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Addison Consolidated Dispatch Center 
 Mission and Values Statement 

 
 
Mission 

 
ACDC is committed to building public trust and providing superior service by treating 
everyone with dignity and respect while providing for the needs and safety of the 
communities and responders. 
 
 
Values 

 
To fulfill this mission to its communities and the responders, the Addison Consolidated 
Dispatch Center (ACDC) adopts these values: 
 

● To express compassion by treating everyone with courtesy, empathy, 
impartiality and respect. 

 
● To demonstrate dependability by gathering and providing accurate information 

in an efficient and confidential manner. 
 

● To foster integrity by always being ethical and honest. 
 

● To exhibit professionalism by being loyal and taking the responsibility for 
working as a team. 
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Executive Summary 
 
Strategic Plan 
In September 2021, DuPage ETSB asked each 9-1-1 PSAP to develop a strategic plan.  ACDC created a 
strategic plan for the next five (5) years (attached). 
 
CALEA Reaccreditation 
ACDC completed an on-site (virtual) assessment, along with the Addison Police Department, from 
April 5-8, 2021.  All written directives, policies, procedures, training, and reporting were thoroughly 
reviewed.  This on-site assessment resulted in CALEA awarding ACDC communications accreditation 
for the second time in July 2021. ACDC has been CALEA accredited since July 2017. 
 

Training 
Our 2020 goal of continuous improvement in 2020 was further embraced throughout 2021.  Its 
training program is fluid and constantly reviewed for improvements and enhancements.  In 2021, 
ACDC extended the training program from four (4) steps to five (5) steps. They expanded 
qualifications for step progression to include an elevated emphasis on call taking during the beginning 
steps, and indicating a percentage for review and signature of policies, tasks, and scenarios.  
Additionally, Step 3 was modified to include one (1) week of shadow training by a CTO, followed by 
four (4) weeks of the trainee assigned a solo call taker. The goal of this particular augmentation is to 
ensure the trainee is proficient at solo call taking prior to introducing radio training. Previously, 
assessment of proficiency in both call taking and radio training occurred in the final step of the 
training program. The above enhancements to the training program have elevated trainee 
proficiency, increased trainee confidence, and solidified task application and performance. In short, 
ACDC has experienced positive results upon implementing these improvements. 
 

COVID-19 Pandemic/Hiring and Training 
During this second year of mitigating the impact of the COVID-19 pandemic, ACDC continued to 
experience challenges holistically. First and foremost, due to the potential of decreased tax revenue, 
the Village of Addison implemented a hiring freeze. ACDC was not able to hire two new employees 
until May of 2021, followed by three more employees hired in October 2021. During the hiring freeze, 
a number of employee openings for the position of dispatch became available, which caused an 
immense amount of overtime and inevitably many long hours, taxing current employees.   
 
The pandemic also affected ACDC’s ability to provide training to current staff, both hosting and 
attending outside training and conferences. With the implementation of vaccinations and decreased 
cases of COVID-19, ACDC looks forward to attending and hosting all forms of continuing education in 
2022. 
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Dispatch Services/Projects 
Discussion continued with DuPage County Services, the goal to implement the 211 system during 
2022.  Additionally, throughout 2021, ACDC worked extensively with the DuPage County Sheriff’s 
Office to enhance the 800 MHz system; further work to continue through 2022. 
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Personnel Changes in 2021 

 

 
 

Training   
ACDC personnel participated in over 3,700 training hours in 2021.  This year, in-person training was 
minimal due to the COVID-19 pandemic; therefore, personnel completed the majority of 2021 
training virtually via in-house resources and outside training affiliates. 
 
Approximately 50% of ACDC personnel attended the DuPage County ETSB Protect 911 seminar 
hosted Dr. Michelle Lilly and Dr. Miller’s Culture, Character and Accountability seminar mid-year; 
however, the following seminars were cancelled and placed on hold due to the rise in COVID-19 
pandemic cases. Two TCs joined the DuPage MERIT (Metropolitan Emergency Response Investigation 
Team of DuPage County), attending a variety of training. 
 
All ACDC personnel attended virtual Sexual Harassment/Anti-Harassment training sponsored by the 
Village of Addison. ACDC personnel also completed a variety of in-house online training, shift meeting 
training, and outside virtual seminars offered throughout the year.  They supplemented the lack of in-
person training with in-house independent study training, totaling 471 hours.  ACDC continued using 
PLS (monthly on-line law enforcement dispatch training) and continuing education articles and tests, 
which totaled over 400 hours of training in 2021.   
 
Additionally, all ACDC personnel participated in a full-agency evacuation drill in March and a full-
agency tornado drill in May.  
 
Conferences:  Illinois Public Safety Telecommunicators Association (IPSTA) and National Emergency 
Number Association (NENA) conferences were attended in-person; the CALEA conference was 
attended virtually.   
 

