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Achievement Report 2023

Today’s Goal

Provide an overview of our 2023 achievements when
implementing Success & Sustainment Planning by
reviewing our:

* Implementation process
2023 achievements
* 2024 Improvement Initiatives/Goals




RiverCom 911

. Achievement Report 2023
Outline: A

Success and Sustainment Plan Achievements - 2023

1. Agency Overview & Implementation Process
2. Operations Division

3. Administrative Services Division

4. Technical Services Division:

a. Radio Communications
b. Information Technology
c. Geographical Information Systems

5. PSAP Progress
6. Final Executive Director Summary




RiverCom 911

Agency Overview & Implementation Process

In this segment we will review: \

The agency level organizational improvements achieved when
Implementing Success and Sustainment Planning, which include:

 Core Mission, Values, Vision, Culture
« Organizational Structure
« Sustainment Planning, Implementation & Outcomes




RiverCom 911

Agency Overview & Implementation Process

Core Mission \

The delivery of 24/7/365 high quality,
dependable, and reliable 911 call-taking and
emergency services dispatching

Everything in RiverCom is alignet to accomplishing this Core Mission!

Vision

To be a premier emergency communications center,
operating at the highest level of professional excellence




RiverCom 911

Agency Overview & Implementation Process

Core Values

Integrity — Professionalism — Respect — Teamwork

=

Culture Statement

RiverCom is an employee centric workplace where trusting,
listening to, caring for and developing our people is top
priority in ensuring our critical mission is accomplished to
the highest degree of professionalism and competence




RiverCom 911

Agency Overview & Implementation Process

Actions & OQutcomes \

To achieve our Core Mission, RiverCom has

« |mplemented proven business practices to align, track and
accomplish agency objectives

« Allocated resources to prioritize improvement initiatives

* Focus on both short and long-term success by continuing to
Integrate the Success & Sustainment Planning Continuum

* Focused on organizational culture
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About RiverCom 911

Our RiverCom Team & Structure

L 7 PP 01157200
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RIVERCOM 911
LAW - FIRE - EMS

Administrative Services

e

Administrative
Services Manager

Division

Administrative
Services
Specialist

Administrative
Services
Assistant

Training
Supervisor

— Ty

Training
Generalist

(P/T)

Executive Leadership

Doug Jones — Executive Director

Operations
Division

Operations
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Supervisors

(6)
|

Total Employees:
FTE - 49
P/T-2

Technical Services

Radio
Communications
Manager

Division

Information
Technology
Manager

GIS
Analyst (1.5)

Radio
Technician (2)

Telecommunicators
(31)
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Information
Systems
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Integrated Business Model - Alignment

RiverCom 911

Success & Sustainment Planning Continuum

Organizational
Accountability

Framework
Quarterly

Integrated Business Model |
Development &
Implementation

N

Ongoing

A

Core Mission
The delivery of 24/7/365

Budget Development
Implementation &
Management Framework

High Quality,
Dependable, and Reliable
911 Call Taking and

Emergency Services

L
June - Aug A

Dispatching.

Everything in RiverCom is
aligned to accomplishing
this Core Mission!

Capital Facilities Planning &
Sustainment Process

Ongoing

£y

r

Agency Risk
Evaluation & Assessment

Framework w

Success/Sustainment Plan
Development &

Implementation | Ongoing

\ 4
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Business Unit
Assessment & Planning

S

L—s_ Process
e 4Ihl\/larch
AN
RiverCom 911 - Success & ?ustainment Plan Achieved
Individually — Business Unit \Corporately ‘

A Framework for Continuous Organizational Improvement!



RiverCom 911

Success & Sustainment Planning Continuum T
| Business Unit Mission St o s o
Assessment & Planning L G 022 0°
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RiverCom 911

Success & Sustainment Planning Continuum:

>
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Success & Sustainment Planning Continuum:
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RiverCom 911

Success & Sustainment Planning Continuum:
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Agency - Risk/Threat Assessment Map

Critical Risk Factors (Jan 2024): (Medium)

