
more specific locational information, beginning
with "Okay Fox Chase playground What’s the
address." Caller reports that "right now they’re at
like Ridgeway and Rhawn ...," and attempts to
return to reporting of the action, but is interrupted
with "Okay Ridgeway and what was that other
street you mentioned ma’am.” Here caller’s
agenda of focusing on what is happening is at odds
with operator’s agenda of focusing on where it is
happening.

The ultimately fatal attack occurs in the
immediate vicinity of St. Cecilia’s Church, and
when callers mention that location, they tend to be
extensively prompted for more precise locational
information, which they are sometimes unable to
provide even after considerable interrogation. For
example, in Call 16, caller begins with a reference
to "St. Cecilia’s on Rhawn Street," and upon being
asked "Where?," repeats "St. Cecilia’s on Rhawn
Street?," apparently thinking that the problem has
to do with operator simply not having heard this
information the first time. Even when
subsequently asked "This is at Rhawn and what?,"
caller repeats again "At Rhawn Street  St.
Cecilia’s.” The persistent operator tries again:
"Okay but that’s Rhawn and what What’s the
cross street or what hundred block a Rhawn," and
gets only "It’s St. Cecilia’s school yard ..." Yet
another request for "what hundred block" then
results in "It’s Five Points It’s at Oxford and
Rhawn," which is apparently not heard by the
operator, and the interrogation continues for some
time. Here again, the caller uses a landmark
("Five Points"), which would probably satisfy any
local resident as a precise location, but which fails
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to satisfy operator as such.

The most heart-wrenching call, Call 17,
involves a friend of the victim, in an extremely
agitated state, reporting his urgent need for
medical attention. She begins "My friend- my
friends’s bleeding He’s at St. Cecilia’s Hospital."
Asked "He’s what," she repeats "He’s St. Cecilia’s
a hospital." Apparently recognizing some
inaccuracy in this emotional report, operator says
"Awright slow down Ye He needs what at the
hospital?" Caller finally corrects her report: "I
mean he’s near the school he needs a hospital ...,"
and later "He’s at St. Cecilia’s at the church."
Later, when prodded for more precision, caller
appeals to operator’s knowledge of local
landmarks: "You know where Fox Chase School
is," to which the response is "No I don’t."
Unfortunately, even when operator feels that she
has sufficient locational information, she transfers
caller to a Rescue operator, and yet another
locational interrogation ensues.

It is important to note that operators will
sometimes either know the location of a landmark
or have prior information about an incident. For
example, in Call 12, the caller gives the location
only as "Fox Chase ah playground” and is
immediately told “"Somebody’ll be there sir."

Some public criticism of these interrogations
suggested that operators should have had better
knowledge of the areas involved. Other criticism
focused on the fact that operators can actually see
on their monitors the address from which every
call is being made! This is evident in Call 14,
where caller’s "Yes uhm this is one a the Sisters at
St. Cecilia’s convent ah on Rhawn Street?" is
followed by operator’s volunteering "S00 Rhawn
ma’am?" and caller’s correction "525 Rhawn." In
Call 17, when the victim’s emotional friend is
transferred to Rescue, and again begins with
imprecise references, the Rescue operator asks the
911 operator "Police can you tell where she’s
calling from," and is told (by the operator who has
already asked so many locational questions)
"She’s- she’s calling from ah 501 Rhawn Street by
the Free Library." Some hearers of these tapes
later questioned why an emotional caller whose
precise location was known had to be asked so
many questions before action was taken, but a
partial answer is provided in caller’s immediate
qualification of this information: "I’'m- Yeah I'm

at the Free Library But my friend is at St.
Cecilia’s Church."” Defenders of the 911
operators’ actions can thus argue that knowing the
precise location of the caller does not necessarily
tell them the precise location of an incident.
Detractors, however, might argue that precious
time could be saved by having police or other
personnel dispatched to the neighborhood
immediately and given more precise information as
it becomes available.

DISCUSSION

911 callers clearly come to this encounter with
a variety of expectations regarding interactional
processes and likely outcomes. Most of these
expectations, such as expecting that their call will
result in police or other emergency personnel
being dispatched to the scene, are strongly held,
but so implicitly that they don’t even reguire
verbalization during an encounter. Nevertheless,
callers would be likely to be conscious of such an
expectation, possibly able to report it if asked, and
they do explicitly complain about it when such an
expectation appears to be disconfirmed. Many
expectations operate at the level of
taken-for-granted assumptions, such as expecting
operators to know the locations of neighborhood
landmarks.  Such expectations might not be
consciously available for report to researchers.
They are subject to negotiation during any given
encounter, especially when they become
problematic and no longer taken-for-granted.
Satisfaction in this situation appears to depend
upon tangible confirmation of certain expectations
(e.g. dispatch of emergency personnel to the
scene) and successful negotiation of others (e.g.
willingness of operator to learn the location of a
landmark).

