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TECHNOLOGY SOLUTIONS

Quality 911 for Emergency Dispatch

Capture911 interaction recording software features powerful quality assurance tools.

Optimizing performance is essential for successful Public Safety Answering Points, 9-1-1 and emergency
dispatch facilities. Ensuring that dispatchers follow appropriate protocols and deliver accurate information is
highly important for providing accurate and timely first response services.

Employing the right dispatcher assessment solution can result in a high-quality dispatch center team.
HigherGround's Capture911 multi-channel interaction recording, storage, and analytics solution includes
Quality 911, a feature that is comprehensive, easy to learn and customizable to fit your organization.

Quality 911 is a valuable tool that provides quality assurance assessment for dispatcher performance. It can determine if dispatchers are communicating
appropriately and contribute to behavioral improvements.

In Quality 911, you can quickly generate reports and assess dispatcher performance by several parameters, including:

* Did the dispatcher issue the correct greeting * Did the dispatcher identify the issue * Number of calls per unit time
* Did the dispatcher request caller identity * Did the dispatcher request the caller’s location * Duration of calls
* Did the dispatcher clarify the reason for the interaction * Did the dispatcher suggest appropriate actions * Dispatcher and team totals

3% Capabilities

Quality 911 offers a variety of reports, views, and grading criteria. You can use APCO/NENA standardized grading forms or create questions and build customized
forms. Score values and category assignments can be assigned for each question. Categories such as professionalism, listening skills, or thoroughness can be

created for question filtering. You can also send personalized coaching materials directly to agents with the Coaching feature (available on browser-based
interface).
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Grading Form - the grading window allows examination of several aspects of calls and other interactions. You can instantly access any interaction and

associated data for quick evaluation.

You can apply grading while simultaneously playing
back the voice interaction and viewing the dispatcher’s

screen capture. Screen capture shows video

agent’s screen activity during the interaction, including

applications used, time and duration of appl
internet use, and desktop views.
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Quality Metrics -To examine overall
performance of dispatchers and teams,
analytics can be applied with a
scorecard report. The report can include
one or more dispatchers and reports can
be displayed by various parameters
such as question, interaction number,
interaction media, call duration,
grading, and more. Metrics can be
viewed in a dashboard by table, or
graphically for visual comparison.
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To find out more about HigherGround
Quality 911 and Capture911, contact

a Commercial Electronics Representative.

DATA - VOICE - VIDEQ RECORDING & MANAGEMENT SOLUTIONS

www.comelectronics.com
sales@comelectronics.com
Toll Free 1-800-933-4077
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