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Counter Measures — Follow Policy

ﬁ R : L . Projected
~ C&E Category Service Failure Potential Causes of Failure ‘Counter Measures Assigned To:| Completion
) : - o Date

Time check procedures sent to sites in 22-Aug-2014
Information Tips and Guidelines memos Angela Mize | 29-Aug-2014
and read at roll calls 26-Nov-2014
Individual counseling of employees not

Training of employees completing time checks was done by BSO | Angela Mize | 31-Jan-2015
Quality Assurance Team
Ensure Dispatcher training material for time
checks contains Regional approved policy | Angela Mize 1-May-2015

) ) language.
, Dispatcher did not Ensure time checks are emphasized in
Follow Policy complete unit status BSQ's Adore system for new employee Angela Mize 1-Apr-2015
checks certification
. . Get time check policy approved by Regional Jenna

Policy not defined properly partners Diplacido 1-May-2015

Regional partners and Communication Implement change control process to

cer?ters hgve differing time check criteria ensure no changes are made without ORT 1-Feb-2015

9 proper notification

Hollywood went into an arrival status AR on  |CMR changed Hollywood configurations in .

traffic stops CAD Lynn Molitor | 11-Mar-2015
Ensure time check settings on all the new

CAD terminal issue CAD terminals are the same when they are | Dan Revis 1-Apr-2015
installed.




Counter Measures — Information Gathering

Training of employees

interrogation Regionat Policy

S o oo Projected
C&E Category Service Failure Potential Causes of Failure ‘Counter Measures Assigned To: | Completion
:  Date
Information Tips and Guidelines memos including 29-Aua-2014
information to verify city sent to all site and read at | Angela Mize g
26-Nov-2014
roil calls
Individual counseling of employees not verifying
the city was performed by BSO Quality Assurance | Angela Mize 31-Jan-2015
Team
Ensure Call Taker training material has focus on
city verification and effective usage of CAD Angela Mize 1-Apr-2015
Training of employees mapping.
. ) Ensure address verification is emphasized in
Didn't ask for city BSO's Adore system for new employee Angela Mize 1-Apr-2015
certification.
Deveiop training program for proper usage of CAD
Information Gathering mapping and ALl information for address Angela Mize 1-May-2015
verification.
Provide training {o staff on interrogation workflows,
using CAD and ALl information and address Angela Mize 1-dun-2015
verification.
. Define and document address validation workflow
Well defined policy and procedures portion of Caller interrogation process. QI Team 15-Apr-2015
Defr_nf-: anq document the caller interrogation Ql Team 1-May-2015
. degcision diagram
Well defined policy and procedures - > - - -
- . \Write Regional Policy for caller interrogation and N
Didn't get event details from caller Jenna Diplacido 1-Jun-2015
iy . ] get approved
Didn't get FR details for signal Develop trainin pr— ved call
P training program from approved caller Angela Mize 1-Jun-2015

[Train staff on new caller interrogation policy




Counter Measures — information Dissemination

C&E 'Categow

Service Failure

Infarmation Dissemination

Failed to read safety flags

Not relaying pertinent
information

_ _ o Projected
. Potential Causes of Failure Counter Measures Assigned To: | Completion
‘ o L -~ Date
Well defined policy ensuring or}ly the Write Regional policy defining information
most relavant safety flags are in the fo be provided in safety flags Jenna Diplacido| 1-Jun-2015
system :
Safety Flags contain old information . .
causing pertinent info to be overlooked ’:-Il'naeV:a?eetsﬁ:a; ?:ﬂﬂ:f;:;?: 2r|1itcilecsorrect Dan Revis 15-Jul-2015
by Dispatchers 9 P
Trending Patterns memo including
instructions for operators to verbalize all Angela Mize |26-Nov-2014
CAD flags was sent out to read at roll calls
. Ensure Dispatcher training material has .
Training of employees focus on reading safety flags Angela Mize | 15-Apr-2015
Ensure the reading of the safety flags is
emphasized in BSO's Adore system for Angela Mize | 15-Apr-2015
new employee certification
Ensure Dispatcher training material has .
focus on reading updates from Call Taker Angela Mize | 15-Apr-2015
Training of employees Ensure there is a focus on relaying updates
from the Call Taker to the field in BSO's Angela Mize | 15-Apr-2015
Adore system for new employees




Systemic Measures

The results of the Ql team’s single case boring of the tickets generated in October thru
December, brought to light the need to implement measures on a broader scale. Many
of the root causes lead to actions to standardize processes and training. To address
these concerns on a broader scale, the team initiated the following projects.

Process Reengineering and Mapping — Conduct process mapping sessions to write
thorough policies and training material.

Regional Policy — Initiate a project to build clear, concise regional policies to level set
expectations between Cities, Comm center operators and Management. Policies will
be written by priority determined by the impact and frequency of tickets.

Training — Build a well defined training program for new employees, retraining of current
employees and counseling of individual employees in alighment with a well defined

FREIQNAPANSY- Manage the System and Policy change control process already
implemented to ensure a monitored and consistent rate of change.



