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On March 6, 2024, the Keller Police Department began
sending follow-up text surveys to complainants on certain
call types through Axon’s My90. These post-contact
surveys included a survey for the Keller Police Department
to Keller and Westlake complainants and a survey for the
NETCOM Emergency Communications Center (ECC) for all
complainants. This reports covers the My90 post contact
responses received during 2024 for the NETCOM ECC.

Below are areas surrounding NETCOM operations. Survey
results from previous survey variations can be reviewed
for comparison. Previous surveys were created and
posted on social media or sent out through the water bill
to residents. Results from previous surveys are available
from 2020, 2022, and 2024 for comparison.



Demographics

What best describes your age group?
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What best describes your race/ethnicity?
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Overall performance of Dispatch




Callers

Where do you live?
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Which of the following best described you when you contacted NETCOM Dispatch?




Requests

Dict you receive the help you needed?

Mot Applicable Yes

Which service did you request when you contacted NETCOM Dispatch?




Attitude and Behavior

The Dispatcher was empathetic to my concerns
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Interaction

My call was addressed quickly and efficiently
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Assisted in determining community concerns
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Overall, community sentiment was positive towards the
NETCOM ECC. There were two open ended questions on this
survey: “What recommendations or suggestions do you have
to improve NETCOM Dispatch?” and “Please share any other
comments you have about NETCOM or our dispatchers.” A
summary of results and free text answers was sent to
command staff each week. Any employee that was mentioned
by name is a positive way was notified of the feedback and the
commendation was added to their personnel file. Towards the
end of 2024, an option was added for citizens to select that
they would like to be contacted in reference to their survey.

Conclusion

This survey will assist us with our plans to meet the
future needs of our citizens. The results will be shared
with our employees. Overall, the survey results show that
our citizens acknowledge our style of customer focused,
value-driven police services is a correct fit for our
community and we exceed their expectations. Areas we
can improve have been noted and we will continue to
strive for further development and improvement moving
forward.




