4 PA. CODE CHAPTER 120d.
911 PERFORMANCE REVIEW AND QUALITY ASSURANCE STANDARDS

§120d.101. Purpose.

(b) The purpose of this chapter isto implement Section 3(a)(8) of the act (35 P.S. §7011-7021) which
was added by Section 3(a)(8) of the act of February 12, 1998 (P.L. 64 No. 17) to establish standards
for performance review and quadlity assurance programs for 911 emergency communications systems
operating in the Commonwedlth. The quality assurance standards contained in this chapter are designed
to:

(i) Promote statewide adherence to established 911 communications center goals and
procedures.

(i) Facilitate the learning process for 911 communications center personnel.

(i) Provide aframework for the continuous improvement of the overall operation of 911
communications centers in the Commonweslth.

() These procedures will aso provide the operationa standards that are needed to ensure that 911
communications centers consstently provide the best possible emergency communications service to the
citizens of the Commonwedlth.

§120d.102. Definitions.

The following words and terms, when used in this chapter, have the following meanings, unlessthe
content clearly indicates otherwise:

Act — The Public Safety Emergency Telephone Act (35 P.S. 88 7011-7021).
Agency — The Pennsylvania Emergency Management Agency

Call-Taking—The act of answering 911 cdls from the public and obtaining the information
necessary to digpatch a public safety unit, such asfire, police, medical and rescue, to the reported
location of the emergency.

Catastrophic loss—Theloss of three or more human lives and/or property damage or loss
exceeding seventy-five thousand dollars.



911 Communications center—A 911 Public Safety Answering Point or PSAP,; aso referred to as
aremote digpatch point in this chapter. A communications center may be operated by a county, city,
borough or township.

Day—Refersto an actua 24-hour day, not a“working day”.

Dispatching—The act of derting and directing the response of public safety unitsto the desired
location.

Emergency dispatched calls—Emergency incidents to which a 911 communications center
dispatches public safety units.

Emergency medical dispatch protocols—A system or program that enables patients to be
assessed and treated viatelephone by utilizing current accepted emergency medical dispatch standards.

Performance appraisal—A yearly written evauation of atelecommunicator’s job performance
measured againgt established 911 communications center expectations and standards.

Quality assurance action—An action taken by a quality assurance reviewer or 911 center
supervisor after the occurrence of a quality assurance review of atelecommunicator in order to correct
or improve job performance deficiencies identified by the qudity assurance review. The qudity
assurance action may require the telecommunicator to take additiona training courses or ingtruction, be
subject to a second quality assurance review process outsde of the norma timeframes identified in this
section, or be subject to disciplinary or other personnel actions deemed appropriate by the 911
communications center SUPervisor or reviewe.

Quality assurance review—A quality assurance process that is used to assess the job
performance of atelecommunicator.

Radio activity—The act of digpatching and communicating on a public safety radio frequency.

Sandard Operating Procedures—A set of policies and procedures devel oped and adopted by a
911 communications center to aid in directing the daily operations of the telecommunications staff.

Telecommunicator—A full-time or part-time 911 communications center cal-taker or emergency
dispatcher.

§120d.103. Scope.

(@ Thequdity assurance reviews set forth in this chapter will be employed in accordance with the
time frames contained in Section 120d.104. These reviewswill be used to evauate the performance of
ateecommunicator’ sduties. In addition to measuring individua performance, these reviewswill ad in



determining whether the processes used by the tdecommunicators are functiondly efficient on aregular
basis.

(b) Thequadlity assurance provisons st forth in this chapter shdl gpply to adl 911 communications
centers operating in this commonwedth and to al remote dispatch points operated by a city, borough,
or township of the commonweelth which are incdluded within the 911 communications system identified
inacounty 911 plan. Each county, city, borough, or township that operates a 911 communications
center or remote dispatch point included in a 911 county plan shal be responsible for implementing the
quality assurance provisons of this chapter asthey apply to their employes.

8120d.104. Timeframes and proceduresfor quality assurancereviews.

(@ A random sampling of 911 communications center calls will be reviewed on arecurring bass by
the quality assurance reviewer to ensure compliance with the quality assurance review standards set
forth in section 120d.105, as well as those outlined in the standard operating procedures of each 911
communications center or remote dispatch point. If needed, additiond qudity assurance reviewswill be
performed in order to ensure that each tdlecommunicator receives a minimum of one call-taking qudity
assurance review per month. All cdls, whether voice or TDD/TTY, will be reviewed in the same
manner. The quaity assurance reviewer shal complete areview form for each qudity assurance review.
All incidents involving catastrophic loss shdl be included in the quality assurance review process.

