APPENDIX B: SURVEY INSTRUMENTS



Staffing and Retention in Public Safety Communications Centers

Employee Survey

Introduction: |z there a staffing criziz in cur nation’s communications centers? Who
warks there and what do they do? Are there certain staffing and management
practices that can improve a communications centers’ ability to hire and keep qualified
employees? What are those practices?

Mobody really knows the answers to these questions. In fact, it was only recently that a
preliminary list of all of the public zafety answering points (P3AP2) in this country
became available. In an effort to answer some of these guestions, the Mational
Institute of Justice funded an APCO Internaticnal proposal for a study to be conducted
by the University of Denver Research Institute, an independent research organization.

This is the first national study of staffing issues in public safety communications
centers based on a_random sample of all centers. We need your help o make sure
the results of this study provide an accurate picture of public safety communications
centers across the country. There has never been a time when it has baen mora
important to listen to the veices of cur nation’s first responders.

Statement of Confidentiality: The answers you provide (o questions in this survey
will be held in strictest confidence but they are not ancnymous. The data you provide
will be used to make statistical comparisons between groups of respondents; it will pot
be used to profile individual respondents or their organizations, nor will it be shared
with supervisors. By answering the guestions and submitting the survey, you ara
agreeing to these conditions.

We are interested in understanding the izsues from wo perspectives: management
and staff. Az a result, there are two different versions of the survey:

1) A management survey to be completed by the lead administrator (or their
designes) of the communications center, and

2) An emploves survey to be completed by call takers, dispatchers, shift
supervizors andlor training coordinators. . Both surveys are available and easy
to complete online at: hitp/feeerw teg-services comipsapsurvey  {survey
code: psap).

If Internet access is unavailable to your or your staff, download the survey and
complete paper copies and mail them directly.

MAIL TO: Stafiing and Retention Study
Denver Research Institute
University of Denver
2050 East Iiff Avenue, BW 228
Denver, SO 80208

Phone: 303-868-9614



Staffing and Retention in Public Safety Communications Centers

Employee Survey

Directions: Please read each question carefully and rezpond as indicated. All questions
should be answered based on current personnel and staffing practices at your
communications center. Questions are divided into subtopics. There are three basic
response oplicns:

1) ltems where you are asked to select only one responsea,
2) ltems where you are asked to check ALL that apply, and
3) Fill in boxes or lines where you are asked o print a number or commeant.
The more guestions you answer, the more complete our understanding of staffing and

retention issues in all types and sizes of communication centers. The estimated
completion time for this survey is 20 minutes.

Communications Center

Agency Mame:

Mailing Address:

City:

State ZIF Code:
Abbreviation:

Mofe: I you are willing fo be confaclted in caze there is a need o clarify or follow-up on any of
your responses, please provide ws with an e-mall address and’or a phone number where you can
be reached. You are mol ikely fo receive further cormmunicalions, and providing your comfact
information is sinctly wolurtary. A of your responses are canfidential and will onily be available o
fhe researchers af the Universily of Denver Research instilufe.

Your name [eptional):

FPhone joptional):

Your e=mail address (optional):

2 Please send me the Executive Summary of the final report.
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Geaeneral Informatian

1. Does your communications center process 9-1-1

aemergency calls?
. Mo

Yes, Bass 9-1-1

Yes, Enhanced 9-1-1 (E 8-1-1)

fes, Enhanced 9-1-1 wireless (Phase | with &
general location)

Yoz, Enhanced 8-1-1 wireless (Phase || with a
specific GPS locatian)

L LLL

2. Which af the fellowing best describes the
communications center wherns you work?

4 The primary (first) center to receive 8-1-1 calls in
your reglan? [Le., yaur cenier receives calls
directy fram the publie and s e prirmary Public
Satety Answerng Foint).

J  Asecondary public safaty anawering pont {i.e..
your center recalves calls that are directad 1o it
from anather agency that recases the first call).

4 Both, a primary answering palnt for seme and a
secondary answenng point for others.

4 Other

3. Which of the fellowing categories includes the total
number of work stations in your cormmunications centar?

1-3

g-10

1120

Z1-30

314

41-50

Owar S0, please indicate tatal number

LLLLLcLcL

Roles and Responsibilities

4. Which af the fallowing best descabes your amployrment
status¥

4 part time
I tull time
I woluntesrs
d ather

5. Which of the following best descobes your immediate
U Eer?

4 Chillan

4 Swom personngl — Lew Enfarcement
4 Swomn personnel — Fire Department
d Other

&, Which of the following best describes your primary role
within the cormmunicalions centear?

i Call taker (primary or onky role)
Dispatcher (primary or anly roke)
Call taker and dispatcher
Superviaor and dispatcher

Snift supearyisar (minimal dispabch)
Training coordinatar

Other

L LLLLcL

7. Flease check ALL tasks that are a regular pari of
yaur job (even though you rmay rotate specific
asssgnments from ane shift to anather). Check MA {not
apphcable) for tasks that do not apply to your job an any
raguilar basis.

Call taking (9-1-1)

Call taking {adrmmnistrative)

Dizpatch Law Enforcamsant,

Dizpatch Fire

Dizpatch Emergency Medical Services
NEIC andier state CIC checks
City/County Sarvices or Public Yiorks
Animal Contral

Tralnimenter new emgloyesas

L

[ -

8. How many full years have you bean employed by this
communications canter? years

9. How rany years have you bean employed in your
current assignment? YEArs

Services and Performance

13, Which of the fellwing services do cifizens access
through your communications center? Please check ALL
that apply.

Police/lLaw Enforcermsant

Flre

Emergency bMedical
Adminiatrative Services

Pulbdc Woks

Anirnal Contral

Hazardous Materals (Hazhiat)
Emergency Weather Motificatian
311 (or ofer) nan-emergency calls
TransporiationTransit system
Records

Other: Please specify

LLLLLCLCLLLLcLcL
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11.

Flease rate the overall perfermance af the

communications center an each of the following critada_ if
you Rave ne Idea how well the center ta perfamming an an
item. select DK for don't know.

S
EE =8
s : F ;2 -
5§z 2 & %
W 4 4 @ L o
Abibty to conalstenty
ataff necessary o o oo o
positions
Abibty bo brain Qo oooao

Call answering Wmes oo oooa o

Custormer satisfaction

(]
(]
(]
(]
(]
(]

Efficient call oo ooo o
managernent

Employes ratention oo oooa o
Employes salisfacion 2 O O O O O
Shift management [ [ [ [ R R |
Uz af overtime a0 o oo

Scheduling and Assignments

12, Which of the fellowing best describes the
schedule you work?

N |

I N N

Famnanent asslgnmeant

Sami-permansnt assgament [reassigned penadically)
Automatic rolation

Rotation by bid

Other

13, Which of the follvwing best describes your
wieekly or biweekly schadule?

N |

L LLL

Five B hour days on, two days off

Four 10 hour days on, three days off
Three 12 hour days and ane 4 haur day
Twa 12 hour days and two 6 hour days
Other

14, Do you work on & rotating shift schedule?
4 Mo, no rotoalion (normally)

es, & WEEHLY ratatian

ez, & BIWEEKLY rotation

Yoz, & MONTHLY rotation

ez, 8 QUARTERLY rotation

Yaz, & YEARLY rotalion

Other

L L LLUL L

15. Haow are shift assignments detemrnined In your
cantar? Mark ALL that apply.

[

Customized to meel employes needs
Automatic relation an & regular basis
Aszsigned by supervisar

Azewgned by senonty prefarence
Random drawing fram a pool

Employeas bud on preferred assignments
Employesas bud by senodity

Employees bid by rotating senlority
Other

L LLLLL L L

Owvertime

18, How many hours of evertime do you work in &
typical moenth?
houraimonth

17. Please answer sach af the following guestions
based on your expenance. If a question doas not
apody to you, please check NA& for nol applicable.

