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Analysis of Emergency Call Discourse from a
Perspective of Cooperative Principle
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Abstract; Organizations of emergency calls are confronted with sharply growing workload in most
parts of the world. In this article, Cooperative Principle is applied to analyze 911 emergency call
discourses. This paper aims to identify the callers’ discourse characteristics, examine the effectiveness
of the call operators/dispatchers, and shed a new light on the conversation management as well as the

training program of emergency call service.
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1. EBRRERAEN

] 1 Operator; 911, what is your emergency?

/]2 Child; Um, hello.

] 3 Operator; Hello. Is everything OK?

/iJ4  Child; My mommy and daddy.

)5  Operator; Uh---huh.

/)6 Child; I think there is a bullet on the

floor.
/] 7 Operator; And the what?
/1] 8 Child: And there is blood, coming out of
my dad’ s mouth and he fell off the bed.
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2. BEREHEN

/)3 Operator; Hello. Is everything OK?

] 4 Child; My mommy and daddy.

/)5 Operator; Uh---huh.

/7] 6 Child: I think there is a bullet on the

floor.

BEHE HER BURYIE IR], oo iR T 2K
S, AR TR mHm EEMILLT, BrRAR
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(F15).
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3. BRRERAEN

] 1 Operator :Jefferson County 911.
/]2 Patti; Yes.
High School. There is a student here with a

I am a teacher at Columbine

gun. He has shot out a window. I believe
one student---uh---um---um---1" ve been---
/1] 3 Operator ; Columbine High School.
/aJ4  Patti;Um---I1 don’ t know if it’ s---I don’t

know what’s in my shoulder---if it was just
some glass he threw or what.

/1] 5  Operator ; Okay.

/)6 Patti.I am---

/)7  Operator; Has

ma’ am?

/)8 Patti:Yes! Yes!
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JEREZE “R” B /T, MRS T8Ik
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] 33

anyone been injured,

Operator: Yes, we have a lot of people
on---Okay. I just want you to stay on
the line with me, I---we need to know
what’ s going on.

Patti ; Okay.

Operator ; Okay?

) 34
] 35
) 36
) 37

Patti:I am on the floor.
Operator; Okay. You’ve got the kids
there?
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TR 4 8 50 T B R B R 3 1], Patti 2
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4. BREAEM

/1] 13 Operator ; Who is the student,
/a] 14 Patti:1 do not know who the student is.

ma’ am?
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) 15
] 16

Operator ; Okay.

Patti. I saw a student outside, I was in
the hall--- [ sound of shots being fired
out in the hall; Patti begins to panic |
Oh, dear God! Okay! I was on hall
I said “ What’s
And the kid that
was following me said it was a film
production, probably a joke, and I said
“Well, T don’t think that’s a good

idea” and I went walking outside to see

duty, I saw a gun.

going on out there?”

what was going on. He pointed the gun
straight at us and shot and, my God,
the window went out and the kid
standing there with me, I think he
got hit.

Okay.

There’s something in my shoulder.

Okay. We’ve got the help on the

117

)18

/] 19

way, ma’ am.
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FE TP RIS 2 XA Y, AN 2 A
W, AUH—A “Okay” Ko X5 BB, 4k
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5. BRFXAEN

] 25
] 26

Operator : Do we know where he’s at?
Patti ; Okay.
He’s right outside of here.

I’m in the library. He’s
upstairs.
) 27
] 28
/1] 29 Operator ; Outside of the hall or outside---

/1] 30 Patti:He’s in the hall. I’m sorry.
M) SAe 5 AL TR A AL BN, Patti 33 “4F
My, FRTE B AR B, fh e AR b AR S L T
(F]26) EE, Patti fAE SRBIICE, i Patt
MG, Rk PR LR R EE “HET B

Operator ;: He’s outside?
Patti: He’s outside of this hall.
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