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Abstract. The relevance of the chosen topic is to determine the role and content of the structural unit “102” in the rapid
response system, and the algorithm of their actions in providing the necessary assistance to people who called the special
telephone line of the National Police of Ukraine. The purpose of the study is to determine the main function of the service
department “102” as one of the structural units of organisational and analytical support and operational response of the
National Police of Ukraine. The following methods for collecting and processing information were widely used in the research
process: specific sociological (documentary, survey, observation) and some private scientific methods (system-structural,
comparative-legal, historical-legal). The role of the service department “102” of organisational and analytical support
and operational response of the National Police of Ukraine in the system of operational response of police bodies and units
to statements and reports of criminal, administrative offenses or events. It is argued that the main function of the service
department “102” units of organisational and analytical support and operational response of the National Police is to
receive, process and register applications and notifications of offenses and events throughout the service area. It has also
been proven that the necessary legislative initiative is to locate a person who has applied for real help on line 102. In
addition, it was established that to properly perform the powers of officials of the service department “102” it is necessary
to introduce the position of a psychologist to provide psychological assistance to victims. At the same time, it is argued
that the service department “102” is a basic element in the operational response system of the National Police of Ukraine

Keywords: bodies and subdivisions of the National Police of Ukraine, subdivisions of organisational and analytical support
and operative response, registration of statements and notifications about offenses and events, operative assistance of police

squads, centralised management of dispatchers

Introduction

According to the Report of the National Police of Ukraine on
the results of work in 2020 [1], the organisation of a single safe
space where everyone feels protected is the main goal of the
National Police. One of the important indicators of police
activity is the speed of response to statements and reports
of citizens about criminal, administrative offenses or other
events. Notably, the first, basic element of the response system
is the department of service “102” units of organisational and
analytical support and operational response of the National
Police of Ukraine (hereinafter — the department of service “102”,
OAZOR).

According to the data reflected in the Report of the
National Police of Ukraine on the main results of work in
2020 [1], almost 10 million calls were received by employ-
ees of the “102” service department. On average, 1 operator
received a phone call every 10 minutes. Ukrainians are ac-
tively turning to line “102” with various problems. In recent
years, the number of calls has increased almost 8 times. Con-
tidioned upon the well-organised work of the 102 service
staff, coordination of actions aimed at proper organisation
of rapid arrival of police officers to the applicant or the place
of the offense to stop it, efficiency of providing necessary
assistance to citizens, public confidence in modern police is
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gradually growing, which is a key criterion for assessing the
effectiveness of their activities. As correctly noted O.V. Negod-
chenko, department “102” is one of the key units of organiza-
tional and analytical support and operational response of the
National Police of Ukraine, which implements operational
response and information and analytical support of police
bodies in general [2, p. 151].

Thus, the current stage of development of society is
marked by a steady trend towards a rapid increase in the role
of electronic information environment of analytical and tele-
communications systems for the functioning and develop-
ment of social institutions. Under these conditions, the issue
of speed of providing necessary assistance to citizens, when
the operator of the “102” service receives a notification of
an offense, becomes of strategic importance, which in turn
emphasises the study of the specific features of the “102”
service in the rapid response system.

In the legal literature, the study of the problem of
prompt response of police officers to citizens’ appeals is not
left out of the attention of scientists. In particular, these issues
were investigated in the works of V.O. Negodchenko [2],
Yu.Ya. Gladuna, A.V. Lipentseva [3], V.V. Sereda, and
Yu.A. Khatnyuk [4], V.Ye. Kraskevich, Yu.Yu. Yurchenko [5],
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Ya.S. Posokhova [6] and others. It should be noted that the
specific features of the implementation of the function of
rapid response to reports of criminal, administrative offenses
or events covered in the scientific work of Yu.Ya. Gladun
and A.V. Lipentsev on the construction of a standard center
for public safety on the example of the Situation Center of
the Main Directorate of the National Police in Lviv region.
In particular, the authors of the study concluded that the
coordinated work of the situation center and the service de-
partment “102” allows to achieve positive changes in the
work of regional police units and centralised management of
dispatchers by all police meetings to stop offenses and solve
crimes on the “hot trail” [3, p. 119].