&
iz
Do yau wsually wolk overtime at

| . | [ |
l2zsl once a month ¥
Are you routinely eguired bo wori 9 0 0

overiemea’y

Is overlirmes work entirely voluntary? a (] (]

Is thvere & higher rate of pay for 9 0 0
overtme (2.g., ime-and-a-half]?

Do yau heve the gplion of camg time
rather than additional pay for 4 o a3
overime?

Areyoulmited ocomp bmepstead o 5 o
of cvertme pay?

Are you able o use your comg time
when desired? Q Q Q
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The Physical

Crhvartime - confinued g :E T
b= = Environment ) E
I there a higher rate of pay for hard to o o a ‘E B ﬁ
siaff shifts (&g, sweng or nkght shifts)? o] o O -]
|s tere a higher rate of pay for employees 5 5 g 2 E 5- g %
wiha yolunieer b work on thelr days off? & d!f 28 =35
Is there a higher rate of pay for emgloyeas
warking under a lang term understaffing o o Q The woeking conditions are
gituation? comfotable {e.g., lghting, B [ [ [ |
temperature ).
s overtime a frequent necessily beceuse 5 5
the center s short staffed? The technology suppors high o 5 5 5 g o
productivity.
The camter pravides
comfodable seatnganddesk D QO O QO O QO
The Work Itself 5 height.
] g = The nolse level is acceptabs
£ a 8 (does notdistractmefremmy @ @ 2 @ 2 Q
E . @ i % 8 wiork).
E .:!;. E g E 3 The reatrooms are sdequate. 0 0 0 2 O 2
Thers (s an adequate place
The distnbulion of work OO OO O OO far .E.mph:'m hraaks. 2 a = =
:mnng staff I falr. Working conditions are safe. O O i [y |
he assigned tasks are
usually manageable. 4899 ad
It iz excitng to direct £
regources o where theyare @ O 2 @ O O Supervision and E 2
neaded. Management g7
The arrangemeant of e work ﬁ o ® ;_ ﬁ jl:
area supports affective g o oogaaga g8 £ % % B =
perfﬂme_ L] 'E = o @& =
Call takingdi=patch staff i
Helping people nneedls o o g g g o regularly recognized forhigh 0 O O O @ O
very challenging. quality work
The siress levels are
Q 2 O a g Q Daclsion processes usead in
ARRGA0G. the department are fair. SEa R
Team members healp each
Q Qoo oo Interactizns wikh
Gthar paromm wal in & o, managaement are genarally Qooooaa
Thera ia scheduled braak O g oo o pogitiva.
tirre away from e consale. Interactions with my
W are able 1o leave tha wark immediate supardisor are oooood
giation for breaks andior [ [ [ [ R [ | generally posdive.
Mgl hManagement consistently
Interachons with the agencies enforcas high pedormance [y i |
wie sarve are mosily pasitive. e standards
These ia prefessional halg Managament respends 1o ooooagao
avalable when streaslevels @ O O O O O errors in a constructive way.
fet oo high. Managament shaws an
Interachons with co-workers interast in creating good 2000003
are positive (bathsoclaland Q@ O O O O O wiarking condiians.
wark related). Thera are opporfunitiies o
patticipata in decislonsthat 2 O O O O O
affect you.
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Staffing

Z21a. Which of the following most closely describes
the current staffing siluation in your center? Pleass

eheck ALL that apply.

4 The centar s fully staffed at this time (all
authorized positions are filled).

4 We are not fully staffed but expact to be fully
staffed saon.

i When fully staffed, the number of postions
authorized maats our neads.

A4 The current staffing allows the center to
comiorably handle the worklead.

4 We nead more siaff than is currenly
authorized to safely handle busy perisds.

4 The centar is chronically (almost ataays)
understaffed.

4 Lack of edequate siaff ai this center (= a
merious problem.

4 The center has always been able to cover
stafiing needs with overtime,

4 There s a pool of qualified candidales
walting far am opening.

A The caenter s having difficulty filling
authorized positions.

Comments:

Application and Selection Process

22, Overall, would you consder the sereening and
application precess used by your center 1o be an
effactive process for selecting the rght peaple for the

jab ¥
J Yes
1 Mo
4 Don't know

23, Ta your knowledge, are any of the follswing Impaoriant
conssderations whan hirng? Please check ALL that apply.

4 Cedification {a.g., EMD. ENP, EMT, Officer
Cerlification)

4 Frevious expenence with similar wark
4 Fluency in & second language

24 Please rate the following stalements based an the
axtent to which you feel the screening tests that ara
currently baing used by yaur center are impoartant in
Relping management identify good candidates. Plegse

raspond 1o each item, checking "MA° for items hat are not

included in your agency's screening process,

frd
B
FEE
£y BE
(=S e, i

E & &
i
5 ® B
28z :z
Background check ([ |
Civil sarvics scraaning oo0Oooaao
Dirug screening oo0ooao
Hearing test oOoooao
Integrity test Qoooao
Interview process ao0oaano
Heyboardemg (speed & accuracy) O O O O O
Map reading skills o o0ooan
Multtasking ability o0 oa0
Falygraph exam Ly i [y |
Paychaobogeeal fesl o o0ooan
Simulanon test [ R |
Volce testiclarity of speach Ly i [y |

25, Please indicate the number of tmes you partcipated

in each of the following activities in the past year:
Paricipalad i screaning and salection of new
amployees.

Paricipated i criical ncident debriefings (f
desired),

Spoke to schoal andlor community groups about

VO work.

26, What factar(s) do you Bink are the biggest
“selling pointa” whan recruiting call takers andior

dispatchers?

Stafing and Retention in Publc Safely Communicaton Cenlers
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Your Experience
Preparation and Training
27, Pleasa rate the following statements based on your

ll‘.":ﬂFIErl'E'l'II:H‘.". Indicate e axtant to which YO BOres ar TH'FE‘H- and Skills: Rate both the |mFlﬂ|'tﬂn'I:E and armount
disagree. Please respond 1o each item, checking Mot of training you have had in each of the following areas.
Applcable if the question does not apply to your skuaton. Flease respond 1o every item and include all training you

raceived through vaour canter, & professional organization
of alitendance &l a confarence.

For exampls. and if you have had na tralning in an area

because traning would nol b approprate for your work,
check not apphcable (MA). If training would be appropriata
in & togic and wery impartant But you have received lithe or

Iﬁﬂ"'l"'lg im thiat skill, Wil wolld chack the ||'I'|FIEI”HT'H:'E'
nigh fandl the amount low.

