
ENHANCED SERVICES
CALL DIVERSION



2018

• Sector Based Strategic Deployment
• POP and EBP

• Tackle issues upstream
• Output verses Outcome

• Enhanced Services Unit (ESU) Pilot
• Accommodated officers
• Early contact with complaints (goal 15 minutes)
• Victim Choice Reporting
• Build capacity for POP

• Clean Data Initiative
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ESU Pilot  (Sept 2018 – Dec 2018)

• 7 accommodated officers
• 717 Investigations completed / 157 Follow-ups
• 174 Criminal Charges/Diversions completed
• Flexible schedule to meet needs of officer
• Average Call Time

• 157 mins Patrol Officer
• 25 mins ESU officer
• 866 hrs of investigative time saved over 3 months
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ESU  (Public Feedback)

• Very satisfied with pilot
• Letters (John Howard Society, Legendary Security, L.C.B.O. 

Corporate Security)
• Meetings with Loss Prevention Group

• (2018, 2020, 2021)

• Increase/Improve On-line Reporting 
• Appreciate single point of contact
• Increased apprehension due to consistency

• 1 person identified as responsible for 35 incidents over 6 
months resulting in 72 Criminal Charges

• 1 person identified as responsible for 54 incidents over 6 
months resulting in 124 Criminal Charges (~$60,000 loss to 
business)
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2021

• Enhance Online Reporting
• Project – Dedicate 8 officers to ESU 
• Implement formal Customer Service Feedback 

Survey
• Continue with Clean Data Initiative – Dashboards
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Online Reporting Old
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Online Reporting New
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OLD HEADER

NEW HEADER
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Customer Service 
Feedback Surveys
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Next Steps

• Victim Choice Reporting
• Intimate Partner Violence?
• Hate Occurrences?
• Human Trafficking?
• Break and Enters?

• Increased use of Virtual Interactions with public 
(Zoom)

• Added languages to Online Reporting
• Online Reporting integration with RMS
• Increase Diversion of Calls from front line

• 2018 – 31%   2021 – 37 %  (8,822) additional calls
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Questions?

• Superintendent Bill Berg
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