SUPPORT SERVICES MANAGER

(QUALITY ASSURANCE)

DEFINITION

Under general supervision of the Director of Public Safety Communications, manages quality assurance, training and support functions; and performs additional duties as assigned.

EXAMPLES OF DUTIES

Administers departmental quality assurance program.  Develops, maintains and monitors documentation and procedural standards.  Produces case reviews, monitors quality of services provided to customers, recommends corrective actions.  Generates the development of various reports of performance against quality indicators.

Administers departmental training program.  Plans, develops, coordinates and presents specific training and educational programs; including pre-service, on-the-job, and continuing education.  Develops certification and re-certification tests, and coordinates their administration.  Maintains related training records.

Oversees departmental administrative and support services.  Coordinates and monitors clerical functions.  Supervises clerical staff, including responsibility for effective recommendations on hiring decisions, probationary decisions, performance evaluation, training of new employees and development of current incumbents.

EMPLOYMENT STANDARDS

Education and Experience:  Combination of training and experience equivalent to high school graduation, four years experience including supervisory or lead work in a multi-jurisdictional, computer-assisted, enhanced 9-1-1 dispatch system.  Professional experience in quality assurance is desired.

Knowledge, Skills and Abilities:  Extensive knowledge of law enforcement, fire and emergency medical services dispatch systems and procedures; knowledge of supervisory methods and practices; knowledge of quality assurance practices; knowledge of FCC rules and regulations; possession of effective oral and written communication skills; ability to collect, coordinate and analyze data and determine trends and develop interventions when needed; ability to make sound recommendations regarding QA needs and programs; possession of effective interpersonal skills necessary to establish and maintain effective working relationships with subordinates, police, fire and emergency medical personnel and the public.

Special Requirements:  Must be available to work evenings, weekends and holidays as required.  Background investigations, including fingerprinting, will be part of the final selection process.  Must maintain current APCO Communications Training Officer, Wisconsin TIME System Advanced Certification, Emergency Medical Dispatch certification and Emergency Dispatch – Quality certifications.
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