Certain of the "problems" in the service
encounters examined here are functions of
disconfirmed expectations regarding outcomes
(e.g. no police response after repeated calls). To
be sure, in some cases these outcomes had much to
do with ways in which callers themselves
characterized persons (e.g. "kids" wvs., say,
"men"), actions (e.g. being "noisy" vs. "beatin
each other with baseball bats"), and likely
consequences (e.g. property damage vs. imminent
danger to human life) of what they reported.
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Dissatisfaction with process was mediated largely
by the degree of trust callers had in operators.
Where callers felt no threat to their
taken-for-granted assumptions, they could be quite
appreciative of operators’ actions, even in the
absence of explicit promises. On the other hand,
when these assumptions became problematic, a
loss of trust ensued, and callers could take offense
at such otherwise unnoticed interactional details as
long pauses or matter-of-fact responses. (Operators
likewise took offense at caller actions that
countered their expectations.)

Only additional research will show whether the
911 call has elements generalizable to other service
encounters, or is such a unique situation as to have
little in common with other services. One special
feature of this situation is that most of the callers
are acting as representatives of the entire
neighborhood, which is the ultimate consumer in
this case. Thus satisfaction with process is largely
an individual matter, but satisfaction with outcome
is more salient as a community issue. It may also
be difficult to reconcile the types of events
discussed here with findings generated by other
research methodologies. For example, Lai and
Widdows (1993) have proposed that dissatisfaction
based on process (as opposed to outcomes) is more
pronounced for individuals displaying low
involvement. In this case, the caller with the most
direct involvement (the victim’s emotional friend)
displayed more courtesy and restraint during her
interrogation than did some of those viewing the
scene from their windows. Nevertheless,
naturalistic descriptions of service encounters as
they happen should provide useful micro-level
perspectives on findings generated by other
approaches.

Although this exploratory study cannot
presume to provide "solutions" to the interactional
problems examined here, a few suggestions might
be offered. First, the 911 operators could be
better trained and motivated to demonstrate
sensitivity and tolerance to each caller, even when
a caller is rude. Callers under stress should
arguably not be held to normal standards of
interactional civility. Operators should verbally
display a level of concern commensurate with the
seriousness of the situation, and avoid matter-of-
fact responses. Second, operators could be
specifically trained to better display that they are

paying attention to callers. For example, if long
pauses are required while an operator keys
information into a system, the operator could
apprise callers of what is going on, so that they
don’t think the operator is being inattentive.
Finally, if callers typically report problems in
reference to local landmarks, operators could
become familiar with those landmarks, so that
valuable time would not be wasted asking for more
specific information. This could be accomplished
with training, or by decentralizing 911 operations
to neighborhoods and staffing them with local
residents,
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APPENDIX

GOttt ettt ittt ittt lrtntdtottRettIctstsretitsrttriiesedeeeess

NE PIILADELPIBA 911 CALLS & RADIO TRANSMISSIONS: NOV 11, 1994

.‘0“0“'00‘000‘0000"0.0"l’.‘.’b‘l"l‘b”‘."”“00"0‘.000‘0“.0‘0'0.0‘
MIB:  This Is My. (Blecash) number 278 nssigied to police radio, The following in a
y

teproduction of tefepl and mdio Issions recelved in Police Radio on the
Nortlienst division on November 11th 1994 in reference to an incident at 535 Rhawn

Street. Each seproduction will be preceded by its starting time,

ML ()] JUOL25 iy $00000000040000000000000000000000000040000000000000

OP:  Police 225

CA: i i sonry to ea:tl you:: but could you please send a car to Uie McDonald's at the comner

of [asbrook and Oxfosd
I
(keybuntd...isiinns A
OP:  It's(.) on the cumer of UInsbrook and where?

