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Eve M. Dorman
David R. Gault
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. Dyarn L. Hafner
TLeslie A. Hamilton

* Susan Howe

Mary M. Kasparek
Shawna Lee
Gary S. Rehfeldt
Galen G. Strebe
Johw C. Talis

" Child Support Agency
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Bradford 5. Eogsdon

Support Enforcement Legal Director.

Assistant Corporation Counsels

Clare Altschuler
¢ Andreg Brendemueh!

To: Interested parties | Nausoen & Pt

H. Arleen Wolek
Randy A. Woodford -
Jerre Ziebelman

- Re: Redaction of attached document

To Whom It May Concern:

Attached is a redacted copy of a report dated May 6, 2008 entitted “9-1-1 Calls Related
to Incident 08-85855." Some redactions in the document were performed by the
Madison Police Department in consultation with District Attorney Brian Blanchard.
These redactions consist of information that must be kept confidential for purposes of
protecting the criminal investigation and prosecution. Additional redactions were
performed by the Corporation Counsel’s office, pursuant to the requirements of sections
-19.35(1)(am)1., 19.36(10), 19.85(1)(b), (c) and (f), and 103.13(6)(d) and (e) of the
‘Wisconsin Statutes. The material contained in these redactions is part of a confldenhai
personnel investigation currently being conducted by the County.. :

| am required by law to inform you that if you disagree with the redaction of any of the = -
content contained herein, you may seek review of that determination by mandamus
under §19.37(1), Stats., or upon application to the attorney general or district attorney.

If you ,have any guestions or concerns, please contact me and | will address them.
Very truly yours, = - '
%qﬂvua}m -.X__g / ,_\

Marcia MacKenzie

~ Corporation Counsel

- 210 Martin Luther King, Jr. Boulevard, Room 419, Madison, Wisconsin 53703-3345
- Vmce and TDD (608) 266 4355 / FAX (608) 267 1556



@@UNTY QE" @ANE | ’ ' JOSEE%I_;;ZC:;:;?RW(CK
Pubége Safety Communications 6081267-191

RICHARD D. McVICAR
Cperations Manager

City- Ceunty Bmld_mg, Rocm 109 : 808/267-3012
210 Martin Luther King, Jr. Boulevard .
. S . Madison, Wisconsin 53703-3342 . ‘ _ TOM HANRAHAN
KATHLEEN M. FALK : PH: 608/267-3911 » FAX: 608/266-9861 , Support Services Manager
VCounty_ Execulive o . ) ~ B0B/283-2914 ‘
. Date: ~May 6, 2008
To:  JoeNorwick
From: Rich McVicar
Re: 9-1-1 Calls Related to Incident 08-85855

On Wednesday aﬁernoon Alel 2, 2008, Commumcator  answered a wireless 9-1-1

call reporting that a female had been shot. and other communicators promptly ¢oordinated

a response by the Madison Police and Fire Departments under incident number 08-85855. A~
homicide was discovered. '

_ Later that aﬂemoon Communications Superwsor Rick Lange was contacted . by MPD because a
telephone associated with the homicide victim was believed to have called 9-1-1.- Lange asked
for my assistance in locating the requested information. | retrieved a call detail report from our
telephone system and provided a paper copy to Lange.

Lange later ‘advised me that the recently located 9-1- I caﬂ had occurred apprOXLmater &
i prior to the 9-1-1 call to which police and emergency medical services were dispatched.

- Lange determmed the earlier call to have been answered by Commumcator The
incoming call TR @ The incoming call seemed to be 1mmed1ate1y
followed by an outgomg calI by @EEE that appeared to reach two males admiitting to a
‘misdial. Lange prepared copies of telephone recordings for MPD, Lange left word for
Communications Supervisor Cathy Schultz to advise @ p of the 31tuat10n the followmg
mormng at which time MPD and/or Lange would discuss the call with § :

| On Thursday morning April 31 , Schultz played the recording for & . Schultz told me that
@ 1cacted visibly to the recording. An MPD detectwe next interviewed @
.- agam met brleﬂy Wlth Schultz and then (5 e

I prepared electronic copies of both i incoming call detail records and pr0v1ded them to PSC Clerk
- Wendy Phillips with a request that they be shared w1th an MPD detective a.nd/or others needing
them, - : : ;

Linge met w1th‘ and others on Tuesday, April 8™ Wednesday, Apl‘ll 9™ and Tuesday,
April 15%, L




Internet and ernail

Information provided by Dane County Information Managemént detailed &2 :
mary.

use on April 2. A history of Internet sites is attached, as well as an email sum

I reviewed Computer-Aided DispatchA (CAD) system logs detailing 'ﬁansactions made by €
around the times of the calls. The logs were consistent with the telephone calls handled by §

- the time, and I and found no evidence of other activitics interfering with the handling of the call in
question. ' : - : ‘

- Inspection of the CAD logs did reveal an incident documenting a landline 9-1-1 misdial. This call was
documented, but law enforcement was not alerted as required. Further review of telephone call records
found an incoming, abandoned, landline 9-1-1 call from the Town of Middleton, and an outgoing call
back to that number. More review of gathered recordings found them to be consistent with threc calls;
an incoming wireless 9-1-1 call from the victim’s phone, the abandoned landline 9-1-] call, and the call
back to the abandoned landline 9-1-1 call. It was then determined that telephone recordings previously
believed to have contained an incoming wireless 9-1-1 call and a callback to the calling wireless number

 instead contained an incoming wireless 9-1-1 call, a landline 9-1-1 in which the caller hung up prior to
answer, and a callback to the landline 9-1-1 call. The incoming wireless 9-1-1 call was not called back
by the communicator nor documented; as required. ' T

A normal staffing compliment, twelve communicators and one communications supervisor, was on duty
at the time of the calls. '

1 placed a test wireless 9-1-1 call through the same carrier that handled the victim’s phone call, and saw
that when I hung up the cell phone the call automatically ended on the call taker’s screen. I spoke with
staff from AT&T, Verizon and Intrado, and was advised that it would not be possible to determine

e : S ® 50 we do not know this, and do not have evidence

that B terminated the call.

