ANNUAL

REPORT 2022

DAKOTA 911

POLICE - FIRE * EMS




Message from Director Folie

2022 was a year of transition at Dakota 911. In July, we had final
approval from the membership for a revised Joint Powers
Agreement (JPA) that changed our name from Dakota
Communications Center to Dakota 911 making it more apparent
that we are an emergency communications center. The JPA
revision also memorialized increased County funding of the Dakota
911 budget.

2022 saw significant changes in personnel. Operations Director
Cheryl Pritzlaff retired in July after a 38-year career in public safety.
Supervisor Brent Anderson was named the Operations Director and
officially took operational command upon Cheryl’s departure. As a
result of Brent’s promotion and long time supervisor Troy Ruby’s
retirement in July, telecommunicators Jim Zgoda and Kristina
Morales were promoted to supervisors. Kristina left on a long-term
military leave of absence and Sarah Wiessner was promoted to
supervisor. | announced my retirement in May effective in January
of 2023. All of these changes along with hiring 12 Public Safety
Telecommunicators resulted in a very busy year.

The COVID 19 pandemic continued to cause issues in 2022. In late
January, cases spiked and Dakota 911 staff who could work from
home did so. This only lasted a few weeks as the infection numbers
improved dramatically over a month’s time. There continued to be
occasional infections causing scheduling issues, but the latter half
of the year seemed much more “normal.”

Dakota 911 had a number of goals for 2022 and did well on most.
The goals were grouped into three categories. The first was
enhancing emergency response to calls for service through
processes and technology. The groundwork for an upgraded 911
system largely took place during 2022 while the upgrade itself will
occur in 2023. The updated 911 system will be cloud based
allowing for additional redundancy and capabilities. We also
worked with the Metropolitan Emergency Services Board on
installing RapidDeploy which will assist us in locating callers who
are unsure of their location.

The second goals category was improving the work environment
for employees. The desire for additional employee engagement
was a constant thought throughout the year. Engagement was
increased largely due to the pandemic subsiding which allowed
employees to be involved in the hiring process, selection of
workout equipment etc. We were also able to get some recent
hires involved in a countywide drill in August to help develop their
skills. Staffing issues minimized our ability to get employees to local
and national conferences.

The third category of annual goals was to improve the business
efficiency. The operations committees have streamlined their
meetings and an IT ticketing system has resulted in improved
management of technology efforts.

It has been a great honor to work with our partners across Dakota
County. Our Public Safety Telecommunicators are second to none
in providing emergency services and | couldn’t be more proud of
the staff and their accomplishments.

| hope you enjoy the 2022 Dakota 911 Annual Report.




Vision and Mission Statement

The mission of Dakota 911 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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Dakota 911 Board of Directors

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 Rosemount Councilmember Jeff
Weisensel, and Vice-chair Dakota County Commissioner Mike
Slavik, the Board of Directors met quarterly in 2022.

As representatives of their respective member communities
the Board of Directors provides high level policy leadership
on JPA and bylaws modifications, budget approval, and hiring
of the Dakota 911 Executive Director. The Board of Directors
successfully navigated their way through all three of these
large-scale efforts, bringing two of them to completion
before the close of the 2022. With the executive director
replacement effort well underway, the Board anxiously
awaited a report from the hiring committee, recommending
appointment of the fourth Dakota 911 Executive Director.

At the final meeting of 2022, governance said farewell to a
number of Board of Directors representatives including
Directors Katie Bernhjelm, Rosemary Piekarski-Krech,
Michelle Volk, Ultan Duggan and Dick Vitelli. Special thanks
to Director Duggan and Director Vitelli for having dedicated a
combined 24 years of governing guidance and support to the
Dakota 911 consortium.