Agras

Dsagrea
Strongly Disagres
Mal Applicaibla

Meauiral

Strongly
Agres

2%a. lImportance
| undergtoad the demands of

the job before | accepted i D 0 0 0O 0O O Low ... High  M&
position. Crisis mbarsention [ R R [ [
The centerhas highstandards 5 o 5 g g g Stress management m Qs Ry R
for amplayas aclecton. Critical incident debriefing OoOoOQoaOQ
The application process was Standand operating oooooanf
tharough and extensive. gagagoo procedures

o
o
o
o
o
o

Oty candidates wha fully Catical incident handing

meat agency requirements QoooQoQ Emergancy management oooooao
#m hirad. Leadersiug and ogoaooaoooao
superyision
Hazardous materials ooooono
28. Plaase rate the effactivensss of sach of the Emergency medwal DoooQQ
follawing aspects of the employes application and disgalch
training process that is currently being wusaed by your Staff training atatagles O oOooOoooo
communscations center. Check MA If appropriate.
28b. Amount
" % % . Low ... High MA
FTR- =
s 83 %1 Crisis intarvention DQoOo0oa0
i E- E' : d&: Strass management oooooao
s £ 3 353 Critical incident debrafing GOooooao
Standard operaling m [ Ry Ry
Jelr application pracess ([ [ [ [ | procedures
Performance testing oo oo o Critical incident handling [ [ o [y o |
Emergancy managament ogooooho
Recruting process {0 [ [ [ [ | Laadea ?and Qooaoaoao
Inikal orientation procass Ooooao supervison
Hazardous materials oooooao
Initeal classreom fraining oo oo E ancy medical oooooao
Mentoring of new trainees 2 2000 dispatch
Staff training stategles oooooao
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Preparation and Training - continued

A0, Effectiveness: Flease indicale the extent 1o which

you agres or disagres with each of the fallowing

statements. if a component was nol par of your fraining,

indicate the staternent (s Mot Applicable.

| fait like | had the basic
skills aftar inikial classroom
training.

O the jab tralning
(mentoring, shadowing)

was essental to my
BApCCE8E.

Thers was an appropriate
lengtn of e fram hirng
ba warking independantly.

The training process
prepared rmie ko ba
effective in the jokb.

| am expactad 1o continue
learning and training.

The ongoing fraining that
g provided has been
appropriatea.

Thera are planty of
ongolng training
opportunities.

Maat of my angaing
training has constated of
confarences of gassions
offered by professional
associations.

Stronply Agres

AFa

Meutral

()
C
()
C

Disagres

Syronply Disagreae

Mot Appbcabla

Support

3. Rate the following statements based an the
extent to which you egree or disagresa. Please
raspond to each item, checking MA If e quaston

nad applicable.

I'rn doing importanl work,

There are times whan |
don't know how B2 handks
a call.

The agency pravides
supgeoet If | am
expenancing strass.

| think that my waork s
appreciated,

Il am concemed mat |
may bum out in tis job,

My co-warkers are werny

suppartive of my
BUCCESE.

| had planty of
opporunity o prachoe
befare | started warking
independently.

| am lebemned to whien |
recammend & course of
action.

I get a great sense of
satiataction from domng
this job.

32, Asfar as you know, &re any af the ermployess n your

L Swongly Agres

=]

centar members of & union?

M
Don't know

L LLL

O Neuiml

(]

Yes, all are union membens
Yas, 90ime ane unken membens

Cesagras
L Swongly Disagree

L' Mot apslicabia

]

[
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Satisfaction

33, How would you rate your general satistaction with

each of thie fallowing:

The shift schedule used
by this center

Shift selection pracess
Wacalion cholcs procass
Cays off

Faricipatssn in
scheduling decisiens

Paricipatan in critcsal
incadent debdeafings when S [
deswred

Senlorly prvileges Q ooaao
Heaalth care benefits

Oifferance in pay far
different reapansibilities

O OO0 0 O YerySaisfed
O OO0 O0C O SomewhatSatshed

L OO0 0Q0 O MNeural
O OO0 o O Somewhatlissatisied

0 OO0 0Q0 O WYery[Dissatishied
D O 0 0O 0O MaoApplicabla

Access o an exerciss
room &l no cost

Assistance in aranging
far daycare 2000

Recognitcn for & [ak well

4 8 a3 g
done

Employee Retention and Turnover

4. Mew Hires: Did your communications center

lose any pew hires last year because they
"washed ouf® of the fraining and arieniation
process?

d  Yes

d Mo

4 Dont Know

A

15, Experienced Staff: Oid your communications

center lose any axperisnced staff last year?

Yag

Mo, SKIF to numbear 37

Don't know, SKIP to number 37
HWA, SKIP o number 37

LoLcL

Employes Retention and Turnover

Jg. In thinking abaul the rasons why employses ket the
canter last year, please ndicale the number af

individuals yau think have left for each of the fallawing

reasons. Please limil it to gne prmary reasan per formear
employas and count only those people where you are

regsonably cartaln you know why they lefl. Leava
spaces bank that do not apply.

The number you think left for this resson:

Framation

Rotation

Retrement

Higher salary elsewhers
Family dernands
Schedule conflct
Dissatisfaction

Student — graduated
Left 1o go (back] 1o schoolicollege
Relocation

Bumout

Organizatianal fit
Interpersonal conflict
Farsonal reasons
15731

Death

Reduction in force

Fired

Compensation and Benefits
7. What | you houry base pay rate? % M.

. Income before taxes: Which category Includes
your annual salary from this job far the most recent
year? Include averlime and any bonus you may have
received in additien to base pay.
4 Under 10,000
$10,000 to §19,080
$20,000 to 529,084
$30,000 to $39,000
40,000 to $49 084
$50,000 1o 559,060
50,000 fo 569,080
£70,000 to §79,000
$80,000 to $89, 080
Crear $90.000

LLLLLLcLrLeL
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34, Please ndicate your level of satisfaction wikh the
following:

Salarylearnings (l.e., base
payl
Cwartimea

Haalth benafits (e.g.. medical
dental, vislan)

Vacation time
Family fiendly palicies
Ratiremeant benafils

Opportunities for
adwancarmenl

0O D0 Qd O O O verySatsfed
0O DOD0D 0 0 0O SomewhatSatsied

0O D00 O O 0O HNeulral
O D00 0 0 0 SomewnatCessatisfed

O DCOC O O O WVeryDssatisfied
0 DOC O O O Hathpplicasle

40, How does the salary schedule in yaur
communications center compars 1o pay for other
jobs in the cammunity ?

Lavw for thig cammunity

Anout average for this cammunity
‘Well paid if overtime = includad
Wiell pald even wiioul overtimea

I S

41. How does the salary scheduls in your call center
comgars lo the salary schedules for ether public
salety personnel?

Higher than other public safety peraonnel
Comparable 1o other public safety personnel
Lower than ather public safety personnal
Don't know

LLoLcL

Recagnition

423, s differant treatrment of clvilian and sworn personnel a
gource of tension i the center?
4 Yes, civillana seam o get betler treatmeant

d Yes, gworn parsonnel seem o gel belter
treatrment

J Mo difference in freatment
4 Don't know
4 Mot applicable

43. Do you think your work ts appreciated by

B

o

£z 2

Cownikarns? o o o

Immediate supsrvigor? o o o

Management? [ . |

Swam officersiofficials? o o o

Agences you served [ R |

Fublic andior elected officials? o o o

The madia® o a o

Farnerfamity members? [ . |

The public? o o o
Retiremeant Benefits

44. Do you participate in your centar's amgloyes
retirement pragram?

Yesg

Mo, peraanal decislon
Mo, no program available
Don't know

(I Y

45, How do retirement benefits for communications centar
aemployeas comgans to other public safety pamsonnel?
Higher

Comparablea

Lawer

Don't knaow

LLLCL

46, Do yaou expect to continue In your current jabr for at
bzast five miore years?

4 Probalkbly

4 Probably not

4 Mot sura

47, Do you plan to spend the rest of your career with this
agamzation?

4 Probakbly

i Probably not

I Mot sure

48, What facter(s) would be rmost important for you in
a decsion to leave or continue working &t this
communications center?

Staffing and Redenton in Pubdc Safely Communicahon Centers
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Respondent Information

44, What Is your gender? 1 bale J Femala

0. What |s your age? (Pleassa check only one.)

o

L L L L

54, Which of the following best describes the highest

Under 25
26-35
Jo-45
45-03

58 or aldar

level of educatien yau have completad?

o

L L LLL LL L L

Saeme high school ar less
High school graduate

Foat gacondaryTrade school
Trade school cerificalion
bilitary trainng

Some college — no dagras
Aszgociates degras
Bachelors degres

Graduate courges

Graduate degree

52, If you were free o make changsas, what would
you dio bo improve Your communications center?