. Telecommunicator Staffing
. Supervisor Staffing e
. Call Taking/Dispatch Center 0
Infrastructure Upgrade/Replacement
. Customer Priority Initiatives
. Geographical Information Systems —
O, M, & S Planning
. Radio Communication Network
O, M, & S Planning
. Information Technology Network &
Systems - O, M, & S Planning
8. Updating/implementing HR programs
and processes
9. Training & Quality Assessment (QA) (Medium)
10. Siting & Design New RC PSAP 5

a0 O

Threat|{Impact
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Operations Division
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About RiverCom 911 (Cont) ==

Our RiverCom Team & Structure

Executive Leadership

Doug Jones — Executive Director

Technical Services
Division

Administrative Services
Division
S

Operations
Division

Radio Information

Administrative Operations GIS

Services Manager

Administrative
Services
Specialist

Administrative
Services
Assistant

Manager

SupeRvisor

Supervisors

(6)
|

Telecommunicators
(31)

Communications
Manager

Technology
Manager

Radio
Technician (2)

Information
Systems
Technician

Analyst (1.5)
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LAW — FIRE - EMS

RiverCom 911
Operations Division - is “Core Mission”

Core Mission:

The delivery of 24/7/365
High Quality, Dependable,
and Reliable 911 Call Taking
and Emergency Services
Dispatching.

Everything in RiverCom is
aligned to accomplishing
this Core Mission!

7
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Renea Miller
Karen Bull

Dee Gutierrez
Kathy Corulli
Mike Smith
Scott Heneghen
Jessica Demyer
Monica Seibert
Alyssa Schroyer
Elizabeth McKinney
Sidnee Ward

RiverCom 911

Operations Division

Darcie Graves
Jenny Flick
Karrie Atkinson

Heidi Harvill
Cayla Rogers
Kalah McCurdy
Misty Oden
Shade Orr
Janelle Brunette
Trish Stender
Kassidy Coble
Jamie Westby
Carleigh Smith
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Operations Division
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LAW - FIRE - EMS LAN - FIRE - EMS

2023 Incoming call stats - Answer time

2023 - 152,375 Incoming Calls - 94,294 - Business Line - 58,081 - 911 calls

Under 1 Second - 52,808 35%
1-3 Seconds - 59,365 39%
3-6 Seconds - 26,722 18%
6-10 Seconds - 10,113 6%
10 -15 Seconds - 2,128 1%
15 Seconds - 2 min - 1,239 1%

NENA standard - 90% within 15 seconds and 95% within 20 seconds.
RiverCom in 2023 -

91% answered within 6 seconds
99% answered within 15 seconds

PP

UNDER 1 SEC 6-10 SEC 10-15 SEC 15-20 SEC 20-25 SEC 25-30 SEC 30-45 SEC 45-60 SEC 1-2 MIN

Under 1 sec 6-10 sec 10-15 sec 15-20 sec 20-25 sec 25-30 sec 30-45 sec 45-60 sec
E Busn 32872 6654 1431 400 187 82 114 17

@911 19936 3459 697 178 111 52 64 20
O Total 52808 10113 2128 578 298 134 178 Sy




RiverCom 911
Operations Division

160,000

140,000

120,000

100,000

80,000

60,000

40,000

20,000

3 Year Comparison
Incoming calls

128,749

94,032 94,294

20.5% .25%
Increase Increase

3.5% 10.7%
Increase Increase

Business 911

72021 w2022 m2023

146,506

13.8%
Increase

Total

152,375

4%
Increase
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LAW - FIRE - EMS LAN - FIRE - EMS

F/E Dispatch Times 2023

2023 total F/E calls - 14,545

0-60 - 8,581 calls = 59%
60-90 - 3,636 calls = 25%
90-120 - 1,309 calls = 9%
120+ -1,018 calls = 7%

0-60 SEC 60-90 SEC 90-120 SEC




RiverCom 911
Operations Division

F/E CALL VOLUME COMPARISON

32.3% increase in dispatched call volume since 2021

19.8%
Increase

12.5%
Increase

‘2

RIVERCOM 911
LAW - FIRE - EMS
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Operations Division




I RiverCom 911 _
TimE Operations Division i
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2024 Improvement Initiatives/Goals

Initiative/Goal Implementation Timeline (Qtr.)

