


Message from Director Folie

| am pleased to present the Dakota Communications Center
2020 Annual Report. What a year it has been. | think we all are
still in shock by how quickly the year changed as the pandemic
unfolded. Despite the challenges, the DCC had many
accomplishments as a result of a dedicated staff.

Some of the biggest sacrifices at our center were felt by our
dispatch and supervisory staff. In mid-March of 2020, they
were put on 12-hour team shifts to limit interaction with one
another and prevent cross contamination of the shifts. At the
same time, those with school age children were tackling
distance learning and limited day care options which added to
the stress.

The DCC did a number of things to protect staff including
issuing each employee their own headset cord, keypad and
mouse. Temperatures were taken at the beginning of every
shift and we had lots of protective quarantines of staff
throughout the year. Dakota County Facilities stepped up their
cleaning of surfaces and the building was closed off to all
except for those that had business that required being onsite.
COVID-19 cases began to wane in the summer and staff was
put on a regular schedule only to return again to the 12-hour
teams in mid-November when cases began to spike. The DCC
was lucky in that we did not have our fist positive test until
November. Staffing never became an issue during the year
although we had plans with our fellow metro public safety
answering points to combine into one should multiple centers
run into staffing issues.

A committee met over the summer and into the early fall to
discuss DCC funding. The committee developed a proposal
that has support of the Dakota Communications Center Board
of Directors and will be considered by the Dakota County
Board in 2021.

In addition to the pandemic there were other challenges. In
late September, CenturyLink (now Lumen) suffered a multi-
state 911 outage that impacted most of Minnesota including
the DCC. The public was advised to call our non-emergency
numbers instead and we were fortunate that it occurred
during a fairly quiet time. Our administrative offices sprang a
leak in the ceiling which flooded the security station and
carpet. A few weeks later, maintenance work on our electrical
system took out several critical circuits rendering 911, most of
our workstations and radios inoperable. This revealed some
connection issues that were quickly fixed.

In short, 2020 proved to be a challenging year and thanks to
the dedication of our frontline personnel, calls were
answered and emergency units sent as if it were a normal
year.

| extend my gratitude to the Executive Committee and Board
of Directors for all of their efforts in 2020 on the DCC. We
recognize that everyone was busy with their own units of
government as well.




Vision and Mission Statement

The mission of the Dakota Communications Center is to serve and protect public safety by

providing a vital communications link between the community and their public safety responders.
We recognize both as our customers.

In furtherance of our mission, we are committed to:

* The highest standards of integrity and customer service.

* Efficient and effective acquisition and dissemination of information
* Accountability for performance and conduct

*  Continuous improvement through professional development
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DCC Governance

The Board of Directors consists of an elected official from each Member organization. Member appointments alternate yearly and
all appointees are designated to serve 2-year terms. Chaired by Inver Grove Heights Mayor, George Tourville, the Board of Directors
met quarterly in 2020. Of topics presented, DCC restructuring and future governance considerations generated the most discussion.

2020 BOARD OF DIRECTORS

Apple Valley Councilmember John Bergman Inver Grove Heights Mayor George Tourville
Burnsville Councilmember Cara Schulz Lakeville Councilmember Michelle Volk
Dakota County Commissioner Mike Slavik Mendota Heights Councilmember Ultan Duggan
Eagan Councilmember Gary Hansen Rosemount Councilmember Jeff Weisensel
Farmington Councilmember Joshua Hoyt South St. Paul Councilmember Lori Hansen
Hastings Councilmember Joe Balsanek West St. Paul Councilmember Dick Vitelli

The Executive Committee consists of the chief administrators of each Member organization. Chaired by Rosemount City
Administrator Logan Martin, the Executive Committee met quarterly in 2020.

2020 EXECUTIVE COMMITTEE

Apple Valley Administrator Tom Lawell Inver Grove Heights Administrator Joe Lynch
Burnsville Manager Melanie Mesko-Lee Lakeville Administrator Justin Miller
Dakota County Administrator Matt Smith Mendota Heights Administrator Mark McNeill
Eagan Administrator Dave Osberg Rosemount Administrator Logan Martin
Farmington Administrator David McKnight South St. Paul Administrator Joel Hansen

Hastings Administrator Dan Wietecha West St. Paul Manager Ryan Schroeder



Joint Operations Committee

The Joint Operations Committee is made up of one representative from both the law enforcement fire/EMS disciplines for each
member agency. In 2020, Farmington Fire Chief Justin Elvestad and Hastings Police Chief Bryan Schafer chaired this committee.