2022 BOARD OF DIRECTORS

Apple Valley

Burnsville

Dakota County

Eagan

Farmington

Hastings

Inver Grove Heights

Lakeville

Mendota Heights

Rosemount

South St. Paul

West St. Paul

Councilmember John Bergman

Councilmember Cara Schulz

Commissioner Mike Slavik

Councilmember Mike Supina

Councilmember Katie Bernhjelm

Councilmember Jen Fox

Councilmember Rosemary Piekarski-Krech

Councilmember Michelle Volk

Councilmember Ultan Duggan

Councilmember Jeff Weisensel

Councilmember Lori Hansen

Councilmember Dick Vitelli



Dakota 911 Executive Committee

The Executive Committee consists of the chief administrator
of each Member organization. Chaired by Rosemount
Administrator Logan Martin, and Vice-chair Hastings
Administrator Dan Wietecha, the Executive Committee met
quarterly in 2022.

As chief administrators of their respective member
organizations the Executive Committee oversees the
operations and functions of Dakota 911. Working closely with
the Dakota 911 Executive Director, the Executive Committee
thoroughly reviews every operational and financial aspect of
any action being brought to the Board of Directors.

In 2022 the Dakota 911 Executive Committee worked
diligently to ensure JPA modifications were acceptable to all
member organizations. The Committee guided the Board of
Directors through the executive director replacement effort
and by the close of 2022 had a plan to have the new Dakota
911 Executive Director in place by the end of January, 2023.

At the final meeting of 2022, the Executive Committee said
farewell to Dave Osberg, who retired from his position as
Eagan City Administrator. Dating back to pre-consolidation
when he was Hastings City Administrator, Osberg provided
administrative guidance and support to the Dakota 911
consortium for over 16 years.

2022 EXECUTIVE COMMITTEE

Apple Valley

Burnsville

Dakota County

Eagan

Farmington

Hastings

Inver Grove Heights

Lakeville

Mendota Heights

Rosemount

South St. Paul

West St. Paul

Administrator Tom Lawell

Manager Gregg Lindberg

Manager Matt Smith

Administrator Dianne Miller

Administrator Lynn Gorski

Administrator Dan Wietecha

Administrator Kris Wilson

Administrator Justin Miller

Administrator Cheryl Jacobson

Administrator Logan Martin

Administrator Ryan Garcia

Manager Nate Burkett



Dakota 911 Operations Committee

Made up of the Chief/Sheriff (or their designee) from
member fire/EMS and law enforcement disciplines, the Joint
Operations Committee provides direct operational feedback
and guidance to Dakota 911. In 2022, Farmington Fire Chief
Justin Elvestad and Rosemount Police Chief Mikael Dahlstrom
co-chaired this committee.

2022 FIRE/EMS & LAW ENFORCEMENT CHIEFS

FIRE/EMS LAW ENFORCEMENT
Apple Valley Chief Russell Chief Francis
Burnsville Chief Jungmann  Chief Schwartz
Dakota County Sheriff Leslie
Eagan Chief Searle Chief New
Farmington Chief Elvestad  Chief Rutherford
Hastings Chief Townsend  Chief Wilske
Inver Grove Heights Chief Thill Chief Chiodo
Lakeville Chief Meyer Chief Paulson

Mendota Heights  Chief Dreelan Chief McCarthy

Rosemount Chief Schroeder Chief Dahlstrom
South St. Paul Chief Juelfs, Chief Wicke
West St. Paul South Metro Fire Chief Sturgeon

ADHOC FIRE/EMS CHIEFS
Miesville Chief Latuff

Randolph-Hampton  Chief Whitson



Dakota 911 Organizational Chart
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Dakota 911 Public Safety Telecommunicator Supervisory Assignments

Dakota 911 saw much movement in staffing in 2022. Long-
time supervisor Troy retired. Brent was promoted to
Operations Director, and Telecommunicators Jim, Kristina
and Sarah were promoted to supervisors. At the close of
2022, Dakota 911 had 9 Public Safety Telecommunicator
Supervisors, all highly capable of managing any, and every
responder and dispatch need.

Two of the Dakota 911 Supervisors work in specialized
administrative assignments. Vicki is the Dakota 911 CAD
administrator, and is also in charge of ongoing training and
statistics. Tara is responsible for Quality Assurance and
Improvement, and the recognition committee.