Also the publication V.V. Sereda and Yu.A. Khatnyuk
on the organisational and legal basis of the National Police
of Ukraine, carrying out analytical work, provides that “it is
the units of organisational and analytical support and oper-
ational response exercise within its competence the powers
of the National Police of Ukraine in coordination, planning,
control and coordination police in the implementation of the
function of rapid response” [4, p. 189]. At the same time
V.Ye. Kraskevich and Yu.Yu. Yurchenko in his study on “The
use of situational training centers for resource management”
noted that the main function of the situational center and
service department is a comprehensive assessment of the
problem situation based on the use of special processing of
large amounts of information and operational work given
the change of the operational situation” [5, p. 111].

Considering the results of the research of the
above-mentioned scientists, this article focuses on the key
role of the service department “102” in the system of opera-
tional response of police bodies and units. The purpose of the
study is to determine the role and tasks of the service depart-
ment “102” in the rapid response system, and to identify the
main shortcomings that affect the quality of its work.

The Role and Functions of the Service
Department “102” in the Rapid Response System

The Instruction on the organisation of response to statements
and notifications about criminal, administrative offenses or
events and operative informing in bodies (divisions) of the
National Police of Ukraine (hereinafter — the Instruction),
approved by the order of the Ministry of Internal Affairs of
Ukraine from 27.04.2020 No. 357 on statements and noti-
fications of criminal, administrative offenses or events, and
prompt information to the central police authority, interregional
territorial bodies of the National Police of Ukraine, territorial
police bodies in the Autonomous Republic of Crimea and
Sevastopol, regions, Kyiv, their territorial separate subdivi-
sions” [7].

In accordance with the requirements of the Instruction,
the term “102 service department” should be understood as
a unit whose employees use the automated workstation, op-
erator “102”, the Information Portal of the National Police of
Ukraine (IPNP) to receive emergency calls and registration
around the clock. reports of offenses or events received by
telephone under the abbreviated number “102”, as well as
through other types of communication” [7]. These include text
messages, e-mail, mobile applications and other specialized
software and hardware. Notably, the reception of emergency
calls is carried out centrally from all over the service area of the
relevant police authority. It is important that each operator
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of the “102” service department should be provided with an
automated workplace and use authorised access to the STI
system.

According to the requirements of the Instruction [71],
one of the main tasks of the operators of the service depart-
ment “102” is to receive within two minutes from the applicant
information about the offense or event and enter it in the
electronic workstation card “operator 102” of IPNP. In this
context, it is worth noting the position of Ya.S. Posokhova,
who notes that the service “102” provides a number of tasks:
optimising police squads, reducing response time to messages
and maintaining the quality of response to police squads [6,
p. 2571. In addition, in accordance with the requirements of
the Instruction [7], the operator (inspector) of the service
department “102” has a number of other tasks: in the process
of conversation with the applicant to adhere to the principles
of professional ethics and morals; in the process of receiving
a notification of an offense or event, communicating with the
applicant, at the same time enter information into the IPNP
system; information generated in the TINP in electronic form
to be automatically transmitted for response to police officers
authorised to respond to offenses or events; in case of damage
to the main and backup channels of information transmission
in electronic form, information about the offense or event
to transmit to authorized employees using other means of
communication; after entering all basic and additional data
into the STI system to save information; in case of applying
to line “102” of the applicant in a language not spoken by
the employee, to take measures to attract another employee
who speaks the required foreign language, as well as, if nec-
essary, by videoconference; immediately report to the senior
changes on the receipt of complaints about the actions or
inaction of the police, violation of their rights and legitimate
interests, repeated complaints about the improper organisation
of police response to reports and enter relevant information
into the IPNP system; in the event of a sudden interruption
of the call, call the applicant immediately to find out in detail
the circumstances of the event or offense. If the applicant does
not answer the call and there is a suspicion of illegal actions
against him (shouting, noise, fighting and other signs), enter
in the STI system information that “communication with the
applicant is lost” and put a mark “informed duty”. If the ad-
dress of the place of the offense or the location of the applicant
is unknown, put the appropriate marker on the map at the
location of the unit “102”; enter into the IPNP system infor-
mation on notifications of emergency services to the popula-
tion under the abbreviated number “112” (“101”, “103” and
“104”) and pass for response to the relevant police officers
or operational and dispatching services of other public au-
thorities and local governments, authorised to organize the
response to them; immediately mark the “inform the duty
officer” to respond accordingly, if during the acceptance of
the application or notification it became known that the ap-
plicant or the person who committed the offense is wanted; if
the statement or report refers to issues that do not fall within
the competence of the police and certain actions that do not
contain signs of an offense, the appeal is informational and
advisory in nature or it does not state the essence of the issue,
the applicant expresses personal attitude to the event, does
not name his personal data, politely explains to the applicant
his further actions, etc. [7].