- The events surrounding ths calls answered by
handling of these calls. Attempts have been made to learn whye
by persons reviewing the recording of the first call.

» have been investigated in order to review the
B did not react to e

e but rather an environment where multiple things are hg
~and a recording system with limited ability to recreate the overall situation experienced by the
communicator. ' : : '

- The chain of events surrounding the call in question suggest thét“ having heard no indicatio}; of
trouble on the call, chose o move on to another waiting call with the intention of calling back the first
~ when @@had the opportunity. EREEEERR failure to call back the first call appears to be due to .an.




unintentional oversight likely due to g8 uickly moving on to handle subsequent calls. I believe this
explanation remains consistent with facts and statements gathered, particularly given the early
assumption as to the number of calls, and given the time elapsed prior to speaking in detail with
e garding the calls. : )




Timeline

_ Sunday, March 30

B first of two regularly rotating days off.

Monday, March 31
#second of two regularly rotating days off.

Tuesday, Aprll i
' } worked a regular elght—hour shift f'"om 0645 to 1445.

Wednesday April 2
Pworked a regular eight-hour shift. _ _
o (0645-1045 -4 @ worked a city law radio dispatch position‘
DPOs.

m worked a call iakmg console BPolL,
handling calls including the following. Times are shown in
HHmmss format, and were logged on the center’s telephone
records system. These times lag approximately one minute behind
the network synchronized times logged on our CAD and v01ce
recording s stems :

, & answered it at
Easking “Nine one one, what’s the address of the
emergency?” and then twice asking, “Hello, nine one one.”
'Phase one enhanced inft rmatlon Would have h the call
as originating from X8 :
- south sector.  The call was re-bid approximately gReconds
after answer, retuming a longitude of 43.073326 and a°
latltude of 89.389958. The telephone call was released at

‘G ” A 9-1-1 line rang, and i answered it at
SREEE The sound of an mtermpted dial tone was
recorded.  Displayed Automatlc Locauon Information
(ALI} would have mcluded (S L the Town
of Middleton; (HFENlEEER The
telephone call was releascd atm

o YW - An outgoing call was originated to SN
S The call was answered at ZSBBI The call was
logged in CAD as a “misdial” and closed out. The call was
released at :




a 9 I-1 line rang, and answered it at

5er colleted details regarding SR ;
Madison, transmitted
e dispatc er, and released the telephone caﬂ at

Thursday, April 3
4 Bescported for a regular eight-hour shift at 0645.

Friday, April 4

Saturday, April 5
g3 first of two regularly rotating days off.

Sunday, April 6
vsccond of two regularly rotating days off.

Monday, April 7
JBERmEES o0k vacation leave,

Tuesday, April 8 '
pworked a regular eight-hour shift from 0645 to 1445,

Wednesday, Aprll 9
¥ worked overtime from 0245-0645, and then a regular elght hour
shlft from 0645-1445,

Thursday, April 10
3 » worked overtime from 0245-0645. @& B worked a regular
eight-hour shlﬂ from 0645 1445, minus the period of 0900- 1100 durmg
~ whichg L '

.F nday, April 11
K. B tirst of two regularly rotatmg days off.

Saturday, April 12
' g second of two regularly rotatmg days off.




COUNTY OF DANE =~ *ospuoows

™ | u - . 608/267-1811
Public Safety Communications . uwo weven
City-County Building, Room 109 _ O g
210 Martin Luther King, Jr. Boulevard ’ :
Madison, Wisconsin 53703-3342 S TOM HANRAHAN
KATHUEEN M. FALK " PH: 608/267-3¢11 « FAX: 608/266-5861 : .+ Suppor Services Manager

County Execufive

To: = Operations Manager Rich McVicar -
From: Communications Sapervisor Rick Lange
Date: April 15, 2008 :
Re: MPD 08-85855

- The contents of this page have been redacted pursuant to
Sections 19.35(1)(am)1., 19.36(10); 19.85(1)(b), (c) & (f);
and 103.13(6)(d)&(e), This page contains information
pertaining to personnel matters currently under
mvestigation and if released, may violate the employee’s

- rights under the open records law and the employee S
statutory r1ght to prwaey |



; The contents of this page have been redacted pursuant to
~Sections 19.35(1)(am)1., 19.36(10); 19.85(1)(b), (c) & (£);
and 103 13(6)(d)&(¢e), This  page contains information
- pertaining to personnel  matters currently under -
~investigation and if released, may violate the employee’s
rights under the open records law and the - employec—: s
| Statutory right to pr1vacy |




~'The contents of this page have been redacted pursuant to
“Sections 19.35(1)(am)1., 19.36(10); 19.85(1)(b), (¢) & ();
and *103.13(6)(d)&(e), This page contains information
- pertaining to  personnel matters currently  under
nvestigation and if released, may violate the employee’s
~rights under the open records law and the employee’s
statutory right to privacy. | - |