CA: Oxford. I0s in Fox Chase, (1.0) ilth They'te s pack a
[ f

or:

CA:

OPF: Al Mc(.)Donnld's patkin ot okay

CA:  ‘Thanks so much
OP:  You'te welcone,

CA:  Bye
t
or:  Bye
{
o008 (2) '0")'9["“ BEEV0C000000000000000000000000800000004000

OP: Police () Radio operator §7
CA: i yes P coflin from McDonald's FFox Chase center on Oxford Avenue?
ot Mmnhin

CA:  Okay ulun there- 1 have & bunch a kids out in my parkin lot trey just broke one a my
custonter's wins- windows

OoP: Where's the cuslomer?

CA:  Ulun she's out in the patkin fot (1.0) An she was going through iy drive through and
they broke one a her windows

OPF: s she gonna wait for the police?

CA:  I'msony?

Or:  Is she gunna wait for the police?

CA:  Ahliow long is It gonna be?

Or:  1have noidea

CA:  Uzhm I'll find out but F'd- I would Imagine she would (2.0) to fill out a report
OP:  (keyboard 6.0)

CA: Okny?
l

o fv‘fl;l mhm

CA:  Awright thank you

or: Mmmhm

00000(}) 10.13.58 pin PIPO0000008000400000000800000800040000000
OP:  Police sndio () Can | help you
MC:  1liits Montgonery County
Or: Yes
MC:  We've n1eporl of a disturbance at Borbeck and Oxford
OP:  Okay on the highway
MC:  Pardon
OP:  Ou the highway
MC:  (What ya mean at) Burbeck?
OP:  Yenhon- out on the street or inside somewhere
MC: A juvenile is throwing rocks at the McDonald's
OP:  Atthe McDonold's
MC:  Yealh theie's about (wenny of em
OF: Awiight we'll send soiebody out there
MC:  Okny
Of:  Okay bye bye
MC: bye bye
‘0000(4) ' '0_20.49 pn CHEODNPOSAN00C0NEININIICINRARIN00400000
O Police radio operator 57

CA:  Could you send ah some police over here to 7979 Rockwell Avenue (0.4) 'bout 50 kids
ate bustin up cars over near Rockwelf auto body

oM What nse they doin?

CA:  Busting up the cars windows and everylhing (1.2) 7979 Rockwell Avenue

or: Uhilwh

CA:  Could you get a (.) cor-

or: ’Wnll aminute Okay and they are inside the ah (0.2) lot
CA: Yeah

OF: bl . Teenngers

CA: Yep

OP:  How miany is there

CA:  'bout fifly

Or:  Awrighly

CA:  Okny

or: Mmmhm

SHe0N(S) 10,3358 pim Seeessses

OP:  TPolice 232

CA:  Uhm hi This is at Oxford Avenue Pizza llut Uhm we have a gang of at least fifly ki~
young kids with bats outside beatin each other while they're chasin each other tryin to
hit someone and they just ran behind the store

OP:  }ow many have bats?
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CA:  Alvabout ten

Or:  Ukay what - what hundred Oxford is this

CA:  What liundred Oxfotd Avenue Is this? () What hundred Oxford 78

opr: 0-

CA:  And they are in between our store and the McDonald's

OP:  In the- in the porkin loi

CA: YepThey're in between- Yes in between both parking lots

oP:  Okny

CA:  Okay thank you

OP:  You'te welcome

000‘6(6) ‘0.37.15 p"‘ BORORERIIIIII000000 000000000000 0000000000

OP:  Police 225

CA:  1don't believe this It just rang about ten thnes There's a big commotion going oulside In
front of our lome like a gang fight

OP:  Well where is that ma'am

CA: Al ulin Ridgeway Street 7900 Ridgeway Street

OP:  Okay
(1.6)

CA: Al thiey got clubs out there

CA2; IU's gang fight

CA: s\ud there's a kid hutd out there
2.8)

or: Awiiglt
29)

CA:  Did you get that?