2020 CHIEFS AND COMMITTEE REPRESENTATIVES

Fire Chief Fire Ops Representative Police Chief Law Ops Representative
Apple Valley Chief Chuck Russell Chief Jon Rechtzigel
Burnsville Chief BJ Jungmann Chief Tanya Schwartz | Captain Stenger

Dakota County

EMS Rep: Lia Roberts

Sheriff Tim Leslie

Captain Schroeder

Eagan Chief Mike Scott Chief Roger New Deputy Chief Fineran
Farmington Chief Justin Elvestad Chief Gary Rutherford
Hastings Acting Fire and EMS Director John Townsend Chief Bryan Schafer

Inver Grove Heights

Chief Judy Thill

Chief Melissa Chiodo

Deputy Chief Folmar

Lakeville Chief Mike Meyer Chief Jeff Long Lieutenant Gerl
Mendota Heights Chief Dave Dreelan Chief Kelly McCarthy
Rosemount Chief Rick Schroeder Chief Mikael Dahlstrom

South St. Paul Chief Bill Messerich

South Metro Fire Chief Mark Juelfs

West St. Paul Chief Brian Sturgeon

AD-HOC AGENCIES

Miesville Fire Chief Tom Latuff

Randolph-Hampton Fire Chief Kevin Whitson




DCC Organization

Dakota Communications Center
Administration, Technical Support and Dispatch Supervisory Staff

Jen Hildebrandt

Opera ions Director
Cheryl Pritzlaff

Technical Support

John Jeff

Supervisor
Andy Pascale




DCC Organization

Dakota Communications Center
Dispatch Staff by Years of Service to Dakota County Agencies

911 dispatchers must respond to emergency and non-emergency calls for assistance. They must provide dispatch and
communication support for police, fire, emergency and related services. DCC dispatchers are fully trained as both call takers and
dispatchers allowing each dispatcher to satisfy any need at any time. Dispatch staff also provides additional services including
Automatic Vehicle Location (AVL), pre-arrival instructions for medical and fire calls, and confirms warrants. Of the 52 dispatchers on
staff as of the close of 2020, 31% joined the DCC through consolidation and 35% have over 10 years of experience.

Over 15 10—15 5—10 3—5 0—-3

Years of Service  Years of Service  Years of Service  Years of Service  Years of Service

Mindy Dave Jim Mike M Jessica John
Kellie Gina Amy Noah Delci Derrick
LynAnn Jenni Tori Max Alex Alyssa

Tera Jolene Mandy Lindsey Annie Angie

Mary Tiffany Justine Kristina Sarah Jason

Cindy Anne Melissa Kyle James Riley

Mike W Stacie Karina Taylor Angela

Brian Gino Sarah B Mitch
Becky Katie Lindsay
Dan Zach Hannah

Joe




2020 Business Highlights

QA/Ql Supervisor

Appointed to the position of QA/Ql Supervisor, Tara’s new
responsibilities were stalled through the end of the year
due to COVID-19, and pending return of a supervisory
partner from military deployment.

This position will be responsible for analyzing all CAD,
phone and radio data, compilation of statistics reportable
to the consortium, and recommending training to
improve operational and individual performance. This
position is also responsible for staff adherence to
Emergency Medical and Fire Direction (EMD/EFD)
protocols.

Data/Video Wall
Installation of the long-anticipated data/video wall in the
dispatch center began mid-year.

Centrally located on the south wall of the center, and
suspended from the ceiling, this 3,500 pound wall will
hold twelve 55” monitors.

Upon completion, this project will display real-time CAD
and Phone statistics, MN DOT and Dakota County traffic
cameras. It will also allow for monitoring of weather
channels and other information necessary to aid in
ensuring resident safety.




2020 Business Highlights

Dispatch Monitor Upgrade

Since consolidation, each dispatch workstation housed
seven monitors, one for phones, one for radios and five
for CAD, mapping, Rapid SOS and anything else they may
need to access. These monitors were side by side
spanning the width of the workstation.