The contents of this page have been redacted pursuant to
Sections 19.35(1)(am)1., 19.36(10); 19.85(1)(b), (¢) & (D);

and 103.13(6)(d)&(c), This page contains information
pertaining to personnel mattérs - currently under
investigation and if released, may violate the employee’s
rights under the open records law and the employee’s
statutory right to privacy. i
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Report Period :  4/2/2008

Last Data Transfer :
Call Takers [=] :
Call Types :

4/8/2008 14:45:15

Incoming, Qutgoing, Abandoned

Number of Calls : 1
Call Numb_er : |NC—2:1:1307

" |Creatod : 4 212008 &
PSAP : CANE COUNTY WI

|Type: Incoming Duratjon, (ht:mim:ss.5s)
Trunk : No Value Answer : 00:00:13.42
Line : P+F Green Talk: 00:00:37.45
Phone : : Hold : 00:00:00.00
DMIS - Process-: 00:00:50.88
Incident Type : No Value .
Call Taker :
Position :

JALL Status -

Caller Infermation

Caller Identification

. Call lnférmation

Customer Name
Location :
Community :
State : '
County :

Zip Code ;
Common Place o
. ICross Street :

ESN:

ESN Detail:
Phone :

ALom

Cell :
1Sector :

X Coordinate :
Y Coordinate :

Class of Sarvicg: ~

No Value

'Ext .

Call Events

Ime
47 24200 ugaR
4l 212008 oERER
41 212008 RIS

RING
CEUTALK
RLSD

Call State
| -Call Statgl 70"
"Call State

Page tof 1

Generaled on ; 4/15/2008 14:10:41




Call Detail

Calt Takers [=} :

Report Period @ 4/2/2008
Last Data Transfer :

4/8/2008 14:45:15

Cali Types :  [ncoming, Outgoing, Abandoned

Number of Calls : 1

Call Number : INC-2:1:134

Created ; 4/ 2/2008

PSAP : DANE COUNTY WI

Type : Incoming Duraftion (himm:ss.ss)
Trunk : TH1014 AnSwer -

Line : ACD POSH Talk :

Phone ;. B Hold :

DNIS ¢ Process :
Incident Type : No Value

Call Taker :

Position

ALl Status : 0 : NotUsed

Catler Information

Caller ldentification DANE COUNTY WL

Call Information

Customer Name.

Verizon Wireless

“iLocation : DANE COUNTY WI CALLBK=
Community : DANE COUNTY ' : :
State : Wi :
County :
Zip Code
Common Place :
Cross Streef:
Class of Sarvice : WPH2
ESN: 1001 o .
ESN Detail: DANE COUNTY WIRELESS
VERIFY
VERIFY '
Phone : ¥ Ext:
Atorn :
Cell
Sector : .
X Coordinate : +43.068112
Y Coardinate : -0B.388950

Call Events

T,
D

S T

4f 212008 IR - Call State
2h2000 QU - < (6= L Gl Prsentalin Tiv,
& 212000 (58) " CalStats _

4 212000 QSRR

No Val

" Page 1of 2

LRI Y

ve /KB
.

“Generated-on ; 4/15/2008 09:40:43 |




Call Detait

Report Period :
Last Data Transfer:
Cal Takers [=] :
Call Types :

4/2/2008

b To 4/2/20084
4/8/2008 14:45:15

Incoming, Outgomg Abandoned

Number of Calls : 1

Call Numﬁer: o INC—2:1:‘¥36_

Created : 4 2/2008 €

PSAP : DANE COUNTY Wi

Type : Abandoned Durafion (hh:mm:s.s.ss)

) Trunk ; T211002° Answer ’

" iLine : ACD POS1 Talk :
_|Phone : Hold :

DNIS: _ Process :
" [Incident Type : No Valus

Call Taker :

Position : i

ALI Status - 0 : NotlUsed

Caller Information

Caller ldentification

-|Call Information

Customer Name
lLocation :
Community :
State :

County :

Zip Cade :
|Common Place :
Cross Street ;
Class of Service ;
ESN; :
ESN Detaif;

Phone ;
Atom :
Cell :
Sector
X Coordinate :
Y Coordinate :

T OF MIDDLETON
Wi

RESD

0046

DCSO

MIDDLETON FD

MIDDLETON EMS -
e Ext :

"Cg.ll Events o

4) 21200 VIR

- 2200000

& 21200 SNy

4121200@_‘ R

el

[ Call State
CUBD). Gl Sate
" (15) Call State

o G Presentahon Time

Page jof

2

- Generated an ; 4/15/2008 09;41:14 ]




Page 2of 2 IR Generated on : 4/15(2008 09:41:14 |




S508-85819.txt

SHERTITFF - CLOSED INCIDENT DI S PLAY.
- Maps= =32 04-02-08
Incident Type : i P = P Emergency Agcys : 8
Name, Address : j ;

_f Phone Number
License Numbr : Entered By

Regst (PA,RC,RS,AR,RO,IR,CA,U,R,Q).: . _ Dsptchd By ‘
Digpo: N : Closed by IC no dispatch Report No: 080402-0003B1 : 08-00085819
———————————————— mo-s-mwses------ Units Dispatched ----eeeecmm oo

MISDIA ‘ : -
»IC< 5. 9-1-1 DISCONNECT (HANG-UP)