Thank you for taking the time
to respond te this survey.

Staffing and Redenton in Pubdc Safely Communicahon Centers
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Staffing and Retention in Public Safety Communications Centers

Manager/Director Survey

Intreduction: |z there a ztaffing criziz in cur nation’s communications centers? Who
works there and what do they do? Are there cartain staffing and management
practices that can improve a communications centars’ ability to hire and keep qualified
employess? What are those practices?

Mobody really knows the answers to these questions. In fact, it was only recently that a
praliminary list of all of the public safety answearing points {(PSAPs) in this country
became available. In an effort to answer some of these guestions, the Mational
Institute of Justice funded an APCO International proposzal for a study o be conducted
by the University of Denver Research Institute, an independent research organization.

This is the first national study of staffing izssues in public safety communications
centers based on a random zample of all centers. We need your help to make sure
the results of this study provide an accurate picture of public safety communications
centers across the country. There has never been a time when it has been more
important fo listen to the volces of our nation's first respanders.

Statement of Confidentiality: The answers you provide (o questions in this survey
will be held in strictest confidence but they are nol anonymous. The data you provide
will be used to make statiztical comparizons between groups of respondents; it will pot
be used to profile individual respondents or their organizations, nor will it be shared
with supervizors. By answering the guestions and submitting the survey, you arne
agreeing to these conditions.

We are interested in understanding the izsues from two perspectives: managemeant
and staff. &s a result, there are two different versions of the survey:

1) A management survey to be completed by the lead administrater {or a
designes) of the communications center, and

2] An emplovee survay 1o be completed by call takers, dispatchers, shift
suparvisors andfor training coordinators. Both surveys are available and easy

to complete online at: hittp/waww leg-services. com/psapsurvay [survay
coda: psap).

If Internat access is unavailable to your or your staff, download the survey and
complete paper coples and mail them directly.

MAIL TO: Staffing and Retention Study
Denver Besaarch Institute
University of Denver
2050 East IIff Avenuea, BW 228
Denver, 5O 80208

Phone: J03-568-0614




Staffing and Retention in Public Safety Communications Centers

Manager/Director Survey

Directions: Please read each question carefully and respond as indicated. All questions
should be answered based on current personnel and staffing practices at your
communications center. Thene are three basic response options:

1) ltems where you are asked to select only one responsea,
2) tems where you are asked to check ALL that apply, and

31 Fill in boxes or lines whera you are asked to print a number or commeant.

The more questions you answer, the more completa our understanding of staffing and
retention issues in all types and sizes of communication centers. The estimated

completion time for this survey iz 40-45 minutes. Questions are organized by
subtopics.

Which of the following best describes your primary role within the communications
center? Choose ona.

4 Director or Communications Center Manager
d  Director/Manager of multiple centars
4 Other administrative role: Please specify

Communications Center

Agency Mame:

Mailing Address:

City:

State ZIF Codea:
Abbraviation:

Mote: If pou are willing fo be confacted in case thers iz 8 need fo clanfy or follow-up an any of
your responses, pleass prowvide ws with an e-mall address andior & phone number where you can
be reached. You are pof Whely to receive further communicalions, and providing powr conlact

information is sfnctly volurtary. All of pour responses are confidential and will only be available fo
fhe ressarchers af the Universily of Denver Ressarch inshiuts.

Your nams (eptional):
Fhone [optional):

Your e-mail address (optional):

| Fleaze send me the Executive Summary of the final report.

pags



General Information Administration

5. Which of the fallowing best descrbas yeu?

1. Does yaur cammunecabons center process 8-1-1

emergency calls? 4 Chllan
1 Mo i Swom personnel — Lew Enfarcemeant
4 Swomn personngl — Fire Department
4 Yes, Basic 8-1-1
' 4 Other, please spaciy:
A Yes, Enhanced 9-1-1 (E 9-1-1}
d  Yes, Enhanced 9-1-1 wireless (Phase | with a
genaral lacalion) &. Which af the following best describes your
1 Yes, Enhanced 8-1-1 wireless (Phase || with & immediate supervisor?
specific GPS location) i Chilian
4 Swom personnel — Lew Enfarcemeant
4 Sworm personnel — Fire Depariment
2. Which of the falowing best describes the i Other

communecabons canter whera wou work'?

A The primary (first) center ta recabe 9-1-1 calls
in your regian? (Le., your center receives calls
directly frarm the public and s the primany Public
Safaty Answering Paint).

4 A secondary public salety answarng point (i.2.,
your center racelves calls that are directed ko &
frarm anather agency that recelwes the first call).

4 Baoth, a primary answedng polnt far sarme
agencies and a secondary for others.

A Other, please speciy:

7.wWnieh of the following best describes the process
you used to gl your current position?

4 Applied through a competitive hiring
process

4 Promoted from within
Volunteared/applied for the position
Appointed to the posifion

Assigned by agency

Raotation in to the assignment

L L L

H I there & a ratation inta the position of
communications center manager director, how long
= a typleal rotation?

3. i the communications centar wheara you Wwark 1S a

primary answerng point, haw many sesondary FEAFs < 12manths
are undar the control of this center? 4 18 manths
J Mot applicable Mumber; <24 manths
a0 38 manths
4 Other, please spaciy:
4. Which of the fallowing best deseribes the < Not applicable
communications canter where wou wodk?
A A& deisian within another Fll.ll}bﬂ agancy or Jurisdiction and Services
department
4 An independent pulblc agency or 4, Wihich areas or jurisdiction|s) does yaur
department communications center serve? Please check ALL
An indepandant not-for-profit entity that apply.
1 City, Town or Barough
An independent for-profit entity 4 County or Parish
Other, phaase specihy O Region
4 Eiale
1 Special jursdiction {campus, harbor, aigoert.

aic.), please spacily

Staffing and Redenton in Pubdc Safely Communicahon Centers
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10, Which of the fallowing services do cilizens access
thraugh your communications center? Please chack ALL

that apply.
J  Police/Law Enforcement

Fima
Emeangaency Medical

Admnistrative Services

Public Warks

Animal Cantrol

Emeangancy Weather Motfication

Hazardous Materials (HazMat)

311 {or other) non-emergency calls
TransportationTranst systam

Racords

After hours service for ather public agencies
Oither: Plaase speciy

L L L L L L L L L L L

11. Please indicate the number of agencies andior
jurisdicians n each of the fallowing categanas for which
Wour cofmmunicatons center provides dispatch senices.
If you da not provide services for agencies of a
particular type, prnt MA for not applicable.

Falice/Law anforcamsant

Combined Fire and EMS

Fire only (pald and/or volunteear)
Ernangancy Madical Services [EME)

Olther: please specify

12. Please indicate if the staffing kevels reguired for
your call center vary substantially by
Yes Mo DH WA
Shift andiar time af day? a a a a
Diay of the weak? a a a a
Ssasonitime of year? a Q a Q

Communications Center Statistics

13. Please answer the following questons to the best of
your ability. If you dao not know the actual number and
feal you cannct provide a reasonably close estimate,
pleaze print OF for don't know. If the quastan does not
apply to your center, please print MA for Mot Applcable.

a. What iz the geographic area you serve (in sguare
milles)?

. What s the size of he population you serve?

€.  How many woerkstations are in the communications
centar?

d.  How many dispateh positions are in the
communications center?