Due for replacement, the decision was made to replace
two of the CAD monitors with one larger 43” monitor.
Consolidating some of the CAD information onto one
larger screen would decrease the number of monitors to
5, allowing the dispatchers a more centralized viewing
area.

Uninterruptible Power Supply (UPS) Replacement

A UPS is an electrical apparatus that provides near-
instantaneous protection from power interruptions. The
DCC facility has two UPS units allowing half of the
dispatch workstations to be on each. This ensures
redundancy in the event one or the other UPS were to
malfunction.

Because backup generator power must be used during
this replacement, coordination of the large-scale effort
involves a number of parties including the vendor, Dakota
County Facilities, DCC Administrative, Technical and
Supervisory staff.

4-legged Therapy Visitors

In an effort to address stress inherent to the dispatch
career, the DCC began scheduling regular therapy pet
visits.




UNPRECEDENTED TIMES

With projects and hiring well underway, 2020 started out
like any other year. Administration was working with
facilities and vendors to prepare for the anticipated video
wall, 2021 budgeting was full speed ahead, and four new
employees joined DCC dispatch to bring the staffing level
to full compliment. Like the rest of the world, the DCC was
anxiously watching the COVID-19 outbreak in Asia.

In March, reports of COVID-19 were getting closer and
closer to home and staff began to prepare for executive
orders that would soon enact continuity of operations
plans and emergency preparedness across the county, the
state, the nation. The DCC stopped allowing visitors into
the facility, a pending supervisory promotion was
expedited and DCC Technical Support Specialists worked
to ensure admin staff had everything needed to be able to
work from home. All governance meetings were changed
to remote attendance, enforcement of facial covering and
social distancing began, and the DCC started increasing
cleaning and paper product supplies.

On March 18th, the Families First Coronavirus Response
Act (FFCRA) was signed into law. The act, effective April 1
through December 31%t, 2020, provided numerous forms
of assistance including paid sick leave.

On March 22, dispatch staff split into four teams working
12-hour shifts to decrease potential cross contamination.
Some welcomed the 12 hour schedule allowing for every-
other weekend off while others felt the 12 hour shifts
were too long. Most seemed to find some comfort in the
team environment. On March 27t DCC Board of Directors
declared a state of emergency.




UNPRECEDENTED TIMES

As reports of COVID-19 spread, staff focused in
implementing practices that would help protect staff from
preventable exposure. Technical support staff worked to
issue a keyboard, mouse and headset cord to each
individual. Upon entry to the facility employees were
required to wear facial covering and were met by a
supervisor who would take their temperature. DCC
practices were adjusted to help ensure the safety of staff
and responders in Dakota County. Specifically, activation
of the EMD 36-Pandemic card allowed dispatch staff to
identify COVID-like symptoms prior to responder arrival,
and advise them accordingly.

In May staff was not only dealing with COVID-19
precautions, but working with the Dakota County EOC
dealing with civil unrest across the County, DCC dispatch
staff briefly hosted Rice/Steele dispatchers as the result of
a threat made on their sheriff’s department, and much-
appreciated care packages were received from area
businesses. Recognizing a need for added emotional
support, administration approved a request for employees
to bring their well-behaved pets with them to work for
some much needed pet therapy. The fithess room also
remained open for dispatch use during the long 12-hour
days.

In June, the DCC submitted it’s first request for public
assistance under FEMA for recovery of funds spent in
response to COVID-19. This request was partially
approved for $74,122.86.

On June 18t Executive Director Folie implemented a
Pandemic Response Plan detailing practices required of
staff as the DCC worked to return to normalcy.




UNPRECEDENTED TIMES

On July 5%, as the State of Minnesota was working to
safely reopen Minnesota’s Economy and ensure safe non-
work activities, a hands-free temperature scanner was
installed and facial coverings were required whenever
staff was away from their workstation. Dispatch staff
returned to their regular schedule while admin and
technical support staff continued working remotely.
Practicing precautions, contractors were again allowed on
the dispatch floor to begin video wall installation.

In August, the DCC submitted it’s second FEMA request.
This request was approved for $21,393.94.