Continue to increase staffing

Update response plans

SOP/Policy updates

Update Emergency Medical Dispatch
card sets

Employee evaluations

New PSAP design phase support
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Administrative Services Division
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Our RiverCom Team & Structure

Executive Leadership

Doug Jones — Executive Director

Technical Services
Division

Administrative Services
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Operations
Division

Radio Information

Administrative Operations GIS

Services Manager

Administrative
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Specialist

Administrative
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Assistant

Manager

Training
Supervisor
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Manager

Technology
Manager

Supervisors

(6)

Radio
Technician (2)

Training
Generalist

(P/T)

Telecommunicators

(31)

Information
Systems
Technician

Analyst (2)




RiverCom 911

Administrative Services Division

2023 Celebrating our Team

Training Program Administrative Services

Renee VanBuskirk, Supervisor Kayla Hodges, Specialist

Corianne Courtney, Generalist Mayra Sanchez, Assistant
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Administrative Services — Office Administration
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Administrative Services — Office Administration




RIVERCOM 911
LAW - FIRE - EMS

RiverCom 911
Administrative Services — Office Administration

2024 Initiatives

Implementation
Initiative/Goal Timeline (Qtr)

Destruction of Records in Accordance with RCW 40.14.070 Q1 — Purge
Q2 — Q4 Retention

Telecommunicator Appreciation Week — April 14th — 20th Ql1-Q2

NeoGov — Performance Evaluation Ql-Q4

RIVERCOM 911
LAW - FIRE - EMS




RiverCom 911
Budget Management Framework:

‘.37§.“7 ‘.37§.“7

KiyReom Our Structure for Continuous Fiscal Accountability & Transparency! KoM

 _ Annual Budget

Implementation — Exec. Dir.
& Admin. JSerwces Division Business Unit Budget
(January) \ Implementation Kick-off
Meetings
(January)

Annual Budget

SN Year End Closing

(January - February)

a

Core Mission:
The delivery of 24/7/365
High Quality,
Dependable, and Reliable

Anndua! B.Udge.t Apprm;al: 911 Call Taking and
Administrative Boar > Emergency Services

\ 4

Monthly Business Unit
Budget Management &

Accountability Meetings
(February — December)

(October) Dispatching.

a

Everything in RiverCom is
aligned to accomplishing
this Core Mission!

\ 4

Monthly Admin. Board
Financial Reporting:
Review & Approval
Annual Budget (January - December)
Development & Review
(August)
—  —————

RiverCom 911 Success & Sustainment Plan Achieved:

— BusineTss Unit T Corporately

Budget - Development & Approval

Annual Budget Workshop:

Administrative Board
(September)

Juawabnpupiy % uonpluawa|dwy| - 3obpng

¢

Individually
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. Administrative Services — Finance, Accounting, Budget T

LAW - FIRE - EMS LAW - FIRE - EMS

2023 Initiatives & Accomplishments

e Shared Funding Re-vamp — Radio Manager, Josh Humphrey

* Washington State Audit

* RFP Owner’s Representative/Project Management — March 2023
* RFQ Site Feasibility/ Assessment & Facility Design — October 2023
e Actual Budget: 8.72% Reduction Between 2022 and 2023

End of Year Revenue - 3% Decrease

REVENUE
Source Amount

Communication Tax  $4,729,615

User Agency $1,500,000
Assessment Fees

Local E911 Excise $1,238,825
Tax

State E911 $230,472

£9112 XCISETAX STATEES))




RiverCom 911
ol Financial Stewardship & Accountability: e

FIRE - EMS

%
[ncrease/
Decrease

2023 2024 DRAFT

Accounts Annual Budget Annual Budget

General Operating A 4.16%
Capita $2.4 Million 3.90%

General Reserve Overall Reduction
Communications Tax 2.59%

Capital Facility Rese Year to Year! -51.44%

Total Appropriations 18,756,553 S 16,333,238 -12.92%




RiverCom 911

aone Administrative Division — Finance, Accounting, Budget (I
2024 Initiatives
Initiative/Goal Implementation Timeline (Qtr)

Implement Bookkeeping System

Ratify Collective Bargaining
Agreement — Teamsters Local 760

Washington State Audit

Overall Budget Reduction — 10.86%
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Administrative Services — Human Resources




RiverCom 911
Operations Division — Human Resources S

LAW - FIRE - EMS LAW - FIRE - EMS

ST

2024 Initiatives

Initiative/Goal Implementation Timeline (Qtr)

