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Februarvy 16, 1980

Honorable Members of the General Assembly:

ACCHISITIONS

PR T

Emergency number systems legislation (Chapter 392, Laws of 1977, Wis. Stats.
15.101(9), 15.105(9) and 146.70) was signed on May 23, 1978. These statutes
established an eleven-member Emergency Number Systems (ENS)} Board in the
Departmént of Administration and set critical dates for statewide implemen-
tation of 911, the statewide emergency phone number. I have attached a copy

of the ENS implementation schedule and copies of various background information

pieces on 911.

The first monthly ENS board meeting was held on October 17, 1978. James L.
Greene, Assistant State Telecommunications Manager in the Bureau of Program
Management, was assigned as ENS Coordinator. At the first meeting, James
Crooks, Communications Coordinator for Dane County, was elected Board Chair-
person, and four standing committees were established:

Public Agencies Committee

Rules and Procedures Committee

Telephone Utilities Committee
Technical and Finance Committee

Progress tao Date

Twe 911 planning manuals, one for public agencies and one for telephone
utilities in Wisconsin, have been produced and distributed selectively.
This task was completed nine months ahead of the date specified in Wis.

Stats. 146.70(11)(a).

Assistance with specific implementation plans has been provided to nine

counties —-— Calumet, Chippewa, Milwaukee, Oneida, Outagamie, Ozaukee,






B

Sauk, Walworth and Winnebago —— and to the City of Port Washington.
Preliminary contact has also been made with numerous other public agen-
cies. Ar present, there are 25 EN systems successfully operating in
Wisconsin; these have been established without financial aid from the

state.

. Extensive research of potential funding sources for local implementation
and operation of the 911 system is being done. The Board hopes to be able
to provide a report on this research prior to the December 31, 1980 dead-

line specified in the law.

. State agency representatives have been identified in the Departments of
Justice, Natural Resources, Transportation, Local Affairs and Development,
Health and Social Services and the Public Service Commission. Attorney
Georgg Schwahn, Department of Justice, is serving as legal counsel at

ENS Beard meetings, and has provided valuable informal written opinions.

The Department of Administration, on behalf of the Emergency Number Systems
Board, is recommending two legislative changes. The first is feor 911 funding
statewide for assuring rhat the legislative deadlines can be met. The second

is for more effective placement of the EN5 Board in the governmental body.
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911 PROGRESS IMPLEMENTATION

I. INTRODUCTION

1. Basis for Report

The basis for this report is contained in "An Act in relation to the desig-
nation of an emergency telephone number for use throughout the state' (Chap-

ter 392, Laws of 1977, Wis. Stats. 15.101(9), 15.105(9) and 146.70). Section 4(1)
of the Act, first paragraph, states that "On or before February 16, 1980 and

1982, the department of administration on behalf of the emergency number systems
board, created under section 15.101(9) of the statutes, shall report to the
legislature the progress made by public agencies, as defined in section 146.70(1)
(£) of the statutes, as created by this act, in implementing the emergency

phone systems required by this act. In such report the department shall recom-

mend any legislative changes it deems necessary.”

2. Purpose of the 911 Act and the Duties

As stated in Section 1 of the Act,."it is the purpose of this Act to establish
the number '911' as the primary emergency telephone number for use in this State
and to encourage units of lecal government and combinatioms of such units to
develop and improve emergency communication procedures and facilities in such

a manner as to be able to quickly respond to any person calling the telaphone
number '911' seeking police, fire, medical, rescue, and other emergency ser-

vices."

To help accomplish these purposes, the Act designates the Department, with the
advice and assistance of the ENS board, to coordinate the planning and imple-
mentation, to provide technical and operational standards, to assist the agencies

in obtaining financial help in order to establish emergency telephone service.



In addition, the Department, with the advice and assistance of the Depart-

ment of Justice, shall submit recommendations to the Governor specifying

amounts necessary to further implement the organization of telephone systems
specified in the Act. This report, due December 31, 1980 and again December 31,
1981, shall contain an estimate of the fiscal impact on local public agencies

to implement the Act.

3. 911 Timetable

The original timetable as stated in the 911 Act is still in effect. Two import-
ant dates in 911 implementation are January 31, 1981 and January 31, 1983. On
these dates public agencies must submit tentative and final plans, respectively,
for their local 911 systems. Each final 911 system plan must be approved by

the Department prior to the start of the system. The complete statutory time-~

table is presented helow.
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8/28/78
Rev. (6/28/79)

EMERGENCY NUMBER SYSTEMS (ENS)
[MPLEMENTATION SCHEDULE

Completion
Date

Activity

146.70(11) (a)Wss
12/31/79

*The department in comsultation with the emergency number
systems board shall establish operationsl standards for
public agencies operating basic/sophisticated systems.
Standards established with Justice, Local Affairs and
Development, Transportation, Natural Resources, Health &
Social Services and Public Service Commission consultatiom.

Sec 4(1)}Laws of 1977
Chapt. 392
2/16/80 and 2/16/82

-The department, on behalf of ENS board, shall make public
agencies progress reports to the legislature along with any
legislative changes the department deems necessary.

146.70(6) (a2)WSS
3/1/80

+The Telephone utilities must report their ENS progress to
the PSC and the DOA as part of their annual report until ENS
is fully implemented in every public agency within their
jurisdiction.

146.,70(8)W3S
3/31/80

*All public agencies must submit an znnual report to DOA by
this date, until their ENS is fully implemented.

Sec 4(2)Laws of 1977
Chapt. 392
12/31/80 and 12/31/81

‘The department in consultation with DOJ shall submit to the
Governor and the Leagislature recommendations specifying the
cost necessary to further implement ENS for the coming year
including the fiscal impact on the public agencies.

146.70(11) (b)WSS
1/1/81

*Every public agency must submit centative ENS plans to its
servicing telephone utilities and DOA.

146.70(11) (b)WSS
1/1/83

*Everv public agency must submit f£inal ENS plans to its ser-
vicing telephone utilities and DOA. Such plans must provide
for ENS implementation by 12/31/87.

146.70(8) (b)WSS
12/31/85

*The telephone utilities providing ENS services to public agen-
cies must also provide Automatic Number Identification {ANTI)
and Automatic Location Identification (ALI) in z sophisticated
ENS when "911" is called from such number. The utility shall
retzin direct contrel over the information.

146.70(2) (a)wss
12/31/87

-Every public agency must have an ENS with a central lecation
operational by this date.

*Public agencies with more than 250,000 population must have a
sophisticated ENS by this date.

-Every telephone utility must provide coin-operated telephones
to access "911" without a coin.

*Al11 final ENS plaps on file at DOA must be implemented by
this data.



II, PROGRESS TOWARD IMPLEMENTATION

1. Statewide Participation and 911 Cost Summary

Since October 17, 1978 the ENS Board and DOA have been requesting the partici-
pation of various groups interested in the planning, implementation and opera-

tion of 911 systems in Wisconsin. Some of the participating groups are as

foliows:

Wisconsin County Boards Association

Wisconsin County Clerks Association

County Civil Defense/Emergency Government Directors
Great Lakes Inter Tribal Council

Wisconsin State Telephone Association

Regional Planning Commissions

Community Affairs Agencies

Developmental Disabilities Boards Program Directors
County Social Services Nirectors

County Planning Agencies

City Mavors

Village Presidents

City Clerks

On June 27, 1979 the ENS Board and DOA issued a statewide cost summary of
Wisconsin's Public Agencies 911 systems that are installed and operating. The
study includes countywide systems such as Brown County and local simple
exchange systems such as Clear Lake., The study ravealed per capita cost of
two cents per month for 911 systems for the seventeen 911 svstems studied.

The complete Cost Summary is presented at this point in the report.
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2. Operational and Technical Standards

Section 11 of the Act requires the Department in consultation with the ENS
Board to establish operational and technical standards for the provision of
911 service. In March, 1979 the ENS Board and the Department completed the

standards and included them in Wisconsin's Public Agency and Telephome Utility

Planning Manuals, The manuals were immediately distributed throughout the State

for public agency use. The ENS Board and the Department also developed Admin-
istrative Rules of these standards which are currently being promulgated by
the Department. A copy of these Administrative Rules are included at this

point in the report.
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OCTOBER, 1979 (PRE-HEARING DRAFT)

Chapter Adm 4

ADMINISTRATIVE RULES FOR EMERGENCY NUMBER SYSTEMS

%

Adm 4.01 Purpose. (1) Chapter Adm 4 of the Department of Administration's
departmental rules is part of the Wisconsin Administrative Code and constitutes a
rule of the Department of Administration, the issuance of which is authorized by
s. 146.70(4)(a) and ch. 227, Wis. Stats,.

(2) The rules making up chapter Adm 4 are designed to effectuate and imple-
ment s. 146.70(4)(a) Wis. Stats.

(3) The requiraﬁents of Chapter Adm 4 shall be observed by all telephone
public utilities and public safety answering points.

(4) The manner of enforcing the rules in chapter Adm 4 is prescribed in

s. 146.70, Wis. Stats.

Adm 4.02 Definitions. In the interpretation of these rules, the following

definitions shall be used:

(1) ACD - See Automatic Call Distributor.

(2) ALL TRUNKS BUSY TONE - The audible tone transmitted over telephone lines
to Indicate that all of the trunks or lines in a group are busy; it is usually an
intermittent tone that is interrupted approximately 120 times per minute (120 IPM).

{3) ANSWERING POSITION -~ That location where 911 lines/trunks terminate for
access by call answerers,

{4) AUDIBLE RINGING OR SIGNAL =~ Buzzer or bell to indicate an incoming call.

(5) AUTOMATIC CALL DISTRIBUTOR - Equipment to distribute large volumes of
incoming calls in approximate order of arrival to attendants not already working

on calls or to "store" calls until attendants become available.
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(6) BUSY HOUR - The clock hour of the average day of the busy season during
which the greatest volume of calling traffic is handled on the lines/trunks.

(7) BUSY TONE - The audible tone transmitted over telephone lines to indicate
that telephone numbers are in use; 1t is usually an intermittent tone that is
interrupted approximately 60 times per minute (60 IPM).

(8) CALL ANSERER - The initial answerer of a 911 call.

(9) CALL REGISTERS - Electromechanical or electronic devices that count the
number of calls offered to a group of lines or trunks.

(10) CALL TRANSFER METHOD - A telephone system which receives telephone requests
for emergency services and transfers such requests directly to an appropriate public
safety agency or other provider of emergency services.

(11) CENTRAL OFFICE - Sometimes called a wire center; the smallest subdivision
within the telephone system which has relatively permanent geographic boundaries.

(12) DDD - Direct Distance Dialing: telephone service which permits sub-
scribers to dial their own long distance calls.

(13) DEDICATED TRUNKS - See Diresct Trunking.