In an effort to maintain some level of normalcy, trainers
kept training, National Telecommunicator’s Week was still
observed and other annual efforts including flu vaccines
and staff recognitions continued.

On November 22nd, with the resurgence of COVID-19
reports across the state of Minnesota, the decision was
made to return to the emergency 12-hour schedule
through the end of the year. Administrative and technical
support staff were directed to continue working remotely,
only coming in when necessary, but contractors were
allowed to continue project efforts. As reported across
the Country, morale was down.

As 2020 came to a close, staff started processing the third
and final FEMA submission of the year, and discussion
turned to uncertainties related to the soon-available
COVID-19 vaccination.

A gift from
1 our family to yours.
thank you for all you do. |

| scjohnson




DCC Trainers & Mentors

In order to be a member of the DCC Communication
Training Officer (CTO) team, Dispatchers must have three
years of experience (or be recommended by supervisory
personnel) and must successfully complete the APCO
CTO course. Trainers must be highly confident in their
skills, have a desire to share their knowledge with
others, and be able to tailor their training practices to
accommodate trainee learning styles. A great trainer is
someone who can do all of this while giving necessary
direction, thoughtful and unbiased evaluations while
supporting and encouraging their trainees to perform
the tasks expected of the position. With four new hires,
training needs were significantly less than the previous
few years.
2020 TRAINERS

Alex Justine Max Zach
Delci Katie Melissa

James Kristina Noah

Jessica Mary Tera

Mentors provide new hires with practical reassurance,
emotional encouragement, unbiased support and coping
skills necessary to reach their goals of career success.
DCC employees deserve an enjoyable and positive work
environment. Mentors strive to foster this type of
environment by leading by example and encouraging
their partners to do the same.

2020 MENTORS

Annie Katie Mary Pascale
Jen LynAnn Mike W Sarah W
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2020 Staffing

New Hires
Jill Angela Hannah
Jack Mitchell
Joe Lindsay

Resignations

Jill Jack Joe
Promotions

Pascale
Retirement

Doris — 33 Years of Service

Doris began her career dispatching for the Lakeville Police
Department on May 11th, 1987. After 13 years of working
overnights, she became a Lead Dispatcher and continued
in that capacity until consolidation under the DCC in 2007.

Doris was promoted to Dispatch Supervisor in February of
2008.

An integral part of the supervisory team, Doris was also a
COM-L and developed the COOP program which soon
became recognized nation-wide.




2020 Staffing

2020 was a much needed year of staffing stability. Having hired four new dispatchers in February, the authorized staffing level of 53
was finally attained. This was short-lived however as a pending supervisory retirement and resulting promotion decreased the
gross staffing level to 52. With the pending onset of COVID-19, an executive decision was made not to fill the 53 authorized
position in 2020.

Unfortunately, between July 15t and October 1%, three of the four February hires elected not to continue employment with the DCC.
Two of these new hires cited concerns about not being able to do this difficult job long-term. The third noted that being an essential
employee during COVID-19 was proving to be too difficult with young children.

In October, weighing the pros and cons of hiring during COVID, administration elected to begin another hiring process. This very
successful effort had three new hires in training by the close of the year.

YEAR TO DATE DISPATCH STAFFING LEVELS
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National Telecommunicator’s Week

A dispatcher’s job is a complicated one. It is exciting,
rewarding, and quickly becomes a way of life. However, it
is also stressful, exhausting, thankless, and forgotten by
SO many.

Never coming in direct contact with callers, these true
first responders are often the unseen heroes, delivering
life-saving support over the phone until responders
arrive.

2020 was the 39™ year recognizing National
Telecommunicator’s Week across the Nation. Celebrated
the second week of April, this event offers much-
deserved recognition of our dispatchers.

Given the DCC had just declared a state-of-emergency,
the facility was closed to visitors. This didn’t stop our
Fire/EMS and Law Enforcement partners from sending
varying gifts and treats in recognition of dispatch efforts.

DCC provided employees with fitness bands for use at
their workstations in an attempt to help fill some of their
12-hour shift with a well-being alternative to the normally
sedentary expectations of the position.

While met with some significant limitations, staff
persevered and enjoyed the week celebrating their
contribution to public safety.