_________________________________ End Remarks ~-- { Full Remark Window Y o----

—————————— e e o= { Full Comment Wihdow ) ---

Page 1




Report Period : <
lLast Data Transfer:
Calf Takers [=] :

Call Types :

12:00:00 To 4/2/2003%

4/8/2008 14:45:15

Incoming, Ouigoing, Abandoned

ANumber of Calls : 1
Call Number : QUT-2:1:138
Created : 4/ 2200848
PSAP DANE COUNTY W _
Type : Outéoing ) | Duration {hh:mm:ss.ss)
Trunk : No Value Answer : 00:00:00.00
Line - " 5001 Talk : 00:00:29.39
Phone Hold - __00:00:00.00
DNIS Process | 00:00:29.39

Incident Type :

© . ICalt Taker :

Position ;
ALl Status':

No Valua

0 : NotUsed

Caller Information

Calier Identification

T OF MIDDLETON Wi

Call Information

Customer Narne
Location ©
Community &
State ©

" |County :

Zip Code :

- |Common Placs :
Cross Street :
Class of Servige :
ESN:

|ESN Detai;

Phone :

Atom ;

Cell :

Sector :

X Coordinate :
~|¥ Coordinate

T OF MIDDLETON

. MIDDLETON EMS

OF MIDDLETON Wi

Wi

RESD
0046

DCSG
MIDDLETON FD

‘Ext:

" call Evenfs,

4 2720048
41 2200 g

G i S s e L L DU g
S e S

Page 1of 2

Generated on : 4/15/2008 09:41:42 |
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_808-85819.tkL

SHERTIFTF - CLOSED I NCIDENT DI S PLAY

-32 04-02-08

000302. DIST=5W Utl= - Map=

Priority ...... : 3, Emergency Agcys : S
e - Phone Number :

Incident Type : 98
Name, Address .
License Numbr : Entered By : DP0O1,
Regst (PA,RC,RE,AR,RO,IR,CA,U,R,Q).: © Dsptchd By .
Dispo: N Closed by IC no dispatch Report No: 080402-000381 : 08-00085819
B Unite Dispatohed ==---=-mmooommmmm—om oo

{ Full Equipment Window ) ---
1222,001 -

- MISDIAL
»IC< 8. 9-1-1 DISCONNECT (HANG-UP)

‘End Remarks - { Full Remark window ) ~---

( Full Comment Window ) ---

Page 1.




Report Peried :

Call Takers {=] ;
Call Types :

Last Data Transfer :

412120068
4182008 14:45:15

tncoming, Ouigoing, Abandened

Caller ldentification

Number of Calis : 1 ) :
Call Number: = INC-2:1:140
Created : 41 212008
PSAP : DANE COUNTY W
Type : ncoming Duration {hh:mm:ss.ss)
Trunk : T911008 Answer : 00:00:06.26
Line : ACD PCS1 Talk : 00:01:16.56
Phone : 2 Hold : 00:00:00.00
DHNIS Process : 00:01:22.82
- jincident Type : .
Call Taker :
Position : ‘ .
ALl Status : 0: NotUsed o
1Caller Information -
B MADISON WIE -

Calt Information

Location :
Com-mu'nity :
State :

Cotinty :

Zip Code :
Common Placs :
Cross Street :

ESN:
ESN Detail;

Phone :

Atomn :

Cell ;

Secfor:

X Coordinate :
Y Coordinate :

Customner Name .

Class of Service ; '

) ; e MADISON Wi
- C OF MADISON '
Wi

RESD
‘0035
" MADISON PD
MADISON FD - -
MADISON EMS

Ext:

No Valu

Page 1of 2

A T A A

‘Generated on : 4/15/2008 14:01:08



- ALl History {Original Address Only)

47212008

. [ . ) D ‘Page 20f 2 Generated on : 4/15/2008 14:01:06] :




COMMUNICATOR

COMMUNICATOR

DP 1 Rita
DP 2 Stephanie Kevin Fisher
DP 3 Lynda breaks 4
DP 4 Janan DebW. 4 |
DP5 Rita Mike C
DP 6 Kévin Fisher Laurie
DP7 Mike C Paul
DP 8 Laurie Jennifer
DP9 Lynné_ Janan |
DP10 Paul Todd
‘DP13 Deb W | Lynne
DP14. Dawn’ ‘Robin
8sM Cathy Rick L-

REMARKS:




Dane County Public Safety Communications

Policy & Procedure 5.2
Emergency Call Handling
June 4, 2007

5.2.0 General information

Certain pieces of information, and their timely movement, are critical to the success of our
mission. The location of an incident, a method of re-contacting a caller, and a focused
description of what's happening must be collected early, accurately and efficiently.
Emergency calls must be properly handled with the tools and techniques necessary to
equally and efficiently serve all customers. '

This document replaces all previous guidance on this topic, including: -

Emergency Call Handling, 3/12/07

9-1-1 Call Answering, 6/22/05

- Call Taking Guide sections 5.2 9-1-1 Disconnect

5.1.2.a Basic Call Taking .
1D file entry 911

These procedures are intended to meet or exceéd the following industry standards and
recommendations: '

NENA 56-005, Call_taking Operational Standard/Model Recommendation
(06/10/06) _ _

NENA 56-001, Guidelines for Minimum response to Wireless 9-1-1 Calls (11/18/04)
NFPA 1221, Standard for the installation, Maintenance and Use of Emergency
Services Communications Systems (2007 Edition) '
NAED Medical Priority Dispatch System, version 11.3

NAED Fire Priority Dispatch System, version 4

Page 1 of 17



5.21

5211

52.1.2

5213

5214

52.15

Dane County Public Safety Communications

Policy & Procedure 5.2
Emergency Call Handling
June 4, 2007

Answering Timeliness

Emergency calls shall be promptly answered.