(14) DIRECT TRUNKING ~ An arrangement where a telephone line connection has
no intermediate points before reaching the final destination (called) party.

(15) DOA - Department of Administration.

(16) EMERGENCY CALL - A call that requires immediate action.

(17) GRADE OF SERVICE ~ A measurement of the busy hour traffic capacity of a
trunk/line group stated in terms of the ratio of the number of calls encountering
an all-trunks-busy condition‘to the total nuﬁber of calls presented to the group
during the busy hour (e.g., a grade of service of P=.0l1 means that 1% of the busy
hour calls presented to the group encountered an all-trunks-busy condition).

(18) NETWORK - (a) A series of points intercennected by communications channels;
(b) The switched telephone network is the network of telephone lines normally used

for dialed telephone calls; (c) A private line network is a network of communicationé
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channels confined to the use of one customer.

(19) 911 CENTER -~ See Public Safety Answering Point.

{20) PBX or PABX - Private Branch Exchange; a telephone switchboard with
many stations not individually identifiable to the telephone utilities switching
network,

(21) PSAP - See Public Safety Answering Point,

(22) PUBLIC AGENCY - Means any municipality as defined in s. 345.05(1)(a),
Wis. Stats., which provides or is authorized to provide firefighting, law enforce-
ment, ambulance, medical or other emergency services.

{23) PUBLIC SAFETY AGENCY - Means a functional division of a public agency
which provides firefighting, law enforcement, ambulance, medical or other emergency
services.

(24) PUBLIC SAFETY ANSWERING POINT (PSAP) - The initial answering location of
a 911 call, scmetimes called a 911 center.

(25) TANDEM TRUNKING - An arrangement where a telephone line connection has one
or more intermediate points that are required or permitted (usually on a controlled
dial pulse basis) before reaching the final destination (called) party.

(26) TELEPHONE LINE - A telephone line from a telephone utility's central
office that 1s connected to key or non-key telephone equipment.

(27) TELEPHONE PUBLIC UTILITY - Means any public utility as defined in
s. 196.01(1), Wis. Stats., which Is engaged in the business of supplying the public
wilth telephone or telephonic service or operating a telephone exchange.

(28) TRUNK - A circuit used for comnecting a subscriber in a central office
to all other services in/out of the switching equipment (e.g., long distance trunk,

operator trunk, recorded announcement trunk, etc.).

Adm 4.03 Operational Standards. The following operational standards must be

met by all 911 public safety answering points (PSAPs) and their serving telephone

r
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utilitcies:

(1) The primary publishoed emergency nuwber will be “"911", Individual
public agencies must have a separate 7-digit administrative number.

(2) Telephone utilities shall provide maintenance to PSAPs on a priarity
basis and shall provide each PSAP with a call-out number(s) list to contact
qualified personnel on a 24-hour, 7-day-a-week basis.

(3) All agencies providing law enforcement, fire protection, emergency
medical and rescue services within the boundaries of the 911 system must be included
in the 911 system. Agencies must determine the type of 911 call handling method
desired and provide written procedures so that PSAPs can initiate dispatch opera-
tions of each of these public safety services.

(4) The PSAP must operate 24 hours a day, 7 days a week.

(5) A sufficient number of incoming 911 lines will be provided between the
telephone utility central office(s) and the PSAP to suppl& at least a grade of
service of P=.01 (no more than oné busy in 100 attempts during the average busy
hour). On request from any served agency or PSAP, traffic studies will be made
on 911 lines by the telephone utilities to determine if the required grade of
service 1s being maintained or if too many lines are in service. As necessary,
the telephone utility will provide the involved agency with an appropriate report
on the grade of service for the terminating lines/trunks. The cost of these
measurements will be borne by the requesting agency if such requests are excessively .
or unreasonably frequent.

(6) Access to 911 will not be permitted with automatic dialing type alarms.
The use of these types of alarms could easily saturate the 911 lines in the event
of a major disaster such as a storm, flood, or tornade.

(7) Each 911 eall answering position will have access to all incoming 911
lines and all outgoing private dedicated lines. In those systems employing an

Automatic Call Distributor (ACD), it will not be possible or necessary for all



lines to appear at each answering position,

(8) The 911 call answerers will receive hoth an audible and a visual indi-
cation of the incoming 911 calls.

{9) All incoming 911 calls will be recorded on a recorder suitable for the
purpose of immediate follow-up of an emergency call that may require clarificationm.

(10) The date and time of receipt for each 911 emergency call shall be docu-
mented (written or tape recorded).

(11) If all 911 answering positions are busy, the calls waiting shall receive
a busy signal or preferably a recorded message informing the caller that:

(a) The PSAP has been reached, and a call answerer will respond as soon
as possible.

(b) Major (or highly visible) emergency incidents, once reported, will be
placed on the recorder to advise callers that action has been taken. The
caller will be advised to remain on the line 1if the call is not related to
this incident {(this may Se optional).

(12) 1In the call transfer method, 99% reliability of transferred calls from
a PSAP to the responding agency will be maintained. The 99% reliability factor is
based on the equipment capabilities. Additionally, when employing the ecall transfer
method, the system should be designed so as to provide for transfer without placing
the calling party on hold.

(13) All transferred calls will be monitored by the 911 call answerers to
insure the call has been properly transferred and answered. These standards on
call transfer assure virtually 100% reliability on the call transfer operationm.

(14) Written procedures for PSAP operations will be provided.

(15) Training of PSAP personnel shall be provided by the telephone utility
or vendor to ensure proper operation of telephone equipment provided.

(16) Each PSAP shall maintain records to ensure reasonable management of its

operations.
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(17) 1f direct trunking (as opposed to tandem trunking) is used; there will
be at least two 911 lines between the PSAP and each of the central officeé in its
service area.

(18) 1If tandem trunking is used, the grade of service provided over the inter- .
office trunks will be at least the same level as exists for the Direct Distance
Dialing (DDD) network. |

(19) Standard tone signals (audible ringing, busy tone, and all trunks busy)
will be provided to the 911 calling party in the normal manner used in the serving
central office.

{20) A1l exposed 911 circuit facilities will be protected and marked to
prevent accidental contact.

(21) No special or routine maintenance will be performed by telephone utility
or public safety agency personnel on the telephone circuits of any 911 system until
permission is obtained from the PSAP director or his/hgr designate.

(22) Telephone utility supefvisicn shall assure that all telephone utility
employees whose normal activfzies—may involve contact with facilities assoéiated
with 911 sérvice are famlliar with safeguarding of facilities and procedures.

(23) The PSAP will be equipped with a sufficient number and type of call
registers to accurately monitor the quantity of calls on the incoming 911 lines.

(24) The PSAP and related equipment will have close physical security,
limiting access to authorized personnel only, so as to minimize the possibility

of intentional distuptien of operations.

Adm 4,04 Technical Standards. The following technical standards must be met

by all 911 public safety answering points (PSAPs) and their serving telephone util-
ities:
(1) There will be a minimum of twe incoming 911 lines to each PSAP regardless

of the grade of service; this excludes the 7-digit administrative number.



{2) Whén an Automatic Call Distributor (ACD) is used to terminafe 911 calls,
the recorded announcement option will be uscd. This feature provides an éutomatic
recording to the caller informing when all operators are busy or that a major
incident has already been reported.

(3) Whenever the call transfer method is employed, special equipment consid-
erations must be made. This method calls for the 911 call answerer to directly
connect the incoming 911 line or trunk to another communicatien line, to signal out
on the second line, and complete the call through to third party who will initiate
action.

{4) Whenever the call transfer method is employed, the secondary circuit in
the transfer shall be a properly designed, dedicated facility, such as a switeh-
board (PBX or PABX) extension, or direct tile line/trunk, or microwave facility.

(5) All 911 telephone systems must be approved by the Department of Adminis-
tration before implementation.

(6} The PSAP will have eitﬁer customer supplied or telephone utility installed
and tariffed standby emergency electrical power capability to ensure continuous
operation and communication (radio, telephone, etc.) in the event of a commercial

power failure.
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3. Telephone Company Tariffs

An important aspect in planning for a 911 system is the cost to the public
agency for telephone equipment, lines, and other items, Current 911 rates and
charges are not specifically tailored to E911 services, Nevertheless, many
public agencies have proceeded with their planning and implementation despite
uncertain costs in the near future. In order to remove the uncertainty of the
911 telephone costs, revised tariffs are being established to deal specifically
with E911l systems. The Wisconsin Telephone Company expects these tariffs to
become effective during 1980, Bell Telephone Company submitted its tariff in
June, 1975 and General Telephone Company anticipates submitting its tariff during
1980. Other telephone companies should follow soon thereafter. The Public
Service Commission will review the telephone companies’ proposed tariffs for

reasonableness.

4, System Planming

There is an extensive personnel reguirement involved in the planning for each
911 system on the part of local public agencies, telephone companies, and the
department staff. The Public Agency Planning Manuals highlight four major
planning elements in Section IV. Some of the more important steps included in
these elements are listed at this point in the report.
1. TForm local 911 committees from local governmment, public
safety, and telephone company persomnel, state public
safety personnel (WSP, forestry, etc.).
2, Evaluate the local jurisdictional, public safety, and
telephone situations to establish a basis for further
911 plamning steps.
3. Study 911 call handling techniques and operating and
technical standards to determine how they match local

needs for 911 svstems.

4. Determine several potential 911 systems and answering
points that meet the needs of the local area.
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5, Determine the best form for managing the 911
systems.

6. Select from the potential 911 systems, devel-
oped in step 4, the system that best matches

the local requirements,

7, Prepare a preliminary 911 plan and submit it
to the DOA and the telephone companies.

8. Continue 911 activity including preparation of

the final 911 plans, until 911 systems have been

implemented.
0f the eight steps, each may be the teopic of at least one meeting involving
one or more of the parties mentioned above. If requested, an ENS Board member
or Coordinator will attend these meetings to provide assistance and direction
to the local planning committee. Experience has indicated that there are many
questions on the part of local officials that can be answered by the ENS Coordin-
ator or Board members. The Ceordinator or Board members serve multiple funec-
tions, such as the following:

-

Advise local agencies about the implications of various
alternatives.

Mediate boundary disputes between adjoining jurisdictions
or agencies,

Initiate the planning process in areas where it does not
oceur as a result of local initiative.

Interpret the Wisconsin's Public Agency and telephone
planning manuals when necessary.

Interpret operations and standards.