Seven of our supervisors partner to provide around the clock
floor supervision and support and also have a long list of
supplemental assignments. Rachel is one of two new hire
training supervisors, she shares in management of the mass
telephone notification system and participates on the Radio
Users Group. Matt’s supplemental assignments include
MSAG, backup to the CAD Administrator, and participation
on the Radio Users Group. Andy, a COM-L, facilitates in-
house Continuity of Operation (COOP), participates in
domestic preparedness, attends the first responder group
meetings and shares in management of the mass telephone
notification system. Pascale handles telecommunicator
scheduling, Toward Zero Deaths and coordinate facility tours.
Jim jumped right in to his supplemental assignments joining
Rachel as a new hire training supervisor. Kristina is currently
out on military leave and we look forward to her return.

Sarah, the newest member of the supervisory team, is
anxiously awaiting her supplemental assignments now that she
has a few months under her belt.

This team persevered through a number of changes in 2022.
There is no doubt they will continue to provide superior service
and help ensure Dakota 911 continues to be a premier
emergency communication center.

Not pictured: Pascale and Sarah



Dakota 911 Public Safety Telecommunicators

Dakota 911 Public Safety Telecommunicators process
emergency and non-emergency calls for assistance. They
provide dispatch and communication support for police, fire,
EMS and other related services.

Dakota 911 telecommunicators are fully trained to handle any
citizen and responder need at any time. They use numerous
supplemental products to aid responders and citizens, and to
support callers until responders arrive. These products
include:

* Automatic Vehicle Location (AVL)

* RapidSOS/RapidDeploy

* Emergency Fire Dispatch (EFD)

* Emergency Medical Dispatch (EMD)

* Pre-arrival Instruction

* Mass Telephone Notification System

* 3SI Tracker Tool

In addition to providing superior dispatch services around the
clock, Dakota 911 public safety telecommunicators engage
the public by hosting safety camps and attending member
agency open houses and events.

At the close of 2022, Dakota 911 Public Safety
Telecommunicators had logged a combined 440 years of
service to Dakota County agencies. Of our 51
telecommunicators, 25% had joined Dakota 911 through the
PSAP consolidation in 2007, and 33% had 10 or more years of
experience.

Over 20

Years of Service

Mindy
Kellie
LynAnn
Mary
Cindy
Mike W
Brian K

15
Years of Service

Dave
Gina
Jenni B
Jolene
Tiffany
Gino

10
Years of Service

Becky
Tori
Amy

Mandy

5
Years of Service

Justine
Melissa T
Mike M
Noah
Max
Jessica
Lindsey
Kyle
Delci
Alex
Annie

Under 5
Years of Service
James Melissa P

Taylor Lauren
Sarah B  Brittney

John K Hannah
Alyssa Katarina
Joe Patrick
Jason Chris
Riley Peyton
Angela Heather
Josh Maya
Becca Brian W

Jenny M



2022 Business Highlights

Renaming of Dispatcher to Public Safety Telecommunicators
and Public Safety Answering Point to Emergency
Communication Center

In 2022 the 911 dispatching industry continued pursuit of a
lower retirement age. Like their law enforcement, fire and
corrections public safety partners, this would allow
dispatchers to retire earlier than age 67 without incurring
penalties when drawing on their pension.

The dispatcher occupation is currently classified as
Administrative Support by the Department of Labor Bureau
of Labor Statistics. The 911 dispatching industry believes
reclassification of the occupation as a Protective Service
would help the initiative. However, any reclassification would
need to be made at the federal legislative level. A bill to
reclassify the dispatcher occupation was introduced in 2022
for further consideration in 2023. In the meantime, dispatch
centers nation-wide were asked to take local steps, including
renaming of position titles to something that more clearly
identified the roles and centers as public safety and
emergency centers.

Mid-2022 Dakota 911 changed the dispatcher position title to
Public Safety Telecommunicator (PST), the dispatch
supervisor position title to Public Safety Telecommunicator
Supervisor (PST Supervisor), and any references to Public
Safety Answering Point (PSAP) to Emergency Communication
Center (ECC). The renaming of these positions and the center
is one way Dakota 911 can join in the unified effort to
recognize our staff as public safety personnel, and support
telecommunicators nation-wide.
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2022 Business Highlights

Joint Powers Agreement Modifications

In early 2022 Dakota 911 funding discussions that began in
2020 gained momentum. Working with Dakota 911 Fiscal
Agent, City of Lakeville, Dakota 911 administration was able
to break budgeted costs into two categories, fixed and
variable. The consortium agreed that fixed costs were costs
inherent of a 911 emergency communication center
regardless of usage, and variable costs were costs incurred
based on member use.