Staff assigned to call taking and data positions shall answer 9-1-1 calls
prior to answering other fines, placing outgoing calls, continuing non-
emergency calls, leaving the workstation, "or performing other non-
emergency tasks.

9-1-1 calls are handled through an Automatic Call Distribution (ACD) System,
which sends each call to the ready position that has been available the
longest, and based on the following priorities:

[

Priority 1: DP01, DP02, DP03, DP04, DP07, DP08
Priority 2: DP13, DP14
Priority 3: DP05, DP06, DP09, DP10, S511

Staff shall make their positions NOT READY only while:

assigned as a dispatcher at DPO5, DP06, DP09 or DP10.

assigned as a police or Parking/ACO dispatcher at DP04.

assigned as the duty supervisor at SS11.

performing a task more important than answering a 9-1-1 cail. Such
tasks may include monitoring a tactical situation or completing a previous
call entry. o

on the operations floor, but away from the console for necessary
business. '

The ACD system will automatically make a position NOT READY if a 9-1-1

call is presented but unanswered after two rings.

This is a failsafe feature intended to prevent a 9-1-1 call from being left
ringing at an unattended console. This feature should rarely be required.
Staff presented with a 9-1-1 call shall promptly react by answering the
call, or if suddenly unable due to reasons above, making the position
NOT READY and immediately returning the call to queue.

If all positions are logged off, NOT READY, or already on a phone call, the
following will occur: '

The display board above SS11 will show the number of calls waiting, and
three beeps will be heard whenever the number changes to something
other than zero. A timer will show the length of time the oldest call has
been waiting to be answered.

Page 2 of 17



5.2.16

52147

.5.21.8

Dane County Public Safety Communicaticns

Policy & Procedure 5.2
Emergency Call Handling
“June 4, 2007.

+ A green Calls Waiting indicator will blink on all phones whenever one or
more 9-1-1 calls are waiting. This allows everyone to be aware of this
condition before answering other lines, making outgoing calls, logging
out, etc. '

Staff shail become READY and answer waiting 9-1-1 calls when one or more
9-1-1 calls are waiting if they are:

engaged in a non-urgent telephone call at a call taking or data position.
assigned as a Parking/ACO dispatcher at DPO4.

working a position (such as fire/EMS) if currently able to take a call.
directed by the duty supervisor. '

- & O

Duty supervisors shall be aware, or be made aware, of instances where one
or more 9-1-1 calls are waiting, and act as necessary to minimize the wait
time for the callers.
« Actions by the duty supervisor should include:
. o checking positions and correcting any case where the performance
of lesser priority tasks is causing a 9-1-1 call to wait. =
o adjusting breaks or other activities limiting full staffing of consoles.
o ensuring Emergency Dispatchers (EDs) are appropriately applying
the "emergency rule” and suspending the provision of PAls. ‘
 Proper procedures will not be bypassed for the purpose of reducing call
wait fime. - :

Staff shall be logged off the telephone when off the operations floor for
breaks or at the end of a shift. Unless specifically directed by a supervisor,
no one shall log off from a Priority 1 or Priority 2 position while any 9-1-1 cali.
is ringing or waiting.

Page 3 of 17



5.2.2

5.2.21

- 5222

5223

52235

5.2.2.4

Dane County Pubiic Safety Communications

Policy & Procedure 5.2
Emergency Call Handling’
June 4, 2007

Case Entry Procedures

Emergency calls shall be answered in a uniform manner in order to
accurately collect important information first and assure the calier's safety.

All 9-1-1 calls shall be answered with, “Nine one one, What's the address of

the emergency?”

« Unacceptable variations include:

o “Nine one one”
o “Nine eleven”

o “Nine one one, What's the location of the emergency?”
o “Nine one one, What's the address of your emergency?’

« Exact location details such as commonplace name, apartment number,
direction of travel, etc., shall be collected at this stage, and entered in the
CAD before sending the incident to the dispatcher(s).

o Transmitting only a basic address, then later upgrading details
such as those described above, should not normally occur.

o ANVALI information automatically passed from the phone to the
CAD should be allowed to remain in the incident whenever
possible. X :

All 9-1-1 callers shall then be asked, “What's the phone number you're
calling from?" ‘
« Unacceptable variations include:

o What's the phone number there?

o What's your phone number?

All 9-1-1 callers shall then be asked, “What's your name?” -

e First and last names and exact spelling may best be verified later.

All 9-1-1 callers shall then be directed, “Tell me"exactly what happened.”

e Unless the answers are obvious, all 8-1-1 callers shall then be asked:
o °“Are you safe and out of danger?’
« (if not safe and out of danger) “Can you get to safety?”
« (if not able to get to safety) “Exactly where are you
: located?” )
o “ls everyone else safe and out of danger?”
« - (if not safe and out of danger) “Can they get to safety?”
» (if not able to get to safety)
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Dane County Public Safety Communications

Policy & Procedure 5.2
Emergency Call Handling
June 4, 2007

o “How many people are trappedlin danger?’
o “Exactly where are they located?”

e Unless the answer is obvious, or unless a fire Chief Complaint has

already been identified, all 9-1-1 callers shall be asked:
o “Are you with the patient now?”
o “How many (other) people are hurt (sick})? _

« Questions such as the following may be asked in order to help determine
the need for medical assistance, but only after the above guestions have
been asked without producing useful answers: ,

o “Is hefshe / anyonefanybody hurt/injured/sick?”
o “Are youfthey hurt/injured/sick?” ,

« Staff may use discretion in deciding to initiate medical procedures if all
questions have been properly asked and answered, and this point is
reached without discovering a need for medical assistance - particularly
with third-party callers.