Experience has again indicated that because of the complexity of this planning
function each system reguires ahout ten meetings, spread over about 18 months.
Additional lead time Is necessary for the telephone companv's installation of
equipment, These lead times range from a minimum of three months to in excess
of 18 months after a firm order is placed. During these two or three vears,

the Department's 911 Staff expends about 100 hours of effort per system, and,
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although no figures are available, it is reasonable to assume that each public
agency spends much more time planning for its system. Through fiscal years
1978 and 1979, the Department has spent about $3,000 assisting the local public
agencies. The total fiscal year 1979-80 aopropriation for this effort is
550,000. A copy of therProcedures and Form for Applying for Program Develop-

ment Monies is included at this point of the report.
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Statewide Emergency Services Number

Procedure for Applying for Program Development Monies

Who is elizible to annly?

It is the adopted policy of the Emergency Number Systems (ENS) Board to
encourage the development of the statewide 911 system on a county-wide
basis. In accordance with this policy the Board is limiting eligible
applicants for 911 program development monies to county governments or
consortia of county govermments. Although 2 county is the smallest geo-
graphical jurisdiction eligible to apply, the Board reserves the right to

waive this requirement in exceptional cases.

What activities are eligible for funding?

The statutory language authorizes expenditure of the appropriated monies
for 911 "development costs." For the purpose of allocating these monies
"development costs" inglude, but are not necessarily limited to, the

following:

a) planning activities enumeratad in Wisconsin's Public Agency 911

Planning Manual:

h) personmel costs, or a percentage thereaf, of a designated county
911 planning coordinator who is assigned to develop the county's
911 system either on a full time or part time basis;

¢) support (e.g. travel, meeting, postage costs, consultant services)

for a county-wide 911 planning committee;
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No hardware or capital expenditure costs can he reimbursed.

What are the funding limitationa?

Because of the limited amount qf money available during the 1979-80
fiscal year a maximum limit of $10,000 is placed on each grant. 1In
addition, the applicant must provide, as a minimum, a match equivalent
to the amount of the grant. In other words, the state and the cocunty
will share equally in the cost of the project. The required match can

ba either an in-kind or a hard dollar match.

What are the application requirements?

There are five (5) basic requirements which eachvapplicant nmust meet

before the application will be considered for funding.

(a) Each application must ineclude a copy of a resolution passed by the

County Board (or by all member County Boards, if it is a multi-

county application) supporting the development of a 911 system within

the affected jurisdiction. A sample of such a resolution is con-

tained in Wisconsin's Public Agencv 911 Planning Manual,

(b) Each applicant must designate a single 911 Planning Coordinator
for the jurisdiction. The 911 plamning responsibilities of this
individual may be assigned either on a full or part time basis.
Personnel costs associated with this position may ba charzed to

the grant or may be countad toward fulfilling the raquirad match.



(¢} Hach appllcatlon must include a list of members of the 911
planning committee for the jurisdiction. This committee may
be an already established committee, e.g. an Emergency Medical
Services Committee, or may be a newly established committee.

The Planning Manuval offers suggestions on possible membership

of the committee (pg. 5).

(d) The project proposed in the application must comply with the

operational standards contained in Wiscomsin's Public 911 Planning

Manual and with section 146,70 of the Wisconsin State Statutes.

(e) The project proposed in the application must be completed within

a2 12 month periecd of time and must commence prior to June 1, 1980.

Any application which does not meet these five requirements will receive

no further consideration for funding.

What is the timetable for submitting applications?

All applications must be received at the following address by

January 31, 1980.

ENS.Program Development Grant Program
Room B158
1 West Wilson Street

Madison, Wisconsin 33702

All applications will be reviewed by an ad hoc committee composed

of representatives of the following groups:
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{a)
(b)
(e}
(d)
(e)

The

ENS
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Public agency subcommittee of the ENS Board
Technical and finance subcommittes of the ENS Board
Chairperson of the ENS Board

Staff to the Wisconsin County Boards Association

Wisconsin State Telephone Associarion

recommendations of this committee will be presented to the full

Board for their comsideration. The Board's recommendztions will

be forwarded to the Secretary of the State Department of Administration

for

final approval as required by law, Following the Secretary's final

approval all applicants will be notified of the results. In addition,

any

interested party may appear befors the ENS Board to speak for or

against any application at the time when the full Board is considering

the

applications.

What selection criteria will be used?

The

ENS

{a)

(b)

()

following criteria will be used by the ad hoc commitcee and by the

Board in evaluating the applications:

Preference will be given to those jurisdictions who have not begun
or are just beginning to plan z 911 sSystem;

Preference will be given to those jurisdictions with the largest
number of publie safety service agencies involved in the proposed
project;

The degree of compliance with the operational standards descrihed

in the 911 Planning Manual;
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(d} The size of the population potentially served by the applicants’
proposed project; and
(e) Demonstrated commitment to the project by public safety officials

in the jurisdiction, i.e. letters of support for the project.

Where can I get more information?

If vou need more information or have questions, you can contact:

ENS Coordinator

Room B158

1 West Wilson Street

Madison, Wisconsin 53702
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P4 911-2
page 1 of 3
County Summary
for
Emergency Number Systems
Program Development Monies
State of Wisconsin
Department of Administration
Emergency Number Systems
Date Coordinator
107 South Webster Street
INSTRUCTIONS: Submit one completed copy of this Madison, WI 53702

summary to the Emergency Number Systems Coordinator.
Please type or print.

Person{s) Authorized to Receive and Distribute Development Monies

Agency Name & Address (Include Zip Code) Name of 911 Planning Coordinator

Telephone Number

two three
System Coverage: [:]STng1e County[:]!Wu1ti-county [:]counties]::]or more [:]Municipa1ity
counties

Paopulation served by 911 system plan

Not Not Not
Resolution Status: [:]Passed [:]Passed!:j]Drafted [:]Drafted[::]Attached[::]Attached

New 971 [:]Old g1 Other Existing[:]
None

911 Planning Committee: Committee Committee Committee
Type of 9711 System Planned: [:] Basic [:] Sophisticated [:]Computer Assisted
Number of Dispatchers Required by 911 System. Existing Increase Decrease
_ Public Part-time  Handi-
Type and Number of Dispatch Personnel. Safety Civilian or capped
Officer Retired

over
Number of Public Agencies Included: [ ]1 to 5[ |6 to 10 []11 to 15 [ ]16 to 20 ] 21

E1igibility Compliance Status: [:] {a) [:](b) [:] (c) [:](d) [:](e)

(See Section IV of Procedures for Applying for Program Development HMonies)
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PA 811-2
page 2 of 3

Start by Complete by Complete by Complete by Complete b
19. 911 System Schedule || 6/1/80 | ] 6/1/81 ) viez [ ern/e [171/1/83

11. Total Cost of this planned 911 System .
(Include all start-up costs such as: 7installation, personnel, remodelling, consulting)

12. Details Category Reimbursable In-Kind ENS Funds

1. Personnel

2. Fringes

3. Cansultant/
Contractual

4. Equipment

5. Supplies

6. Travel

7. Printing

8. Other

9, Indirect

TOTALS

13. Total Monthly Recurring Cost of this planned 911 System
(Include telephone equipment, personnel and pertinent items in number 13 above)

REVIEW COMMITTEE ACTIONS - - - For Committee Use Only - - -

Selection Criteria:

Has 911 system planning begun in this jurisdiction? [:] Yas [:] No

Number of public safety agencies involved in 911 system

In compliance with 911 Planning Manual standards? [:] Yes [:]No

Demonstrated commitment to planned 911 system? [:] Yes [:] No



PA 911-2
page 3 of 3

Approved? [:] Yes

Explain any Condition(s).

Approval Signatures Required:

ENS Review Board, Chair
ENS Board, Chaijr

ENS Board, Coordinator.

[:] No

32
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5. Current Status

As of February 1, 1980 approximately % of the State's population and %

of the land area have access to the 911 emergency telephone number through
operating systems, See Appendix I for a list of towns and surrounding areas

with access to 911. Tentative or final plans have been received for sys~

tems, representing approximately % of the population and % of the State's

land area. See Appendix II. Plans are near completion or active plamming is

in progress for additional systems. Systems in the planning stages repre-

sent % of the population and % of the land area. See Appendix ITT.

6. Example of Procedures and Equipment for a Operating 911 Svstem (Brown County).

Nine-one-one is a three digit telephone number providing Brown County residents
with direct access to an emergency answering conter. It is the telephone number
that has been designated nationwide, and within Brown County, for reporting

any life threatening situation and requesting emergency assistance.

Due to an inability of telephone switching equipment, approximately 1400 sub-
scribers to the Northeast Telephone Company's, central office, Pulaski exchange
822, serving primarily the Village of Pulaski, will not initially be provided

with the 911 telephone dialing capability.

Due to the remoteness from the urbanized, central area and a concentration of
subscribers within Outagamie County, approximatelv 87 subscribers to Wisconsin
Telephone Company's central office, Kaukauna exchange 766, serving primarily the
Southwest extremity of Holland Township, will not initially be provided with

the 911 telephone dialing capability,

Due to the remoteness from the urbanized, central area and a concentration of

subscribers within Kewaunee County, approximately 21 subscribers to General
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Telephone Company's central office, Luxemburg exchange 845, serving an area
described as the Eastern fringe, in the vicinity of the Brown-Kewuanee County

Line, will not initially be provided the 911 telephone dialing capability.

Citizens within the preceeding areas will be provided a temporary, seven digit
telephone number for access to the central emergency answering center, until
such time, that either the central office exchange equipment can be modified to
accommodate the numbers nine-one-one, as is the case in the Pulaski Area, or,
in adjacent counties, namely Outagamie and Kewaunee Counties, provide an emerg-
ency telephone number system, and Brown County enters into a mutual aid agree-

ment with those countiles, for service to its citizens.

Ideally, eventually, every citizen of Brown County and visitors to Brown County,
who have access to a telephone, could summon aid by dialing an easy to remember,
simple three digit number regardless of political boundarv, location, familiar-

ity with the area, time of day or type of emergency.

BACKCROUND :

Locally, official impetus for development of a county wide 911 Emergency
Telephone Number System was provided by the Brown County Board of Supervisors'
passage of a resolution, dated September 21, 1977, "approving the establishment

of the 911 Emergency Telephone Number System for Brown County,"

sponsored by
the sub—committee of the Brown County Emergency Government Committes. Inaugur-
ation of an operative 911 Emergency Telephone Number System is scheduled for

mid 1978,
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GENERAL INFGRMATION

The S11 emergency telephone number, central answering center is

a part of, and intergrated with the Communications Center of the
Brown County Sheriff-Traflic Departument. The decision to locate
this center within this facility is based upon the availability
of sophisticated communications equipment, availability of the
expertise of sworn police officers, experienced and knowledgeable
of Brown County's geography and activities, and the fact that
most emergency situations require police assistance and/or
involvement,

There =are three (3) answering positions with indentical, tele-
phone, terminal answering gear. There are two (2) primary
answering positions, manned by two {2) civilian ‘operators, 24
hours per day, 7 days per week, The third position, lacking
telephone relay gear, will be available for answering emergency
calls, by the communications center personnel, in the event
both primary positions are engaged.

