


52609_00_fm_pi-pxxvi.indd   ii52609_00_fm_pi-pxxvi.indd   ii 2/1/10   11:37:43 PM2/1/10   11:37:43 PM

This  an electronic version of the print textbook. Due to electronic rights 

 

 

  

 

restrictions, some third party content may be suppressed. Editorial
review has deemed that any suppres ed content does not materially

 affect the overall learning experience. The publisher reserves the 
right to remove content from this title at any time if subsequent
rights restrictions require it. For valuable information on pricing, previous 
editions, changes to current editions, and alternate formats, please visit
www.cengage.com/highered to search by ISBN#, author, title, or keyword 
 for materials in your areas of interest.

s

is



Management and 
Supervision in 
Law Enforcement 

Sixth Edition

Kären Matison Hess, Ph.D.

President, Institute for Professional Development
Former Instructor, Normandale Community College
Bloomington, Minnesota

Christine Hess Orthmann, M.S.

Orthmann Writing and Research
Rosemount, Minnesota

With contributions by Shaun E. LaDue, M.S.

Chief of Police

Owatonna, Minnesota

Australia • Brazil • Japan • Korea • Mexico • Singapore • Spain • United Kingdom • United States

56447_00_FM_pi-xxxiii.indd   i56447_00_FM_pi-xxxiii.indd   i 11/29/10   8:34:49 PM11/29/10   8:34:49 PM



© 2012 Delmar, Cengage Learning, © 2007, 2004, 2001, 1996, 1992 
 Cengage Learning

ALL RIGHTS RESERVED. No part of this work covered by the copyright 
herein may be reproduced, transmitted, stored or used in any form 
or by any means graphic, electronic, or mechanical, including but not 
limited to photocopying, recording, scanning, digitizing, taping, Web 
distribution, information networks, or information storage and retrieval 
systems, except as permitted under Section 107 or 108 of the 1976 
United States Copyright Act, without the prior written permission of 
the publisher.

Library of Congress Control Number: 2010935151

ISBN-13: 978-1-4390-5644-8

ISBN-10: 1-4390-5644-7

Delmar
5 Maxwell Drive
Clifton Park, NY 12065-2919
USA

Cengage Learning is a leading provider of customized learning solutions 
with offi  ce locations around the globe, including Singapore, the United 
Kingdom, Australia, Mexico, Brazil, and Japan. Locate your local offi  ce at: 
international.cengage.com/region

Cengage Learning products are represented in Canada by Nelson 
 Education, Ltd.

To learn more about Delmar, visit www.cengage.com/delmar

Purchase any of our products at your local college store or at our 
 preferred online store www.cengagebrain.com

Management and Supervision in Law 
 Enforcement, Sixth Edition
Kären Matison Hess, Christine Hess 
Orthmann

Vice President, Career and Professional 
 Editorial: Dave Garza

Director of Learning Solutions: Sandy Clark

Senior Acquisitions Editor: Shelley Esposito

Managing Editor: Larry Main

Product Manager: Anne Orgren

Editorial Assistant: Danielle Klahr

Vice President, Career and Professional 
Marketing: Jennifer Baker

Marketing Director: Deborah S. Yarnell

Marketing Manager: Erin Brennan

Marketing Coordinator: Erin Deangelo

Production Director: Wendy Troeger

Production Manager: Mark Bernard

Senior Content Project Manager: 
Betty Dickson

Senior Art Director: Joy Kocsis

Photo Research: Terri Wright Design, 
www.terriwright.com

Production Editor: Sara Dovre Wudali, 
Buuji, Inc.

