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1.0 Policy

Providing excellent customer service is a core value of the Santa Cmz Consolidated
Emergency Communications Center (SCCECC). In order to emphasize that value, a
customer service review process has been defined. Using a standardized form. Operations
Supervisors will review phone calls and evaluate the quality of the customer service
provided by Dispatchers and Senior Dispatchers.

2.0 Procedure

2. 1 Each Dispatcher and Senior Dispatcher will have at least two calls reviewed
from the previous calendar month.

2. 2 All reviews will be completed fairly and objectively by the Operations
Supervisor using the criteria listed below the category being scored on the
Customer Service Review form.

2. 3 After capturing the customer service review data, the Support Services
Division will place the completed reviews in the dispatchers' mailboxes.

2.4 Dispatchers will be afforded an opportunity to complete a self-review of their
calls with the Operations Supervisor who did the initial review.

2. 5 The customer service review process will focus on good customer service
skills and such behavior will be acknowledged appropriately
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2. 6 Inappropriate customer service behavior will be handled by one-on-one
coaching with an Operations Supervisor.
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