Since the "911 Center" is staffed by "civilian personnel", and
the "communications center" is staffed by "sworn personnel",

both sharing and possessing varying ideologies, but nevertheless
intergrated to provide optimum service to the citizens of Brown
County, it behooves us all to ensure that an atmosphere of
congeniality and cooperativeness prevails at all times. It is
essential that your activities be coordinated with those of the
Stieriff~Iraffic dispatcher with a sincere regard for each other's
activity paramount at all times. Your job description provides
for "other cduties as may be assigned”, Accordingly, you may be
requested, and should therefore willingly accept the invitation
to assist the swurn officers in the performance of their duties
whenever and wherever the need may arise, as dicatated by circum-
stance and the officer in charge of the Communications Center.

If you must leave your answering position, let your co-workers
know of your whereabouts and when they can anticipate your return.

It is imperative to the overall efficiency of the 911 system that
only authorized personnel have access to the center. You are a
911 operator, fulfilling a responsible, tension filled position.
It is most imprudent to have life threatening situation informa-
tion, not heard, due to distraction, or ignored by an operator,
whose sole purpose is, to alleviate needless loss of life. Your
concentration and undivided attention is paramount.

Uniformity and consistency is a Toremost consideration, All 911
operators will use the formats set forth in this manual, regardless
of shift time or personal preference,

Operation and activities of the 911 center and operators will be
directed by the designated 911 coordinaior, in accordance with
Tules and policy as determined by the Brown County Board of
Supervisocr's Protection Commitiee. The officer in charge of the
communications center will oversece 911 center activities., Over-
211 responsibility for the 911 center will e that of the Chief
of the Brown County Traffic Department.

(3)
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JOB DESCRIPTION

-1-1 ANSWERING CENTER OPERATOR

General Description ,

Under direct supervision of the officer in charge of the Sheriff-
Treffic Communications Center, operates telephone answering and
routing devices; operates alphabetic and/or numerlc kevboard entry
terminals and complex electronic dlsoaLCh equipment; doss related

work as reguired.
Examples of Duties

Answers and routes telephone calls and messages to the proper
responding public service agency using established telephone and
dispatch equipment operating instructions; implements data input
procedure for input of data on keyboard terminal in order to assure
data is properly transmitted to the computer; utilizes procedures

and format of forms. completion to cobtain accurate and precise inci-
dent information; ascertains proper routing of incident information
through geographic knowledge of the area or upon submission of inci-
dent location information into a computer assisted geo-index; verifies
accuracy of data submitted into the computer by comparing information
on visual screen readout with data form (call card) in ordex to assure
data was correctly transmitted; upon determination of the responding
public service agency, relays, transfers, refers, or dispatches the
emergency call; trains new employees in the operation of terminal
equipment; performs a variety of clerical work as requested.

Knowledges, Skills and abilities

Knowledge of or ability to learn area geography and awareness of com-
munity events; knowledge of office procedures, principles, and tech-
nigues; zability to type at a moderate rate of speed of 40-60 wpm;
ability to develop a working -knowledge of instructions, procedures
and eguipment used in the operation of the answering center; ability
to extract psrtinant detail information from distraught callers;
ability to understand correct methods of data input, forms handling
and proper order of forms; ability to read and record computer output
data rapidly and accurately; ability to locate errors made in data
entry on keyboard terminal; ability to maintain center security and
confidentiality.

Education and Experience

Any combinaticn equivéient to graduation from high school plus one
year responsible clerical experience.

Approved By:

7@4@ 51708 Z/w/?{/// el

Datd Department Head -/

()
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HASIC SECUENCE-CALL MANDLING

lListed here is a logical sequence of call handling events, how~
cvor, it is well o note that 21l czlls and/or incidents being
reporied will not necessariliy follow a logical seguence, in which
case, common sense and good Jjudgement must prevail. It serves
exnrediency to perform, whenever possible, the basic functions
concurrently, rather than sequentially.

1. wwSWER CALL
(4} Telephone techniques - general
(2) Operating telephone termimal gear
(¢ Telephone terminal gear features
(D Telephone conversation - voice recording
(E) Call card - description
2. DLTERMINE EMERGENCY
(A) Bonafied emergency criterion

3. TINE S5TAMNP RECEIVED
(A) Time clock registration

4. EXTRACT INCIDENT INTORMATION
(4} Telephone techniques - specific

5. DETERMINE JURISDICTION

%A Judgement determination

B Geo-index determination

(c Operation of terminal access gear
(D Joint powers agreement

6. DCTERMNINE FROCEDURE/METHOD FOR BROADCAST
(A% Dispatch +techniques - specific
(B) Radic console configuration
(C; Operation of Motorola encoder
(D Operation of Plectron encoder
BROADCAST TC ZESPCNDING JURISDICTION
(_g Dispatch technigues - general
( Fhonetic alphabet
(C) Ten code

Qo

. TIME STAMP DISPATCE/DISFOSITION
Cperator invelvement at this junection may or may noet .
terminate, dependent upon appropriate procedure.

9. TIME STAMP ARRIVAL OF RESPONDING JURISDICTION'S UNIT
As dictated by "Procedure Information Card.

10, TIMNE STAMP CLEARING SCENE OR FOLLOW FURTHER EVENTS OF INCIDERT
As dictated by "FPFrocedure Information Card".

The forecoing designated, numbered and alphabetized captions cor-
respond to paragraphs following, which elaborate and discuss the
handling of basic evenis.
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1. (A) TELEPHOND TECHIIUES-GINERAL
. i !
Answer promntly. LXach call is an emergency. IFut yvourself in the
place of one who may be ill or suffering from fear or panic. Every
ring for that person lasts an eternity. Answer the ring immediately.

Tdentifv vourselfl, "EMERGENCY CIDKTLR"Y This ensures the caller
that he has placed his call properly and thus has a calming
influvence on him.

Speak directly inte the mouthpiece. This ensures that you will be

properly undersioed and will not have to waste time repeating )
information. ©Speak up! Don't swallow your words.

Observe telephone courtesv, A calm, competent,.decisive voice

that is courteous will reduce chances that the caller will be
antagonistic. Explain to the carller what action you intend to
take and assure them assistance may be expected to be on the
scene very Ssoon.

Take charge of the conversation. After the initial exchange and

when you sense the needs of the calling party, cut off super-
fluous wordage by leading the caller inte guestions te which you
need answers; questions as to who, what, where and when. Be
courteous but firm. :

Take dovn a2ll information., Write it down! Never leave anything
to meuiory.

Avoid jargon or sleang. Use good English. Some termms you may use

irequently, such as 10-4, St. V's, rig, or bust, will not be
rieaningful to wost callers, or worst vet might be misconstrued to
mean sometithiing entirely different. Never use abusive language.

Show interssi in the verson's call, The person calling has infor-

mation and needs help, and to him it is important. Get the callers
name when possible, use it, it makes him feel you have a personal
interest in his call. Do not, however, call strangers by their
first name.

Trv to visualize the caller. The telephone is an impersonal

thing and we may tend to be curt and less courteous. Be patient.
Remember, the caller may be under tremendous emotional or phy51cal
strain. Try to reassure and calm lxim.

Remember the four "C's" of effective communications. The basic

Characteristics necessary to an effective, efficient 911 operator
are:

- CALX
CCURTLEQOUS
CGRRECT
CONCISE

(G)
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CalM: One of the first things vou need to do is compose the
caller, The nerson calling a 911 answering center will some-
times bLe greatiy mgitated. Someitimes they will be in pain,
sometimes they will have witnessed a viclent accident or have
seen a gruesomeg sight. You can detect the excitement in their
voices., They will speak quickly or loudly. They may be out

of breatit. Their voices may be higher pitched than normal.
They may make irrational demands. They mav not listen to reason.
You should not, however, tell them to "calm down"; t'is will
only make them think you don't appreciate the seriousness of
the situation. Keep emotion out of wvour voice. No matter what
the emeryency, a calm, professional attitude will help get the
message through quickly and accurately. Losing your cool, calm
attitude may only tend to complicate the emergency; it may add
to the anxiety of an individual who is already highly excited.
The greater the reason for getting excited, the more important
it is for you to remain calm, If is essential to remain calm
and to relieve the anxiety of fthe calling party. The most
effective way to calm a caller is to let him know, by vour ac-
tions and your tone of voice, that he has reached a calm and
competent person who will do the right thing to help.

COURTEOUS: You must think of yourself as a public servant.
Regardless of provocation or circumstances, remain courteous

at all times. When people speak to us in an agitated mamner,
we tend to reply in the same manuer; to speak quickly, to

speak loudly, to speak in a highor pitched voice. Listan to
yourself, don't sound apathetic or uncaring; instill confidence
by setting an example with your tone of voice. Never display
temper or lose your composure, Li a caller becomes hostile

or abusive, do not express hostility yourself. Make allowances
for what the caller has been through. The two most important
people in the viectim's life at the moment are you, the 811
operator, and the cazller you have on the line. Being angry
with one another accomplishes nothing; it can only make matters
worse. If the caller starts to argue, don't argue back. It
takes time to argue-~--time you do not have. Be firm, but be
courtesus,

CORRECT: You must keep errors out of your communications,.

Let the czller state the problem in his own words, but don't
let him ramble. Use standard phrases; read back the message
when deemed necessary to ensure that names, locations and
vital information are correcit. Use a 911 Call Card, utilizing
pre-printed information when eliciting details from callers,

CONCISE: Your job is to get the energency message and dis-
patch, relay, transfer or refer the information to the person
or persons who will direct assistance. Control the conver-
sation to get all the detail vou will neced in order to decide
what sort of assistance is reguired a2nd where help is needed.
A "strietly business" attitude is vour test assurance of
efficient, effective communications.
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18-BUTTON MODEL
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30-BUTTON MODEL

ATTENDANT TELEPHONES: Each attendant position is equipped with a Call
director Telephone, either 18-button or 30-button. Line buttons are
agsigned to incoming 911 emergency lines, 2-way direct tie lines for
the most frequently called emergency agencies, and 2-way dial lines for
less frequenily called agencies, Ordinary calls can also be placed and
received at the Call Director telephones.

Lamp signals, The lamps associated with the line buttons and the TRFE
(transfer) button provide visible indications at the following rates:

Slow Flash 30/min
Flash 60/min
Fast Flash 120/min
Wink 120/min

Eon
on
on
on

period longer than off period)
and off periods equal
and off periods equal
period longer than off period)

Button Operation. The line pickup buttons on the Call Director telephone

sets are of the locking type and remain down after being depressed, They
are released by operation of another line button or the release button.