Extended Recruitment Efforts (Hire 5
Telecommunicator Candidates)

Job Description Updates

Wellness & Safety Committee

Peer Support & CISM Committee
(MindBase)

Ratify CBA for Telecommunicators &
Supervisors

Administrative & Financial Policies
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Administrative Services — Training
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LAW - FIRE - EMS

RiverCom 911

Administrative Services — Training

2024 Initiatives

Initiative/Goal

Standard Operating Procedures & Administrative Policy Updates
(Moetivations)

APCO Emergency Medical Dispatch training and implementation,
all Operations staff

Quality Assurance/Quality Improvement (QA/Ql) Program

implementation and training, all operations staff

Addition of 5 new Telecommunicators

Ongoing training for all Staff

Implementation
Timeline (Qtr)

& @ik
RIVERCOM 911
LAW - FIRE - EMS

.N,—_," >
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About RiverCom 911 (Cont

Our RiverCom Team & Structure
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RIVERCOM 911
LAW - FIRE - EMS

Administrative Services
Division

Administrative
Services Manager

Administrative
Services
Specialist

Administrative
Services
Assistant

Executive Leadership

Doug Jones — Executive Director

Operations
Division

Operations
Manager

Training
Supervisor

e

Training
Generalist

Supervisors

(6)
|

Radio
Communications
Manager

Technical Services
Division
Information

Technology
Manager

(P/T)

Telecommunicators
(31)

Radio
Technician (2)

Information
Systems
Technician

GIS
Analyst (1.5)




RIVERCOM 911

RiverCom 911
Technical Services Division

RIVERCOM 9

AW - FIRE - EMS

An Integrated System of Systems

AW - FIRE - EMS

Networks, Systems & Infrastructure — Voice/Data \
Radio Communications Network: f
e SESP-1,288 radios * Redundant Microwave Link
1 * Generator Service * Slide Ridge Planning
* Grouse Fire 2 / Solar ¢ Sustainment Plan Prep.
« Dam to Dam Installation
Outcome:
Chelan/Douglas Outcome:
IZ(—;gign;vl RiverCom 911
Public Safety e 5 . " Core Mission &
Prio.rities Il?formatlon Technologv. Geographlc Info Svstems. Strategic Priorities
Achieved * Spillman—CAD * Dual editing using SQL server Achieved
* CAD Time Clock Upgrade  Migration to Comtech V2
e CAD Computer Upgrade data Hub
* Mapping Monitor Expansion « Added GIS Analyst position
* UPS Battery Upgrade  Implemented address data
* Textto911 management solution
| N\

RiverCom 911 Partners and Stakeholders:
Cities, Towns, County’s, Tribes, Ports, PUDs, County/Regional PSAPs, Federal Agencies, State of Washington, Law Enforcement, Fire
Districts/Departments/EMS, Hospitals\Clinics, Transportation Agencies, Private Ambulance Services, Private Industry, K— 12, Higher
Education, Health Departments, Non-Profits, Citizen/Volunteer Groups




RiverCom 911

Radio Communications Section
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About RiverCom 911 (Cont

Our RiverCom Team & Structure

I Re@%T
RIVERCOM 911
LAW - FIRE - EMS

Administrative Services
Division
S

Administrative
Services Manager

Administrative
Services
Specialist

Administrative
Services
Assistant

Executive Leadership

Doug Jones — Executive Director

Operations
Division

Operations
Manager

Training
Supervisor

Training
Generalist

(P/T)

Supervisors

(6)
|

Radio
Communications
Manager

chnical Services
Division
Information

Technology
Manager

GIS
Analyst (1.5)

Radio
Technician (2)

Information
Systems
Technician

Telecommunicators
(31)




RiverCom 911
Radio Communications Section

2023 Celebrating our Team

Radio Technician Aaron Fries

Radio Technician Larry Moore




RiverCom 911
Al Emergency Communications Network: P

LAW - FIRE LAW - FIRE

. RiverCom 911 Radio Sites

/ Brewster

Grain
Ele\ators

23 Communications Sites & Micro-Wave
Network, which provides
emergency communications for all
Chelan & Douglas County
First Responders &

