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Counter Measures — Follow Policy

Projected .

- C&E Category ‘Service Failure - -~ Counter Measures - " |Assigned To:{ Completion
I ot A R S R ’ B ] R Daté.'i‘_f'.-},
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 BSO's Adore system for new employee Angela Mize 1-Apr-2015
checks certification
Policy not defined properly S:rttrt]g: check policy approved by Regional D}J;;elggi?:lo 1-May-2015
Regional partners and Communication Implement change control process to
centers have differing time check criteria ensure no changes are made without ORT 1-Feb-2015
proper notification
Hollywood went into an arrival status AR on  |CMR changed Hollywood configurations in Lynn Molitor | 11-Mar-2015
traffic stops CAD
Ensure time check settings on all the new
CAD terminal issue CAD terminals are the same when they are | Dan Revis 1-Apr-2015
instailed.




Counter Measures — Information Gathering

Training of employees

interrogation Regional Policy

7.~ C&E Category Service Failure. . . - .- Potential Causes of Failure - - ~Counter Measures _Assigned To: .| Completion
Information Tips and Guidelines memos including 22-Aug-2014
information to verify city sent to all site andread at |  Angela Mize 26-Nov-2014
roll cails
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.
o _ Ensure address verification is emphasized in
Didn't ask for city BSO's Adore system for new employee Angela Mize 1-Apr-2015
certification.
Develop training program for proper usage of CAD
information Gathering mapping and ALl information for address Angela Mize 1-May-2015
verification.
Provide training to staff on interrogation workflows,
using CAD and ALI information and address Angela Mize 1-Jun-2015
verification.
. Define and document address validation workflow
Well defined policy and procedures portion of Caller interrogation process. QI Team 15-Apr-2015
Def!nfe anc_i document the caller interrogation Ql Team 1-May-2015
. decision diagram
Well defined policy and procedures - - : p -
o . \Write Regional Policy for caller interrogation and N
Didn't get event details from caller Jenna Diplacido 1-Jun-2015
o . . get approved
Didn't get FR details for signal Develop training program from approved call
P g progra pRroved caller Angela Mize 1-dun-2015

|Train staff on new caller interrogation policy




Counter Measures — Information Dissemination

Information Dissemination

Adore system for new employees

| 7| Projected -
Assigned To: | Completion
e e o R o ‘ s Date
Well defined policy énsuring only the , — . . . |
most relavant safety flags are in the Write Reg!onallpohcy defining information Jenna Diplacido| 1-Jun-2015
to be provided in safety flags
system
Safety Flags contain old information . .
causing pertinent info to be overlooked ;I‘Izv:alzjgl]fl):a; ?:ﬁ;‘:’i? rﬁ]ﬁg e;:}ger.;orrect Dan Revis 15-Jul-2015
by Dispatchers yTiag P
. Trending Patterns memo inciuding
Failed to read safety flags 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
Not relaying pertinent Traini ; | E there is a f avi q
information raining of employees nsure there is a focus on relaying up ates _
from the Call Taker to the field in BSO's Angela Mize | 15-Apr-2015




Systemic Measures

The results of the QI 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 alignment with a well defined

(R8I RANSY- Manage the System and Policy change control process already
implemented to ensure a monitored and consistent rate of change.
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