\\ (8)
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Handset/Headset operation., All of the Call Director operating proce-
dures require the use of the handset (1) or a headsgt plugged into the
headset jack (3). When a headset is plugged in, the handset is dis-
abled. VWhen the handset is used, it must be lifted off the switch hook
to place or answer a call, When the headset is connected, it automa-
tically disconnects the handset. The headset is connected through a
jack built inte the side of the telephone (3), and leaves the telephone
cradle inoperative,

To transfer headset operation from local (183button) to area (30~button)
call directer, or viceversa:

Depress TRF (transfer button) on appropriate call director; answering
capability will be transferred to other ecall director,.

Dailvy continutitv check. Each morning the 911 operator, assigned to shift
"A", will check the 911 lines for continuity as follows:

1. Depress the first 911 line button (6); reorder tone (fast busy tone)
is heard from the handset or headset, indicating that the line bew
tween the 911 system and the telephone central office is operating
properly.

2. Depress the next 911 line button (6). The first 911 button (6)
pops up and the reorder tone is heard on the second line.

3. Repeat this check for all 911 lines. Depress the RELEASE button
(11) to release the last 911 line.

L, Record the date, time, etc., of the continuity test, as provided
in the "Continuity Test Laog". ‘

5. Repori any malfunctions to Telephone Company Repair Service as
hereinafter stipulated,

NOEMAL OPERATION:

Answering a 6171 ecall, An incoming, emergency 971 call is announced by a
ringing and a fast flashing of a 911 line lamp, simultanecusly at sach
Call Director station. The call can be answered by any station,

'+ Depress the fast flashing button. The ringing stops, the lamp
changes to steady, and you are connected to the caller.

2. Talk to the caller and find out what emergency service is needed,
If the caller hangs up before you answer, you will hear a reorder
tone {fast busy tone).

3a. Get all the necessary incident information frowm the caller. You
can either keep the line open, put it on hold, transfer the caller
or release the line, '

3b., If you are not responsible for dispatching the emergzency service
directly, either transfer the call to the appropriate agency or
relay the information as per pre-established procedure,

Transferring a 911 call, NOTE: If the TRF button (9) at your station is
already lighted steady, you must wait until it goes off before iransfer-
ring the call,

1. Depress the TRF button (9). You now have approximately 3 seconds to
select a 2-way line. The lamp in the TRF button (9) a2t your telephone
slow flashes, The TRF buttons at the other stations light steady.

(84)
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Depress the button of the 2Z-way line (7) where you want teo trans-
fer the 911 call. (If the TRF lamp goes off before you select a
line, depress the TRF button (9) again. The button of the calling
911 line pops up and the TRF lamp goes off. The 911 line lamp and
the 2-way line lamp slow-flash for the duration of the call. The
called agency, either the Green Bay Police or the Green Bay Fire
Department, are both on a direct tie line, their station or tele-
phone will be signaled upon depression of the 2-way line (7).

When the called station answers, a 3-way connection is established,
with your station, the 911 caller, and the called agency.

Relay the incident, complete location and nature to the answering
police or fire dispatcher.

Remain connected to the call as long as necessary to assure that
the emergency request is properly answered,

To drop out of the call, depress the non-locking RELEASE button (11
Thée 2-way line button pops up, but its lamp continues to slow-flash
You are now free to handle other calls while the 911 caller and the
emergency agency talk,

To re-enter a call in progress, depress the 911 button. A J-way
connection is established again.

If you have left the call and the lamps are still slow flashing,
re-enter the call by depressing the 911 button. If the call is
over, no conversation will be heard. If over, draop the lines by
first depressing the TRF RLS button (10) and then the RELEASE
button (11). The 2-way line and the 911 line are released and
their lamps go off. NOTE: If you have left the call and the line
lamps are now off, the caller had control of the call and has dis-
connected. No further action is necessary,

Disconnecting unwanted 911 calls, If you receive a 911 call which is

obviously a prank or a false alarm, simply depress the RELEASE button (11:
to drop the line. The caller does mnot retain control of the connection.

Emergency ringback and switchhook status. If a caller hangs up after the

call is answered, but before transmitting all the necessary information,
you can ring the caller's telephone and monitor its on/off-hook status.

NOTE:

The emergency ringback and switchhook status features are not avail
able on all 911 lines. These features are not available from cen-
ral office exchanges, numbers 532,822, 863, 866 and 869.

Depress the FLASH button (12). The 911 caller's telephone
rings each time the button is operated.

Repeat the operation of the FLASH button (12) to alert the
911 caller.

If the on-hook 911 caller fails to respond to emergency
ringback, place the line on hold by depressing the HOLD
button (8). The 911 button pops up and the line lamp
changes to wink. In this condition you can have the call
traced or determine if the caller goes off-hook again.

If the 911 caller goes off-«hook again, Yyou will bhe alerted
by the switchhook status feature. The 911 line lamp changes
to flash and the switchhook status buzzer sounds,

(8B)
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5. Depress the flashing line lamp, The line lamp changes to steady,
the buzzer atops, and vyou, are connected to the 911 caller again.

Releasing the called agencv only., After a transfer call has been estab-
lished, the attendant can release the called agency on the 2-way line
without relesasing the 911 caller.

1, Depress the 911 line button., The 911 line button locks down and
the 2-way line button pops up.

2. Depress the TRP RLS button (10). The 2-way line is released and
its lamp goes off. You are now connected to the 911 line only.

Standard telephone operation. Non-emergency calls can be placed and re-
ceived at the Call Director stations on the 2-way dial lines,

t. To place 2 call; depress the line button, listen for the dial
tone, dial the desired number. The line lamp lights steady
and the dialed station is signaled.

2, To answer a call; depress the fast-flashing line button and
announce yourself, "911 Center”,., The line lamp lights steady
and the ringing stops,

3. To terminate a call; depress the RELEASE button (11).

Placing a call on hold. You can put any off-hook dial line or 911 line
"on hold by the standard procedure used with most key telephone equipment,
provided a J3-way connection has not been set up.

1. Depress the HOLD button-{8). The line button pops up and its
lamp changes from steady to wink. e

2; To pick up a call on hold, simply depress the winking line but-
ton. The line lamp goes steady and the 2-way connection is es-
tablished again,

TOUCH~-A-MATIC: The touch-a-matic dialer electronically stores up to 31
telephone numbers, the numbers of those service agencies that particpate
in either a primary or alternate, relay format of emergency information.
The touch-a-matic also remembers the last number you dialed manually. If
that number was busy, or you want to dial it again for any reason, press
the LAST NUMBER DIALED" button, The three banks of butitons on the touch~
a-matic console will be arranged with the first row containing the tele-
phaone numbers of fire departments, the second row, medical rescue squads,
and the third row, police departments., Additionaly, any other numbers
pertinent to the operation of the 911 system will be included in the
third row, ‘

Operation: The touch-a-matic console is connected to, and must be used
in conjunction with the 30 button "area" call director. To place a call:

1. Depress the line button of an outside line, listen for a dial tone.

2., Depress the button on the touch-a-matic aszsigned to the agency you
desire to contact, Depression of the button on the touch-a-matic
automatically dials the pre-programed, seven digit number of the
called zagency.

To record or program & number:

1, Depress the RECORD button, simultaneously with the MEMORY button

(8c)
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on the line you are assigning the number and then dial the
desired number, up to 15 digits. The fifteen digits can
include area code and direct long distance dial code "1".

2. VWhen the number is dialed, touch the RECORD OFF button and
the new number automatically replaces the old.

TRACER ACTION: You control the line connection. The caller cannot
terminate the call. The line can be terminated only by your depres-

sion of the RELEASE button (11). If a caller should hang up before

g€iving complete incident information, and the caller does not res-

pond to the ring back feature, it will be necessary for you to initi-

ate tracer action. Tracer action must be started by you, through the
telephone company having control of the central office switching eguipment

To trace a call:

1. Depress the HOLD bution (8). The 911 button pops up and the
line lamp changes to wink,

2. Dependent upon which central office the call originated from,
as indicated by the call director, call one of the following
numbers to initiate tracer action, with priority to the order
shown:

A. Wisconsin Telephone Company, exchanges 336, 337, 432, 433,
b3k, k35, 437, 465, 468, 469, Lok, Lg7, L99 and 532.

During business hours call:
1-414-731-1353 - This is a toll call to Appleton

or
468-3306 - Green Bay Commercial Manager

After normal business hours call:
1-414-734+9202 - This is a toll call to Appleton
B. Northeast Telephone Company, exchanges 822, 865 and 869.
During business hours call: )
822-3201 - Company business office
After normal business hours call:
822-5035 - Mr, Robert H, Riordan
822.3702 --Mrr. Patrick b. Riordan
C. General Telephone Company, exchanges 863 and 866.
Any hour of the day call:
1-414.893-5971 = This is a toll call to Plymouth
D. Wayside Telephone Company, exchange 86k,
During business hours call:

864-2101 - Company business office

(8p)
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After normal business hours call:

. 864-2345 - Mr. Ronald X. Kiekhaefer
864-2482 - Mr. Darrell Schmel
B6L-236% - Mr, liubert F. Kiekhaefer

IMPORTANT: Upon reaching a party to initiate tracer action,
be sure to identify yourself as the Brown County
911 Emergency Center at Green Bay, and that you
have a line on hold, and locked an exchange - - =
(number). They will subsequently call you back
with information concerning the physical location
of the calling main station and adviece that you
may release the line from hold., Do not release
the line until advised to do so.

Location Determined. Proceed to dispatch a police agency to address

given to ascertain the emergency.

MATINTENANCE: VWhen trouble is encountered on telephone company provided

equipment, it should be reported promptly to the Wisconsin
Telephone Company. Do not attempt repairs yourself, call
telephone repair service at 437-0411, VWhen calling Repair
Service, reveal your identity as the 911 Emergency Center
and the fact that this is an EMERGENCY telephone,

1. (C) TELETDHONE Tiwl 17 °L GLAR FLYTURES

1n Aaddition to basic telephone features, the 8A Telep:ione Answering
gear includes the following features:

1.

2.

Calling n2riv hold. Enables the answvering center operators to

control the connection for confirmation and tracing of a call,

FTorced disceonnect. EZnables the zanswering center operators to

disconnect callers, preventing a Jjam of all incoming lines.

Rinz back. Fermits the answering center to ring the hung up

telephone, on a hold circuit; useilul when a calling party has
failed to provide necessary infornztion to the answering center
before hanging up.

Dial tone first. Allows a 911 call to be completed a2t a public

telephone boeoth without deposit of a2 coin.