Hired 2021 (New Hire Freeze in Effect; Replacing 
only TCs who Leave)  

Currently in Training 
 

5 TCs 
 

1 TC 

Resigned From 
Training Program 

in 2021 

Resigned Prior to 
Termination-Less 

than 2 Years of 
Experience 

Resigned Prior to 
Termination. 

Over 2 Years of 
Experience 

Resigned 
Other Reason for 

Leaving 

Employment 
Terminated 

2 TCs 0 2 TCs 1 – Disability 
3 – Left Field 
1 – Relocated 
1 – Left to Other PSAP 
1 – Family Care 
2 – Health Issues 

0 
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Charities and Good Neighbor Events 
• In January, ACDC organized a military care package collection for Telecommunicator Leyla Alkanat 

(Navy) stationed overseas on assignment.  
• The annual weight loss competition was held from January through April 2020.  ACDC staff 

organized the challenge with ACDC, Village of Addison employees, and member agency 
employees participating. 

• In April, during Telecommunicator Week, ACDC collected food items donated to the Addison Food 
Pantry. 

• In September, ACDC collaborated with the Addison Police Department, donating food and 
personal care items to Officer Gomez (Army) deployed overseas. 

• In December, ACDC collected pet food and supplies, donating to the South Suburban Humane 
Society. 

• In December, ACDC participated in the annual Addison Shop with a Hero event. 
 
Public Education Events 
From January through June, ACDC was not able to attend in-person events due to the COVID-19 
pandemic; however, during this time, it continued monthly online virtual events on Facebook Live, 
“Storytime with Shelley,” that continued from March 2020 through September 2021. (The event 
began as a brainstorm by Telecommunicator Shelley Vulpo after the March 2020 stay-at-home order 
by Governor Pritzker, specifically providing ongoing safety and 9-1-1 outreach to children.) Each 
monthly 10-15 minute Facebook Live event featured a book about a safety topic, relating the story to 
9-1-1 safety information.   
 
From July through December, ACDC attended sixteen (16) in-person community outreach events, 
presenting 9-1-1 and Smart911 materials and/or public education.  
 
Employee Recognition  

Date Telecommunicator Description 

January 7, 2021 Leath, Crandall, and Ficarrotta  Performance of Duty: Shots Fired 

Multi-tasking, coordination, dedication, teamwork 
and excellent communication. The abundance of 
information in CAD was sorted and quickly and 
efficiently disseminated to the responders. 

February 6, 2021 Flores, Leonard, Leath, and 
Vertucci 

Performance of Duty: Bloomingdale Shooting  

Multi-tasking, dedication, teamwork and excellent 
communication and tracking during high stress 
emergency call and radio traffic that happens very 
infrequently.  Major event involving over 35 
agencies. 
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March 22, 2021 Mendez  Performance of Duty: Water Rescue 

Quick and efficient call intaking and processing.  
Training followed every step perfectly. 

April 4, 2021 Alarm Board Operator Halik  Letter of Recognition: Independent Studies  

Diligence and dedication to share experience, 
expertise, and knowledge is apparent in the 
volume of courses created in a short amount of 
time. 

April 22, 2021 Temes Note of Appreciation from Wood Dale Police for 
professionalism and knowledge. 

June 9, 2021 Alkanat and Medina Exemplary Performance: Missing Elderly  

Multi-tasking, coordination, dedication, teamwork 
and excellent communication; provided clear and 
concise communication to responders.  

June 13, 2021 Schmidt  Exemplary Work and Letter from Wood Dale 
Police: Sexual Assault  

The Wood Dale Police Chief also wrote a letter on 
the dedication, professionalism, calmness, and 
empathy for the caller were outstanding.  

July 15, 2021 Ficarrotta and A. Doherty  Exemplary Performance: Accident/Man with a Gun 

Multi-tasking, coordination, dedication, teamwork 
and excellent communication. The Bensenville 
Police Chief also contacted the Addison Chief to 
compliment both the officers and dispatch. 

August 7, 2021 Cutts, Eichler, Emmel, Flores, 
Norton, and Vertucci  

Exemplary Performance: Large Fight 
 
Quick and efficient communication and tracking of 
responders in a high-stress call with multiple 
agencies. 
 

August 11, 2021 Vertucci Employee of the Quarter Nomination 
 
Continuous work and dedication as an LAC for all 
ACDC agencies. 
 

September 14, 
2021 

Nudd Life Saver Award: CPR Save 
 
Quick and efficient call intake and processing.  
When seconds matter, encouragement to help 
save a life. 
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September 24, 
2021 

Cutts and N. Valdez  Performance of Duty: Arrestee Pill Consumption 
  
Quick and efficient relay of information to 
responders to avoid a medical issue. Westmont 
Police Department Sergeant also called to relay a 
job well done. 
 