2. What was the total incoming call volume in
P

f. \What was the total number of incarming 9-1-1 and 7-
M0 digit emergency calls in 2003F

g. ‘Whatwas the tolal number of 8-1-1 amergency
callg in 2003 that were wireless?

n. WWhat was e total number of calls in 2003 that
resulted in a dispateh o the scene?

14a. Are the numbers you provided in response ta the
previous guestions based on known data or are they a
st guess estmate?

d  Baszed on known data
1 Bast guess estimate

14z, Does your cenler use autornatad call reporting
software that tracks and reports statistics on all incaming
and outgong talephans calls?

Jd  Yes
d Mo
4 Dont Enow

U Mot applicable

14e. Daes your center ugs & Computer Aldad Dispatch
{CAD) system to record emergency callsirequests for
senviced-1-1 calls/dispatches?

Staffng and Relenbon  Public Safely Communication Centers
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4 Mot applicable
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Trends

15, Which of the following best describes the tremds in
WOUF Communcations center's call volume and staffing
siuation since January of 20007 If you do not know,
please check the DK opton. If the guestion does not
apply ta your center, please chack the MA opban.

Increased

Tedal call wolums

Wirelass call vaolurme

Mumber of d=patched calls
Mumber af authorized ataff
Awadabdity of gualified applicants
RFetenton of gualifed staff

O D 0O O Q0 0O Abouthe same

O D0 0 Q0 Q0 QO Decreasad
O D 0 0 Q0 0O MNatapglicanle

0D 00 D0 QO Donlbnoew

[ i i |

Staff Assignments and Tasks

16 Which of the fallowing bast describes the primary
e enly assignment{s) for nan-administrative public
safety personnel in your center? (Please check ALL that

apply}

4 Some of the siaff work primarly o only as call
takers.

A Some of the siaff work primasly of anly as
disgaichers.

Jd Al ar mast of the siaff are cross-trained to lake
calls and disgaltch.

2 All staff have other duties in addition to call
taking and/or dispateh,

d  Other dubes, pleasea spacity

17. Dwring a typical week, which of the following
statements best describes the portion of call
I.Bllcurﬂ.'dla-pal:herﬂ-‘ time that s devoted to taking calls
andfer dispatch?

A Allaf thelr time |8 deveted to teking calls andlor
disgatch.

4 The majodty of their ime s devotad to taking
calls andior dispabch.

A Taking calls andier dispateh is secondary to
the othar dutss they perfam (e.g.. f@ail, elc.).

1 Motappicable

Adeguacy of Staffing

18. Under normal candidions, have you been able to
meel the demand with your current authorzed stafing
lewel?

d  Yes

d Mo

4 Don't know (never beean fully staffed)
U Mot applicable

1%, |8 your agencylcommuncations centar curmantly
inwolvad in litkigation that s directly or indirecty related to
inadaeguate stafiing or a staffing shorage?

J Yag
[
4 Don't know

U Mot applicable

20. Has your agency'communications center recantly
(e, within the kst five years) baan mwvalved in litigation
that was directly or indirectly related to nadeguate

staffing ar a staffing shortage?
d  Yes
J Mo
4 Don't know

U Mot applicable

21. Has your agencylcornmunications center recantly
(e wilthin the kast five years) bean the facus of negative
media attention that was directly or indirectly rlated 1o
inadaeguate stafiing or a staffing shorage?

4 Yeas

' Mo

4 Don't know

4 Not applicable

Authorized vs. Actual Staffing

22 If your agency uses a ralio, approsimately how
many people ane hired o cover one pasiton 247 3657

23, Please indicate the tolal number of staff if fully
staffed at authorized stalfing levels. Note: Pleass
write Im the tatal number for all shifts who are call takers
and/or dispatchers.

Tedal call takers and dispatehers if fully staffed
Tatal shift supervisors if fully staffed

Total employees If fully staffed

Staffng and Relenbon  Public Safely Communication Centers
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24. Please indicate to the best of your abikty the tatal
numiser of ataff currently employed at your center.

Todal call takers and dispatehers
Tedal shift supeniaors

Murmber af current trainees [nol working
independeantly)

Tatal current employees

25, Which of the following statements mast clogely
describes the gurrant statfing situation n yaur center?
Please check ALL that apply.

A The center s fully staffed at this time (all
authorzed posiions are fillad).

A Wa are not fully staffed but axpect 1o be fully
staffed soon.

A Wnen fully staffed, the number of pesiions
authanzed meets our needs.

A The current staffing allows the center ta
comfotably handle the workload.

4 We need more staff than (s currently
authonzed o safely handle busy penods.

d  The center s chronically (almost always)
undersiaffed.

J  Lack of adeguale staff at this center s &
Banous probbam.

4 The cenier has always been able o cover
staffing needs with ovartime.

d Thers s & pool of qualified candudates waiting
for an apening.

d  The center s having difficulty filling authorized
posidions.

J  Comments:

Application and Selection Process

26, Indicate the extant to which you agree ar disagres
with the following slatements based on your knowbadgs
of e armgloyes application and selection process.
Fleaze respond 1o each item, checking not applicable if
the guastion does not apply 1 your canter.

Mot applicabls

tf
w
1y 5‘ ;
Fotential employees are given

an opportunity 1o understand the
demands of the job before mey =& = =9 9 @ 9

bagm training.

Fotential employess spend tirme

in tha cammunicalions centar

after they pass an initial g g g aa
scresnng best and bafore they

bagn fraining.

The center has high standards
for employes salaction.

The selection process s
thorough and extensive. 220203

Only candidatas who fully meaeat
agency requiremanis are hired.

Background checks are
comgleted in & timely manner, Qaaaaa

27, What facter(s) do you fink are the blggest
“selling paints” when recruiting call takers andlor
dispatehears far yaur canter?

Staffng and Relenbon  Public Safely Communication Centers
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28. Please rate the effectiveness of each of the
fellawing aspects of the new employes apaheatan
process that is currently being used by your
communications center.

@
o = E §

: £ s
R
T EF2 %

= & 0w
5 8333
Recruiting process o oo oo
Initial areintation process [ R [ R |
Jeb application process o oooao
Perfarmance tesbing oo oo o

Length of tme from

applicationto hing and filing 9@ O O O O

position

Selection of Employees

28. ‘Which department has primary respongdlty for
personnel recriltment, screening, sebecton and hifng?

d  Communscabions cenber management andor
siaff

Human resources office {(HR) for agency
Human resources office for citwicountyistate
Ciwvll Service Commissian

Shared betwesn communcabans centasHR
Oithar, please specty:

L L L L L

30, Assessing Interpersonal Skills: Please checx
ALL of the skils that are addressed by the process your
canler uses o acreen and sebact candad ates for call
taker and/or depatcher pasitions. Chack only those
iterns that are part of your application and screening
process.

4 Abllity to make good judgrients under pressure
Ablity 1o remain calm under pressure
Cwil service screaning process

Interactions with staff during the interview
process

Interview with supery|sor

L L L

Listening skils

Frevious experience waorking with public
Paychological test results

DCrant know

L L L L L

31, Are any of the fallowing Important considerations
when hiing? Please check ALL that apply.

a4 Cedificatien (eg. EMD. ENF, EMT, Officer
Cerlification)

I Pravious expenence with similar work
i Fluency n & second language
a4 Dont know

AZa. Assessing Technical Skills: Which of the
following are compaonents of the procass your canter
uses bo screen and sskect candsdates for the call taker

and/or dispatcher positions? Please check ALL that are
part of your application and scfeening process.

1 Background check

Civil serice scresning
Drug screaning

Hearing teat

Integrity test

Interdiew procass
Heyboarding {speed and accuracy]
kap reading skills
kutitasking ability
Falygraph exam
Sirnulation lesl results
‘ohce testiclarity of speech
Don't know

I I I I I

Aip. Owerall. would you conssder the sereening
and application process used by your center
o be an affective process for selecting the rght
peogle for the job?

