PSAP Name: PROVO CITY

Minimum Standards Compliantat | IfY, how PSAP Comments |UCA's Comments and i for
the time of | many
reporting: | months
Y/N | compliant
in 2019
W[ PP shall e he ECaTsSafing Forecast Mol v FE [ i Standard L sates 1 should e nted, Wi formula returns data for ca

provided to PSAPs at UCA's expense, o comply with
minimum saffing recommendations. The ECATS
Stafing Forecast Module reles upon the Erlang-C
formula which factors n call volume,

callduration, and

2115 seconds; CallDuration-the “mean” tme
calculated and shown by ECaTS; Growth Factor - 0%;
rap Up - 10 seconds; Additional Agents - 0. In order

recommended saffing forecast not the boundaries) at
altimes during the calendar year. It should be noted,
s dta for

ot count in the totas

alltaking. The
burden of racio raficvolume st taken nta considerationfor this report. In PSAPS
ableto

For each medical call processed, the PSAP shall
utilze EMD calle interrogation protocols that
b frllnwing:

2) Thespecifcpieces ofinformation that must be
athered for ench tvoe of el and

b) re-artva instructions/post-dispateh instructons.
designed to address caller or patient/victim safety
and/or to preserve evidence, and

<) P5APs should dspateh high-priority medica, fire and
v enforcement callsas soon s locaton and calltype
are veriie.

The PSAP shall mplement and maintaina Qualty

Assurance (\OA") program thatreviews 311 call
ecordings rom each discpline (poie,fire and
medical)processed by the PSAP and provides feedback
o the associted telecommunicator. The QA program
sta minimum meet the APCO/NENA Quaity
Assurance program standard as setforth in

<houla

The PSAP hall notallow  telecommunicatr to
tke/process 2 911 call i
telecommunicator has completed the PSA' trainng,

fone unless the

None

The PSAP shall implement and mantain either

nternally or through a contract, 3 raining program
s the fllowing slemer

21 Al certiied telecommunicators shallmalntain il

required certifications sted under the POST

organization approved in advance by the 511 Diison,

) Mieets the APCO Minimum Training Standards for
publicsafety Telecommr

|APCO ANS 3.103.2.2015 or the NENA Minimum
rsinine

nictors 3sset forth n the

Standarc

Paps are llowed 1o exempt non-ctizen

telecommunicstors wha were hired prior o Apri, 2016
who obtain certification through another source such

22 AC0 or NENA

The PSAP shall notntentonally manipulate 911 cal

counts or other data. Examles include, but are not
limited o, manipulating ECATS services to incude 10
it phon numbers n 911 call caunts and/or making
non-emergency 911 callftexts by PSAP or oth
governmental employees (mandated test calls/texts
ot induded,

Ninety fivepercent (95%) of all 511 cals aring t he

“Overal ercentage” wilbe used

1 the ransier of 3 11 call has o occur, the PSAP shal
follow the NENA Call Answering Standard/Mode!

None

3

The PSAPshall maintain a comprehensive resilency
and back-up plan to mitigate events that may disrupt
muniy;this may incude, but i no

reduces oreliminates the performance abilty of the
P,

None

elements, that establishes continuous service to their 11 callers: 11911 phones back-up,
2)radio traffic back-up, 3lpaging back-up, AICAD back-up, and 5o seating protocl
(ihere possivi)

Best Practices

The PSAP should accept textt0-911 and adopt
standard operating procedures for handing the text

None

o
The PSAP should adopt n Acute Traumatic & Chronic

sk responsiilyfor implementarion and evaluation
of all elements of the Comprehensie Stress
Management Programs ("CSMP"). Such tasks would
include procuring CSMP funding identiying and

therapists, and other clements of the CSMIP.

The PSAP should have up-to-date Polides and
Procedures incuding those polces and procedures
found in NENA's 1.1 Center Operations Standards
Psap Operations SOPs located

tps:/fwwnw.riena.ore/page/Operationsstandards.

None

The PSAP should be managed/supervised by an
individus! possessing

caton appropriate for ther positon and
responsiviles

Teidentiies

i the routing of 11 calls within 14 calendar davs.

2

19