For product information and technology assistance, contact us at
Cengage Learning Customer & Sales Support, 1-800-354-9706

For permission to use material from this text or product,
submit all requests online at www.cengage.com/permissions

Further permissions questions can be e-mailed to 
permissionrequest@cengage.com

Printed in the United States of America  

1  2  3  4  5  6  7  14  13  12  11  10

Notice to the Reader
Publisher does not warrant or guarantee any of the products described herein or perform any independent analysis in connection with any of the product information 
contained herein. Publisher does not assume, and expressly disclaims, any obligation to obtain and include information other than that provided to it by the manufacturer. 
The reader is expressly warned to consider and adopt all safety precautions that might be indicated by the activities described herein and to avoid all potential hazards. By 
following the instructions contained herein, the reader willingly assumes all risks in connection with such instructions. The publisher makes no representations or warranties 
of any kind, including but not limited to, the warranties of fi tness for particular purpose or merchantability, nor are any such representations implied with respect to the 
material set forth herein, and the publisher takes no responsibility with respect to such material. The publisher shall not be liable for any special, consequential, or exemplary 
damages resulting, in whole or part, from the readers’ use of, or reliance upon, this material.

56447_00_FM_pi-xxxiii.indd   ii56447_00_FM_pi-xxxiii.indd   ii 11/29/10   8:34:51 PM11/29/10   8:34:51 PM



iii

S E C T I O N  I
Management, 
Supervision, 
and Leadership: 
An Overview

S E C T I O N  I I
Basic Management/
Personal Skills

S E C T I O N  I I I
Managers and the 
Skills of Others

S E C T I O N  I V
Managing Problems

S E C T I O N  V
Getting the Job 
Done . . . Through 
Others

Chapter 1  

Management, Supervision and Leadership   |   2

Chapter 2 

Th e Organization and Structure of American Policing   |   30

Chapter 3 

Th e Police Mission: Getting the Job Done   |   64

Chapter 4 

Communication: A Critical Management Skill   |   100

Chapter 5 

Decision Making and Problem Solving as a Manager   |   134

Chapter 6 

Time Management: Minute by Minute   |   178

Chapter 7 

Training and Beyond   |   208

Chapter 8 

Promoting Growth and Development   |   250

Chapter 9 

Motivation and Morale   |   282

Chapter 10 

Discipline and Problem Behaviors   |   320

Chapter 11 

Complaints, Grievances and Confl ict   |   362

Chapter 12 

Stress and Related Hazards of the Job   |   396

Chapter 13

Deploying Law Enforcement Resources and Improving 

Productivity   |   434

Chapter 14 

Budgeting and Managing Costs Creatively   |   472

BRIEF
CONTENTS

56447_00_FM_pi-xxxiii.indd   iii56447_00_FM_pi-xxxiii.indd   iii 11/29/10   8:34:51 PM11/29/10   8:34:51 PM



iv BRIEF CONTENTS

Chapter 15 

Hiring Personnel and Dealing with Unions   |   504

Chapter 16 

Measuring Performance: Assessment and Evaluation   |   542

Chapter 17 

Learning from the Past; Looking to the Future   |   578

Appendices   |   613 

Glossary   |   628 

Author Index   |   638 

Subject Index   |   642

S E C T I O N  V
Getting the Job 
Done . . . Through 
Others
(Continued)

56447_00_FM_pi-xxxiii.indd   iv56447_00_FM_pi-xxxiii.indd   iv 11/29/10   8:34:54 PM11/29/10   8:34:54 PM



v

Preface   |   xxii

Acknowledgments   |   xxxi 

About the Authors   |   xxxii 

CHAPTER 1 

Management, Supervision and Leadership  |  2

Introduction  |  3

Managers and Management  |  5

Authority, Responsibility and Delegation  |  5

Basic Management Skills and Tools  |  7

Personal Characteristics  |  7

Th e Role of Self-Confi dence  |  8

Attitude  |  8

Management Styles  |  8

Which Management Style to Select?  |  10

Infl uences from the Business World   |  10

Management by Objectives  |  11

Total Quality Management  |  11

Avoiding Micromanaging  |  12

Leading versus Managing   |  12

Leadership  |  14

Characteristics of Leaders  |  14

Research on and Th eories Related to Leadership  |  15

Trait Th eorists  |  15

Th e Michigan State and Ohio State Universities Studies  |  16

Th e Managerial Grid from a Leadership Perspective  |  16

Situational Leadership  |  17

Transformational Leadership  |  17

Leadership Styles  |  18

Autocratic Leadership  |  18

Consultative, Democratic or Participative 

Leadership  |  19

Laissez-Faire Leadership  |  19

Implications  |  20

CONTENTS

S E C T I O N  I
Management, 
Supervision,  
and Leadership: 
An Overview

56447_00_FM_pi-xxxiii.indd   v56447_00_FM_pi-xxxiii.indd   v 11/29/10   8:34:55 PM11/29/10   8:34:55 PM



