Dial 10 111 for murder?
The Government, the capitalist media and Business Against Crime all make a fuss of crime and encourage people to make use of the call centre no 10 111 to report incidents. A closer look at the functioning of the 10 111 call centres reveals the reality of the role of the police.

If there is a break-in or incident at a big business, the police respond to calls rapidly. When people call in from working class communities, it is a different matter. Often, hours go by before police respond.  Sometimes a police van would just stop an address where an incident was reported, hoot once and then drive off. They would of course record it as their having responded to a call. 10 111 call centre operators face angry community members who sometimes call in to say, ‘Please don’t bother to send anyone, the person who called you hours ago has already died!’. Or when a little girl in a working class area has been raped and the family calls back after 4 hours to say the police have not yet arrived. 
In this context of the police actually serving big capital and not the working class, the conditions of the operators at the 10 111 call centre comes into sharp focus. The Sunday Times (27.04.08) reported rampant racism still existing at this call centre. A police superintendent, Kheswa, was subjected to racism and psychological trauma by her superior Phumzo Gela, through statements like ‘You must go to church and pray that God makes you white’ – claiming that only the white officers are doing their job, and that Kheswa was not doing enough to address absenteeism among the call centre staff. Gela has since moved on but the conditions in the call centre remain the same.
These include:

1. The call centre staff are driven to work, often having to spend hours at the back of a claustrophobic, police van; Even if the operator is pregnant, she still has to sit in the cold at the back of the van;

2. The staff are not police force members but are clerical workers. The police ministry and the public workers ministry both dispute that they are they ones to take responsibility for the call centres, thus there is no avenue for operators to lodge their grievances;

3. Call centre staff sit on lop-sided chairs- some have even brought their own chairs from home;
4. They do not receive trauma counselling- often they receive calls as attacks on people are occurring and callers describe in detail what is happening to them;

5. They often have to work double shifts of 16hours and shifts that are so close to each other that their family life and rest period is undermined. Thus an operator may work from 22h00 to 0600am. After spending hours travelling home, they would only be able to rest for 2 hours as they would have to wait to be picked up, spending hours on the road again and then start the next shift of 14h00, the same day that they finished off shift;

6. Simple conditions like being forced to produce a sick certificate if they are off sick for one day, and unilateral deductions of wages, are forced on them;

7. There are discrepancies in wage levels; their meal breaks are 2 x 20 minutes instead of 2 x 30 minutes or 1 full hour;
8. Understaffing is such a major problem that sometimes the number of calls waiting to be answered, goes up to 300;

9. Basic hygienic conditions are non-existent- sometimes staff have to queue for the single toilet roll;

10. The computers are outdated and are slow, making the rate at which data is captured to be undermined;
11. If an operator is sick, the police send someone to their homes to check and see if they are really sick (but from calls from the community they have a different approach);

The 2010 committee has been to visit the call centre and found it ‘ready’ to handle response to the expected calls from tourists. 
The question to be asked: Are the conditions in the 10111 call centres just bad planning or is it a structural, design problem. The way to police treat the working class is consistent with the terrible conditions that the 10111 call centre staff face. The 10111 staff have over and over again raised their demands with the police ‘unions’, to no avail. Popcru, a police union, is a full affiliate of Cosatu, yet such atrocious conditions at the 10111 call centres are allowed to continue. The capitalist class benefits from the 10111 call centre being dysfunctional, as they need the working class to be continually destabilised so that the resistance against the capitalist system is weakened. A fully functional 10111 call centre would expose the real role of the police, as the agents and protectors of big capital and not of the working class. The 2010 committee gives the 10111 call centre the thumbs up because they expect its role to assist to defend the rich, middle class tourists- they have no interest in what happens to the working class. Will the Cosatu leaders act to defend the 10111 staff?? 
The next time you call 10111 bear in mind the true role of the police and why the call centre staff are also themselves in need of help. 