2020 Recognitions

The Dispatcher of the Year is nominated by DCC peers for their outstanding efforts and contributions to the organization over the
prior year. LynAnn received the 2019 Dispatcher of the Year award in March of 2020.

LynAnn began her career with the Burnsville PD as a dispatcher. LynAnn spent 10 years dispatching for Burnsville before accepting

employment with the DCC through the consolidation effort in January, 2007. LynAnn’s honest support for her partners, and new
hires as a participant on the Mentor team, is greatly appreciated.

Congratulations to LynAnn for joining previous and current partners as recipient of the Dispatcher of the Year award.

Dispatcher of the Year — LynAnn Previous Recipients

\ 2019 - LynAnn
2018—Cindy
2017—Tera
2016—Mindy
2015—Jenni
2014—Mike W
2013—John O
2012—Mandy
2011—Marylo
2010—Jolene
2009—Rachel
2008—Katie H




2020 Recognitions

Award of Merit
The Award of Merit is given to an employee for
outstanding self-initiated work or for long-term
exceptional performance and dedication to the DCC and
public at large. This award may be given to an employee
who displays extraordinary expertise, thoroughness or
determination.

Certificate of Commendation
The Certificate of Commendation is given to an
employee for an act or achievement that is above the
normal call of duty or beyond the normal performance
required of employees.

Stork Awards
The Stork Award is given to employees who have talked
callers through child delivery.

John K Alyssa Jim

Years of Service Pin Recipients

Kellie 25 years Dan 10 years
Brent 20 years Pascale 10 vyears
Tara 15 years Jim 10 years
Gina 15 years Melissa 5 years
Jenni 15 years Karina 5 years
Jolene 15 years Mike M 5 years

Jeff 5 years




2020 Health & Wellness

Dakota Communications Center is committed to helping
employees achieve their best health. Participation in the
STEP UP! Wellness Program is voluntary, and those who
successfully complete challenges are eligible for wellness
hours.

To complete the program, employees must participate in
a series of wellness events including a health assessment,
annual medical and dental exams and/or receiving a flu
vaccine. Recognizing that well-being includes emotional
and mental stability, the Wellness Committee randomly
challenges staff to also participate in friendly
competitions and community support initiatives. Some
of these activities included:

* Beating the Blues

* Donating Time

* Fitness Classes

* Cards for Hospitalized Kids

* Support our Troops

* Wearing Masks & Practicing Social Distancing(2020
specific)

In addition, employees who have no unscheduled leave
over a 3-month period are recognized for their health and
well-being.

As the 10t year of the Step Up! Program came to a close,
use of the DCC fitness center had increased significantly,
but overall participation in the monthly activities

Step Up! Cfoeﬁ




Training and Conferences

Prior to most 2020 conferences and training events being cancelled due to COVID restrictions, DCC administrative and supervisory
personnel attended their annual Radiological Emergency Preparedness (REP) training. Hosted by Homeland Security and Emergency
Management (HSEM), this annual training is required because of the close proximity of the Prairie Island nuclear plant. Training is
in-house on even-numbered years. On odd-numbered years, management and supervisory personnel must attend and test in four
courses:

*  History and Overview of the REP program
*  Emergency Classification Levels

. Basics of Nuclear Power

*  Basics of Radiation




Serving our Communities

Prior to most community events being cancelled due to
the pandemic, Dispatch Supervisor Rachel joined HR
Coordinator Jen at a college fair hosted by Hastings high
school. While jumping into a dispatch career right out of
high school is uncommon, it is important to reassure our
younger residents that there are great career
opportunities in their community that don’t require post-
high school education.

Mass Telephone Notification System (MTNS), also known
as Community Notification, allows staff to quickly alert
the public of emergencies or important information as
deemed necessary by local Fire or Law Enforcement. In
addition to automatically registered hard-wire home
phones, residents and businesses in Dakota County can
self-register cellular and other contacts to be alerted in
the event of an emergency in the area of their Dakota
County residence or business. As of December 31st, 2020
the DCC had initiated 15 notifications to the 247,875
contacts registered across Dakota County. 11,554 of these
contacts were self-registrations.