vi CONTENTS

A Perspective on Leadership from the Business World  |  21

Leadership Training and Development  |  22

Common Leadership Errors  |  24

Guidelines for Eff ective Management and Leadership  |  25

Management and Leadership—A Call for Change  |  26

Summary  |  26

Challenge One  |  27

Discussion Questions  |  27

References  |  28

CHAPTER 2 

Th e Organization and Structure of American 

Policing  |  30

Introduction  |  32

Th e Traditional Law Enforcement Organization  |  33

Th e Formal Organization   |  35

Typical Divisions in Law Enforcement Agencies  |  35

Th e Hierarchy of Authority  |  37

Chain of Command   |  37

Th e Informal Organization  |  41

Th e Emerging Law Enforcement Organization  |  41

A Flattened Organization  |  42

A Decentralized Organization  |  42

Change Revisited  |  42

Post–9/11 Policing  |  43

Community Policing  |  44

Traditional and Community Policing Compared  |  47

Partnerships  |  48

A Change in Core Functions?  |  49

Problem-Solving Policing  |  50

CompStat Policing  |  51

Intelligence-Led Policing  |  53

Ethical Considerations in Intelligence-Led 

Policing  |  55

Th e 3-I Model  |  56

Evidence-Based Policing  |  57

Partnering with Colleges or Universities  |  57

Reporting Failure  |  58

Th e Impact of Contemporary Policing Approaches on the 

New  Supervisor or Manager  |  58

Summary   |  60

Challenge Two  |  61

Discussion Questions  |  62

References  |  62

56447_00_FM_pi-xxxiii.indd   vi56447_00_FM_pi-xxxiii.indd   vi 11/29/10   8:34:56 PM11/29/10   8:34:56 PM



 CONTENTS vii

CHAPTER 3  

Th e Police Mission: Getting the Job Done   |  64

Introduction  |  65

Th e Law Enforcement Mission  |  67

An Organization’s Guiding Philosophy and Values  |  68

Goals, Objectives, Work Plans and Policies and 

Procedures  |  69

Goals  |  69

Objectives  |  71

Work Plans  |  71

Policies and Procedures  |  71

Functions of Managers at Various Levels  |  73

Coordination  |  74

First-Line Supervisors  |  74

Middle Management  |  79

Th e Top Level—Th e Executive Manager  |  81

Holistic Management/Leadership  |  89

Th e Team Approach  |  89

Multiagency Teams and Task Forces  |  91

Beyond the Local Level: Th e National Incident Management 

 System (NIMS)  |  92

Being New to a Management Position  |  92

Law Enforcement Management as a Career  |  94

Summary  |  95

Challenge Th ree  |  96

Discussion Questions  |  97

References  |  97

CHAPTER 4 

Communication: A Critical Management Skill  |  100

Introduction  |  101

Communication: An Overview  |  103

Th e Communication Process  |  103

Making a Message Clear  |  104

E-Mail and Text Messages  |  105

Nonverbal Messages and Body Language  |  106

Listening  |  107

Feedback  |  108

Barriers to Communication  |  108

Th e Gender Barrier  |  112

Th e Language Barrier  |  113

Medical Conditions Mimicking Intoxication  |  114

Communication Enhancers  |  114

S E C T I O N  I I
Basic Management/
Personal Skills

56447_00_FM_pi-xxxiii.indd   vii56447_00_FM_pi-xxxiii.indd   vii 11/29/10   8:34:57 PM11/29/10   8:34:57 PM



