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Police Mindset:  Communication 
  

Personal Orientation Professional Orientation 
 
Consistent communication. Vary enforcement 
as a reaction to the citizen’s “attitude” – both 
escalating and de-escalating the severity of 
punishment. 

 
Vary communication style in response to 
citizen attitude.  Consistent enforcement that 
applies discretion reasonably. 

 
Treat people the way I would want to be 
treated.  Subconscious translation: If people 
aren’t like me, I’m justified in not giving them 
good treatment. In other words, the citizen 
deserves to be treated based on how they 
speak and act. 

 
Try to bring out the best in people by taking 
into account their perspective at the time I deal 
with them – consistent with my safety and my 
obligations to society. 
 
As a professional, I am responsible for doing 
all I can to make the interaction as peaceful 
and effective as possible. 

 
My discretion is a way to make life easier for 
me. It’s my tool to control people. 

 
My discretion is a way to accomplish the 
purpose of my job in the least intrusive way 
possible. Circumstances and people are 
different. 

 
Habitual reaction – a victim of circumstance.  
 
 
 
Defensive/cynical/resigned 

 
Conscious of the potential to react poorly. 
Seeks to prepare and learn from interactions – 
an architect of resolution (Note: we always 
acknowledge that this is essential in Use of Force, but 
not in communications training) 
 
Educator/open/adaptable 

 
Legal standards (i.e., the rules) are designed to 
frustrate me in doing what I know is right. The 
end justifies the means. 
 
The bad example overwhelms the good. 

 
Legal standards (i.e., the rules) are necessary 
in an environment where any human being 
with this power might be prone to abuse it. 
The means are as important as the ends. 
 
The good should not be denied because of the 
bad case. Realistic compliance. I know the 
basic standards and will try to follow them; if 
a court later rules against my efforts, I won’t 
take it to heart. 

 



Incident Report:  Sgt. Robert Robillard, Waltham PD 
 
Introductory Note: This is an actual incident 
report.  The only information changed is the 
particular location and names of the civilian 
participants.  The fictitious names and 
information are noted in italics. 
 
Text of Sergeant Robillard’s Report: On _______ 
at approximately ________ p.m., while 
patrolling the area of Main Street the following 
occurred.    
 
While turning right onto Allen Avenue, I 
observed the above listed Toyota Camry in front 
of me.   This vehicle completed the right turn, 
swung wide, and crossed the solid yellow center 
line.  Approximately fifty feet further, the 
vehicle crossed the line again then swerved back 
into its own lane.  There was on coming traffic.  
The vehicle then turned left onto Main Street 
without using its left directional.  
 
I stopped this vehicle on Hill Road off of Main 
Street.  I approached the vehicle, identified my 
self by name and department and immediately 
gave the reason for the traffic stop.  I then asked 
the operator, for his license and registration. 
 
The operator was identified as DALE 
LAWRENCE, and he complied immediately.  
 
Immediately after stating my reason for 
stopping the vehicle the front seat, female 
passenger began berating, insulting and 
accusing me of stopping them because they 
were black.  Calling me a “fucking racist.” 
 
The operator identified his passenger as his 
sister.  This female was LINDA LAWRENCE 
(dob 11-5-1975).  Also present was a third 
unidentified female, rear seat passenger. 
 
While I was speaking with the operator, LINDA 
LAWRENCE was talking on her cell phone with 
someone and simultaneously screaming at me.   
At one point she exited the car and walked into 
the street -- screaming profanities and 
accusations at me.  I told her she was free to 
leave but needed to quiet down or she would be 
subject to arrest. 
 
An older woman exited a nearby apartment and 
identified herself as the vehicle owner, SARAH 

LAWRENCE.  I explained the situation to Ms. 
Lawrence and asked her to bring her daughter 
inside.  She complied with my request and was 
able to calm her daughter down and get her 
inside apartment 7B Main Street. 
 
Officer DiChiara arrived to assist. 
 