OP:  Yeah a kid is hurt outside and therc’s & fight. (1.0) Awright?
(1.0

oP:  Was that it?
©.6)

CA:  Ye- YEAILHHATS 1T Send a police car {o 7979 Ridgeway St

or: Wail @ minule Wait a minute Wait & minule
You asked me an ' asking you

CA: What

OP: | have the infonnation You can hang up now

lOQOO(?) |0.37_34 pm BACERRGGICRNENIIRNIGENINENRII0090000 00000

Of:  Police 244

CA:  Thank you I'm calling from the Fox Chase section of the city There seems to be a lot of
gaug fighting out in front of iny house the 7900 block of Ridgeway Street iU's just above
the recrention cenler A lof of screaing yelling kids are carrying it fooks like clubs of
some kind

OPF:  Yeah I'll send someone out

CA:  And they're in the miiddle of the street

or: 'l send someone out

CA:  Thank you
{In beckground: (6) 10.37.15 " have the information you can hang up now™)

Mddalt ) 10.37.50 pm **¢* ¢

or:

CA:

o

CA:

ol

CA:

or:

CA:

Ol

CA:

or:

CA:

or:

CA:

or:

CA:

ses09y 10.38.25 pm

Police 45 how can | help you
11i clun 1 live scross the street from the Fox Chase School and the playground
Mm mhm

And thete Is a tremeiklons amount a kids out tiere like fighting an (1.0) uhm (1.0) I'm
Just aftaid somethin's gonna happen

Okny Fox Chase playground What's the sddress

Ahit's well i- right now they're ot like Ridgeway and Rhawn in front of the achool but
they just keep scem- they're- they just keep growin They're talkin about a fight down-

Okey Ridgewny and what was the ollier strect you mentioned ma'am
Rhawn

Oh okny (1.0) Okny we'll send somebody out

Yeah hurry up because I don't kiow what's hapren

Qkny

‘There’s a Jot of screaming an yellin

Okay ma'sm

Thask you

Min mbin Dye bye

Bye

L R T2 R T 22

OPF:  Police 170

CA:  Ahhi I'd like to repott a distusbance ona

opP: lth:c

CA:  Ridgeway Street

Or: What snd Ridgeway

CA: 7940 Ridgeway Stieet There's sbout 20 kids oulside fightin

or: We'll send somebody around

CA:  Awright thanks a fot

eses5(10) 1041001 pin "

o Police radio

CA:  Yceah could you get a couple cars over here to 7979 Rockwell Avenue

Or: Qkay

CA:  Like aboul 50 teenagers baseball bats a gang fight down in the complex here between the
ali Fox Chase playground and the ah sulo body arca

Oor:  Mm 7979 Rockwell A

CA:  Yeah

OP:  Awright we'll get somcebody right over there

CA:  Thank you

OP:  Awright

M €1)] 10.41.21 pm M Al

DIS: 203 7845 Oxford at the Pizza Hut's an McDonald's parkin lot il Check for several
maless armed with bnschall bats 7845 Oxford Avenue puking lot McDonald's and the
Pizza lut (there's no (Mash-coze car))

203:  Okey

DIS:  Thank you

28: 28

pis: 28
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28:  How 'bout | swing by that locations
LIS:  “thonk you (hatd you out)
‘00.0(‘2, |0,4|.24 "‘l" ‘0'0‘0.“’.“000000‘000l"‘.‘..““‘.“"
O Police 157 Whatl's the problem
CA: Al yealh I jus wonna fel you know I five across froim tlie Fox Chase ali playground
Oor: Yeah
CA:  Anthere's about 25 youths right now that are rusning around yelling obscenities yelting
about niggets an everything else they're cunnin tuough people’s yards an atl 1 don't know
if sumething's gone on tonight or not but
O Somiebody'll be there sic
CA:  Okay thank you
Ol Awright
00000('3) |0.4z.32 p,n CHINPICIINNIGI000000000060000000000000000
OP:  Police 170
CA:  lli how ya doin This is 8- 'm in Fox Chase hete and we got a near siot an there's no
DAMN police nround here
onr ‘ Wiheie?
(1.0)
o Wheie
CA:  OnRIDGEWAY STREET near Rhawn
op: [Wcll 1 dun't know that
CA:  WE'VE BEEN CALLINI EVERYBODY IN THE DAMN NEIGHNORIIOOD'S BEEN
CALLINTHERE! 1 cailed the District They tell me to call 911 (1.0) What are we
supposed to do liere
(1.9)
CA: "HIERES CARS THERE'S A WIIOLE DAMN Iih ah CONVOY OF CARS COMIN
HEREI YOU GOT A DAMN RIOT GOIN ON UP HERE!
or:  Police'l be there
0.8
CA:  llehi(.) yeah thavks a lot
SO0ON(14)  10.44.13 pin Sereereasee ¢ ¢ o
O Police 244
CA:  Yes uhm this is one n the Sisters at St.Cecilia's convent ah on Rhawn Sireel? , hh There's
a bunch of kids out in the parking lot an it looks like they're beating up one kid
(1.2)
oPr: 500 Rliawn ma'am?
CA: 525 Rhawn
OP:  1nthe parking ot
CA: Yes
Or:  We'll send someone out
CA:  Thauk you
srere(ys) 10.44.23 pm seoesssseessrceey 1)
O Police 94
CA: 911 (0.4) we're in Fox Chase on Ridgeway Street ((noixe)) THEY'RE BEATING TIIE
IELL OUT A PEOP'LE WITH BASE DALL BA1S UP HERE! WHEN ARB YOU
GONNA SEND SOMEBODY?
O Who's got a bat sir