RiverCom Emergency Services Dispatching

—

L ower Badger
Moses Stool
Fancher
8ip Top Heights

CCRJC‘R%rcom

Alcoa Point @
@

UK ‘—“mrw 7
Sachs - /- ;.;—:' *\rH
RIVERCOM 911
LAW - FIRE - E?’S

Mission Ridge
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Radio Communications Section
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RiverCom 911
Tecekt Radio Communications Section Tecakt

LAW - FIRE - EMS LAW - FIRE - EMS

.—, n—.u"

2024 Improvement Initiatives/Goals

Initiative/Goal Implementation Timeline (Qtr)
Slide Ridge

Dam to Dam Simulcast

Kittcom Radio Backup

SESP

Sustainment Plan Finalization

Microwave Network Updates

Keystone Radio Site Prep

New PSAP design phase support
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Information Technology
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RIVERCOM 911 My

Our RiverCom Team & Structure

Executive Leadership

Doug Jones — Executive Director

achnical Services
Division

Administrative Services
Division
S

Operations
Division

Administrative Operations iEEle IO BT GIS

. Communications Technology
Services Manager Manager
2 : Manager Manager Analyst (2)

Training Supervisors Radio

Information

Administrative
Services
Specialist

Administrative
Services
Assistant

Supervisor

Training
Specialist

(P/T)

(6)

Technician (2)

Telecommunicators

(31)

Systems
Technician
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Information Technology

2023 Celebrating our Team

Information Systems Technician
Brad Granger



RiverCom 911
Information Technology:

[

Information Technology manages, [l
maintains, and integrates virtually [ ==~

every network and system that ' '
supports 911 Call Taking and

e e
-------
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Information Technology
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Information Technology: Dual Monitors

i - FIRE - EMS

AW - FIRE - EMS




RiverCom 911
Information Technology

LAW - FIRE - EMS

LAW - FIRE - EMS

Text-to-911

= Translate O m 2

English - Detected Spanish

Close

, (ED D | e / = ;
A o ||| B Help | need the Police

)

Ayuda necesito la policia W

D by =
Send feedback
Send
140 * 2
XferSP Xfer Welcome SP Welcome Voice SP Voice
Saved Contribute
General Law Fire EMS
- Text Conversation for: 5096300896 - Sessions List Eg Smart Pad
> noo




RiverCom 911

Information Technology: Updates

Added new backup phones

SpiIIman_Server U_pat | (cordless)
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S Information Technology S

LAW - FIRE - EMS LAW - FIRE - EMS

Py TR

Manage a CAD Incident - Flex

Received by: CORDER J

CAD INCIDENT = =
INFO :

LOCATION ANI/ALl | Unavailable

CALLER INFO
The same as incident
Telephone

COMPLAINANT INFO

@ Add complainant
CALLBACK

INITIAL COMMENT

VEHICLE

SCHEDULE
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LAW - FIRE - EMS LAW - FIRE - EMS

~—, a—,”"

2024 Improvement Initiatives/Goals

Initiative/Goal Implementation Timeline (Qtr)
Two factor authentication

Network security upgrade

Email archiver

New phone system

Partner Agency Camera Integration

New PSAP design phase support
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o Information Technology: New Camera Access T aghe)

LAW - FIRE - EMS

LAW - FIRE - EMS
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Geographical Information Services (GIS)
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About RiverCom 911 (Cont

Our RiverCom Team & Structure

I Re@%T
RIVERCOM 911
LAW - FIRE - EMS

Administrative Services
Division
S

Administrative
Services Manager

Administrative
Services
Specialist

Administrative
Services
Assistant

Executive Leadership

Doug Jones — Executive Director

Operations
Division

Operations
Manager

Training
Supervisor

Training
Generalist

(P/T)

Supervisors

(6)
|

Radio
Communications
Manager

Technical Services

Division

Information
Technology
Manager

GIS
Analyst (1.5)

Radio
Technician (2)

Information
Systems
Technician

Telecommunicators
(31)
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LAW - FIRE - EMS LAW - FIRE - EMS

TR

Next Generation 911

ORIGINATING
NETWORKS

ECRF
(Emergency Call
Routing Funcrian)

(Border Control ES’nOt

Function) (E meln*%rcry Su‘r}':.:m
ehwor)

{Legacy Network } ——— S \
IPSA ESRP LbB

(IP Solective (Emergency Service {Location
Routev) Routing Proxy) Darabase)

(Legacy PSAP
Gateway)

LEGACY SELECTIVE
ROUTER




RIVERCOM 911
LAW - FIRE - EMS

What does GIS do
for Public Safety?