Reiterating that the County was not interested in taking over
control of Dakota 911 operations, the County Board generally
agreed that fixed costs should be borne by all County
taxpayers. As a result, the County Board agreed to
incrementally start increasing the County’s payment toward
total annual fixed costs.

Revised and signed by all member City Councils in May and
June, and the Dakota County Board of Commissioners in July,
the new funding formula would be reflective of a three year
plan where Dakota County would be paying 50% of total
annual fixed costs by 2024.

Beginning in 2022, and during the three year phase-in period,
membership continued to discuss the possibility of Dakota
County taking over 100% of fixed costs as early as 2025.




2022 Business Highlights

Rebranding

Since consolidation in 2007 Dakota Communications Center,
or DCC, dealt with external and internal confusion related to
the organizations name. Many believed DCC stood for
Dakota County Communications. The DCC was also
occasionally mistaken for Dakota County departments like
Corrections (DCCC). Neighboring centers all clearly identify
either 911 or “emergency” in their name. Because the Joint
Powers Agreement was already under review for funding
discussions in 2022, administration felt this was an ideal time
to also undergo a renaming and rebranding effort.

In June, Dakota Communications Center became Dakota 911.
The new name and logo clearly identify the service provided,
and who it is provided to. Similar to the “thin blue line” for
law enforcement, and the “thin red line” for fire, the “thin
gold line” in the logo is recognized nation-wide, representing
the public safety telecommunicator discipline.

While the fiscal agent worked at the federal and state levels,
administration began efforts to update all literature, social
media and signage. Dakota 911 administrative and technical
staff worked with a third-party vendor to bring new life to
the website, Dakota911mn.gov, and Telecommunicator Kyle
facilitated updating of the Dakota 911 challenge coin.

While staff was very pleased with the renaming and
rebranding effort, it will likely be years before membership
and citizens stop using the Dakota Communications Center,
or DCC references they have become familiar with.

DAKOTA 911
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2022 Business Highlights

Operations Director Retirement and Replacement

Cheryl Pritzlaff began her public safety career as a CSO for the
Edina Police Department in 1984. She transition to the
position of Dispatcher in 1987. In 1990 Cheryl accepted a
dispatch position with the Burnsville Police Department. She
worked in that capacity until the PSAP consolidation in 2007
when she became a Dakota Communications Center
Dispatcher. Later that year she was promoted to Supervisor
and in 2011 she was again promoted, this time to Operations
Director. On July 28th, 2022, after 11 years as Operations
Director and 38 years of public safety service, Cheryl retired
and congratulated her successor, Brent Anderson on his
promotion to Dakota 911 Operations Director.

Brent Anderson also worked for Burnsville Police Department
as a dispatcher until the 2007 PSAP consolidation effort when
he became a Dakota Communications Center Dispatcher.
Brent worked in that capacity until being promoted to
Dispatch Supervisor in 2011, and Operations Director in July
of 2022.

Similar to Cheryl, Brent brings a great amount of experience
to the Operations Director position. Congratulations to Cheryl
Pritzlaff on her retirement, and to Brent Anderson on his
promotion.




2022 Business Highlights

New Call Type — Psychiatric Stage

Using our Emergency Medical Dispatch (EMD) protocols,
Dakota 911 is able to identify psychiatric calls. Taking it one
step further, staff is able to identify if these calls involve
weapons or violence. In 2022, as a result of Travis’s Law and
in collaboration with member fire departments, Dakota 911
implemented a Psychiatric Staged fire call type. For
psychiatric calls with no indication of violence or weapons,
Dakota 911 staff is able to send medical response without
the assistance of law enforcement. However, in the event
the caller indicates risk of violence or weapon involvement,
the jurisdiction may also choose to start law enforcement
response. This response will either stand by, or clear the
location for safety prior to medic or rescue arrival. The goal is
to help avoid event escalation while ensuring the safety of
our first responders.

