
Westminster Police Department 
Cuts Time to Recreate Incidents 
by 50% with NICE Recording and 
CAD System Integration

About Westminster Police Department  
Communications Center
The Westminster Communications division is responsible for answering all 
911 emergency phone calls, non-emergency phone calls and dispatching 
for the Westminster Police, Fire and EMS. They also dispatch for Animal 
Management and often communicate with the Standley Lake Rangers and 
various City departments. Dispatchers are trained to process and prioritize 
multiple phone calls at once while also working a police or fire radio channel. 
They utilize multiple computer systems to create calls for service, log 
responder locations, or check for wants/warrants. All of the dispatchers are 
trained in emergency medical dispatch (EMD) so they can provide life-saving 
information to callers while an ambulance is on the way. They are trained to 
walk callers though CPR, child birth, and other non-life threatening medical 
emergencies. They answer approximately 260,000 calls a year.

The Challenge
Communications Supervisors at the Westminster PD Communications 
Division were short staffed and time strapped—a situation shared with 
many other agencies. The Supervisors juggled many responsibilities 
in and out of the communications floor and operations, some of which 
required tedious work in multiple software interfaces simultaneously.  
 
For example, the supervisors had to navigate two separate systems to process 
incident reproduction requests. These requests arrive from a detective or the 
DA’s office or courts for all the 911 calls associated with an incident. They used 
to first go into their CAD system and read through the Chronology to verify 
when the call came in and what position it came in on. They also looked for 
any subsequent calls related to the same incident that may have come in on 
other positions. Then they’d have to log on to the recording system separately, 
and search for each and every call by time, date and position. Then they had 
to listen to each of them to verify that they were indeed associated with the 
incident under investigation. It was a highly manual process that was prone 
to error and often required repeat searches for the same incident recordings.            
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Customer Profile  
Public Safety

Website 
www.cityofwestminster.us/PublicSafety 

Location
Westminster, Colorado, USA

Needs
Improve the efficiency of incident reproduction. 
Gain faster and more accurate insights into 
decisions made by dispatchers based on 
information that is available to them at various 
times through the incident response process.            

NICE Solutions
 � NICE Inform Elite

 � Redundant recording of all phones and radio 
channels - Airbus Sentinel Patriot, Airbus P25 IP 
radio syste 
Integration with Hexagon CAD 

 � NICE Inform Organizer and Media Player for 
incident reconstruction and evidence exports

 � NICE Inform Verify Instant Replay
 � NICE Inform Evaluator and Reporter     

The Impact
 � 50% reduction in time needed for each incident 
reproduction 

 � Improved insights into handling of incidents with 
recordings automatically organized and visualized  
by CAD incident attributes

 � Supervisors can now better manage their 
workloads due to saved time 

“NICE Inform Elite takes away the 
guesswork from trying to match CAD 
records to audio recordings.
It does it for me automatically. I am 
very excited about this integration.        
It has already cut my audio request 
fulfilment time in half. Now I can get 
back to my other work!”

Karen Marquez 
Communications Supervisor   
Westminster Police Department 



The Solution
Westminster PD became a user of NICE solutions back in 2007. 
They have been on every version of NICE Inform suite of solutions 
ever since, actively engaged in NICE solution development as a 
valuable source of feedback, suggestions, and even a partner 
in beta testing.  They have brought their concern with incident 
reproduction inefficiencies to NICE. This was the start of a journey 
to their dramatic process improvement through the integration 
between NICE recording system and the City’s CAD system.   
 
“The CAD integration has been a very exciting project to 
work on,” said Karin Marquez, Communications Supervisor, 
Westminster Police Department. “We are a Hexagon customer 
and so bringing the two companies together to create 
efficiencies for us was huge. Anything that can cut down time 
for a communications supervisor is huge.  Every one of us has 
many additional responsibilities, so being able to focus your 
time on other things because you are gaining time back by a 
company that’s created efficiencies for you is really priceless.“ 
 
NICE Inform Elite’s CAD Incident Analytics saves time and improves 
the value of incident evidence. It eliminates unnecessary steps in 
search for recordings in response to media requests for incident 
investigation. Significant CAD system events that occurred over 
the course of each incident such as dispatch of units, suspect 
condition, or on-scene arrival are displayed on a timeline alongside 
synchronized media recordings—any number of calls from 
any number of positions, radio transmissions, console screen 
video, and optionally also text-to-911 communications. Incident 
reconstruction that incorporates extensive CAD data provides 
clearer indication of what information was available at the time 
when decisions were made, which cannot be readily obtained from 
reviews of recordings and metadata in separate information siloes.  
 