RiverCom 911

|
1911
EMS

Geographic Information Systems S
Law Fire
CCRJC RMS RMS
Booking
Spillman
| CAD Law HE
iISpy MDT Mapping
LVE Fire
GeoValidation
S| Comtech IT\l/sz CﬁD
NG911 SR
Data Hub
ECRF Dispatch
Mapping
App EM
911 ALI Web
database G IS Map
RiverCom GIS Enterpise system GIS Analyst Data
Data (27 layers) (GIS Server) (FT & PT) Sollleefan
GIS Data from ArcGIS Pro

more than 20 other GeoEvent Server
sources

software



RiverCom 911

Geographic Information Systems

Integrated GIS Data is  |weiy.. . oo o B P v,
quality checked & - @’Q ~a ‘ ] S
corrected with public ""'&' i Qf' W aw P e

safety in mind 3(‘.%; o T ‘@g”_f‘:r_ . T




Accurate GIS data aids
911 call taking &
emergency services
dispatching.

911 caller location
validation

RiverCom 911

Geographic Information Systems

.“‘! A

-
RIT..

k 2.8 ey




RiverCom 911

Geographic Information Systems




RiverCom 911
Geographic Information Systems raseal™

LAW - FIRE - EMS LAW - FIRE - EMS

2024 Improvement Initiatives/Goals

Initiative/Goal Implementation Timeline (Qtr)

Initiate Pre-Fire Plan Discussions/Planning

Dispatcher Map & GeoValidation Training Updates

Establish Regional Addressing Coordination

Spillman Pro Locator Migration

Establish Web Maps for Crowdsourcing Data

Ongoing GIS Data Cleanup & Reconciling with Spillman
Tables




g NEW PSAP PROPOSED TIMELINE g

LAW - FIRE - EMS LAW - FIRE - ENS

Focus 2023

Identification
and Evaluation

Assessment

&
Qﬂo%lte Acquisition:

Q
N Purchase and

Sale

Focus 2024

Phase 2

Design Phase
Funding

Design and
Permitting

Preliminary site
prep

Focus 2025

Phase 3

Construction
Phase Funding

Construction Bid
Process

Construction
Start

Focus 2026

New PSAP
Inspection,
Testing, Final
Acceptance &
Occupancy

Core Mission:
The delivery of
24/7/365 High

Quality,
Dependable, and
Reliable 911 Call

Taking and
Emergency Services
Dispatching.




RiverCom 911

Final Executive Director Summary

Key focus areas — past 7 months: \

* Implementation of business practices that drive Success and
Sustainment Planning Continuum

* Leveraging technology/automation to improve internal processes

« Structured and collaborative telecommunicator development program

« Supervisor promotions and development

« Customer agency feedback and integration into success and
sustainment planning

* Building trust and improving culture

* Fiscally responsible execution of 2023 budget and 2024 development

* Finalize Interlocal Cooperative Agreement (ICA)

 PSAP Property acquisition and design phase implementation

« Taking care of our team members

Community outreach




RiverCom 911

Final Executive Director Summary

Key focus areas — next 12 months: \

* Recruit the best, train the best, retain the best

* Leader development / succession planning

 Communication upgrades (phones and radios)

* Polices and procedures

 Expanded Success and Sustainment planning

* Begin RiverCom Strategic Plan development process

« Complete design phase and secure funding for PSAP

* Improve personnel development and accountability at all levels

« Continue to build and leverage strategic partnerships

* Focus on long-term goal of CALEA accreditation (208 standards)




RiverCom 911
Final Executive Director Summary
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Success & Sustainment Achievement Report - 2023:

Questions

Presented By:
RiverCom Leadership Team

Jerry Corder, Josh Humphrey, Jeremiah Johnson,
Mihkaela Overbay, Renee VanBuskirk, Lynn Palmer, Lori Beidler, and Doug Jones

Representing:

The Entire RiverCom Team
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