New Service - ASAP to PSAP

Automated Secure Alarm Protocol (ASAP) was implemented
in May, 2022. With ASAP to PSAP, participating alarm
companies are able to securely send alarm activation
information directly to Dakota 911’s CAD system. Electronic
receipt of this information results in greater accuracy and a
much quicker response. It has also eliminated phone calls
from alarm companies, freeing up Dakota 911 Public Safety
Telecommunicators to handle emergent incoming calls.




COVID-19

2022 COVID experience started out rocky with the 7-day
infection case rate reaching record levels. As a result, all Dakota
911 personnel who were able to work remotely were ordered to
do so. This included administrative staff, technical support staff
and supervisors assigned to administrative duties. Included in
the order were additional directions for anyone who could not
work remotely, Dakota County personnel who were co-located in
the emergency communication center, and necessary vendors.
These directions identified facility access restrictions, use of
KN95 masks when away from workstations and use of
temperature kiosks before accessing restricted areas. Thankfully,
it was only about a month before administrative and technical
support staff was able to return to the facility.

In April, staff was pleased to hear that all executive directives
related to COVID had been lifted. All personnel working in the
facility were encouraged to use common sense safety
precautions, and Dakota 911 staff was informed that the
organization would be following CDC protocol related to COVID
exposure and positive diagnoses. This news came just in time to
celebrate National Telecommunicators Week and attend the 360
Communities luncheon.

Through the year COVID continued to complicate staffing
struggles, but as always staff commitment ensured no call went
unanswered.

While many employees had loved ones who had been forever-
impacted by COVID, we were pleased to report Dakota 911 staff
worked through yet another year relatively healthy.

“Caturday” Festivities

360 Communities Luncheon



Public Safety Telecommunicator of the Year

Each year Dakota 911 Public Safety Telecommunicators select a
partner as Telecommunicator of the Year. The recipient of this
award is recognized for their outstanding efforts and
contributions to the organization over the prior year. In
recognition of his consistently high quality of performance,
room awareness, attention to detail, clear and concise handling
of radio incidents, and continual contributions toward policy
and procedural improvements, Gino was selected as 2021
Telecommunicator of the Year, awarded in April 2022.

Gino began his public safety career in 2002 as a Lead 911
Dispatcher for Hopkins Police Department. In 2005, he became
911 Supervisor for Waukesha County Communications, but
returned to Minnesota in 2006 where he temporarily worked as
a 911 Dispatcher for Apple Valley Police Department until PSAP
consolidation in 2007. Gino has filled in as a casual on-call 911
Dispatcher for Carver County and Minnetonka Police
Department and has served as a Reserve Officer for
approximately 25 years in various cities, including the City of
Hastings, where he currently serves.

The Rosemount American Legion recognized Gino at their
annual event in March, 2022. Congratulations to Gino for
joining previous and current partners as recipient of this
important recognition.

Recipients
2021: Gino 2016: Mindy 2011: Marylo
2020: SarahW 2015:  Jenni 2010: Jolene
2019: LynAnn 2014: Mike W 2009: Rachel
2018: Cindy 2013:  JohnO 2008: KatieH

2017: Tera 2012: Mandy



National Telecommunicator’s Week

The second week in April of every year emergency
communication centers nation-wide celebrate the never
seen, only heard first responders, Public Safety
Telecommunicators.

After two years of highly restrictive celebration due to COVID,
the week of April 10t — 16" 2022 couldn’t have come at a
better time, just two days after COVID restrictions were
lifted.

During National Telecommunicator’s Week, administration,
member agencies, industry organizations and our
communities express gratitude by issuing awards, sending
treats, and lighting structures in gold in honor of our
telecommunicators. Internally, our telecommunicators get
creative by celebrating theme days. Supervisors join in the
festivities by providing meals and treats, and Administration
is always good for a surprise or two.

Throughout the year Dakota 911 celebrates employees and
their accomplishments. Some of these accomplishments are
further recognized during National Telecommunicator’s Week
in the form of Awards of Merit and Certificates of
Commendation.

All of these little opportunities pale in comparison to what
our telecommunicators deserve. Unfortunately being
“plugged in” 24/7 does not allow for large group celebrations
or events. So we celebrate what, and when we can.
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2022 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 Dakota 911 and the public at large. This
award may be given to an employee who displays
extraordinary expertise, thoroughness or determination.