« The following questions, or variations of them, will not be asked:

o “Do you/they/anyone/anybody need/want an ambulance/EMS?”
o “Does helshe / anyone/anybody need/want an ambulance/EMS?”

The call taker may suspend questioning when it is necessary to give
instructions pertaining to patient/victim safety or care. Upon completion of
necessary instructions, the call taker must return io the gquestion sequence.

The call taker must weigh the conflicting priorities of obtaining (and verifying)
a useful location and helping the caller get to safety. A caller may be unable
to identify the exact location for a number of reasons. If the initial effort fails,
attemnpt briefly to obtain a street or highway of travel, direction of travel, and
last cross street or identifiable object seen. Further attempts to locate can be
made as time permits. '
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June 4, 2007
523 9-1-1 Call Display Formats
5.2.3.1 9-1-1 calls will display in one of the following three ways:

o with Automatic Number Identification (ANI) and Automatic Location
|[dentification (AL

o ANI

o ALl

Is captured at the originating telephone company Central
Office (CO). ,
« If the originating CO is unable to capture the AN, a

code identifving the CO is transmitted in the format
C A414-911-XXXX. '
o A listing of these codes is in the PSAP
handbook. '
o The serving telephone company can be
contacted for trace or other information useful
in locating a caller.
Is different from calier 1D.
Cannot be ‘blocked’ like caller 1D.

‘May often, but does not always, lead directly back to the

telephone calling 9-1-1.
ls displayed on the Positron screen as Tel #.

ls returned from a - primary (Pewaukee) or backup
(Milwaukee) database by automatically searching for the
displayed ANL.

Contains (Positron field name underlined)

¢ Class of Service (COS) - Class

» Name - Caller

e Pilot number - Main #

e Street address and first line of ELT (English
Language Translation) city, village or town name -
Address

e Location / comment information - Exact

o Emergency Services Number (ESN) - Esn

e Second, third and fourth lines of ELT - law agency
name, fire agency name and EMS agency name

o Positron Tell Tale

» With a caller iD telephone number only
o calls dialed or routed directly into unpublished telephone numbers:
for special purposes.
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= phase zero wireless 9-1-1 calls ‘
w direct access to PSC 9-1-1 queue by area dispatch needing
to bypass local 9-1-1 routing
« With AN!, no ALI, and no caller ID
o Calls mistakenly dialed into unpublished backup telephone lines

5232 Enhanced wireless calls display ANl and ALl information in a special format.
« ANI will display an Emergency Services Routing Key (ESRK). This
number: ‘
Is also known as a pseudo-ANI, or pANI
Wil be displayed in the 608-511-ZZZZ format
Cannot be called back
Will retrieve an ALl record with more detailed information
Range is unique to a particular wireless carrier.
= Ranges currently in use are documented on the ANI
spreadsheet in the 911AL - Telephone directory.
+ ALl will display:
- o Aclass of service
=  WRLS for phase one
= WPH?2 for phase two
o The name of the wireless company carrying the call _
= This may be different than the name of the company selling
service to the caller
o The street address of the radio tower site :
= An antenna direction will be provided, if available. A
direction will normally be consistent with a caller's location,
" but this is not always the case.
o A callback number located in the location field
w  |n standard XXX-YYY-ZZZZ format
e US Cellular may display a standard phone number
for phones without live service.
« In extremely rare cases, this number will be the last
ten digits of an international phone number.
» |n 911-YYY-ZZZZ format
o This identifies a phone without live service, which .
cannot be called back. :
e YYY-ZZZZ are the last seven digits of the phone’s
Electronic Serial Number (ESN).
« Longitude and latitude (Positron X Coordinate and Y_Coordinate fields)
o The tower site’s location for WRLS calls

00000
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» Sprint may display coordinates near the actual location of

the phone in some cases.
o The estimated location of the calling telephone for WPH2 calls

« This information is automatically passed to our mapping
software, and a telephone icon displayed at the approximate
location. Checking the map display can provide vajuable
clues to a caller’s location. '

» Cingular may display the tower site coordinates if the phone
is believed to be near the tower site, and the system’s
confidence in the phone'’s location is not high.

5233 . Enhanced Voice Over Internet Protocol (VOIP) calls display ANI .and ALl
" information in a special format. ,
« AN! will display an Emergency Services Query Key (ESQK). This
number: '
" Is also known as a pseudo-ANI, or pANI
Will be displayed in the 608-211-ZZZ7 format
Cannot be calied back '
Will retrieve an ALI record with more detailed information
Range is unique to a particular VOIP carrier or other company
involved in the handling of VOIP 9-1-1 calls.
o ALl will display:
o A Class of Service of VOIP B :
o - The name of the company carrying the call :
= This may be different than the name of the company selling
service to the caller _
o A callback number located in pilot number field, and in standard
XXX-YYY-ZZZZ format
o A strest address
'« The address information is provided by the customer
o -Longitude and latitude S
= This information is automatically derived from the
information provided by the customer. Itis not automaticalty
determined, like a WPH2 fix is.