I Yes

Mo

a4 Dont Enow

Preparation and Training

33, Please indicate the number of hours budgeted for
traming and professional development of
communications center staff.

333 Average annual iraining hours budgeted for new
hires. (Mate: Please nclude tims allocated for
classroom orientation, fraining acadamy, and on-tha-job
iraining with an assigned supgod trainer when
asbimating hours far new hires.

A3, Hours of annual in-serdice budgeted for tenured
personnel

Sitaffing and Relanbon i Pubic Salsly Communication Canters

Manager Survey 084 B2005 page B



34, Teoplcs and Skills: Rate both the snportance
and amount of tralning you provide for staff o the
fellowing areas. Please respand 1o every Eem and
inchude training that is provided by center siaff and
training sesshons or conferrences sponsorad by
professienal organizations.

Faor example, and if employess have had no training
in an area becauss rainng would nol be appropeate
for thewr wark, check not applicable (MA) i fraining
wold be apprognate in & toplc and very Impodtant
but employess have received B or na training in

A5, Owverall, does the tralning that s provided for
new ampleyess seem lo be preparing tham for
suceassful performancs &g call takers andiar
dispatchers?

|

4
i
I

Yesg

Mo

Don't know
Mot applicable

that skill, you would check the importance high and

b armcunt low.

35, Effectiveness: Flegse ndicate the exient ta
which you agree or disagree with each of the following

Sda. W statemants.
Law . High HNA
Crisks Intervention ooooaoo E, )
Siress managemsn Qoaoooaooa E, n .E
=
Critecal Incldent debriefing Gaoooaoooa ' . i? B
L}
Standard eperating Doooaoao B E ; 35 5
proceduras o g @
Critical Incident handling Qoooo All employees. including managers. .
Emergency management Oooooon 1}l.rmehle;r::;rnaw::l:f.«utn:n1:r:|r1t|nue-|Eu§|rr1Im;| and a
Leadership and g CalHakars andior dispatchens
supanviaion participate in critical incident DooOooo
Hazardous matenals ooDoooo debmefings if desired.
Em dlead OoOoOoOoo On the job training (menlaring.
ﬂﬁ:;tgc?-:m}l e shadowng) is essental 1o the oooooo
Stal aooaoaa success of new amployees.
tafl training stategles Most of the angaoing training far
wateran atalf conssts of confarences
and sessions offered by professianal 4aaaaa
b associabons.
i The traning process doss a good job
Low ... High MNA of preparing new call takers andfar oooQooQ
Crisks Intarventicn ooooaoao dispatchers ta be effective in the job.
Siress managemsant oaooaoao mﬂ:ﬁuzﬁuﬂh angang training ogooaooo
Critical Incident dabriefing daBaad Call takers andfor digpatchers have
Standard cperating oOooooo ndicated they would ke mone [ [ |
proceduras framing on cartain topics.
Critical Incident handling DoogoooaQ Supervisons have indicated they A ——
Id lik; trai
Emergency management 99 0200 supervision Baues. |
Leadership and QL0000 Call takers andlor dispalchers speak
supanviaion to school andior community groups oooooo
Hazardous matenals oQooooan about their work
Em dical ooOoooo There = an appropriate kagh of trme
ﬂﬁ;;tgc?-:my e for trainng before new employess are O D 0 0O 0O 0
cled 1 k ind nd
S1aff training stategles gaooooao SHREEIE G wer Ependently
Call takers andior dispalchers
participate in screening and selecton O QO O O
of new amployeas,
Staffing and Reteabon & Fublc Safsly Communication Cenlers Manager Survey 087 B2005 page ¥



Schedules and Scheduling: Seniority

AT, Which of the fallowing best describes your
weekly or biweakly schedula?

41. Please indicate the total number of cumant
amployses i your center who would fit inlo 2ach of the
following experence/seniority calegaones. If you da nol

4 Five & hour days on, two days off Enow or are unaure of the length of service for some of

Fowur 10 hour days an, three days off
Thrae 12 hour days and one 4 hour day
Two 12 hour days and twa B hour days

ol
|
;|
A Other, please specty

38. Do employess work on & rotating shift schedule?
4 No rotatlon (normally}
d  Yes

39. How effective is the process hat s currenlly used
within your agency to determine shift assignments?

J  Cument process works very well

d  Current process works well most of the time
A Cufrent process nesds fo be changed
J  Don know
J  Motapplicable
Owertime

40. What portan [percentage) of your personnel
budget |s curantly usaed for overdime pay?

Dioat knaw

Mai

5]
g
Does your agency compensate

emgloyess at a higher rate for oo
woluniary andier reguired overbime?

I= thiere a higher rate of pay for hard

b siaff shifts (e.g., swing or night [ [
ghifts) ?

I= thiere a higher rate of pay for

employees who volunteer o work a oo
of thelr days off?

I= there a higher rate of pay for

employeas working undar & lang- [ Q|
tesrn understaffing situabon?

Iz avertime a fraquent neceasaity oo

becausa the centar (g shat staffad?

your employees, please include them in the category
clogest to their relative ranking or include them in the
number you enter on the ling next to Don't know.

Numbar of employees in raining or on
prabationary sialls

Mumber of employees past probation but
less than two years

Mumber of employees over two years, lass
than five years

Mumber of employess ower five years, lass
than ten years

Mumber of employees over ten years, less
than fiftesn years

Mumber of employees ower fiflean years
Don't know

4. Have any strategies been implemented that
have had a measurable posidive impact on amployas
ratenton in your cenar?

J Yes
J Mo
4 Don't know

U Mot applicable

Aka. If yes. please describa

43, Are any of the employess in your center
members of 8 union?

ez, all are union rmembears
Yas, gome are unisn members
iy fal

Dion't know

Mot applicable

I I S

Determination of Staffing Levels

44, If your agency uses 8 “dispatchear ta field unit”
ratiz in determnining staffing needs, whal (s the
average number of field units typically handled
by ene dispatcher? I not applicable pleassa entar
MA,.

Staffng and Relenbon  Public Safely Communication Centers
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45, Are you finding it especlally difficult to adeguately
staff any parlicular shift? Pleass choose only one, the
maat difficult shift to staff,

A

.|
|
|

Cray =hift

Swing ahifl

Might shift

Mad applicable, no prablarn at this teme

d46. Indicate the

agency uses to determine total call taker andlor
dispaicher siaffing. Pleass read through the st and
chack ALL that apply.

A

L L L L L

L L L L L L L

A factor to account for employas vacation,
training. liness

Avadable radio freguencies
Ayerage answerlng time
Average calls par hour
Budget

Deslred sarvice level (eg., "95% of calls
answerad within 10 seconds”)

Hourly call volume
Mumber of consobas in the canter

Peak hour call volume

Physical limitations of the center

Tatal call wolume

Unigue agency of geographic reguiremeants

Olther, phease specify:

Employee Benefits

47. Do you feel the employes benefis affered by
your center have had a pasitve impact an retention

of gualifed siaff?
4d  Yes
d Mo
d  Den't know

48. Flease check ALL of the services or benefits that
are available to all full time employees in your
communications center?

4 Assistance or pay incentive for
education/collega

4 Assistance n aranging forproviding
daycars

4 Dental plan

4 Difference in pay for different
rasponsidities

4 Difference in pay for different shifis

Exercise room {onsite. no chame o
amployesas)

Days off due to longear work days/achedule
atruciure

Health careledical plan
Oppouniies for advancement
Recegnilon program

Retrement benefits

Samorty privileges

Shift selection

Vacaton choce

Vislon Plan

[

[

LLLLLLeLcL

Employee Retention and Turnowver

49, The following questions are about staffing
stabdity and changes at your center last year.
Flease provide numbers that include bath voluntary
and non-weluniary lumover (a.g.. turnover that was
initiated by employess &8 weall 85 umaver due 1o
daath, management action, layoffs, elo.)