viii CONTENTS

Internal Communication  |  115

Subordinate Communication  |  116

Th e Grapevine  |  116

Newsletters  |  117

Improving Internal Communication through an Intranet  |  117

Communication at Meetings   |  118

Technology and Communication in the Field  |  119

Tactical Communications  |  120

External Communication  |  121

Communicating with Other Agencies  |  121

Communicating with the Media  |  122

Communicating with the Community  |  126

Annual Reports  |  127

Th e Internet  |  127

Information Sharing through N-DEx, OneDOJ and LEO  |  128

Obstacles to Information Sharing  |  129

A Final Word about Communication   |  130

Summary  |  130

Challenge Four  |  131

Discussion Questions  |  131

References  |  132

CHAPTER 5

Decision Making and Problem Solving as a Manager  |  134

Introduction  |  135

A Decision-Making, Problem-Solving Environment  |  137

Kinds of Decisions  |  137

Whole-Brain Research  |  138

Emotional Intelligence  |  139

Basic Methods for Making Decisions or Problem Solving  |  140

Intuition  |  140

Snap Decisions  |  141

Delegating Revisited  |  142

Not Deciding  |  142

Using Technology for Decision Making  |  142

Participatory Decision Making (PDM)  |  143

Brainstorming  |  146

Focus Groups  |  147

Groupthink  |  147

More Complex Decision-Making/Problem-Solving Processes  |  148

Th e Seven-Step Decision-Making/Problem-Solving Process  |  149

Force-Field Analysis (FFA)  |  152

Th e Nominal Group Technique (NGT)  |  153

56447_00_FM_pi-xxxiii.indd   viii56447_00_FM_pi-xxxiii.indd   viii 11/29/10   8:34:58 PM11/29/10   8:34:58 PM



 CONTENTS ix

Th e Delphi Technique  |  154

A Modifi ed Delphi Technique  |  155

Problem-Solving Policing  |  156

Scanning  |  156

Analysis  |  157

Response  |  158

Assessment  |  159

Th e SARA Model in Action   |  160

Th e Problem Analysis Triangle  |  162

Using Crime Analysis in Problem Solving   |  163

Predictive Analysis   |  166

Th e Integration of Crime Analysts into Law Enforcement  |  167

Federal Assistance in Problem-Solving Eff orts  |  168

Creativity and Innovation  |  168

Th inking Traps and Mental Locks  |  168

Killer Phrases  |  170

Common Mistakes  |  171

Legal Decisions  |  172

Vicarious Liability  |  172

Reducing the Occurrence of Civil Lawsuits  |  172

Ethical Decisions  |  173

Evaluating Decisions  |  173

Summary  |  174

Challenge Five  |  175

Discussion Questions  |  176

References  |  176

CHAPTER 6 

Time Management: Minute by Minute  |  178

Introduction  |  179

Time Defi ned  |  181

Time Management: Planning and Organizing Time  |  181

Time Management in a Service Organization  |  182

Value of Time  |  182

Goals and Time Management  |  183

Segmenting Tasks  |  184

Goals, Objectives and the Pareto Principle  |  184

Setting Priorities  |  184

Urgent versus Important  |  185

Organizing Time  |  186

Time Logs and Lists  |  186

Controlling Time  |  190

Th e Daily To-Do List  |  190

56447_00_FM_pi-xxxiii.indd   ix56447_00_FM_pi-xxxiii.indd   ix 11/29/10   8:34:59 PM11/29/10   8:34:59 PM



x CONTENTS

Scheduling  |  191

Th e Time Map  |  192

Other Methods of Organizing Time  |  192

Time Abusers: Combating Unproductive Time  |  193

External Time Wasters  |  193

Internal Time Wasters  |  196

A Caution  |  199

Controlling the Paper Flood and Information Load  |  199

Retaining What You Need to Remember  |  202

Productivity—Th e Bottom Line  |  203

Th e Physiology of Productivity  |  203

Summary  |  204

Challenge Six  |  205

Discussion Questions  |  205

References  |  206

CHAPTER 7 

Training and Beyond  |  208

Introduction  |  209

Training versus Educating  |  211

Training as a Management Function  |  211

Training Philosophy  |  211

Training and Civil Liability  |  212

Variables Aff ecting Learning  |  214

Individual Variables  |  214

Task or Information Variables  |  217

Environmental or Instructional Variables  |  218

Implications  |  218

Principles of Learning  |  218

A New Paradigm of Learning  |  219

Eff ective Trainers  |  219

Training Pitfalls  |  220

Retention  |  221

Instructional Methods  |  222

Reality-Based Training  |  226

Individual or Group Training  |  227

Instructional Materials  |  227

Other Training Options  |  229

Training Standards  |  229

Th e Commission on Accreditation for Law Enforcement Agencies 

(CALEA)  |  230

Core Competencies  |  230

Basic Certifi cation Instruction  |  230

S E C T I O N  I I I
Managers and the 
Skills of Others

56447_00_FM_pi-xxxiii.indd   x56447_00_FM_pi-xxxiii.indd   x 11/29/10   8:35:00 PM11/29/10   8:35:00 PM