O 0000

5234 Enhanced wireline 9-1-1 calls will display ANI and ALl information.

« Although such traditional telephones cannot usually change locations with
the ease of wireless or VOIP phones, numerous possible exceptions
require a high level of attention to detail in gathering location and callback
information.
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524 Verification Procedures
5.2.41 Kéy information received from emergency callers shall be verified for
' accuracy. '

5242 All street address numbers, room numbers and mile markers shall be
' verified by one of the following methods:
« the caller stating numbers that match disptayed E9-1-1 AL information,
or, _
« the caller stating the same numbers twice. A commonplace name may
not be used to verify a stated address. : -

5244 A city, village or town name must be stated by the caller or the call taker
during address validation.

52.4.5 All common names not associated with addresses, or locations without
addresses, must be determined in enough detail to send responders to at
least the nearest street intersection in the correct community.

« Calis displaying a WPH2 class of service and a map display showing a
wireless caller’s location at the -above level of detail may be used for
verification.

« Wireless calls shall be re-bid by the use of the RTX key in cases where
more detailed location information may be useful.

o WRLS calls can often be re-bid into’ WPH2 calis due to slight
system delays in determining and sending the phone's location.

= Some (old phones, or not enough sysiem resources)
WRLS calls cannot be turned - into WPH2 calls,
Attempting to re-bid WRLS calls into WPH2 calls is
strongly encouraged, but not required if the caller's
responses are sufficient to verify the jocation.

o WPH?2 calls can often be re-bid to provide a more accurate
location than was initially presented, and/or a new location such
as in the case of a moving caller.

o Re-bidding calls may briefly interrupt voice communications as
bandwidth is used to deliver location data.

52486 All telephone numbers shall be verified by: . ‘
 the caller stating a number that matches displayed ANI/ALLI or caller ID
information, or, ‘
» the caller stating the same number twice.
o Area code 608 need not be verified
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Procedures For Handling Non-Standard Calls
Open Line '

No Voice

Misdials

Unintentional

Pranks ‘

Children Playing With a Phone

False Reports

Abandoned

Hang-ups

Disconnects

Unknown Problems

From Unidentified Phones

With Incomplete Phone Number and/or Location Information

e © & & o & & 9 » &= & 2 0@

Reasonable steps shall be taken to properly respond to all emergency calls
of an unknown nature. -

All open line calls with no voice heard shali be immediately responded to by
fransmitting the TT/TTY greeting, “g.1-1, What's the address of the

emergency?”

Staff shall pay close attention to background roise, tone and word choice of

callers as additional evidence to assist in determining the status of a 9-1-1

call. The time of day and location of the caller may be additional clues fo

indicate whether a problem is occurring. Types of calls may include:

« Misdials — where a caller stays on the line and admits to a misdial.

« Open Line or Unintentional calls — when conversation, radio, etc., can be
heard in the background but there is no response to a TT/TTY greeting.

Wireline or VOIP 9-1-1 calls received without the indication of a particular
problem, and:
» displaying a location: :
o within PSC's law enforcement service area or within the Gity of
Fitchburg: '
"~ w  Shall be immediately transmitted via CAD to the appropriate
dispatcher with remarks describing the situation and that a
~ call back will be made, then called back as described below.
= Shall include in the CAD incident all available ANVALI
‘information that may assist in the response. '
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o Outside PSC’s law enforcement service area but within PSC’s fire
and/or EMS service area:
= shall be geo-validated in CAD
» shall be called back as described below.
« not displaying a location
- o shall be promptly brought to the attention of the duty supervisor,
who will: ‘
= search for the location and name associated with the
number by:

o finding out which telephone company oOwns the
phone number by: -

o Determining the number's original - owner
through an area code, prefix .and number
block search or from personal knowledge.

» The NANPA Area_Code & Prefix
Search website located at 911AL -
Telephone should be wused for
searches. :

o Checking whether the number was since
ported. '

« The Number Portability Center will be
consulted in accordance with the
PHONE_CO — WHOSE NUMBER entry
in the CAD .1D file.

e Requesting information by contacting the appropriate
telephone company, accurately describing the
situation and priority of the request
‘o CAD .ID files beginning with PHONE CO will

be primarily used to contact companies.

o The NENA Company ID List located at 911AL
~ Telephone may be used as a secondary
source of company contact information.

s Avoiding use of non-telephone company references,
except when such information will provide a
necessary, clear and immediate benefit.

« return the location and other information to a communicator
for handling as described in this section.

« The source(s) of telephone information used shall be
noted in the CAD incident. ' '
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"« shall be called back by the call taker as time permits, and updates. added
to incidents.

o waiting 9-1-1 calls shall be answered prior to calling back previous
hang-ups or abandoned calls. ' :

o Busy signals will be followed up by requesting a telephone
company operator to interrupt the line in order to determine.
whether conversation is present and whether the line can be
cleared for a call back. ‘

» Example: “Operator, please interrupt 608-555-1212, Dane
County 9-1-1 calling.”

o Callbacks to pay telephones shall be made to the calling telephone
number. Unless -directed by the PSC duty supervisor or a
responding unit, calls shall not be made to business or other
nearby telephones in an attempt to have a third party provide
information regarding the original call.

o Staff shall identify as the “Dane County 8-1-1 Center”, and not with
the name of any other department of public safety discipline. The
communicator shall initially focus the conversation on the location
of any possible emergency. '

» Example: “This is the Dane County 9-1-1 Center. We
received a call from [telephone number, and/or, location as
available]. What's the address of the emergency?”