A%a. Mew Hires: Did your communicatons center
ase any new hires last year because they “washed
cut® of he traning and orientation process?

Jd  Yes
J Mo
4 Don't know

At If wes, how rmany new hires falled to camplete the
prabationary peried last year?

S0a. Experienced Stafl: Did your communicalons
canter loge any expedenced staff last year?

d Yes
Mo — SKIF to guestion 52
4 Don't know — SHIP 1o guestion 52

Sk, If wes, how many expefanced staff lef
employment with the centar last year?

Staffng and Relenbon  Public Safely Communication Centers

Manager Survey 084 B2005 page 9



51. Inthinking about the reasens why expensncad
emplayeas left the center lasi year, pleass write in
the nurmber of individeals you think laft for each of
tie fallowing reasons. Please lmit it to one prsnary

reason per former employes and count only those
people where you are reasonably certain you
kraw sy they left. Leave spaces blank that do not

apply.

Musnbear you think left for thig regson
Promation

Radation

Retiremeant

Higher galary elsewharns
Family demands
Schedule conflict
Dessatisfaction

Student — graduatad
Left to go (back) to schoolicollege
Raboeation

Burmout

Organizational fit
Interpersanal conflict
Persomal reasons

lness

Death

Raducten in force

Firad

Compensation

52. Please Indicata the base hourly salary for full-tme

entrg-leval aiaff in each of the following positons (Le.,

base houry salary upen completon of probationany
period).

Call-taker ... ... b Mhaur
Despateher e 3 {hour
Cal-takeridispatcher % Mhoaur
Shift Superdasr ... & ‘haur

Flease ndcate your sense of employes's
satsfactian with the following compensation and
bensafils issues

=
B
2t &
s B3
iE - i
£533
Salanyeamings (.. base pay) oooao
Opportunities to supplementbasepay 5 5 g g
with cwertime
Health benefits (&.9. medical, dental, ooaao
wizhan)
\acatan tirme oooaQ
Family friendly policles ooaooag
Retrement benefits ogooo
Oppotuniies for advancement [m R Ry

33, How does the salary schedule in your

communications center compare 1o pay for other
jobxa in the community ?

4 Low for this cammunity

I About average for this cammunity
i ‘Well paid if overtime = includead
d Well pad even wioul ovetime
4 Don't know

54. How does the salary schedule in your call canter
comgars ta the salary schedules for ather public
salety personnel?

Id Higher than other public safaty peraonnel

d Comparable 1o other public safely parsonnel
1 Lawer than afer public safaty persannsal

4 Don't know

55, Does your centar have an employes retirameant
pragrarm?

Jd  Yes
d Mo
4 Don't know

U Mot applicable

55, How do refirement benefits for communications
centar employess compare (o other public safety
personnel?

Wery dissalisfied
O O Dan't knowiBA

o o

[ M I

[ I

Staffng and Relenbon  Public Safely Communication Centers
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Employee Recognition and Center Performance

57. s different reatment of civilan and swom
persannel a source of tenslon in the canter?

.|
|

d

|
|

Yes, civillans seem bo gel bebier treatment
Yes, SWom personnel sesm o get better
treatment

Mo, no difference in freatment of sworm va.
crvllian parsonnel

Don't know

Mot applicable

58. Do you think communications center s1aff are
adequately recognized as impadant members of the
public safety team?

Jd  Yes

d Mo

J  Dont know

1 Metapplcable
Center Perffermance

58. Please rate the owverall parformance of the

cmmunecabons canter on each aof the I‘1:-Ih:m|r15| chteria. |1
you have no kea how well the center i perorming on an

itarm, salact DK for don'T kKnow.

Abllity 1o consiatently staf

Ewcel b
Mg Bearags
dewaraps
[Below average
Paor

Don® knaw

]
o
o
]
o
]

necessary posdions

Ahility 10 1rain o o o o oo O
Call answering timas [ [ [ (e R |
Customer satsfaction 2 o o Qo Q
Efficient call management @ O O QO O O
Ermnployasa retenton o o o oa o g
Ermnployesa gatisfaction [ T [ R |
Shift management Qo o aoa o
Iae of cvertme L O R R R |

Respondent Information

&d. What Is your gender? dMale I Femalk

g1, What is your age? |Please chack only one.)

Under 25
20-33
Ja-45
45-55

56 or aldear

LLLLL

62, How many yeans have you been employed by
this communications centar?

YEArs

63, How many yeans have you been employved in
your current assignment?

YEArs

g4, Do you expect bo continue in your current job far
at least five mare years?

4 Probakbly
i Probably not
I Mot sure

65, Dayaou plan to spend the rest of yaur carsar with
this organizatien?

4 Probalkbly
4 Probably not
J Mot sure

g6, What factar(s) would e most iImportant for you
in & dacision 1o leave or continue warking at this
communicationg center?

Thank you fer taking the time
te respond to this survey.

Staffng and Relenbon  Public Safely Communication Centers
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Staffing and Retention in Public Safety Communications Centers

Cemmunications Center Information

&gency Mame:
Mailimg Address:
Cilty:
 Stata Abbreviation: ZIP Code:
Your name (optiomal): J
Fhone (optional): J
Your e-mail address (optional): J

Mota: If ypow gre willing fo be comtacted in case here js 8 need to clanly or follow-up on any of pour resgonses, ghease
prowide us Wwith an a-mail sdaness andior & ghame number where pouw can be mached. Prowalng yow condact
dnformation {& stacily voluntany and o are qod #ely i recelve further commumications unless youl reguest he
Execulive Summary (se¢ below). AN of pour respanses are confiaential and will only be svailsbis fo e researcherns
&f the Unlvereity of Denver Rezearch neituls.

J  Please send me the Execufive Summary of the final report.

General Information

5. Which of the following best descrives the

Wiich af the following best describes your primary communications center whene you work?

rele within the communications center? Mark one. O The primary {first) center to recelve 8-1-1 calls
4 Dweclar or Communications Canter Manager in yaur regeon (Le., your center recelves calls
1 Dwector/Manager of multiple centars direcily fram the public and |s the first Public

Bafely Answering Foint).

4 Asecondary public salely anawering pant {Le..
wour center recelves calls that are directad 1o it
from anather egency thal recelves the first call).
Both, a primarny answerng paint fer some
agencles and a secondary for others,

Other, please specify:

4 Other adminstrative role: Pleass spacify

Does your communications center process 9-1-1 N
emangency calla? Mark one.

d Mo a
A Yes, Basic 8-1-1

d  ‘Yes, Enhanced %-1-1 (E %11}
4

Yes, Enhanced 9-1-1 wireless (Phase | with a 6. Does your center use automated call reporting
general acation) software that tracks and reports statistics on all
4 Yes, Enhanced 8-1-1 wireless (Phase || with & ncoming and aulgoing telephone calla? Mark ane.
spacific GFS location) 4 Yes
4 Mo
What s the size of the geosgraphic area you sere 4 Dont know/Mot apphcable
square miles 7. Does your center use a Computer Aided Dispateh
(CAD) system to record emergency callsiraquests for
YWiat s the size of the pepulation you serve? gerviced-1-1 calls/dispaiches ¥ Mark ane.
4 fes
population 4 Mo

J  Dont know/MNot applcable



Jurisdiction and Services

8. Pleass indicate the pumber of agences andlor
jurisdictions in each of the following ceteganes for
witkzh your communications center pravides
disgatch sarvices, If you do not provide sarvices for
agencies of & paricular type, prnt MA for ned
applicable.

