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PREPARATION:



	MOTIVATION:



	There is a need within the fire service to maintain quality assurance by receiving and processing feedback.  This is better defined as providing customer service.  As more fire departments find themselves justifying their existence, customer service provides a tangible means to measure our effectiveness.



	OBJECTIVE (SPO):  8-2 					T-FOI-8-2-1



	The student will be able to identify customer service needs and the procedures of handling both positive and negative citizen feedback from memory, without assistance, to a written test accuracy of 70%.

  

	OVERVIEW:                                    T-FOI-8-2-2



	Customer Service/Feedback				

	*  Need for Customer Service

	*  Types of Complaints

	*  Complaint Management					

	*  Quality Assurance

	*  Positive Feedback 	













�SESSION 8-2	CUSTOMER SERVICE/FEEDBACK





SPO 8-2	The student will be able to identify customer service needs and the procedures of handling both positive and negative citizen feedback from memory, without assistance, to a written test accuracy of 70%. 



8-2-1	Describe the need for customer service/evaluation within the emergency services.



8-2-2	Identify the types of complaints faced by the fire officer.



8-2-3	Describe the procedure for handling emergency service complaints.  (NFPA 1021, 2-3.2)



8-2-4	Describe Quality Assurance as it relates to the fire service.



8-2-5	Describe the handling of positive feedback.

����I.	Why Customer Service? (8-2-1)



	A.	Feedback



		1.	Positive



		2.	Negative



	B.	Quality improvement



	C.	Manage liability



		1.	Successful litigation



		2.	Standards/effect



		3.	Accountability



	D.	Public awareness



		1.	Sells fire department program



		2.	Develops public support and understanding of services�T-FOI-8-2-3



Measurement of what we are doing, both good and bad









Career and/or volunteer departments are accountable.  Site OSHA/NFPA standard









Increases public knowledge of what/how/why we do

��

II.	Types of Complaints (8-2-2)



	A.	Informal



		1.	Anonymous



		2.	Concerned citizen (external)



		3.	Peer (internal)



	B.	Formal



		1.	Written

	

		2.	Inquiries



		3.	Violation of procedures



		4.	EMS protocols



		5.	Legal ramifications�



T-FOI-8-2-4







Show forms/handouts of complaint forms



T-FOI-8-2-5



Any level of complaints should be treated seriously/

confidentially

��

III.	Complaint Management (8-2-3)



	A.	Documentation



		1.	Formal (written)





		2.	Informal



	B.	Notification



		1.	Involved parties



		2.	Supervisors



		3.	Internal/external agencies



	C.	Investigation



		1.	Impartial



		2.	Who?



		3.	Confidentiality



		4.	Legal issues







	D.	Resolution



		1.	Unfounded



		2.	Further evaluation



		3.	Progressive discipline



		4.	Appease customer�T-FOI-8-2-6



A narrative explaining what happens is the most comprehensive way to supply documentation of a complaint 



Communication is essential throughout the process

T-FOI-8-2-7



Consider involvement of local police department internal affairs unit or request state police unit - they are available and can assist

T-FOI-8-2-8



In any case, a resolution with response to the complaint is necessary��

IV.	Quality Assurance (8-2-4)



	A.	Definition



		1.	Insures adequacy



		2.	Meets standards



		3.	Gauges quality



		4.	Feedback



	B.	Application



		1.	Fire department operations



		2.	EMS



		3.	Administration



		4.	Support



	C.	Implementation



		1.	Total program



		2.	Review of activities



		3.	Identify deficiencies/implement solutions

		

		4.	Become proactive�T-FOI-8-2-9

Relates to TQM and ensuring customer satisfaction 















T-FOI-8-2-10

All fire departments require quality assurance�� 

V.	Motivation through Positive Feedback (8-2-5)



	A.	Types



		1.	Accolades (verbal)



		2.	Written correspondence



		3.	Community awards



		4.	Departmental commendations



		5.	State/national awards



	B.	Implementing



		1.	Solicit feedback



		2.	Submit for awards



		3.	Follow-up



		4.	Persistence�T-FOI-8-2-11









Cite examples:  office praise, letters, firefighter of the year programs
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���

����SUMMARY

                                                                  



	REVIEW:                                         T-FOI-8-2-13

	

	Customer Service/Feedback                       

	*  Need for Customer Service				   

	*	Types of Complaints

	*	Complaint Management

	*	Quality Assurance

	*	Positive Feedback



	REMOTIVATION:



	Through effective management techniques, complaints become part of a total quality assurance program.  If implemented properly this program will measure your effectiveness and provide for positive feedback that lends itself to greater personnel motivation.



	ASSIGNMENT:



	1.	Identify your department's complaint procedure - bring forms etc. or develop a procedure for same.

	2.	List three sources and types of awards available to fire department personnel.





=================================================================



	EVALUATION:
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