5.2.55 Wireless 9-1-1 calls:
' » Without signs of trouble shall:
c Be called back once. : :
« Additional attempts will not be made if the line is busy or un-
. answered.
o Have no message left if voice mail is reached.
o Be documented and closed out in CAD with the PSC address and.
incident type 98.
o Be handied accordingly if contact is made.
o With signs of a serious situation, but lacking sufficient detail to dispatch
shall: :
o be promptly discussed with the duty supervisor, who will:
» Coordinate any extraordinary efforts s/he determines to
. match the seriousness of the situation.  Extraordinary
/ attempts to locate a WRLS or WPH2 disconnect calier will
: be made only in cases where an emergency is clearly
indicated.
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» Steps taken by the duty supervisor may include
determining (using sources as described above for
wireline calls without a location) which phone
company:

o handled the call, and/or past/current locations

- of the phone

o owns the phone number, and/or the identity of
the phone’s owner

¢ Such incidents shall be: :

o turned over to a responding agency as soon
as possible ’

o documented with a CAD incident

' » The source(s) of telephone information
used shall be noted in the CAD
incident.

o further documented through the retention of
any written communications with phone
companies

» received from a single caller and/or telephone phone frequently enough to
impact center’ business shall be brought to the attention of the duty
supervisor, who shall evaluate and handie the situation as above.

5256 Duty supervisors will cooperate with user agencies in response to suspected

prank calls or false reports, but only the Director may request offenses to be
charged on behalf of PSC. : -
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General Procedures

All emergency calls shall be handled safely, courteously and efficiently, while
providing equal access to all callers.

Any call requiring a response by a public safety unit may be accepted on a 9-

1-1 line.

« Calls quickly determined not to require a response by a public safety unit
should be appropriately referred elsewhere.

Staff shall perform at least one of the following actions in respbnse to each
emergency call:
» Respond - facilitate a response by a public safety agency.

o Refer — direct the caller to a more appropriate type of assistance.-

Emergency calls shall be transferred fo the proper response agency, and
not referred.

» Resolve — determine when no response or referral is needed, for
example. :

Calls mvolvmg medical or fire situations shall be continued in accordance

-with Emergency Dispatch (ED) protocols.
~« Callers reporting medical or fire situations requmng dispatch by another

center shall be conferenced with the other center at the point in the
protocols where a dispatch is to be made. The caller shall not be
completely handed off to the other center until reaching a point in the
protocol where the call would normally be disconnected. Such calls shall
be documented in CAD.

« Calls requiring a response by more than one pubhc safety discipline will
normally be initiated for all involved disciplines together.

o an incident will not normally be entered for law enforcement and
with remarks such as "STARTING PRO QA"

o Volatile or criminal situations requiring an absolutely immediate faw
enforcement response to address scene safety and discovered
during medical:

= Case entry - may be transmitted for dispatch, then
immediately resumed using ProQA and CAD upgrades

= Key questions - may be aborted during ProQA, transmitted
for law dispatch, then immediately resumed ussng card.
- protocols and CAD upgrades
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(removed)

Callers communicating via TT/TTY/TDD and/or Language Line shall be

asked all questions, and otherwise served equally as voice and/or English-

speaking callers.

» Incident remarks will not normally cite a “LANGUAGE BARRIER" as the
reason that needed information may be facking.

« language interpreting services shall be secured for callers able to
communicate more effectively in languages other than English.

Calls shall be transferred to other agencies only after all address, callback
number and problem questions have been asked and answered.
» Questions similar to the following shall not be used in place of proper
guestioning:
o "Are you in the City of Middleton?”
o “Are you on the interstate?”
o "Are you in Jefferson County?”
o "Do you need fire or medical assistance?”
e The caller shall be advised, "Please do not hang up; | am connecting you
with (name of agency).”
« The transfer shall be announced to the receiving agency, and the
answers to previous questions stated.

« All calls requiring a response by only the Wisconsin State Patrol shall be -

transferred to the appropriate WSP post.

Calls requiring a response by only a law enforcement agency not dispatched
via our CAD may be transferred or relayed.

Callers reporting moving incidents will not normally be handed off to other

dispatch centers, Information shall be relayed via three-way call with the

other dispatch center, or by some other means that aflows us to remain in

contact if needed. '

» Calls reporting incidents that appear to be quickly moving outside Dane
County and our service areas may be handed off to other dispatch
centers.

CAD address alerts, or other information not reported by the caller, shall be

considered and included as needed for dispatch, but shall not be used fo
alter a response appropriate for the situation being reported. :
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5.26.11 Information gathered and verified shall be entered to the CAD incident,
Creation and closure of a CAD incident for 89-1-1 calls transferred to other

agencies is strongly encouraged, but optional.

526.12 Possible errors in data displayed during enhanced 9-1-1 calls shall be
promptiy reported in detail to the PSC duty supervisor for review.
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5.2.7 Quality Assurance & improvement

5.2.7.1 Both random and special reviews of emergency calls will be conducted in
order to verify good work and to identify areas requiring improvement. Data
will be reviewed monthly, and efforts will be focused on both answering

~ timeliness and compliance with procedures and protocols.,
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