{9)
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1. () TELLIHONE CONVIDSATION-VGICE RECGRDING

simultaneous te answering the telephone, vour cenversation is being
recorded on a Dictaphone, Call Checl, device. The entire conver-
sation, your voice and that of the caller are recorded and will be
available for instant plavback, In the event of a sudden hang up,
before vou have elicted pertinent incident information: and in
addition to the ring back feature of the telephone terminal gear,
vou can play back the recorded conversation for review and appro-
priate action,

The "Call Check" is an endless, magnetic, loop tape which will
accommodate 60 minuies of conversation. There are two main com-
ponents to the call check device, first, a remotely located tank
which contains the tape recorder/plaver, and secondly, the desk
top control panel, which contains the power and record indicator
lights, the volume control and the recall, restore and forward
butions which allow you to review your conversations.

Basically, depression of the recall DLutton allows you to review
the last call received. Review of calls received prior to the
last call, require a constant depression of the recall button.

The control panel also provides a " jack” receptacle which ‘allows
vou o tramsfer and re-record the conversation to a cassette tape
which can be vetained indefinitely for future review,

Any call/conversation which vou anticipate might be questioned by
anvone, for any reason, should be transferred to a cassette for
retention. A portable tape recorder and cassettes are available
for this purpose. All such recorded conversations should be
properly labeled, showing a title of the incident or subject
matter, time and date, a&nd name of person recording the incident,
The cassetitte will then be brought te the attention of the 911
coordinator,

Possible reasons for re-recording a call could be as follows:

1. A callexr questioning or objecting to ocur method of extracting
incident infeormation oxr detail,

» A call of a particularly severe incident, or a call of spec-

tacular proportions, such as a major fire or catastrophic event,

An abusive or extremely impatient caller,

Any event or call that you anticipate, might subsequently be

questioned, for any reason,.

rJ

Pl W}

*

MAINTENANCE: Brown County subscribes to a maintenance contract
agreement with the local, Dictaphone Branch 0ffice. Do not attempt
repairs yourself, for repairs and service, call the Dictaphone
repair personnel at telephone nuwber 471L-L35-8222,

{10}
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Call Ciird is a color coded, serially numbered c:rd that
to be initisted for ench incident and/or call rececived by the 911
Center, dezmed a bonafide emergency,
vice azgoney resnonse .

1) CALL CAR =i SCHIFTION

The G111

nd requiring a public ser-

The card is pre-printed,
responce technique,
of the card ensures
cident infermation,
plicable blociis, in

in 2 semblance to a uniform interview
and is to be utilized by all operators. Use
procurement of appropriate and complete in-

enabling the operator to merely check off ap-
a manner compatible with concurrent deiermin-

is

and

ation of response Jjurisdiction.
lishes anticipated emergencies,
been incorporated

"Other",

Prog-printed information estab-
pre-printed blocks have
to cover non-anticipated emergencies.

Serial numbering ensures that all incidents and/or calls, worthy
of record,

are accountable,
tvpes and disposition attainment,

affording incident times,

locations,
if needed for future raferral.

When all phases of an incident have been properly recorded and/or

noted on the c¢a2ll card, it will be placed in numerical order, fa-
cilitating a chronicle of center activity.
EXHIBIT "A"
This space reserved for the display of a
grinted "911 CALL CARDY,
* 7B - 911 DAENGENGY BEWTER  Mo. coo
i HEWE [ Fa HE -
CALL CARD - 911 ERIERGER ER ~
| & 1 CTHER ACTION Recaived by:
FIRE MEDICAL POLICE SERVICES
TAANSFER g - -
] Hazard O Bleeding {3 Assault - 1 Caronar DISPATCH o Action by:
[ House [J Bresthing 0 Auto Acc. i} Paramedic
O Explosion ] Broken Bone 7 Eurglary i} Utility RELAY O | unit:
O Smoke { Cardiac 7 Disturbance I Wrecker REFERAAL |
7] Spillags 3 Mental {7 Otiicar Down O i e Assisiance
(3J Vehwcle 7 Severs Pajn {1 Rohbbery () [
G = = —— | ] Unconscious [ Suicide O e Yes [J No (3
[T =~ = o - i —_— ] Weapons I Transport:
O — o e [ — £} s ot I e — Yas ] No O
Location Municipality Hospital:
Subject Other:
Catler . Tel. No. STATUS
Faunded C
Dztail -
B:f} f.ou E % % Uafounded &
=) <t wl &

(17)
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2. (A) BONAFIED EMERSENCY CRITERILON

1t i= extrenmely difficuly to make o determinstion of exnctly vwhat is,
and what is net an emergency, life threatening situation. Dependent
upon perscnality and circumstance, one person's perception of an in-
cident may vary vastly from that of another person, further dependent
upen caller's involvenent and objectivity. Different persons often
will submit different versions of the same incident. Do not accept
any statement or report as necessarily accurate. If you cannot deter-
mine a true assessment of the incident or situation, assume the most
severe, and govern your conservative course of action accordingly,
covering all possibilities. It is better to be safe than sorry.

Your common sense, acguistion of experience and good judgement will
determine "other" emergencies.,

The following 4is a list of anticipated emergencies that may occur,
and would be considered life threatening:

1. FIRE
a. Observed flames
b. Smoke accumulation or odor
c. Explosion
d. Fire hazard

2. MEDICAL
a., Breathing
b. Bleeding
¢c. Broken bones
d. Unconsciocusness
e. Extreme pain
f. Cardiac condition
g. Mental condition
h., Seriocous injury or illness

3. AUTQLORILE ACCIDENT WITH INJURIES
a. Known or suspected because of indicated severity
b. Traffic control needed because of location or type of wvehicles

4, CRIMINAL INCIDENT

a. Child zbuse in progress
bh. Robbery in progress

c. Burglary in progress

d. Assauli in progress

g, Officer down

f. Domestic disturbance

IS A WEAFON INVOLVED? - VERY IMPORTANT

5. OTHER INCIDENT
a. Burglar alarm
b, Bomb scare/threat
c. Suicide in progress
d. Utilities disruption
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5. (A) TIME Cloni REGISTRATION

The 911 answering center is equipped with a Simplex, model S4Q0O, time
cloch, plrced to make its usage conmmon to both primary answering po-
sitions., All calls received by tlie ecrnter which reguire action, must
be time stanmied, minimumally, with the time the call is received and

2t the time & response is dispatched, relaved, transferred or referred.

To a caller, on site at the scene of an incident, time has almost
stopped, What is a normal lapse of time to a non-inv>lved, objective
person, may seem eternal to a person under emotional and/or phvsical
stress, provoking impatience and complaint. lterefore, in order to
instill and maintain confidence and credibility, it behooves us to
ensure that all requests for service, through our center are time
registered.

The time recorder at the answering positions is identical to the
clock in the communications center so that they are interchangable,
in that a card may be time stamped at either clock, dependent upon
the stage of incident involvement.

To fTake a registration:

1. Insert a 911 call card into the card receiver of the Simplex
time clock, with the printed side facing the clock dial, and
push the card into the recorder until a registration is made.

2. The first registration is positioned by a pre-punched hole in
the left mezrgin.

3. Second and succeeding registrations will be positioned by the
hhole punched into the card bv the recorder, a2t the occurance of
previous registration.

=

4, A registration lock out device prevents registrations from
being made less than 5/8ths of an inch from the bottom of the
card, .

To set or re-set time - day/month/vear:

i. Do not attempt to set the time by noving the clock hands.

2. Refer to simplex "Customer Operating Instructions" for specific
setting instructions. This publication is available at the

answering position desk,

MAINTENANCE :

1. A plastic box receptical is located inside the recorder cover
te collect the card chips or particals of cards punched out,
and should be emptied periodically to prevent excessive chip
accumulation.

2. Brown County sub:zcribes to a maintenance contract/agreement
with the local, Simplex Branch 0ffice. QOQther than the fore-
going settings and attention, call the Simplex repair personnel
at telephone number 414-494-8741., Do not attempt repairs yourself,

(13)
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o
.

9]

50

S {0) TELERHGLD TADIOULS-SPECLRLE

clor coded, scrially numbored "9171 Cn1l Card" will be initisated for

focivient re,osrtod toe the G171 Centery dleonod a honalide emeryIency,
requiring a.public service agency seozouse. This card ennbles the

cnsurine tne psrocuresent of comalete Lncident detail:

1.

Answer celephone:  MLLZINIINCY GNP = oAT IS YOUR EMEIGENGY
Pre-printed information establiszhes tvne of emergoncy as FINE-MLDICAL
POLICL-CTLLER, followed iwmediatelw Bione- th, by inforwation elaborating
the nature of the emer;ency, Chec’s off pre-printed blocks as they
crtalit., re-prinfted inforecatiocn csrnslislios autticipntied energencies,
"Other” locks will cover non- nnth*ﬂuhed emergencies, and your common
sense and good Jjudgesent must determine other amer; encies,

NON-LEMERGUNCY:  Inform the caller, "I'm sorry, this telephone is for
euersency calls only, Please consult vour telenhone direetorv for

the aduinistrative number of yvour (fire, medicnl or police) agency, "

Ye courteous bHut firm. Then hang up!

NGENCY E3TABLISHED: Time stamp call card "RFCH following »re-

printed call procedure.

a. Location/address - street number and name.
If no number, name of road. Designations such as street, road,
avenue, etc., are pertinent, and if known, should be obtained.

b. Municirality -~ name of city, village or township,
Political jJurisdiction is pertl :znt, and if kanown, should be
obtained. )

c. Name/subject - name of establishment, building or individuals
involved in incident if relevant. .

d. Tloor/apartment - number of floor or apartitent, on or in which
the incident is talidng nlace.

e. Caller - name of person placiay call for service.

f. Telerhone Zusber - telephone nuiber of telephone fram which the
perzon is calling.

g. Detail - any information that can be extracted from the canller
that may be helpful, ALSO - when no street number is available,
such ns prevails in rural areas, 39901fic directions shauld be
providad in this portion, "INIOOTWNT-IS A WEARON INVOLVEnRT!

1. Action - check appropriate box, wrﬂenumnt upen action taken,
The call was either TUANSFEIRLI=-DISFATCLLD=-RELAY ED-REFERAE

i. leceived by - your name - distinctive t!.ree (3) initials,

Jo Action by - yvour name - distinciive three (3) initials,

ke Lnit - if you are involved in dissnitech, this information will
be furaished to you when the ser-ice agency acknowledges the call.

1. Assistance - if vyou are involvac in disvatcell, this informatiocn or
block ;411 be utilized if the reos-ouding unit should ask for futher
assistance, after arrival at the i:cideunt scene,; under "OTHER
SERVICLES" checl block covering s»nro.riate service - elaborate
twidor "ODOTAILY., .

e Trausport - if vou are involved in aispatels, tis informatian or
bloels «will De utilized if the rezmanding redical sevrvice agoncy
transnorts A victim to a hosslical.

i, Hospital ~ write in name of foszital th which agency is transporting.