(b A minimum of ten call-taking quaity assurance reviews shdl be performed each week in 911
communications centers and remote digpatch points that dispatch, on average, 72 or less emergency
dispatch calls per day. Those 911 communications centers and remote dispatch points that average
more than 72 emergency dispatch cdls per day shall perform aweekly qudity assurance review of two
percent of the total 911 cdls that they process per week. The weekly quality assurance review process
may assume amonthly review process to accommodate those 911 centers that may have personnel
and/or scheduling condtraints. However, a monthly quality assurance review process may not last for a
period of time greater than 90 days without the written permission of the agency. In addition, the
minimum number of quality assurance reviews required by this subsection shal remain unchanged during
such amonthly review process.

() Twiceayear, the quaity assurance reviewer will review a segment of each telecommunicator’s
radio activity in order to determine adherence to the 911 communications center's or remote dispatch
point’s dipatch standards. At aminimum, each segment of the telecommunicator’ sradio activity thet is
monitored shdl contain three emergency dipatched calls. The qudity assurance reviewer will complete
a quaity assurance review form for each segment reviewed. The review form will be supplied by the

agency.

(d) The qudity assurance reviewer (or reviewers) will be designated by the director of each 911
communications center or remote dispatch point. The reviewer(s) shdl be & a supervisory leve with a
minimum of three years experience in the field of emergency tdlecommunications. Internd standards
shdl be established to ensure that the quality assurance review processis executed with consistency and

objectivity.



(& Inorder to provide optimum feedback, the date selected for a quality assurance review will not
exceed five days prior to the review. Telecommunicators shal receive the results of their quaity
assurance review within five days of the review. Copies of each qudity assurance review will be
retained on file at the 911 communications center for one year. Actua transcripts or recordings of
phone cals made to and from a 911 communications center or remote digpatch point are not public
records pursuant to the Right To Know Act (65 P.S.8 66.1 — 66.4) and shdl not be included in the text
of any qudity assurance review.

(f) Thequdity assurance reviews will be used to support the development and assessment of goals
and expectations on the telecommunicator’ s yearly performance gppraisd. The qudity assurance
reviews will also be used to identify areas of the telecommunicator’ s job performance which may
require additiona or supplementd training, and aid in determining whether any processes of the 911
communications center or remote dispatch point require modification or change.

(9) All tdecommunicators, whether they are part-time or full-time employes of the 911
communications center or remote dispatch point, shall be subject to this quaity assurance review
process.

(h)  Any quaity assurance actionsthat are initiated in response to the results of a quality assurance
review will be documented and placed in the 911 communications center's or remote dispatch point’s
records.

§120d.105. Quality assurance review standards.

(@  Cdl-Taking (Telephone Performance): The following telecommunicator performance standards
will be checked by the quality assurance reviewer during each quality assurance review:

(2) Answersthe telephone quickly and correctly (within 10 seconds of the cdl, 90% of the time)
(3) Asksand verifiesthe location of the incident or emergency.
(4) Obtainsthe calback phone number from the person making the call.

(5) Determinesthe nature of the incident or emergency and selects and assigns the gppropriate
response to the incident.

(6) Accomplishesthe above tasks quickly and effectively (within 60 seconds of the receipt of the
phone cal, 90% of the time)

(7) Obtainsdl pertinent information and makes updates accordingly and keeps the caller on the
line until al required information is obtained.

(8) Controlsthe conversation with the cdler, explans dl possble emergency actions and
employs caming techniques when required.



(9) Exhibitsacam and professond demeanor at al times and acts in a courteous and tactful
manner.

(10) Demondtrates proper documentation of al information recelved on call-taker screens and/or
cards.

(b) Dispatching (Radio Performance): The following telecommunicator radio performance standards
will be checked by the quality assurance reviewer during each quaity assurance review:

(1) Digpatches the gppropriate police, fire, or EM S units within the prescribed time frame
established by the 911 emergency communication center's or remote dispatch point’s
standard operating procedures.

(2) Providesdl pertinent information to the responding police, fire, and/or EM S units and relays
updated information about the incident or emergency to the responding units.

(3) Answersdl radio transmissons promptly.

(4) Spesksdearly and concisdy to the responding units.

(5) Ligensattentively and understands each message that is recelved from the responding units.
(6) Exhibitsatimey response to requests from fidd units.

(7) Maintainsacadm and professona demeanor at al times.

() Emergency Medicd Digpatch. Emergency medicd dipatch protocolswill be utilized by dl 911
emergency communications centers and remote dispatch points. Due to the existence of various
emergency medica digpatch programs, each 911 emergency communiceations center and remote
dispatch point must use the quality assurance process associated with the program that it is licensed to
use.