Faolice/Law enforcemant
Cambined Fire and EMS
Fire only [paid andior volunteear}

Ermargency Medical Sarvices [EME)

Other please specfy

Trands

9. Which of the falowing bast deseribes the trends in
YouUr communecatons center's call volume and staffimg

sduation gince January of 20007 Check the Don't know
of Mol applicabls aptan (OEMNA) I approprigte.

Increased

a) Total call wolume

by Wireless call volume

c} Mumbier of dispatchaed calls

dj Mumber of authonzed staff

gl Avallabllity of guakied apohcants
fi Retenbon of qualified staf

O 0D 0O O0C QD O Abouthesams
O D000 DQ O Decsased
OO0 0 0 Q0 O Deha

[ R Y

Please answer the following guestions te the best of your
abllity, preferably for bath years but for 2004 at least

Pleasse write DK {Don't Know) if you do not have the data.

10. What was the total incoming and outgoing call
werlume in:

20037

20047

11, What was the tatal number of incorming 8-1-1 and
T-10 digit emergeney calls n:

20037

20047

12, What was me tolal number of 8-1-1 emergency
calls that were wireleas in:

20037

20047

13, Whal was e tolal number of calls that resulted in a
dispateh to the scenea in:

20037

20047

Staffing

14. Please indicate ta the beat of your ability the tatal
mumber of staff currently employed at your center
in each of the fallowing categares,

g) Total call takers and dispatechers,

b) Taotal shift supervisors (not mcluded n
previaus number).

) Murmber of current call taker andior
dispatcher traimeas (not warking
independanthy),

dl Tatal full tme trainers {not neluded o
previaus numbers).

g)  Total current employees in the
communications cenbear.

fI  Total cal taker'dspatcher vacancies,

15, Which of the fzllowing staternents most clossly
descrlbes the current statfing situation In your
canter? Pleasa mark only ane description that best
descnbes your centes.

4 The centar is fully staffed at this time (all
authorized positions are filled).

4 The current staffing allaws the canter 1o
comiortably handle the worklead.

4 The centar is chronically (almost akvays)
understaffed.

4 Lack of adequate siaff ai this center is a
merious problem.

16. What was te largest number of employess [sas
1da above) that were amployad by the center at any
tima in:

20037

20047




17. How many additional call takers and dispalchers Determination of Staffing Levels
do you estmate are neadad to comforiably handle

the warkload r‘z"g‘“‘“’ center (L&, requiring minimal 24. Does your agency use a formula to determing the
use of overtime | number of calltakers and dispatchers in the
communicationg center?
18. |= averime a freguent necessity because the o4 Yes
center s shor ataifed? Mo - SKIF to guestion 26
4 Yes 4 Don't know — SEIP o guestion 26
4 Mo
1 Don't know/Nat applcable 25, Hwyour agency uses a formula 1o determnine statfing
lawels far call takers andfor dispaichers, pleasa
19, Do you “over hire' to accommodats rouline describe below of on 3 separate sheat of papeas.
tumaver and/or unexpected employss absence O Sampla workshast(s! atiached
(due to dizability, maternity kave, ebe.}? R =) )
d  Yes
a4 Mo

J  Dont know'Naot apphcable

20. Which of the following best descrbes the primary
af enly assignment{s) for nan-administrative public
gafaty personnel n yaur center? (Flagse mark one)

4 Allor mast sialf are trained and work &s either
a call taker or a dispatcher (e, not bolh)

4 Allor maost sialf are cross-frained but work
primanly ar only &3 & call teker of depatzher
whan they ane on duty.

Employee Retention and Turnover
Jd Al or most gialt are cross-trained and take

calls and dispatch wihen they ane on duty. The tollowing guestions are abaut ETET“I"IQ slability and
Al staff have ather duties n additen 1o call changes at your cenler last year. Fleasa provide
t“ll'lg andior dlﬂpﬂtﬂh whien 1.hE|5|' are an 'Ijut:" numbers that include bath 'I"Ellul"ltﬂr? ard Mn-uﬂhlﬂﬂry

turnovar (e.g., lumover that was initisled by employees

4 Comments? as well as wrnover due i death, management action,

layoffa, ebc)

21. Durning & typbeal week, which of the faollewing 26, Mew Hires: Oid your communications canter lase
statements bast describes the partion af call any naw hires last year because they “washed out’
takers/dispatchers’ time that i3 deveded to taking of the training and orientation process?
calls andfor dispatch? (Please mark one) O Yasg
A Al aof their fime 1 devoted to laking calls andior 4 Mo - SKIF to guestion 28

ciapeich. 4 Don't know — SEIF o guestion 28
4 The mapedty of their ime is devabed to taking

calls and/or dispatch. 27. Wyes, how many new hires failed to complete the
4 Taking calls andfer dispatch iz sscondary to probationary perked last year (2004)7

the othar dubtes they perfamn (2.g.. jall, elc.).
1 Not applicable

22, Owerall, do you consider the sereening and 28, Experienced Staff: Did your communications center
application process ussd by your canter 1o ba lose any experienced staff {non-probationary) last
effective in selecting the Aght peogls for the job? year?

d Yes 4 Yes
4 Mo 4 Mo - SKIF to guestion 30
0 Doa't know 4 Don't know — SEIF o guestion 30

23. How effeclive is the pracess that is curently used 29. If yas, how many experenced staff {non-
withiln your agency to detamming shift asslgnments? probationary) left employrment with the centar
4 Cumrent process works well most of the time last year (200477

Jd  Cumrent process needs 1o e changed
J  Dont know'Naot apphcable




an.

31

32

Has your center implermentaed any stratagees in
an effer to increase employee retention in

waur canter?
d Yes
d Mo - SKIF o guestion 33

4 Don't know! Mot applicable — SKIP o 33

Oid any of the stratages have a measurable
positive impact on employes retention in yaur

canter?

d Yes

A Mo—SKEIP fo guestan 33

A Don't know! Mot applicabla — SKIP to 33

If yes, plaase descrbe. Use additional space on
back or supplementary shesats as neadad.

Compensation

33, Pleass indicate the base hourly salary for full-tims

entry-level sialf in each of the following posibans
(i.e., base hourly salary upon completion of
probatanany perad).

a) Caltaker ... & fhaur
b) Despatcher ... & fhaur
c} Cal-taker/dispaicher . 8 fhaur
dj Shift Superdises ... 5 Mhaur

3.

Are any of the employees in your center members
of a union?

as, all are union mamberns
e, same are unien membens
o, none are unken membeans
Don't know™ot applicabla

LLLcL

Center Performance

35,

a)

b
)
d)

)

)
h)

Flaaze rate the everall performance of the
communications center an each of the following
criteria. If you have no idea how well the center is
performing on an ke, sebact DK for don't know.

Excellam
Abowe aeerage
Bpargge
Ealow average
Poor

Dan'L ki

Ahllity to consktently
slaff necessary
pasitions

=]
]
o
o
[
]

Ahllity to train

Call ansgwerng times O

R

O 000D @ oOooOoo

Customer sabsfaction O

Efficiant call
MANEZEemean

Employes retantbon
Ermployes satisfacton

Shift managermient

oo o o =]
O 00 DQ0 D ooo
O 000D O 0ooo
O 0O0D DO O Oo0Q@Do
[ 5 O S

Usa of averbme

Recruiting Strategies: Please usa this space to describe effective strategies your agency has used to
fimd and recruit call takers and dispatchers for your communications center.

Thank you.