Thus, the main role of the officials of the service de-
partment “102” in the rapid response system is to receive,
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process and register applications and notifications of offenses
and events throughout the service area. This, in turn, provides
an opportunity to fully implement the priority goals of the
Government, set out in the Programme of Activities of the
Cabinet of Ministers of Ukraine, approved by the resolution
of 12.06.2020 No. 471 [8]. According to her requirements, a
person who is in trouble (an emergency or other life situation
that threatens his life or health) will receive assistance in any
part of the country.

Problematic Issues of the Service Department
“102”, Including to Solve Them

The Strategy for the Development of the Ministry of Internal
Affairs until 2020 [9] is the basis for the development of the
Ministry of Internal Affairs as an integral part of a certain
sector of national security of Ukraine and defines a safe living
environment as one of their priorities. As correctly noted
by V.V. Sereda and Yu.A. Khatnyuk that “the units of organi-
sational and analytical support and operational response of
the National Police of Ukraine occupy a central place in the
information and analytical support and the system of opera-
tional response of police bodies and units, which also includes
ensuring the circulation of information. These structural
subdivisions provide and carry out tasks and powers of the
National Police of Ukraine on coordination, analysis, planning,
control and coordination of actions of territorial interregional
bodies of territorial (separate) police subdivisions on imple-
mentation of state policy in the field of public order and safety,
protection of rights and freedoms man, the interests of society
and the state, as well as combating crime” [4].

The report of the Head of the National Police of Ukraine
on the main results of the department in 2019 [10] stipulates
that the legislative initiative of the police is to determine
the location of the applicant at the time of his call to line
“102” to provide the necessary assistance. At the same time,
we believe that the above initiative has its advantages and
disadvantages. One of the advantages is the efficiency and
timeliness of response to applications and messages from
citizens. Thus, for example, in practice there are often cases
when the call of an applicant who called the line “102” is
suddenly interrupted and in the future the operator can not
establish contact with him. However, during the previous con-
versation with the citizen, screams, noise and struggle were
heard, which in turn give sufficient grounds to believe that the
person is subject to illegal actions. Therefore, in such cases,
the improvement of legal and software, which would allow
determining the location of the applicant who called the line
“102”, would lead to timely and necessary assistance to citizens,
reduce time and improve control over the flow of information
from the call center “102” to a specific performer, reducing
the time of arrival of police squads to report offenses and
events. As Yu.Ya. Gladun and A.V. Lipentsev correctly noted,
an improved management system would optimise the manage-
ment of police units, increase the efficiency of police squads,
investigative teams, duty units and police units, reduce the
response time to applications and reports of citizens [3].

However, there are situations where locating an appli-
cant who has contacted line 102 may be a significant short-
coming. In particular, a person who calls line 102 to report a
criminal offense that is being prepared or committed, clearly
does not want to disclose his personal data and location. And
if the above initiative is implemented, the number of such

appeals to line “102” will immediately decrease, which in turn
will lead to low disclosure of criminal offenses. In addition,
locating the applicant without his consent may be considered a
violation of the right to respect for private life as enshrined
in the Convention for the Protection of Human Rights and
Fundamental Freedoms [11]. Also, it may contradict the
principle of confidentiality of information, which is provided
by the Law of Ukraine of 13.01.2011. “On Access to Public
Information” [12], according to which the definition of in-
formation confidential is the desire of a natural or legal person
to consider certain information about him or information in
his possession, confidential.