 CONTENTS xi

Academy Training for New Recruits  |  231

Training Models Used  |  232

Safety  |  233

On-the-Job Training  |  233

Field Training  |  233

Mentoring  |  234

In-House Training Sessions  |  235

Roll Call  |  236

Training at the Management Level  |  237

External Training  |  238

Distance or E-Learning  |  240

Ongoing Training—Lifelong Learning  |  241

Th e Training Cycle  |  241

Cost and Facilities  |  245

Benefi ts of Eff ective Training Programs  |  245

Th e Learning Organization  |  245

Summary  |  246

Challenge Seven  |  247

Discussion Questions  |  248

References  |  248

Cited Cases  |  249

Additional Resources  |  249

CHAPTER 8 

Promoting Growth and Development  |  250

Introduction  |  251

Job Descriptions  |  253

Th e Workplace Culture  |  253

Th e Police Culture  |  254

Changing the Workplace Culture  |  255

Developing Positive Interpersonal Relationships  |  256

Self-Disclosure and Feedback  |  257

Goal Setting  |  257

Goals and Values  |  259

Balanced Performer Managers and Empowerment  |  260

Stages of Growth  |  261

Developing Positive Attitudes  |  262

Developing a Positive Image  |  262

Developing Cultural Awareness and Sensitivity  |  264

Racial Profi ling  |  265

Developing a Sense of Ethics and Integrity  |  268

Misconduct, Unethical Behavior and Corruption  |  270

Promoting Ethical Behavior and Integrity  |  274

56447_00_FM_pi-xxxiii.indd   xi56447_00_FM_pi-xxxiii.indd   xi 11/29/10   8:35:01 PM11/29/10   8:35:01 PM



xii CONTENTS

Th e Long-Range Importance of Developing Personnel  |  277

Evaluating the Climate for Growth, Development and Change  |  278

Summary  |  279

Challenge Eight  |  279

Discussion Questions  |  280

References  |  281

Cited Cases  |  281

CHAPTER 9 

Motivation and Morale  |  282

Introduction  |  283

Offi  cer Retention, Motivation and Morale  |  285

Factors Infl uencing Retention  |  285

Use of Contracts to Improve Retention  |  286

Signs Employees May Be Considering Leaving  |  286

Motivation Defi ned  |  287

Self-Motivation  |  287

Motivational Th eories  |  288

Hierarchy of Needs—Maslow  |  288

Two-Factor Hygiene/Motivator Th eory—Herzberg  |  291

Reinforcement Th eory—Skinner  |  293

Expectancy Th eory—Vroom  |  295

Contingency Th eory—Morse and Lorsch  |  296

Causes and Symptoms of an Unmotivated Work Force  |  297

External, Tangible Motivators  |  297

Th e Compensation Package  |  297

Working Conditions and Schedules  |  297

Security  |  298

Social  |  298

Status  |  298

Internal, Intangible Motivators  |  298

Goals and Expectations  |  299

Encouragement and Praise  |  299

Achievement, Recognition, Growth and Advancement  |  300

Self-Esteem  |  301

A Feeling of Importance  |  302

Being Involved, Included and “In” on Th ings  |  302

Compassion  |  303

Th e Law Enforcement Career as a Motivator  |  303

Job Rotation  |  305

Job Enlargement  |  305

Job Enrichment  |  305

Job Satisfaction and Community Policing and Problem Solving  |  306

56447_00_FM_pi-xxxiii.indd   xii56447_00_FM_pi-xxxiii.indd   xii 11/29/10   8:35:02 PM11/29/10   8:35:02 PM