After the two females left, I again explained my 
reason for the stop to Mr. Lawrence.   I asked him 
why he thought I would stop him if he had 
crossed the solid yellow line.  His reply, “In case 
I was drunk.”   I told him that was my initial 
concern when I stopped him. 
 
I then asked him if he felt I was stopping him 
because of his race.  He replied, “No.” 
 
Mr. Lawrence was issued citation # K0763421: 
Warning for left of center. 
 
I then approached LINDA LAWRENCE and 
asked if I could speak with her.  She was 
standing outside 7B Main Street with her mother 
and Officer DiChiara.   She was calm at this 
point. 
 
I explained to LINDA my observations of the 
vehicle crossing the line and asked her why she 
thought a police officer might be interested in 
stopping the car.  Her reply,  “Because you 
might be drunk driving.” 
 
I agreed with her, telling her that I was 
concerned that her brother may have been 
drunk driving.   
 
I further explained to her that due to the 
numerous stuffed animals on the vehicle’s rear  
window deck, and  the dark, rainy conditions 
present, there was no way for me to tell what 
race or color the occupants were before I 
stopped them. 
 
LINDA appeared to be satisfied with my 
reasoning and apologized for her behavior by 
stating that she has been stopped before for her 
race and knows many others who have too.   
 
She shook my hand and we left the area. 
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Mindset—Interaction—Organizational Support 
An Antidote to Bias Policing 

Prevailing Mindset Resulting Interaction Chief/Organizational Support 
 
I know that many 
people complain about 
RP because they 
sincerely believe I am 
doing it.  They just don’t 
know better. 

• Give citizens the benefit of the 
doubt; not take it personally. 

• Empathy. 
• Try and educate. 
• Be clearer about when the 

citizen is really trying to get off, 
rather than just reacting from 
past experience or perception. 

 

• Community Outreach & Education 
seen as a sincere part of the job. 
• Citizen Police Academy 
• Brochure on Traffic Stops 
• Articles in Newspaper 

• Maintain that allegations aren’t 
automatically accepted. 

• Transparent complaint process. 
• Acknowledge RP, but explain your 

commitment to bias free policing.  
 

 
I am a human being 
and, like all human 
beings, I may be 
motivated by bias in my 
work. 

• More conscious about dealing 
fairly with citizens. 

• See reflection as valuable. 
• See dialogue and input from 

other people, especially those 
from other backgrounds, as 
valuable. 

• Willing to accept the goodwill 
of others and counsel them 

• Give officers training in non-
righteous, cultural diversity (just 
the facts m’am training). 

• Give officers a chance to interact 
with different cultures in the 
community (not just advocates with 
an agenda) at functions. 

• Review cases and have open 
discussions about different ways of 
promoting public safety. 

 
I am a human being 
and, like all human 
beings, I don’t like to be 
criticized unfairly – by 
people on the street 
and by the media. But 
defensiveness is not 
helpful. 

• Prepare for the angry reaction. 
• Professionalism triumphs over 

reaction. 
• Familiarity with policy. 
• Document all significant police 

interventions. 

• Value statistics, but qualify them 
appropriately. 

• Insist on simple mandatory 
requirements (e.g., name, 
documentation, supervisory input). 

• Provide scenario based training. 

 
I am going to be clear 
about the situations 
where I am most prone 
to let bias interfere with 
my judgment. 

• Honest assessment, willing to 
talk with colleagues – Open to 
input 

• Importance of concrete legal 
training and confident on-street 
application.  

• Continue to refine use of 
discretion. 

 

• Have a policy that articulates your 
commitment to bias free policing. 

• Provide concrete scenario based 
training for on-street situations. 

• Expect supervisors to monitor and, 
even more helpful, coach but not 
interfere.  Tell your officers about 
your supervision philosophy. 

Even though people 
don’t always notice, I 
achieve good results in 
many of my 
interactions.  I should 
not forget that. 

• Don’t let the bad overshadow 
the good. 

• Understand the “ripple effect” – 
good call response brings 
overall department support. 

• Recognize and reward good 
interactions, not just heroics. 

• Invite the public to let you know 
about your officers. 

• Ride around with your people  
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