Discipline Procedures for Excavator Abuse of the Call Center Services

This procedure is designed to give the staff of Missouri One Call System a framework to deal with abusive users of the one call system when requesting a locate.

A) A member or employee of MOCS is required to make a complaint to the Staff of MOCS outlining the nature of the abuse.  The complaint may be requested in writing.

B) The ticket information and or recorded conversation will be reviewed to determine the extent of the abuse.

C) Other members will be contacted if necessary to determine if a pattern of abuse has developed.

D) The excavator will be contacted to outline the issues. Suggestions, may be made but not limit to, procedure corrections on the part of the excavator, additional training of the excavator or request an alternate representative of the excavator to make locate requests.

E) Any agreement reached with the excavator will be monitored for a length of time determined by the call center for any infraction or return to abusive behavior.

F) If, for any reason an agreement with the excavator cannot be reached, or the excavator refuses to stop the abusive behavior, or the excavator returns to an abusive behavior.  The Executive Director may bring the issue before the Executive Committee of the Board of Directors with a recommendation. The recommendation may include, but not be limited to, expulsion from any type of process to make a request for underground facility location or legal action to protect the request-taking process of Missouri One Call System.
