PSAP Name: SALT LAKE VALLEY EMERGENCY COMMUNICATIONS CENTER (SLVECC)

PSAP Comments UCA's C ts and ions for

Minimum Standards Compliantat | IfY, how
thetimeof |  many

reporting: months

compliant in|

2022

11| APSAP snall have ot east o elecommunicators 1 “The staffing forecast als for between 5-17 employees @ be on
answering 911 calls at all imes and il alsostaf duy atany gven time during the year. SLVECC' awest staffing
Sufficienty to meet minimum standard #7 by utizing numbers are during the early morning hours when we have at
either staff employed by thir PSAP,utizing an least 20 personnelon-duty. The number of employees on-duty

another PSAP ithin m the appror. 0600 throughaut the day ncreases to 32 or
PSP can make calls and dispateh a full emergency.
response,or utizing Vrwal Consolidation s defined in
Uchs tategie Plan thousands of non-emergency callsVECC receives on behalf of
VECCs member asences
12| For each medical call processed, the PSAP shall s been using APCO Intellcamm for our EVMD
utiize EMD caller interrogation protocs that protocals since March of 2021. This change from 3 protocal-
contain, 3t minimu, the following. bas to:a criteia based ane has ncreased
efficiencies i our cal 1o dispatch imes s wel a5 providing
for more flexibiltyinthe call takers abilty o move through
the call s the cal s triaged and processed. Ithas increased
the calltaker's confidences and allows for more local
control of the protocols s requested by our fire/EMS
3 cencies and medicaldirector

31 The speciicpieces ofinformation that must be

eathered for each tvoe of call:and

) Pre-artval nstructions/post-ispateh instructons.

designed to address caller or patientvetm safety

and/or o preserve evidence, and

<) PSAPs should dspatch high-priority medical, fire and

law enforcement cals a5 so0n 3 location and call type

are veriea

43 [The Psap shall mplement and maintain a Qualty SLVECC received over 295377911 calls n 2022 and a totalof
Assurance (QA") program that reviews 911 call 27,516 administrative calls (infoutbound). Pullng 2% of total calls
recordings from each discpline police,fire and 7.1.2015 eferenced
medicl)processed by the PSAP and provdes feedback above) would have required over 23,000 calls o be reviewed
tothe associated telecommunicator. The QA program which SLVECC does not have th staffar resources ta be able to
Should 3t minimum meet the APCO/NENA Quality accompish. Our two QA Superuisorsreviewed Justover 7,000 calls
Assurance program standard as setforthin APCO/NENA 1 calls and AL
NS 1.107.1.2015 cals were reviewed by our Medical Director and his staf for

complance and outcomes. The QA Supervisors only reviewed
incoming 5-1-1calls and the Operation Superuisors are tasked with
reviewing the radio or dispatching portion of the call, Thatthe.
eference APCO/NENA ANS Standards requires.”

(W2 [The PSP shallnot allow a telecommunicator o v 0 Al mewly hred personnel are in raming from 14-16 weeks | VA
tkefprocess 2911 call lone unless the a5 they begintheir careers here 35 call akers. During this
telecommunicator has comleted the PSAP' training period o time, they attend POST, BCI Certficaton, CPR
program and is EMD Certed Certficaton, and MED Certficaton Training.3s wellas

addiionalinternal intruction from SVECC trainers in 3
classroom seting. Folowing thei clasroom time, they are
then assigned a training ffcer wh willwork with them an
the dispateh floor in reakaworid environment taking calls. At
the end ofther floor raning, they il be iven 3-days to
9255 3 50l0,during which tme thy will be working on thei
‘own but be monitored by a traning office with each call
eviewed and criqued. At the completion of thei solo,
they either released to work an their own, but remain on
probation unil there Lyear mark o they ae provided an
additional 2-weeks of training before once again ryng to
pass thir solo

(75 [The PsAP shall mplement and maintan, either v 0 WA
internally or through a contract, a training program that
a1 Al cerified telecommunicators shall mainain il v 0 SIVECCs Training Diiion s responsile or providing and
required cerifcations sted under th POST
requirements maintaining POST certication. €ach year, the newly formedt

Training Dvsion provides four mandatary quarterly &-hour in-
service rlning sssions. These quartely trainin sessions are
designed to provide for compliance with POST, CPR, BCI and EMD
re-certfications and training hours,
51 Al PSAP trainers snall be acively certed a5 3 v n We have 3 Training Dision made up of 21 employees of which |
wainer/instsuctor from a nationall recognized are APCO CTO Certifed and/or NENA CTO certfied. We have 12
organization, such a5 POST, International Academies of POST certfied instructors that assist in teaching our in-house:
Emergency Dispatch "IAED), NENA, APCO, o another ciasses to SLVECC saff o teach casses at POST.
organization approved in advance by the 911 Division,
) Vicets the APCO Miimum Training Standards for v 0 "We have over 75 employees hat have completed or in-house CTO|
PublicSafety Telecommunicators as st forth in the certification madeled after the APCO CTO Program. We twa
103.22015 or the NENA Minimum Training aining Supervisors who have completed the Certfied Public
Standards, Managers (CPM) course and three that are i certfed

(46 [The PsAP shal not intentionally manipulate 911 call v 0 Al stastical data for this report was compled based on he
countsor other data. Exampls incude, but are not standards as provided by UCA and the ECATS system. These
limite o, manipulating ECATS services to incude 10 reports and sats are presented monthly to the SLVECC Board of
digitphone numbers n 911 call counts and/or making Trustees a5 well s certain elected offcals and the Executive
non-emergency 511 calls/texts by PSAP or other Director of UCA. No attems to manipulate or change the data

provided have been done.
included)