Amy

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.

Alyssa Gina Jolene Riley
Anne Gino Kellie
Brian K Jason Mary
Cindy Jim Noah
Stork Awards

The Stork Award is given to Telecommunicators who coach
callers through child delivery. Recognized by Dakota County
EMS, employees receive a certificate and a stork pin in the
color of the baby’s gender.

Derrick Annie Dave

Life Saving Award
The Life Saving Award is given to a Telecommunicator when
they administer life saving pre-arrival protocols.

Cindy Jenny M Mary
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Quality Assurance and Quality Improvement

Dakota 911 added a QA/Ql position in 2021. This full time
supervisory assignment is responsible for analyzing CAD,
phone and radio system data in an effort to identify
operational trends and opportunities for growth. Using a
software called AQUA, the QA/Ql supervisor also reviews
calls where Emergency Medical Direction (EMD) and
Emergency Fire Direction (EFD) is administered. In 2022 there
were approximately 1,700 calls reviewed, leading to a
complete rewrite of Dakota 911 Standard Operating
Procedures, and inclusion of an EMD refresher course at the
fall training.

Of the calls received, a high volume are for sudden cardiac
arrests. As the first point of contact, telecommunicators are a
critical link in the chain of survival. Providing the simplest
instructions possible, telecommunicators guide callers
through safe and effective CPR administration until
responders arrive.

People who experience out-of-hospital cardiac arrest and
receive high-performance CPR have a better chance of
surviving the event and making a full recovery. Dakota 911
does not always receive an update on a patient’s status, but
when a save is reported it is celebrated, as is the
telecommunicator who provided the guidance. Gina, a
Dakota 911 Telecommunicator, painted a Tree of Life mural
on the wall of the main hallway just outside the emergency
communication center. When a life saved is reported, a leaf
displaying the telecommunicator’s name and the date of the
call is added to the tree. In 2022 there were three leaves
added to this tree in honor of telecommunicator efforts, and
the life they helped to save.




Community Interaction

Getting staff out into our member communities is a Dakota
911 priority. Whether it is educating our children on the use
of 911 or giving our residents a face behind the voice, this
interaction continues to be a great opportunity for staff.

In 2022 Dakota 911 staff participated in the following
opportunities:

. Farmington Police Department Open House

» Life Works educational presentation

*  Rosemount Public Safety in the Park

*  Lakeville Safety Camp

*  Schmitty & Sons Transportation Fair

*  Dakota County Fairgrounds Public Safety Day

*  Lakeville Fire Department Open House

*  Apple Valley Fire Department Station 1 Open House
. Hastings Fire Department Open House

. Eagan Fire Department Open House

. Farmington Fire Department Open House

*  Apple Valley Fire Department Station 2 Open House
*  Burnsville Fire Department Open House

. Rosemount Fire Department Open House

*  Apple Valley Fire Department Station 3 Open House
. Inver Grove Heights Fire Department Open House

*  Lakeville Chamber of Commerce Presentation

* 911 Dispatch Job Fair

*  Lakeville Community TV Interview

* 360 Communities Luncheon

*  Apple Valley Chamber of Commerce Presentation




2022 Staffing

With an authorized Public Safety Telecommunicator staffing level
of 53, Dakota 911 started 2022 with a gross telecommunicator
staffing level of 51. With a net staffing level of 46, two pending
retirements and COVID uncertainties, administration decided in
January to increase the testing and interviewing frequency.

Moving to a continual hiring effort came with it’s own set of
necessary administrative and training challenges. Administration
facilitated approximately 100 telecommunicator  skills
assessments. Staff hosted countless sit-alongs and the interview
panel, made up of the operations director, a training supervisor
and a trainer ultimately hosted over 30 interviews.

Conditional offers were made to 14 applicants, 13 of whom
successfully made it through the extensive pre-employment
screening. Over half of Dakota 911’s 2022 new hires brought
current or previous dispatch experience with them, decreasing
their training time.

