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MADISON POLICE DEPARTMENT
GUIDING PRINCIPLES

SYSTEMS
1. IMPROVE SYSTEMS AND EXAMINE PROCESSES.

Svstems should support mission operations and relaticnships with other serwv-
ice providers and community groups.

Accountability for improving systems is personal at each level. Each member
is responsible for their key role in the system.

Only through continuous evaluation of current systems can we provide the
best ways to deliver our services.

It is everyone's responsibility to ensure the current processes and systems

are bhoth effective and efficient.
2. HAVE A CUSTOMER ORIENTATION AND FOCUS.

Customer is defined as the recipient of our work product or service each in-
dividual employee produces (DA, CA, ciuzens, etc.)

Provide high quality personalized service consistent with our organizational
mission.

How could job become more meaningful for yourself and the people you
serve?

Toward each other and citizens.

District officers responding to the needs of district
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3. THE BEST WAY TO IMPROVE THE QUALITY OF WORK OR SERVICE
IS TO ASK AND LISTEN TO EMPLOYEES AT ALL LEVELS AND CITIZENS
AFFECTED BY THE PROBLEM AND TO WEIGH THAT INPUT IN DECISION
MAKING.

We encourage input recognizing nput is advisory not binding.

4. BE COMMITTED TO THE PROBLEM SOLVING PROCESS.

Concept to includes both organizational and community problems.
Clarify types of data, emphasize use of hest data zvallable, use data in prop-
er context.

Develop "bench marks” and baselines as an indicator of improvement.

LEADERSHIP

5. DEVELOP AN ATMOSPHERE OF TRUST, HONESTY, AND OPENNESS
THAT FOSTERS CONSTANT COMMUNICATION.

Providing and accepting feedback.

Willingness 1o share information.

6. SUPPORT A CLIMATE OF CONSTANT IMPROVEMENT AND ENCOUR-
AGE CREATIVITY THROUGH INNOVATION.

Need to define innovation and the relationship between constant improve-

ment.
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7. WHENEVER POSSIBLE SEEK PARTICIPATION, INPUT AND CONCUR-
RENCE BEFORE MAKING DECISIONS.

We recognize that while performing our duties, we all need to take
advantage of a wide variety of decision—making methods.

We have leadership at all levels of the organization.

8. THE MAJORITY OF PEOPLE WORK HARD, WANT TQO SUCCEED, AND
ARE TRUSTWORTHY. IT IS THIS MAJORITY THAT SHOULD DEFINE THE
APPROACH TO OUR WORK.

This is also the way that we should view the community.

This does not relieve us of the responsibility of dealing with problem behavior

promptly and fairly.

TEAMS

9. BELIEVE IN, FOSTER, AND SUPPORT PARTNERSHIPS AND TEAM-
WORK.

Partnerships assigns roles within the team.
Partnerships often include working with other agencies and community
groups.

Team work assigns responsibilities for achievements.

10. WORK TOGETHER TO DEVELOP ORGANIZATIONAL, TEAM AND INDI-
VIDUAL GOALS AND PLANS TO ACHIEVE THEM.
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All members of the team have a responsibility for identifying the goals and

developing the plans.

11. CONSIDER INPUT PRIOR TO MAKING DECISIONS WHICH AFFECT
OTHERS.

Recognize that most decisions affect others either directly or through issues

of consistency, fairness, etc.

12. TREAT EACH OTHER WITH RESPECT AND TRUST.
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An Application of the Customer
Satisfaction Management Techniques
in the Police Service Provision

Hyun—Sung Kim and Ki—Bum Nam

We have observed the critical shifts of the research focus In management
from producers and sellers to customers, from productivity to customer satis-
faction, from quantity to quality, and from function to process. In the public
sector, the customer—ocriented management is getting more conzerns from the
schoiars and practitioners. The competition has become a popular word in the
public sector. Therefore, increasing efforts have been put on the application of
the management innovation techniques in the private firms to the government
services. The main purpose of this study 1s to find the appropriate strategies
applicable to the police service provision.

The first thing to do is to define customers. In this studyv, customers are
broadly defined as the people with whom the organization deals. Classifying the
customers from the various perspectives is helpful to understand the complicat-
ed concept of customers in the police service, which is profoandly different
from the private firms. Followings are the classifications of the customers: ex
ternal and internal customer, specified and general customer, cirec. and indi
rect customer, beneficiaries and the regulated, voiuntary and negative custom-
er, output —oriented and input—oriented customer, current and future customer,
short—term and long—range customer, frequent and Intermittent customer,
friendly and hostile customer, and individual and group customer.

In chapter 3, two theoretical works concerning the customrer satisfaction
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management are described. Total Quality Management(TQM) is a renovative
management philosophy trying to change the organizational culture. It empha-
sizes the Internal customers, the customer—oriented organizational culture, the
total process rather than final output, and the voluntary team activities.
Reengineering 1s basically concerned with the management practice to accom-
plish the organizational goals efficiently, making best use of the temporary
advanced information technology.

This study provides both the comprehensive sirategies and the specified strat-
egies according to the individual police service categories. The comprehensive
strategies can be characterized as 5P (Product, Process, Personnel, Position,
and Promotion). First, it is necessary to set the service standards to enhance
the service quality as a product. Second, the work process should to
reengineered to the customer—oriented one, for example, the one—stop service.
Third, the police should be more concerned with the internal customers, police
officers, who have the direct contact with the external customers. Fourth, posi-
tioning refers to the location of the organization’s image to where customers
want in their recognition map. Lastly, in order to secure the adequate promo-
tion strategies, following conditions should be met. They include the consistency
between the comprehensive strategles and the concrete action plans, the clearly
‘numbered’ service standards, and the commitment of the chief executive office.
This study is rather a preliminary conceptual study to the empirical research
regarding the specific police service. More attempts to analyze the empirical

verifications are expected.






g7 —@

fa
4

EET

e
s
WL e

3H
3H

19975
1997 &

[&]
i
it

Pal
{|-

el

HH
e
4o K

CHEE

o B
drus &_N vy




V1

. —
§

Jd

000514