On May 31%, 2016 Jared joined the DCC dispatch team.
Having had no previous experience, Jared excelled in his
assignment and a short three years later he left the DCC
for employment with the Mendota Heights police force.
While it was a very bittersweet moment for the DCC, staff
was very pleased to see that Jared would be putting his
dispatch experience to use at one of our member
agencies. DCC'’s significant presence at Jared’s swearing-
in in February validated what a valuable asset Jared is to
the DCC and Mendota Heights Police Department.




Serving our Communities

Dakota Communications Center took over after-hours
warrant confirmations in 2010. This task, assigned to the
dispatcher assigned to the “Info” position, takes anywhere
from 10 — 20 minutes per confirmation. In 2020, DCC
confirmed 1,516 warrants on behalf of the Dakota County
Sheriff’s Department. The mid-year decrease is likely
attributable to the COVID lock-down.

2020 Confirmed Warrants
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Dakota Communications Center retains all phone and
radio communications on an audio and logging recorder
system (ALRS).

2020 was the fourth year of shared user agreement
between Dakota Communications Center and Scott
County permitting Scott County Sheriff’s Department
remote access to excess radio resources captured on the
logger but not currently needed by the DCC.

Consortium requests for recordings, whether citizen or
member agency, are routed through the member agency
involved in the communication.

Recordings are released to the member agency who then
retains or releases according to their agency policy.

2020 Recording Requests
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Finance

The DCC adopted 2020 member fees were $9,255,055,
which was a 1.9% increase over from 2019. While the
operating and capital budgets are primarily funded by
DCC membership, additional sources include a 911 state
refund and some mass telephone notification system
partnerships along with investment interest and League
of MN Cities rebates.

Personnel expenses accounted for 72% of the DCC budget
and the DCC building lease, equipment and building
maintenance, utilities, technology support and other
related costs made up the majority of non-personnel
costs.

The DCC 2020 approved capital budget expenditure was
$262,000 reflecting a $7,252 decrease from the 2019
budget. The approved capital budget reflected costs for
projects including the Data Display Wall/Analytics
(5230,000), CAD PC’s and Monitors ($24,000), RAD
Equipment Replacement ($5,000), a new supervisor PC &
phone ($3,000).

Member contributions to the capital budget were
$394,000, reflecting a 0% increase from 2019.

Certificate of Appreciation




Incoming 9-1-1 Calls

Dakota Communications Center promotes calling 9-1-1 for all response. 9-1-1 calls may come from landline phones, wireless
phones or via text, which is also known as SMS. Also available to callers is the non-emergency administrative number. This number
receives calls from member agencies, alarm companies and callers who aren’t comfortable calling 9-1-1 for non-emergent needs. In
2020 Dakota Communications Center received a total of 310,538 calls.
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2020 CAD Events

The total CAD events by agency reflects all DCC and self-initiated responses for organizational disciplines. 366,340 total CAD
events were recorded in 2020. The DCC consortium has removed premise checks, detail, follow-up and civil paper service from
billable events resulting in 303,258 total assigned calls. This reflects a 4.9% increase of fire/EMS calls and a 15.95% decrease of
law enforcement calls.

Total CAD Events by Agency
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2020 CAD Events

Of the most frequent law enforcement calls, 58% are considered non-billable.

Most Freqlttlj/ent Fire/EMS Calls Most Frequent Law Enforcement Calls

1% 1%

M Medicals H Injury Accident M Traffic Stop M Premise Check
M General Fire Alarm 4 CO Alarm M Suspicious Activity 4 Extra Patrol

H Residential Fire Alarm M Nat Gas Leak/ Odor ® Follow up E 911 Hangup

i Structure Fire L4 Residential Smoke Alarm H Disturbance 4 Detail

H Commercial Fire Alarm H Alarm Burg/Holdup/Panic L4 Theft Report



2020 Inquiries

All inquiries from member agencies are investigated, documented and reported on a monthly basis as part of the DCC statistical
reporting. The nature of the inquiry and disposition of findings are tracked and reviewed in an attempt to identify possible trends.

With 82 total documented inquiries, 2020 continued a downward trend. Upon investigation, 13 of these inquiries were determined
to be unfounded, exonerated or technology-related. Actionable inquiries are handled with coaching and training, or discipline when
warranted. Of the 303,258 total CAD events in 2020, .03% resulted in actionable inquiries.

INQUIRIES TREND
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