As of December 31t 2022, staff was reporting a 92% new hire
retention rate. Four of the 2022 hires had been out of training
for a number of months and the others were on track to be done
in early 2023. Dakota 911 administration was already working
with two additional candidates who were expected to start their
training in January of 2023.

While the 2022 hiring effort was extremely successful, the net
staffing level continued to linger in the low to mid 40’s through
the year as the result of leave, retirements, unexpected
resignations and three promotions. Staff is looking forward to
2023 when the rest of the 2022 new hires complete their
training and are able to contribute to the scheduled staffing
level.
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Dakota 911 Trainers

A Dakota 911 Communication Training Officer (CTO) must
have three years of experience and must have successfully
completed the APCO CTO course. CTOs 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 and thoughtful and unbiased evaluations
while supporting and encouraging their trainees.

Dakota 911 CTOs are not only depended on to ensure the
success of their new partners. They are also an integral part
of development of Standard Operating Procedure (SOP)
material and resources used by all telecommunications
personnel.

In 2022, Dakota 911 CTOs logged over 5,800 hours of
training.

2022 TRAINERS

Brian K Jess Mary Sarah B
Delci Joe Max Taylor
Gino John K Melissa

Jason Justine Noah

Jenny B Mandy Riley




Dakota 911 Mentors

Dakota 911 Mentors provide practical reassurance, emotional
encouragement, unbiased support and coping mechanisms
necessary during training and beyond. They strive to foster an
enjoyable and positive work environment by leading by
example and encouraging their partners to do the same.

To be a Dakota 911 mentor, an employee must commit to
contributing to a positive work environment, and to engaging
new hires throughout their training experience.

In 2022 Dakota 911 mentors engaged and supported 15 co-

workers, all in different phases of training.

2022 MENTORS

Angela Jen LynAnn Sarah B
Annie Josh Mike W Tori

Dave Kyle Riley

_Annie Halverson
munications Center
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Training and Conferences

In addition to new hire training, Dakota 911 offers regular and
recurring training and recertification. These training events
include, but are not limited to:

CPR

* Emergency Medical Direction (EMD)

* Emergency Fire Direction (EFD)

* BCA Security Training

* Harassment and Discrimination Training

* Crisis Situation and Stress Management

* Customer Service

* Continuity of Operations

* TDD training for communications with our deaf and
hearing impaired customers.

* CAD Tips & Tricks

* Rapid Deploy

In the fall, all telecommunicators and supervisors were
required to attend a 3 hour review of EMD protocols with a
representative from the International Academy of Emergency
Dispatch (IAED). Also provided in this training was guidance
on how to fast track ECHO level and structure fire calls.

When able, Dakota 911 sends staff to local and national
conferences. These conferences provide a valuable
opportunity for staff to engage current vendors, and better
understand up and coming technology. Conferences
attended in 2022 included:

* Navigator (EMD/EFD) National Conference
* APCO/BCA/NENA Local Conference




Serving our Communities

Through the use of an Audio and Logging Recorder System
(ALRS), Dakota 911 records all phone and radio
communications. These recordings are retained for 180 days.

Upon request from a member agency, Dakota 911
supervisors are able to pull phone or/and radio
communications for any CAD event or Case file. Occasionally,
Dakota 911 receives a recording request from a neighboring
agency, outside legal counsel or the public. While it has been
determined that recordings are the property of Dakota 911,
public requests for recordings are released through the
responding member agency according to their agency policy.

While the time it takes to pull one recording request is
typically only a couple minutes, it can take much longer than
that for large-scale events. When a CAD event or Case File is
not available, the supervisor must do some investigative
work to ensure the correct information is pulled.

In 2022, Dakota 911 supervisors pulled 2,077 recordings for
member agencies. Dakota 911 staff and members alike are
looking forward to future capabilities where members can
access this information directly and immediately.

A Joint Powers Agreement between Dakota 911 and Scott
County for use of the Dakota 911 Audio Logging System
continued in 2022 allowing Scott County the ability to utilize
unused space on the Dakota 911 logging system. Neither
agency has the ability to access the other’s recordings.