In view of the above, after analysing all the pros and
cons, it is proposed to determine at the legislative level the
possibility of establishing the location of a person seeking help
on line “102”, only in some cases. In particular, with her
consent, and when there is a real threat to human life or health,
in the interests of national security, economic prosperity and
human rights. Another urgent problem in the activities of the
“102” service department is the introduction of a psycholo-
gist who would provide timely and professional support to a
person who finds himself in a difficult life situation and seeks
help on the 102 line. As appropriately noted by V.Ya. Posokhova,
the operator of the 102 service department, is the first official
to contact the applicant after a stressful situation. The functions
of the operator of the service department “102” are not only
to receive and communicate the necessary information, but
also to provide emotional and psychological support to the
citizen after a collision with a problematic situation [6, p. 259].
At the same time, the Instruction [7] stipulates that when
receiving reports of domestic violence, crimes against sexual
freedom and sexual integrity, including other crimes, the op-
erator of the service department “102” must ask the citizen
with the operator of which article he wants to communicate.
We believe that in such cases the psychologist, thanks to his
professional competence, will be able to provide timely psy-
chological assistance to the applicant, which in turn will affect
the speed and quality of operational response of bodies and
units of the National Police.

As noted earlier, the organisational and analytical
support and operational response units of the National Police
of Ukraine play a key role in implementing an effective op-
erational response to citizens’ statements and notifications.
The main function of OAZOR dispatchers is to centrally manage
all police units that respond directly to offenses or events.
Automated control system is the main tool of dispatchers,
which optimizes the activities of police units, increases the
optimality of police squads, investigative teams, and reduces
the response time to applications and reports of citizens. We
believe that it is thanks to the coordination of dispatchers
that patrol police squads, patrol police response teams, and
investigative and operational groups operate in a more coor-
dinated manner.

Thanks to this coordination, the time and control over
the passage of information from the call center “102” to the
main executor is significantly reduced, which leads to a real
reduction in the time of arrival of police squads to the scene [13,
p. 112]. However, organisational constraints, obligations,
rules, and the expectations and beliefs of citizens, the activities
of the police can also hinder this function of protection [14].
The number and types of incidents in which people turn to the
police are enormous, and the vast majority obviously cannot be
passed on to other organisations or the public sector without



significant resource costs or adjustments [15]. However, if the
police retain these responsibilities, they must also recognise
how they can address community issues more effectively [16].
Therefore, the effective implementation of the rapid response
function requires the introduction of the position of psycholo-
gist in the service department “102”, which will, in turn, improve
the operational response system, and provide quality police
services needed by society and the state.

Conclusions

The “102” Service Unit of the Organisational-Analytical Sup-
port and Operational Response Unit of the National Police of
Ukraine is a structural unit whose employees receive emer-
gency calls and register notifications of criminal, adminis-
trative offenses or other events around the clock with the
help of an automated workstation in the IPNP system. The
relevant unit plays a key role in the proper prompt response
to applications and communications from citizens. The main
function of the officials of the “102” service department in
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the rapid response system is to receive, process and register
applications and notifications of offenses and events throughout
the service area.

To ensure a proper prompt response to statements and
reports of citizens about criminal, administrative offenses or
other events, it is proposed at the legislative level to determine
the possibility of locating a person who calls the police on
line “102” in some cases, including with his consent, when
real threat to human life and health, in the interests of na-
tional security and economic well-being. Also, the effective
implementation of the rapid response function is possible
during the introduction of the position of a psychologist in
the staff list of the service department “102”, which will provide
psychological assistance to persons who have sought help
from the police. Thus, the department of the service “102” is
a basic element of the system of prompt response to appli-
cations and notifications of citizens, because it is from the
professional and priority actions of its officials depends on the
efficiency and quality of response.
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PoAb BipAainy cay)x6u «<102» y cucteMi onepaTtuBHOro pearyBaHHA
opraHiB Ta niApo3AiAIB NoAiLil

Conomisa BoroaumupiBHa Baclok

N\bBIBCbKWI AEPXABHUWI YHIBEPCUTET BHYTPILLHIX CNpaB
79007, ByA. Topopolbka, 26, M. \bBiB, YKpaiHa