$@& Office of Regional Communications and Technology'r Support Contacts All items

[T @ Systems/Examples

Agua

CAD Software -
Enhancements/Changes

CAD Software - Issues

@ CAD Terminal - Hardware
{Dell PCs)

CAD Terminal - Hardware
{HP PCs)

Call Taker / Dispatcher
(Call Center issues)

Closest Unit Response
MDTs - Panasonic
Touchbooks

Consoles (Physical Desk)

Facility Issues

FINS/ Motobridge

FireRMS

First Look Pro

GoldElite - Software

Hiplink
(Paging/Messaging
System)

Language Line
MARS Phane - Ckt #

80PLXX502024 with
muitiple drops

Email

selfheip@broward.org

regionalcommunications@broward.org

selfhelp@broward.org

Dispatch@evolvtech.com

regionalcommunications@broward.arg

regionalcammunications@broward.org

regionalcommunications@broward.org

Call in to Motorola

seifhelp@broward.org

selfheip@broward.org

Call in

selfhelp@broward.org

http: //www.languageline.com/page/voc

selfhelp@broward.org

http://beportal/oret/Lists/Support%20Contacts/Allltems,aspx

Phone

Pricrity dispatch
number

954.357.8686
866.299.3245

954-791-8040

954.791.8040

800.323.9950-
validate

954,357.8686

0954.357.8686

800.323.9949
954.357.8686

Company / Group Email Subject

OCT Applications Forward to OCT

OCT Applications 911 Operations

Forward to QCT
Evolv Tec N/A

Control
Communications

OCT Cperations 511 Operations

Contrel
Communications

OCT Operations 911 Operations

OCT Operations 911 Operations

Motarola

ORCAT Applications Forward to OCT

ORCAT Applications Forward to OCT
Matorola N/A
OCT Applications Forward to OCT
Language Line N/A

ORCT - Radio Forward to OCT

Page 1 of 2

Notes - System Description

ORCAT provide BSO with access to do QA. If
they have a problem with AQUA they can cal}
Priority Dispatch

4) You can open the service request directly
through our Web Partai
www.alert.blmnow.com/alert you will need your
login and password to open a service request cr
you can maonitor the status of the call, as
well.User ID: BROWARDCAD Password:
sarvice2014

Municipalities / Operator Managers

SLA: 30mins response / 2 hours arrival / 4
hours resoiution

North (Office Elements 954.782.1855
marc@oefurniture.com}

Florida Interoperability Network System;
Provides connectivity to multipls incompatible
radio systems

Fire Records Management System delivered via
Citrix XenApp

Fire Pre Planning Application used by first

responders in every Regional participating FR
agency

Viper (Group in Hiplink)

Translation services for 911 caliers
Mutual Aid Response System: Telephone at the

FR Camm Centers used to contact other Mutual
Aid participants,

3/13/2015



Open Query

Darameoint 0=

Power91l, intrado, Viper,
Positron

ProQA

Radio - EID Changes

Radios - Hardware

Uni page (RF Pager)
VolP phones at Consoles
{ETS phones)

VYPI Voice Recording
Systemn

Wireless Trace -AT&T

Wireless Trace- Sprint

Wireless Trace- T-Mobile

Wireless Trace- Verizon

Wireless Trace-Metro PCS

2rd new item

selfhelp@broward.org

haa holpdazk@aohariff.org

can email and phone

selfhelp@broward.org

seifhelp@broward.org

Call in

Michael_Kane@sheriff,org

regionalcommunications@broward.org

Call in

http://beportal/oret/Lists/Support%20Contacts/Allltems.aspx

954.357.8686

954.821.8301

800.361.2596

954.357.8686

800.323.9949

954.831.8200 (M)
954.547.8715

954.357.8686
954,267.9199
1.800.722.3472

1.800.635.6840
option 4

1.866.398.3284
1.973.292.8911
1.800.451.5242

option 4
1.800.571.1265

OCT Applications

B50 Helpdesk

Intrado

OCT Applications

OCT Apps & OCT
Radio

Motorola

Michael Kane

Broward County ETS

Replay Systems

AT&T
Wireless/National

Subpeena Compliance

Center

Sprint/ Corporate
Security

T-Mobile/Law

Enforcement Relations

“Verizon

Metro PCS/Subpoena

and Ceurt Order
Compliance

Forward to OCT

N/A

N/A

Ferward to QCT

Forward to OCT

N/A
N/A

911 Operations

N/A

rage £ ok’

FCIC/NCIC query ability through the Printrak
CAD sytem

BSOInformant - > Contact the Helpdesk
Get from DO

Software to read EMD questions

Radio at the console

D.0Q.'s and some Fire Rescue units

The phones at the consoles are maintained by
the County.

Voice recording system

9-1-1 EMERGENCY TRACE NUMBERS tc Report
Problems with Wirgiess 9-1-1 calls

9-1-1 EMERGENCY TRACE NUMBERS to Report
Problems with Wireless 9-1-1 calls

9-1-1 EMERGENCY TRACE NUMBERS to Report
Problems with Wireless 9-1-1 calls

9-1-1 EMERGENCY TRACE NUMBERS to Report
Problems with Wireless 9-1-1 cails

9-1-1 EMERGENCY TRACE NUMBERS to Repart
Problems with Wireless $-1-1 calls

3/13/2015
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