CA:  ihh Who's got ahat SOME GORILLA! WHAT THE HELL DO YOU MEAN!
( )
O Wait s minute Wail lu minute Dot TALK to me like that | asked you s question
CA:  WELL I'MTELLIN YOU
O WHO HAS THE BAT
CA: THERE'S A MAN GOT A BAT'(
or: {S 11E BLACK OR WHITE OR HISPANIC
CA:  THERES A RIOT GOIN ON UP HERE-
‘0"‘(‘6) 10.44.37 pim BIEINCEIIREINEREBRPERE000IR0000000000 000
or:  Police 232
CA:  llello
or: Police
(Ly)
CA:  Yeah up on the St Cecilin's on Rliawn Streel
or: Wiere?
CA: ﬁ(‘ ((?ccilin;s on Rhawn Street? There's five car loads of kids chasina () kid down in
the
OF:  This is at Rhawn and what?
CA: AtRhinwn Street St, Cecilin's
OP: Okay but that's Rhawn and what  What's the cross street or what hundred block a Rhavn
CA:  Its St Cecilin’s school yard  Five car loads of the kids just pulled in
OP: Yeah what hundred block & Rhawn Street is it on sir
CA: s Tive Puints 1t's al Oxford and Rhawn
@0
OP; 1 can't liear yuu cause something'’s wrong with the phone You sayin Rhawn sn- an it's by
what?
22)
CA:  I'mtryin to fiud a cross street (3.0) What strect is this ,
(12)
OF:  Look at one a the buildings and tell me the address on it
¢.09)
CA:  Yenhit's- (1.8) it's on Rhawn and (Butholme)
OF: Rhawn and what? (1.0) Look st the a- luok a1 one & (i buildings and tell me the
address on it
2.8)
CA: 500 Rhawn Street
or: 5007
CA:  Rliawn Stieet A paddy wegon just went by
(In background: “Where's he at? (....) Give me an address” 10.45.37)
(9.0)
Oor: Okay
) 10.45.37 pin 4ssssesesacees
oP:  Police 157
CA:  Hello
OP:  YesPolice
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CA:
or:
CA:
or:
CA:
or:
CA:
Ol
CA:
or:
CA:
or:
CA:
or:
CA:
or:
CA:
or:

CA:
OP:

CA:
or:

CA:
op:

CA:

op:

CA:

Res:
CA:
Res:
CA:
Res:

CA:

oP:
CA:

or:

My fricnd- my fieud's bleeding He's at St, Cecilia's Hospital
He's what

He's St. Cecilin's a hospitol

Awright slow dowin Ye He needs what of the hospital?

I tnean hie's near the school he needs a hospital lie's bleeding
Whete's he nt

He's ot St. Cecilia's at the church

He's whete

ALUSL Cecilin's

1 can't understand you Give me an address

He's ot St. Cecilia's

An where's that at

it's on Oxfosd Avenue

Oxford and what

(F'in) Mt's like- Okny Ohmy Cod

Listen. Listen if you don't calin down he gets no help Do you uiderstand that much
Ui trying
Awiight so you gotta tell me Oxford and where
Oh Uod It's You kuow where Fox Chase Sclioof s
No | dun't
Okay it's- it's Oxford Avenue and Verce
Veree Awright what happened to him
He got beat with a bat
Awriglt Js the people that beat him are tiey still there
No
Tloid on Fin gonna connect you lo Rescue You tell thent where he is
Okay
((Ring)
Rescue
My friend jus- my friend got beat with a bat He's at- he's at St Cecilia's Church
What
S1. Cecilia's
What's your sddiess What's the address Where's it at
Wsat- i's by- it's right across the sireet from () School which s right by Rhawn
Police can you tell where she's calting from
She's- ghe's calling from sh 501 Rhawn Street by the Free Library
I'm- Yeal I'n ot the Free Library But my friend is at SL, Cecilia's Church
She told me it was at Oxford and Veree first She can't seem to get it together
Is that where the St. Cecilia's is Oxford and Veree
ICs-it's-ahiit's () wait where amn | calling to where are you st