“We hadn’t really measured our efficiency before it improved,” 
said Marquez. “Once we had the CAD integration, we agreed to 
measure it. First, with stop watch ticking, I would go through the 
old process of interfacing with two systems and listening to all calls 
that seemed relevant to the incident. Then I would reproduce the 
same incident just with NICE Inform that automatically matched the 
CAD case number to recorded calls and served them up to me, 
merged onto a timeline along with CAD event data showing when 
the calls came in, and when units were dispatched and arrived 
on scene. The new process was 50% faster, whether I was timed 
reproducing short incidents or long ones, with just a few calls or 
many.  Now that we have the CAD integration, requesters don’t have 
to wait five or more days anymore. Oftentimes, I can provide audio 
reproductions the same day, or even within five minutes if there’s 
a rush. Now I can manage the floor better, I can meet my other 
deadlines, I can cover the radio, and maybe even go home on time! 
The time you get back can always be used for something better.”                                
 

“What I like most about NICE is that they are an 
industry leader. The company is top notch, very 
professional. The whole product suite and the team 
behind it is fantastic. As a customer, you build a lot of 
trust and develop a partner relationship with them.” 

Karin Marquez,  Communications Supervisor, Westminster PD    

Westminster PD is currently using the entire suite of NICE 
Inform solutions, from recording and live monitoring to incident 
reproduction, reporting, quality assurance, and now also the CAD 
integration. “The solution as a whole is fantastic,” said Marquez. “I 
would recommend it for anyone who is having to recreate incidents 
for a detective, or an attorney, or the courts.   There’s also an audit 
trail so that you can trust that everything that happens inside of 
that system is audited and tracked. With this information,  you can 
answer in court for the activity that’s happened with audio evidence 
and you begin to build trust.“ With NICE Inform Organizer, the 
supervisors can save the recreated scenarios into electronic folders 
and add other types of evidence.  Westminster PD’s detectives 
can access these folders and add photos or reports, so that all of 
the incident data stays together. Duplicate requests for the same 
incident reproductions are now very easy to satisfy, it is as simple 
as reaching into the electronic “filing cabinet” and pulling it up. 
 
“NICE Inform is also a great solution to provide QAs on our 
dispatchers. We’ve created our own scoring templates in NICE 
Inform Evaluator,” explained Marquez. “In this interface, you listen, 
score, and send it to the dispatcher. They can provide feedback 
or sign off on it electronically and send it back to the supervisor. 
And we also use it for a general QA review, such as to analyze 
how the calls come through and what decisions are made through 
those calls. I live in Inform all the time and it’s a great solution.”  
 
“What I like most about NICE is that they are an industry leader,” 
said Marquez in conclusion. “The company is top notch, 
very professional, and they have great products. The whole 
team behind it is fantastic as well. The organization with all of 
their employees, their customer care technicians, sales staff, 
customer support team, and on up the chain are great, and 
indeed very easy to work with. As a customer, you really build 
a lot of trust and develop a partner relationship with them.” 

About NICE Public Safety
NICE public safety solutions integrate and put into context
information from many sources to help emergency communications
centers and investigation departments reconstruct and understand
the who, what, when, where and why of an incident. NICE
Inform, the industry-leading digital evidence management
(DEM) solution, gives emergency communications centers
better insight into how to continuously improve their operations.

About NICE
NICE (NASDAQ: NICE) is the worldwide leading provider of enterprise software solutions that empower 
organizations to make smarter decisions based on advanced analytics of structured and unstructured 
data. NICE solutions help the world’s largest organizations deliver better customer service, ensure 
compliance, combat fraud and safeguard citizens. Over 25,000 organizations in more than 150 
countries, including over 80 of the Fortune 100 companies, are using NICE solutions. www.nice.com


