
CUSTOMER SERVICE
administrative call transfer

	1. 
	Call taker: 
	City of Centerville.  How can I help you?

	2. 
	Caller:
	Hi.  I need to check on an accident report from Monday.

	3. 
	Call taker:
	What is your name, sir?

	4. 
	Caller:
	John Jones.

	5. 
	Call taker: 
	The Records Department will be able to help you with that Mr. Jones.  Hold on please, while I transfer you to the records clerk.

	6. 
	Caller: 
	Thank you.

	7. 
	
	The call taker transfers to records but stays on the phone.

	8. 
	Records:
	Records.  This is Diane.

	9. 
	Call taker:
	Diane, I have a John Jones on the phone.  He needs information on an accident report from Monday.

	10. 
	Records:
	Thanks.  I will help him.

	11. 
	
	The call taker then completes the transfer and releases the line.


CUSTOMER SERVICE
DISGRUNTLED CALler

Actual transcript from an incoming call.  Would you have done anything differently?
	1. 
	Caller:
	I need to speak with the person in authority and I need the chief of police’s number at home.

	2. 
	Dispatcher:
	Okay, what’s the problem, ma’am?  The supervisor’s not here, he’s out on the street.

	3. 
	Caller:
	I need someone RIGHT NOW!

	4. 
	Dispatcher:
	Okay, what’s the problem, ma’am?

	5. 
	Caller:
	The problem is one of your officers pulled over my son and a friend of his in front of our house.  His friend was driving his pickup.  They are not writing him a ticket, they weren’t doing anything to get a ticket for, and they’ve got two vehicles in front of our house with red lights flashing.  I went out there, I asked them what the problem was, and they said the boys were wrestling in the truck while driving.  I asked them if they would please turn their emergency light off.  It’s an embarrassment and it’s harassment.  They’ve got two cars out here in front of our ---

	6. 
	Dispatcher:
	Okay, ma’am, wait a second, wait a second.  What’s your name please?

	7. 
	Caller:
	It’s Murphy.

	8. 
	Dispatcher:
	Okay, Ms. Murphy, where’re you at?

	9. 
	Caller:
	We’re at 6601 Shuffleby Court

	10. 
	Dispatcher:
	Okay, Ms. Murphy, there’s a supervisor on the way down there.

	11. 
	Caller:
	All I want – I told them “Ya’ll can leave your headlights on and explain to the boys what they were doing, you can do---“

	12. 
	Dispatcher:
	Okay ma’am, when they stop a vehicle, they leave their emergency lights on until they take care of the problem.  Then they turn their emergency lights off.  But there is a supervisor on the way down there that will be glad to speak with you.

	13. 
	Caller:
	I’m telling you right now, RIGHT NOW, that if they don’t get those flashing red lights out from in front of our house RIGHT NOW, I’m filing suit against the city in the morning.

	14. 
	Dispatcher:
	Okay, ma’am.  I have no control over that.  The supervisor’s on the way down there, he’ll be glad to speak with you.  I cannot tell them to turn their lights off, you have to talk ---

	15. 
	Caller:
	I told that officer either write my son a ticket or get that car outta here!  Now I have every right to do that, he does have any right to sit out here in front of our house with lights on when he’s not writing a citation!

	16. 
	Dispatcher:
	Why don’t you wait until the supervisor gets there and you talk wit the supervisor?  And he will help you take care of the problem.

	17. 
	Caller:
	I’m telling you, if they are sit – they’re still just sitting out there!  They’re not ---

	18. 
	Dispatcher:
	Ma’am, the supervisor is on the way down there.

	19. 
	Caller:
	What’s the chief of police’s name?

	20. 
	Dispatcher:
	His name’s Chief McLaughlin.

	21. 
	Caller:
	All right, I’m going next door to Jim Ramsey’s house and we’re gonna call the chief of police and we’re gonna get these cars out of here!

	22. 
	Dispatcher:
	Ma’am, if you will just wait until the supervisor gets there…  

	23. 
	
	(RP hangs up)