Don't worry about where we're at tell Iiim where you're at where you'im to go

St. Cecilin's like 1dan't know tire (key) streets I'm at sight now I'm at the Librasy but St,

Cecilia's how can you

How far ate you away fiom it

CA:  1le'sat- 1 think he's at Rhawn an (Arrat) Street
Res:  Rhawn and where
CA:  Think i's (Arrat) but I'm nut sure Ity at St Cicelig’s Church le's right by the church
Res:  An what's wiong What happened
CA: e got beat with a bat
Res:  |le gul beat with a bat?
CA:  tie's bleedin
Res:  Okay it's right near Rhawn and (Arrat)
OP:  No iha- that's not a good sdd- s good cross street shie's probly talkin about Rhawn an
Veree
CA:  lle's al St Cicelin's Church He's right at the church
OP:  Okoy Rhawn and Veree is close to wheie slie's callin from
Rex:  Okay. We'ie on the way
CA:  Thank you
‘O"Q(.R) ")_45'53 PII'I PEREVRADI000000200000000000000000000000000
20 203
DIS: 203
203:  As far s thal Rescue over here on the 7th district side right al Rhawn and Ridgeway in
front of & church we gol a kid down Jooks like he was beat up (0.4) could possibly bave
something (o do with that Oxford Avenue thing
DIS: Koy you said Rhawn and Ridgeway?
203:  Correct on the 7th Distiict side  Start his rescue work please
DIS:  Thank you
23 28
DIS: (Al car semni) 213
2B: (il stary)
DIS:  Thank you sic
GO0(19)  10.45.59 pm ** te0000esaey oo seree
Of:  Dolice 170
CA: i ulun can you send a car to Fox Chase (tec)
{1.0)
OP:  Where's that
CA: Ubmitson( ) Rockwell Ave(1.6) Thereis- tlere’s ulim a bunch & people in cars an
they'te comin out an bealin people up
OP:  Okny .
CA:  ICsreally bad if you could hurry
oP: Okay
CA:  Okay
seees20) 104622 pm * seasaracaes . .
OP:  Police 344
(4.8)
OP:  Police 344
CA:  Hi yeoh we're havin a problem outside our house here
OP:  What's your address
CA:  Okay we're shi- It's nol & my atreel it's now at (Sth) sireel on Rhawn Street




176 Journal of Consumer Satisfaction, Dissatisfacti'on and Complaining Behavior

o It

CA:  Inthe tectory In the vl school ynrd
OP: Well whats the addicss there

CA:  Okay 525 Rhmwn Streel

O 525 Rhawn

CA:  Right

OF:  Awright is that R

CA: R-N-A-W-N, WEJOT KIDS BEIN BEAT UP (0.6) AND NO ONE WANTS TO
HELP US

OP:  U'mtiyiis to help you ma'am { have to first undersiand you

CA:  Rhawn Rnsinrob, Hasin help, A as in opple, W as in water, and N s In kuce (2.0)
Does that lielp

OP:  Enmenselyl (0.4) Now can you continue to what's the problem there

CA:  We've been calling for lwenty minutes now to gel the cops up here an no one’s come

(
i
or: Awright so what- what- what Ma'ans MA'AM!
CA:  You kiow the Fox Chase Rec
OP:  Ma'min what's goin on out there
CA:  I've beenteiling we
or: ‘You haven't told me what's goin on
CA:  We've had like 1 don't know a group of 50 kids out front about
or: Ul
CA: Okay?
OP:  An whal are the kids doin mn'am

CA:  Alvwell a few of theny have golf clubs an then this one liltle boy just cam down and sald
(o us "Suineone’s beatin thein up with a boseball bat”

(2.8)

OP:  Ahwe'll send the police ma'am *
CA:  Pardon me

or:  We will seid the police

CA:  Send thein now not in 10 minutes but now

OF:  We will send {lie police ma'am

CA:  Thank you Do you know where it is it's on (

{
oM You said 525 Rhawn ma'min (£.0) That's
what you said didw't you

CA:  Yesthat's what | said

o Okay that's wliete we're gonna send (hem
CA:  “thank you

Or:  You'te welcome

CA: DBye
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