0. Cther - furtier utilization or a further elaboration.

p. Status - if Wjown, whether the crll is founded or unfounded.

(14)
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(continucd)

1o Time receriing - all enrds initinted must be winimally time
racorcdad "LC" sad "ATT". Lf vow oare isvalwved in dispstch,
vou will have to further time record "ENT" indicating the time
the resnouding unit is enroute or undrrway te the incident
scane; "AOA" indicaterd the tine the responding unit arrives
at tiie scene. further time recording slots nre left blank
vhicl: will nccoiuodnte furthwer wvcotivities, such as transnports
to liospitals and arrivals at hospitals. The last time recorded
in the card will always bLe the time the responding unit clears
thhe scene.

5. (A) JUDGEIMENT DETERMINATION

If the caller is knowledgeable of what municipality or political
jutisdiction in which he resides or wliere the incident is pccocuring,
and you, comnbined with your knowledge of local geography ares con-
fident his informational expression is accurate, proceed with appro-
priate response action. This will save time., Time is of essence.

For example, if a caller states a party is having a cardiac problem
at the Green Bay City Hall, it would be a safe assumption to transfer
the caller to the Green Bay Fire Departizent for proper response action.

ome interval, you must

liowever, regardless of the foregoing, at s
r verifiecation and confirmation.

subject the address to the geo-index fo

Assumptions are never genuinely safe,

5. (B) GLO-INDEX DITERMINATION

We have available to us a compuber assisted geographic index. If
you have any doubt as to what public service agency has response
jurisdicticn to & particular incident location, submit the address
or locatisas *o the index. This function should bhe performed coucur-
rently witir receipt of incident detail.

The geo-index is a computer assisted iudex of all roads, street
nunbers and names, county trunk designations And state highway o
designutiaons, freeways, major highway junctions, and/or inter-
sections, along with geographical landuarks such as public buildings,
parks, recrcatienal areas, settlements and monumentis within Urown
County.

Access to the corputer/index will be 1w an on line, alnshabetic

nuneric kKeybonrd tern.inal.
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5. (D) JOINT POWERS AGRILEMENT

Wisconsin Statutes require that Brown County annually enter into

a joint powers agreement with all fire, rescue/medical and police
agencies operating within Brown County. This agreement shall be
applicable on a daily basis and shall provide that if a public
service agency is dispatched, in response to a request through our
511 Center, such public service agency shall render its services
and vehicles to the persons needing the services regardless of
whether the agency is operating ocutside it's normal jurisdictional
boundaries,

This means that if you should error in determining proper juris-
diction, tiie public service agency contacted will respond at our
direction, per agreement., However, it is anticipated that this
agreement will not be invoked if the preceeding, precautionary
measures are itaken ito ensure proper Jjurisdiction determination.

Improper direction/dispatch will detiract from our credibility
and destroy confidence in the system, by both public service
agencies and nwltimately the citizens of Brown County, te whom,
we have pledged our dedication.

(17)
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6. (A) DISFATCH TECHNICQUES-SPECIFIC

l'pon receipt of a bonafide, emergency call there are feour (4)
metihods of disseminating inci<ent detzil to the responding public
service agency, they are as follaows:

1. DIRECT DISPATCH: The publiec service agency is advised of all
pertinent incident information via radio, through the communi-
cations capability of the Brown County Sheriff-Traffic department

2. CALL TRANSFER: The public service agency is advised of all
pertinent incident information while the caller is on the line,
and advised to stay on the line. If necessary, the service
entity can obtain any additional information they are desirous
of obtaining, or they may retain the caller on the line at their
discretion.

3. CALL RELAY: The public service agency is advised of all
pertinent incident information, either via touch-a-matic,
automatic telephone dialer, or radio, through the communica-~
tion capability of the Brown County Sheriff-Traffic Department.

L, CALL REFERRAL: The public service agency is advised of 211
pertinent incident information by the caller. The caller is
referred to an agency that can be of assistance to alleviate
their problem/siiuation.

An index, procedural information card is maintained for each publiec
service apgency operating within Brown County. This card is main-
tzined current, containing all dispatch-relay-transfer-referral
procedure, primary and alternate methods, additionally containing
pertinent agency information such as agency principals, =addresses,
telephone numbers and contractual auxiliaries.

See exhibit "B" {for Specimen Card.

All dispatch messazes will be preceeded by a distinctive, alerting
tone signal. See procedural information card for engagement of
particular code, signal Arrangenent.

Sege Exhibit "B" Tor Fraocedural Infermation Card.

Always identify yvourself as the nine-one-one (911) center in any
verbal message conveyved to a public service agency. Never use
the terminologzyv Ynine eleven"; always use terminology nine-one-one.

In the eveni an incident requires the response of muliiple service
agencies, the dispatch will be affected with consideration of the
Following prioritiy:

1. TIRE

2. MIDICAL

3. FPOLICE

DISPFATCH AND/OR RELAY WILL BE IN THIS ORDER!

(18)
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Srown Cuanty Sheriff-Traffic Depariment
Tonsract Police Sarvicss

(illousz Poliesz; Ashwaursosn “eclice; Fouara
Daumark Pclice Densrimsnt
Fulagkil Folizz Departosnt
wirlghuszow: Follies Denuriment
Astwaubsnon rire TenarTmsat
Rsllevue YTire Deparbtmeatl
Jennark Fire Departuent
Greeanleai Fire Department
LoGEPRS 1;1& Szpartment
Yallandtown Fire Tepartment
Eoward Flrs Department
Lawrencs Tire NDepartmznt
dew Franken Fire Department
Suamico Tire Departmsnt

L

Advanced Life Support Unit (PARAMEDTICS)
Ashwaubenon Rescue Sguad
Emergeuncy Rescue Services, Inc.

CALL TRA:STFnR:

o]

;-

e
[$]
ih

Green Bay rire Department - CGreen Bay Rescue Squad

Green Bay Police Department
CALL RaLAY:

AlTouez Fire Depariment - Allouez Hescue Sqguad
De Pers Firs Denartment -~ De Pere Rescue Squad

De Pers Police Departmentd

Green Bay Rescue and “mbulance, Ine,
Metro Rescue and Ambulance, Inc.
Morrison Fire Department

Pulasiki Fire Departmant

Tri-County Hsscus 3quad

Viking Rescues 3guad

Haysiae Fire Department
Wrightstown Fire Dzpartment
CALL REFZRRAL:

Allouez Water Dspartment
Ashwaubenon ‘Wster Department
Ballavus Watsr Department
Denmark Watsr Deparitment

De Psre Water Department
Federal PBureau of Investigation (7RT)
Gensral Telernhone Cownaqy
Green RBay Watsr Utllity

toward Watsr Department

detropolitan Sswerags Disposal Plant

iorth Central Publie Service Co,

liortheast Telephone Company

Pulasiki Water Department

Wayside Taleuqone Company

Wisconsin Telephone Company

Wisconsin Michigan fower Comzany

wisconsin Public Ssrvics Corp.

Wisconsin ias Coueany

disceonsin Stats Patrel, Tistrict 3

Wrightstown Water Department
1%)
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EXHNIBIT "B"

PROCEDURAL INFORMATION CARD
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The confifuration of the radio console in the communications center
is made up in five (5) segments and looking from left to ri;ht,
contains the following instrumentation and/or edquiprment:

1. Alert Yanel.
a. Lmergency govermment siren controls

2. Main nRadio Conscle.
a. Marine radio
k. dMain frequency module
c. Foint to peoint frequency module
d., County fire frequency module
e. Car to car frequency module
f. Standby frequency module
g. Emergency government frequency module
h. Brown Conty Highway Department frequency module
i. Desk set module
j. Phone patch
k. Green Bay Police Department intercom

3. Monitor Panel..

a. Monitor receivers for the following agencies:
State of Wisconsin - State Patrol
Weather forcasts
Green Bay Fire Department
Wisconsin State Reformatory
WISPERN (Wisconsin Police Emergency Radio Network)
NAWAS (National Warning System) '
Green Bay Police Department
Allouez Fire Department

b. Switch Conitrol Panel for contrel of following devices:
Safety building elevator
Jail building elevator
Front door control
Gasoline pump
Jail alarm reset
Gas pump light
East sally port door
West sally port door
Baserent garage 4&ooT
Communication door control

c. Status Slot Panel - On Duty Units

L., Aleri Panel,
2, Citizens Band Radio
b. Civil Defense Alert Receivers, aciivation button
¢. Moden, Ten key encoder
d., Select Switch, encoder console seleciion

5. Secondarv Radio Console.
a. Plectron Encoder
b. Main freaguency module
c. Point to point freguency module
d. County fire frequency module
2. Standby frequency module

f. Emergency Government frequency module
&. De Pere Folice Department frequency module

h. Blank module

i. Blank module
- memmrm Mo Patire Napartment intercom
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6. (B} RADIO CONSOLE CONFIGUNATION
{continucd)

Basically te operate the radio, it is necessafy te depress, on the
desired frenuency module, the frequency "select" button on which

vou intend to brosdcecast, depress thie "transmit"” button on the conscole
vou are operating, and proceed to transmit vour verbal messrge.

MAINTENANCE:

Brown County subscribes to a maintenance contract/agreement with
the local Motorola, franchised dealer, Bay Communications Inc.
Do not attempt any repairs yourself. For repairs and service
for any radio equipment or related cowponents, call Bay Communi-
cations at telerlione number 414-468B~5426 davtime, during regular
working hours; or telephone number 414-LE6B-4754 for emergency
service at any hour.

6. (C) OFPERATION OF }OTORQOLA LNCODER

The Motorola, ten (10) key, Moden Encoder can accommodate 99 dif-
ferent codes, The code is described as a two digit number assigned
to a particular public service agency, which when entered and trans-
mitited, through the encoder, via a radio siynal, alerts and/or act-
ivates receivers, programed to receive that particular code signal.

To operate the doden encoder, you must follow thess steps of
operation:

1. Select radio consocle from which transmission will be broadcast.
a. Be certain the encoder selection switch is in the proper
position, LEFT (main console) or RIGHT (secondary censcle).

2. Select the radio freguency on which the transmission will be
broadcast.
a, Depress frequency select button.

3. FProgram the proper, pre-determined, two digit code into the
Moden encoder by depression of the corresponding number keys.
auditing your selection on the digital remdout screen.

4, Activate the Moden encoder, trénsmitting the tone signal by
depression of the "P" key.

5. %W“hen the tone signal clears, proceed with your verbal trans-
mission of message.
a, Tone transmission can be followed by monitering the modu-
lation instrunent needle on the radioc console.

6. Hepeat items 4 and 5.
a. All encoded transmissions are broadcast twice.



6. (D) OPERATION OF PLECTRON ENCODER

The Plectron encoder has a bank of 20 buttons, with each button
indexed, advising which public service agency that particular
button activates, Button depression transmits, through the en-
coder, via a radio signal, alerting and/or activating receivers,
programed to receive that particular code signal.