AnoTania. AKTyasibHiCTh 0OpaHOI TeMU MOJIATaE y BUSHAYEHH] POJIi Ta 3MiCTy AiAJIBHOCTI CTPYKTYPHOrO Migpo3 ity «102» y
CHCTeMi OIepaTUBHOTO pearyBaHH:A, a TAKOX aJITOPUTMY iX Aill i yac HalaHHA Heo0XiJHO1 JOTIOMOT'M JIFOAAM, SIKi 3BepHYJIMCh
Ha crieriiaJibHy TeJiedoHHy JiiHio HanionasHO1 mostinil Ykpainu. MeTa JocTiKeHHs 3BOAUTHCA 10 BU3HAYEHHS OCHOBHOT (PYHKIIIT
BiiiTy cITyx6m «102» K OHOTO 3i CTPYKTYPHUX MiJJPO3/iJIiB OpraHi3amiiiHo-aHATiTUYHOro 3abe3rnevyeHHs Ta OIepaTUBHOTO
pearyBaHH:A HarjioHasibHOI noJinil Ykpainu. ¥ mporjeci OCIiAKeHHs MHUPOKO BUKOPUCTOBYBAJINCh HACTYIHI MeTOAU AJ1A
36upaHHA Ta 00pobku iHpopMaliii: KOHKPeTHO-COI[i0JIOTiuHi (JOKyMeHTaJIbHUM, ONUTYBaHHA, CIIOCTEPEXeHHs) Ta AesKi
MIPUBATHO-HAYKOBi MeTOAU (CUCTEMHO-CTPYKTYPHUI, MMOPiBHAJIBHO-IIPABOBHE, iCTOPUKO-NPaBOBUii). PO3KPUTO poJib Bimminy
ciyx6u «102» miapo3aisiiB opraHizariiiHO-aHaIITUYHOrO 3a0e3levYeHHA Ta OepaTUBHOrO pearyBaHHsA HarioHanbpHOT mosminil
VYkpaiHu y cucteMi onepaTUBHOrO pearyBaHH:A OpraHiB Ta MiZJPO3/LTiB MOJIIi Ha 3asABU Ta MOBiJOMJIEHHSA IIPO KPUMiHaJIbHI,
aIMiHiCTpaTHBHI MIPaBOIOPYIIIeHHs abo noil. ApryMeHTOBaHO, 10 OCHOBHOI0 (PYHKILiE0 BiAiTy ciryx0u «102» miipo3aiiiB
opratizanifiHo-aHaJliTHYHOro 3abe3nevyeHHs Ta OlepaTHMBHOrO pearyBaHHsA HarjioHasbHOI NOJIII € NpuiioM, OIlpaloBaHHs
Ta peecTpallis 3asB i MOBiJOMJIEHb NIPO NIPABONOPYIIEHH:A Ta MOJil Ha BCill TepuTopil 06cyropyBanHsA. Takox AOBeAEHO, L0
HeoO0XiTHO0 3aKOHOJABYOI0 iHII[iaTHBOIO € BU3HAYEHHS MiCLIe3HAXO0KEHH JIIOAVHY, KA 3BEPHYJIach 32 PeaJIbHOI0 JOITOMOTOI0
Ha JIiHit0 «102». OKpiM I1bOr0, BCTAHOBJIEHO, IO JJI1 HAJIEXHOTO BUKOHAHHS MOBHOBAXEHD IMOCAIOBUX OCi6 BiIiTy ciryx6u
«102» HeoOXiJHO BBECTH IMOCAJTy IICUXOJIOTa AJIs HaAaHH:A ICUXOJIOTiYHOI JOIIOMOTHY [TOTepHiinM. Bo/iHOUac aprymMeHTOBaHO,
10 BifAfis ciryx6u «102» € 6a30BUM eJIeMEeHTOM Y CUCTeMi OllepaTUBHOrO pearyBaHHsA HauioHasibHOI moutinii YKpaiHu

KimouoBi cstoBa: opranu Ta nigposaim HarionasisHol noJtinii YKpaiHu, miapo3aiav opraHizariiiHo-aHa i THIHOTO 3abe3neYeHHs
Ta ONepaTHBHOI'O pearyBaHHs, PeeCcTpallisd 3asB i MOBiJOMJIEHb PO MPaBOMOPYILIEHH Ta MO/il, ollepaTUBHA AOIIOMOTra HapsAdiB
MOJTiIIiT, IeHTpasTi30BaHe yIpaBIiHHA JUCIIeTIepPAMU