(17| Ninety percent (0%) o al 911 calsarriing ot the PSAP. v 12(50%) /2 95%) SLVECC's Average 911 Answer Time for 2021 was 9173% 1 | WA
shall be answered within fifteen 15) seconds and the equal to orless than 15 seconds category . Ths was in
ninety-fe percent (95%) of calsariving at the PSAP. increase of over 12.32% from 2022. SVECC's Average §-1-1

This Answer Time for 2022 was 52.91% i the equal to or less
standard willbe measured using the "PSAP Answer than 20 seconds category. This was an increase of 9.76%
Time* report availble though ECATS. For purposes of over 2021 We have continued to hir personnel the
compliance withthis minimum standard,the following areatest change was the implementation o the ey
critri should be used when generating the report: Motorola Vesta NG911 Phone System in August of 2021."
ange - Last Year January-December); Period
oup- Year; Call Type - 311 Calls; Abandoned Fiters
Exclude Abandoned; Agency Afation - Defaul except
unselect training. Fo the purposes of compliance with
thisstandard, the box showing the "% answer time <
15seconds" and % answer time < 20 econds” under
the "Overall Percentage” will e used.

48[ the transferof 2 911 call has to accur, the PSAP shall v 0 12911 call s wransferred to amother PSAP or Dispatch | /A
follow the NENA Call Answering Standrd/Model center, they are tansferred inaccordance with the NENA
Recommendation. Call Answering Standard/Madel Recommendation in

additon o the adopted CAD-10-CAD Call Handling and 5-1-1
CallTransfe Protocols adopted by the UCA PSAP Advisory
Committee and UCA n 2021, This i accomplished by
announcingthe cal tothe receving PSAP or Dispatch Center
nce they have answered the al. The announcement shall

(19 [The PsAp shall maintain a comprehensive resilency and v n SLVECC maintains th following levls of redundancy | /A
back-up plan to mitigate events that may disrupt 911 egarding the PSAP's necessary equipment and
service to 3 community; tis may incude, but s not functionalty: Contral Stations for radio console back-up,
limited o, major equipment ailures, faclty ssues, Randheld radios or each positon, Amatuer (Ham) radios,
natursl of man-made disasers or any other event that back up celhanes, sateite phanes, lagtops and urmp
reduces o eliminates the performance abilty of the drives, Motorola Public Emergency Notification Systems
P, {incuding butnot limited to IPAWS, WEA,and reverse

notifications), GETS accounts; SLVECC has transiioned to
the new UCA Satewide Motarola VESTA NG 9-1-1 Phone.
System and Esinet i August 2021 which allows fo the
SLVECC staf 10 report to any PSAP in Utah,loin, and handle|
SLVECC calls SLVECC also has a Telephane System Failure
s taken depending
Best Practices

11 [The PSAP should accept tex 10-911 and adopt standard v 0 SLVECC has been receiing SM/ Text 0 5-1-1 callssince. /A
operating procedures for handiing the text cal, November 2015. SLVECC Procedure #4006 provides guidelnes for

handing

(12 [The PsAp should adopt an Acute Traumatic & Chranic v 0 SLVECC currently has 4 staff who are actve members 1 the Utah | N/A
Stress Management Standard, which may nclude the State CISM Team. They areal State Certfed inthe Peer Support
Utah Critcal Inident Stress Management Team, Program, This includes Individual peer support with referrals and
adopted standard should cal for local saff t assume. safey plans through our EAP program. SLVECC also has created ts

own Peer Support Team in 2021 made up of existing staf that have|
al elements o the Comprehensive Stress Management 3 passion and interest inthis team and ae trained and certfied
Programs ("CSMP"). Suchtasks would nclude procuring through our EAP provider i conjunction withthe program
CSMP funding,identiying and coordinating CSMP implemented through the Unifed Fire Authority here n Salt Lake
resources and aciatig access torelated sevices County. Both the Training Division and Peer Support Teamis
including Peer Support, riical Incident tres included in the SLVECC annual budget o allow for resources ta be
Managemen, local mental hlth traums therapists, provided for these programs to continue o exist and be
and other elaments of the CSMP. successtul”

(43 [The PSAP should have up-to-date Plicies and v 0 Crmaintains policies and procedures thatare /A
Procedures including those polces and procedures applcable 1o SLVECC and approved through various levels
found in NENA's -1-1 Center Operations Standards of management and agency oversght o nclude: The

Operations 5OPs located at SLVECC Management Team, Poice and Fire/EMS Operations
it/ nena.ore/page/OperationsStandards
restrictng adio channelsetc. There are also procedures
and guidelnes for evacusting the PSAP, pandemics, and
other disaster situations

(54 [The PsAP should be managed/supervised by an v 0 SLVECC's Agency Liaison Officer and Executive Directar | /A
individual possessing one or more of the following Hold CMCP, ENP and/or CPR certications
advanced certifications: NENA Center Manager
Certcation Program "CMCP"), NENA Emer

umber Professional "ENP"), APCO Registered Publc

fety Leader ("RPL) or APCO Certiied PublicSafe
Executive (“CPE"); and that manager/supervsor shllbe
rovided funds by the PSAP 0 supgort membership in
industry assaciatons and ongoing training and
education appropriae for thlr poston and
responsibiltes

(45 [The PSAP should report to AGRC each error t dentifies v 0 VECC has  GIS Caordinator that works closely with VECC's MSAG. | /A
in the outing of 911 cals wihin 14 calendar davs. on behalf of allthe VECC member agencies to maintain up-to-date

615 data for both the 911 phone system and
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