To operate the Plectron encoder, you must follow these steps of
operation:

1. Select radio console from which transinissjion will be broadcast.
a. Be certain the encoder selection switch is in the proper
position, LEFT {(main console) or RIGHT (secondary conscle).

2. Select the radioc frequency on which the transmission will be
broadcast, .
a., Depress frequency select butfon,

3. Depreszs the button indexed to the determined publiec service
agency. This depression activates the encoder, transmitting
thie tone signal.

L, When the tone signal clears, proceed with your verbal trans-
mission of message.
a. Tone transmission can be followed by monitering the
modulztion instrusent needle on the radio console.

5. Repeat items 3 and &,
a. All encoded transmission are broadcast twice.
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7. (&) DISIATCH TECHNILULS-GENENRAL

Claritv s=nd breviiv. As a2 911 onerntor/dispatcher, when you
Lse teleconwmunications equipment, You must be both clear and
concise. Sometimes, however, clairty and brevity can inter-—
fere with each other. You can use many words to get your
message across or you can be so brief that people misunder-
stand or fail to catch your messaje. Repeating things or
elaborating upon them makes your message easier to understand.
0n the other hand, being "wordy" may cut into emergency re-
sponse time. Professional, public safety dispatchers have
arrived at an optimal blend of clarity and brevity in the
transmission techniques they have developed through experi-
ence. They speak in a very structured way. After people
learn to expect their messages to have a certain structure
they find if easier to understand messages that have that
structure. . g .
a. The following format will be used for all 911 dispatches:

"Nine-one~omne to---{name of service entity)---you are
needed at«—»(give location/address)—_—(give nature of
incident and detail)---."

The proner rate of speaking. Feonle will understand you bet-

ter if vou promnounce your words clearly and somewhat slowly;

a rate of about 60 words per minute is proper. The nornal

rate of speaking is about 125 words per minute. VWhen you speak
at a rate of 60 words per minute, yvou have a better chance of
being understood when radio conditions are poor or You hiave

a poor teleplione connection.

Formulate vour messsze before vou talk., Think before you

talk! Jmow what you want to say! Speak distinctly! BDe

brief! Be concise! Be impersonal! Do not mumble!l Do not

shout! Do not talk too fast! Do not become excited!

a., Winen employving radio dispatch---press the transmit button
—--~hesitote an instant---then speak. DMonitor the fregquency,
do not interrupt other transmissions.

Clear presentation of numbers. Numbers are an important part

of your message. They must not be misunderstood. Their con-
fusion and miscopying can lead to much trouble, both for you
and the others to whom your message is directed. Numbers
should be repeated, first individually as integers, and then
as the whole number:
a., llouse numbers should be transmitted as follows:

(1234 S. Main Street)

One-two~three-four South Main Street;

{then repeated as}

Twelve-thirty four South Main Street.
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T. (A) DISPATCE TECHNTQUES-GENENRAL
(continued)

Clear presentmation of names. It is important to transmit
names clearly; names of people and names of locations. The
phoneiic alphatet, set furth in this manval will be used for
unusual or different spellings or when communication connec-~
tions are poor. You should not, however, overuse the pho-
netic alphabet. When the name has a common spelling, such as
Smith or Jones, and communication connections are good, or vou
hive no reason to suspect that a name will be misunderstood,
pronounce it distinctively,

Dates and times. Definite time and date should be specified.

Avoid terms such as "today, this date, yesterday or tomorrow".
Definite hour and minute itime should be used, not, "a few
minutes ago". Twenty-four-hour time is preferred over the
usual 12 hour time. The letters A.M. 6r P.M. are often mis-
understood; the use of 24 hour time will eliminate the
necessity of using A.M. or P.M. Avoid the term "o'clock!,

use instead "hours", for example, "seven hundred hours",

Use easv to understand phrases ajnd words. Aveid phrases and

words that are diffieult to pronounce clearly or have dual -
meanings. Use good English. Do not use local jargon or
abbreviations., Never use abusive language!

Aural bHreviiyv codes—ten codes. The professional society of
public safeiy communicators has developed a standard set of
10-codas, The most frequently used of the 10-codes is 10-4,
which means aifirmative of 0.K. The ten code set forth in
this wmanual is standard threughout Brown County and is to be
used when fen-codes Are employed in message content. Whether
vou use ten-codes in vour messages depends on the party with
whom you are talking. If there is any doubt in your mind
that the party may not understand ten-codes, do not use them!
Whether or not you use ten-codes yourself, you should, never-

,theless be able {to understand thesm. You should wemorize the

most commonly used codes and be able to guiekly look up the
rest, This will help vou understand fire, medical and police
personnel who may use ten-codes in communicating with you.
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Adam

Boy

Charles

David
Edward
Frank
George‘
Henry
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John
King
Lincoln

Mary
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Nora
Ocean
Paul
Queen
Robert
Sam
Tom
Upnion
Victor
William
Xray
Young

Zebra



7. {(C) TEN CODES

Unable to copy

Sizgnal good

Stop transmitting
Acknowledgement

Relay

Busy

Out aof service (give location)
In service

Repeat

Fight in progess

Dog case

Stand by

Weather and road report

Report of prowler

Civil disturbance

Domestic trouble -

Meet compainant

Complete assignment

Return to

Location

Call by telephone

Disregard

Arrived ai scene

Assignment completed

Report in person to (meet)
Detaining subject, expedite
Drivers license information
Vehicle registration information
Check records for wanted
Illegal use of radio

Crime in progress

Man with gun

Emergency

Riot

Major crime alert

Correct time

Investigate suspicious vehicle
Stopping suspicious vehicle---
give station complete descrip-
tion before stopping

Urgent - use lights & siren
Silent run-no lights or siren
Beginning itour of duty

Ending tour of duty
Information

RHequest permission to leave patrol

Animal carcass in__ lane at____
Assist motorist

Emergency road repairs needed
Traffic standard needs rspair
Traffic light out

*¥10-50
10=51
*#10=52
10-53
10-54
10~-55
10~56
10-57
*10-58
*10-53
10-60
10-61
10=62
10-63
10-64
10-65
10-66
10-67
10-68
10-69
*¥10-70
*70=71

*¥10~-72
*#10-73
10=-7h
10-75
*10-76
10-77

 *10-78

*10-79
10-80
10-81
10-82
10-83
10-84
10-85
10-86
10-=-87
10-88
10=89
10-90

*¥10-91
10-92
10-93
10-94
10-95
10-96
10-97
10-98
10-99

4
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Accident, F - PI - PD
Wrecker needed

Ambulance needed

Road blocked

livestock on highway
Intoxicated driver
Intoxicated pedesirian

Hit and Run

Direct traffic

Convoy or escori

Squad in vicinity
Personnel in area

Reply to message

Prepare to make written copm
Message for local delivery
Net message assignment
Message cancellation

Clezyr to read net message
Dispatech information
Message alarm

Fire alarm

Advise nature of {firew-—-siz.
t¥pe & contents of building
Report progress on fire
Smoke repart

Negative

In contact with

Enroute

Estimated time of arrival
Need assistance

Notify coroner

Prisoner in custody

Rescue call p
Reserve lodging

Permission to talk to car
Will be late

If meeting advise ETA
Private line

Pick up checks

Advise present phone number
Officer at home

Bank alarm

Unnecessary use of radioc
Using F-2

Blockade

Drag racing

Activate breathalizer unit
Mental subject

Radar

Prison or Jjail break
Wanted person or stolen iter

xTndicates ten signals most commonly used.

(27)
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SEVED DICTT ZNIRGELNCY TLLIPF. h o IimLy
m . M H = ‘
there ars arcas within Zrown Tounty whleon cannot ¢dial the thraa
dizlt telephone rumher nins-onsz-one and obtain emar-ence ﬁsslst
- “ : - L . R A & . -
ance. For those areas so affected, accwses to the emer é“cv csn
Tor 5 - T b a3 oo ey 3 4 -t S vd o = N i
%g: ezl onily te paineud cy dlalin, cths televhone number §35-5111,
This number will terminate on cur call dirgctor, telephone ans-
WErlng equipment, and te answsred and handled in ths saae marnarp
i;_grnlpe—9u8-0h§ placed call, However, we cannot aszcertain the
;iEL“ SACORAZE Irom wWollno the call is Leipg placed.,  Arsas un-
able To place nine-one-ons calls are as follows:
1. Hollanctown Aresa, cantrzl office gxchange - Too
a. This requires 2 toll call to the L35 central office ex-

change.

2. Luxemburg Area, central office exchanys 845

CONTIGUQUS COUNTIES-AGREIEMENT/PROCEDURE

Due to the non-coincidence of telephione central office exchanges
and countv geographic boundaries, it has been necessary to enter
into agreements with adjoining counties, acknowledging this Tact
and conceeding receipt of 911 emergency calls to Brown County's
answering center. Counties contiguous to EBrown County are as
follows:

Calumet County Oconto County
Door County OQutagamie County
Hewaunee County Shawano County

Paenitowoc County

Relay of pertinent incident information to any of the foregoing
counties will be via and in prioritiy as follows:

i. Point te Foint radio transriission.

2. Administrative messsge via State teletype network.

1

3. Teleplhicne, %Wisconsin Bell svstem
a. Message content and format will be in accordance with
previously established criterion setforth herein.

Completed call cards will indicate thereon, disposition ip accord-
arice with the foregoing.
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ITI. Reccmmendatipns

As mentioned at the outset of this report, Section 4(2) of the Act requires
that this progress report contain Department recommendations for additional
legislation. One problem most mentioned by public agencies was the lack of
funds to plam, implement and operate the 911 systems required by the act.
This issue is now being addressed by the ENS Board and corrective legislation

is included here.

The ENS Board and the Department recognize the financial concerns of the local
public agencies in their 911 planning and implementation processes. The
financial assistance issue has been the subject of much concern, and has been
addressed in a report on State mandated programs and by legislation introduced
in the 83rd General Assembly. And, already, a number of bills concerning 911
financial assistance and exemptions have been introduced for consideration by
the 84th General Assembly. The Department's 911 Staff, as much as anvone else,
is directly aware of the funding issue. Of those public agencies that have
submitted tentative plans, or are in the planning stage, 53 have indicated to
Department Staff that they are unable or unwilling to proceed to the final
planning stage without funding assistance. As mentioned earlier, Section 4(2)
of the Act requires the Department, with the advice and assistance of the ENS
Board, to submit in December, 1980 and in December, 1981 recommendations to the
Governor's Office estimating amounts necessary to further implement the Act in
the next fiscal vear and to estimate the fiscal impact on local public agencies

to implement the Act.
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