The Dakota 911 ALRS is scheduled for replacement in 2024.
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Finance

Dakota 911 adopted 2022 member fees were $8,708,886,
which was a 4.11% decrease from 2021. In addition, there
were fund balance rebates to members in the amount of
$1,100,000 for 2020 and 2021.

While the operating and capital budgets are primarily funded
by Dakota 911 membership, additional sources include 911
fee revenues provided by the State of Minnesota, some mass
telephone notification system partnerships, investment
interest and League of MN Cities rebates. Personnel
expenses accounted for 73% of the Dakota 911 budget and
the building lease, equipment and building maintenance,
utilities, technology support and other related costs made up
the majority of non-personnel costs.

The adopted 2022 capital budget reflected expenditures in
the amount of $57,000. Costs included CAD PC’s and Monitor
replacement ($24,000), Touch Screen Monitor replacements
(524,000), Computer Replacements ($6,000), and Exercise
Equipment ($3,000).

The result of signing of an Amended and Restated Joint
Powers Agreement Establishing Dakota 911, the 2022
adopted budget was amended to reflect a commitment by
Dakota County to increase their member contributions
incrementally starting in 2022.

For the second year in a row, there were no member
contributions to the 2022 capital budget.




Total Incoming Calls

While Dakota 911 promotes calling 9-1-1 for all response, there is also a non-emergency number available for member agencies,
alarm companies, and callers who aren’t comfortable calling 9-1-1 for non-emergent needs. In 2022 Dakota 911 answered 297,156
total calls. Of these calls, 174,400 or 59% came in as 9-1-1 while 122,756 or 41% came in on non-emergency administrative lines.
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Incoming 9-1-1 Calls

9-1-1 calls may come from landline phones, wireless phones or via SMS (Short Message Service), which might be better known as
Text Messaging. Of the 174,400 9-1-1 calls received, 92.39% came from wireless phones, 7.38% came from wireline phones, and

.23% came via SMS.

2022 Incoming 9-1-1 Calls
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2022 Law CAD Events

There were 346,647 total law enforcement CAD events in

L DE isdicti
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2022 Fire/EMS CAD Events

There were 48,359 total fire/ems CAD events in 2022. This
total includes all medical calls that may or may not result in
member fire apparatus response. While no fire call types
are considered non-billable, medical events are only billed
to member jurisdictions if their fire apparatus responded to
the event.

Because Dakota 911 uses Emergency Medical Direction
(EMD) and provides pre-arrival instructions to callers
regardless of who the responding organization is, much
time and effort is put into medical calls that are not billed.

Most Commonly Used Fire Call Types

M Injury Accident

i General Fire Alarm

4 Residential Fire Alarm

14 Carbon Monoxide Alarm

H Natural Gas Leak

M Structure Fire

H Commercial General Fire Alarm
H Citizen Assist

H Commercial Water Flow Alarm
M Residential Smoke Alarm

Most Commonly Used Medical Call Types

H Sick Person

M Falls

4 Breathing Problems

L4 Psychiatric

H Unconscious/Fainting

M Chest Pain/Non-traumatic

H Unknown Prob/Person Down
H Other

The 12% “other” is made up of Hemorrhage/Laceration,
Convulsions/Seizures and Abdominal Pain.

Fire/EMS CAD Events by Jurisdiction
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2022 Inquiries

All inquiries from member agencies are investigated,
documented and reported on a monthly basis as part of the
Dakota 911 statistical data. The nature of the inquiry and
disposition of findings are tracked and reviewed in an
attempt to identify possible trends.

With 23 total documented inquiries, 2022 continued a
downward trend. Upon investigation, 4 of these inquiries
were determined to be unfounded, exonerated or
technology-related. Of the 395,006 CAD events in 2022,
.006% resulted in actionable inquiries. Actionable inquiries
are handled with coaching and training, or discipline when
warranted.

In addition to inquiries, Dakota 911 also documents
compliments and recognitions from the public and our
member agencies. In 2022, Dakota 911 personnel received 27
recognitions from member agencies and 6 recognitions from
the public.

2022 was the first year in which the number of recognitions
exceeded the number of inquiries.

Internally, Dakota 911 staff had over 70 documented
compliments and recognitions from the supervisory and
management staff for efforts deemed to be above and
beyond the normal call of duty.
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