October 18, 2021 TL Beebe, Medina, and OIC 
Vulpo 

Blue Blaze Award Nominations 
 
Beebe CPR save, Medina Baby Delivery Award, 
and Vulpo for Community Relations for Storytime 
with Shelley. 
 

November 6, 
2021 

Dobey, Eichler, Emmel, Flores, 
Leath, Mootrey, Nudd, TL 
Beebe, 

Performance of Duty: Officer-Involved Shooting 
  
Multi-tasking, dedication, teamwork and excellent 
communication and tracking during a high-stress 
emergency call involving an officer. 
 

December 10, 
2021 

Dobey, Kubica, TL Medina   Performance of Duty: Stolen Vehicle   

Teamwork, communication, and multitasking 
abilities were showcased in a way that makes all 
proud to have them as members of the team. 

     
 
Breakdowns and Malfunctions 
●    ACDC encountered fifty-four (54) 9-1-1 discrepancies. These errors include calls routed to the 

wrong PSAP; others had incorrect location and number (ANI/ALI) information displayed. ACDC 
worked with the resident or business owner, phone vendor, and ETSB to correct. 

 
●    ACDC submitted two hundred and fifty-nine (259) GIS issues. Included were location, 

commonplace errors or updates, tower misroutes and updated address points. Tickets were 
submitted to ETSB staff and updated or corrected. Refreshed data occurs each month. ACDC 
anticipated a large number of corrections into 2021 after discovering multiple DPSO geography 
errors. 
  

●  ACDC submitted one hundred and thirteen (113) CAD issues. Problems within this category may 
include CAD performance issues, configurations, and CAD operational issues.   

     
●  ACDC encountered one hundred and seven (107) phone system issues. Issues in this category 

include problems with configurations, performance issues, Vesta mapping issues, equipment 
lock-ups, etc. The majority of other issues involved non-emergency lines and outgoing phone 
calls.   
 

●  ACDC reported sixteen (16) issues with either the ACDC VHF system or DEDIR system.  The 
majority of issues were due to programming the portable radios.   
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●  ACDC experienced approximately fifty (50) technical issues associated with various software or 

equipment including ACDC Portal, 3si, VOA computers and/or software, LEADS, copiers, ACDC 
microwave systems, video streaming and displaying.    

 
• ACDC experienced six (6) Purvis fire station alerting technical issues. Two involved a complete 

system failure; the others involved failure to activate radio tones.  
 

• In April 2021, ACDC experienced a phone system outage for approximately five (5) hours.  The 
outage only affected ACDC (not Du-COMM). The ACDC backup/evacuation plan was initiated, 
and personnel reported to Du-COMM to answer phone calls. 

 
• Approximately two hundred seventy-four (274) KACE help tickets were created for ACDC IT.  

KACE is a help desk ticketing system for technical issues reported for ACDC issues. ETSB staff, 
along with Keith Marc and Mike Sampey, manage and/or coordinate all of the technical 
functionality at the center 365/24/7.  

Consolidations and Dispatch Services    
Proposal and meetings were held with DuPage County Services regarding assisting with the potential 
implementation of a 211 direct dial service in DuPage County. The 211 service would provide referrals 
to a variety of resources and services for citizens of DuPage County. 
 
Projects 
● Deploy a microwave connection between the DuPage County Sheriff’s office and ACDC via a 

Glendale Heights hop; implementation of the connection intended during 2022. 
 

● Move ETSB equipment from the DuPage County Sheriff’s office to ACDC. 
 

● Deployment of LiveMUM, a software providing move-ups and coverage for fire departments. 
 

Operations 
● Deputy Director Hurd held monthly police operations meetings, with input from staff and 

member agencies. Deputy Director Hurd created agendas and distributed meeting notes to 
attendees and staff. Operational meetings are a forum to discuss standardization, issues, and 
the overall effectiveness of ACDC with its member agencies.    

 
● Operations Managers conducted monthly shift meetings to provide an opportunity for staff to 

address issues and concerns in a timely manner, as well as provide training to 
telecommunicators. Shift meetings include reminders, news and information, member agency 
issues, policy review, questions, training, employee recognition, and employee suggestions. 

 
● Director Temes attended monthly PSAP Directors meetings with DU-COMM Director 

Tegtmeyer, facilitated by ETSB.  Unresolved issues of the CAD Focus Group were resolved at 
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the Director level. Discussion at these meetings included upcoming contracts, issues, and 
equipment relating to the DuPage 9-1-1 system.  

 
● Director Temes, Deputy Director Hurd, Deputy Director Srejma and Keith Marc attended 

monthly PSAP supervisor meetings with DU-COMM staff, facilitated by ETSB.  
 

● Monthly fire operations meetings continued in 2021, led by Deputy Director Srejma and 
Addison Deputy Fire Chief Kramer. Deputy Director Srejma and Deputy Fire Chief Kramer 
created an agenda with input from staff and its member agencies. Operational meetings were 
the forum to discuss standardization, issues, and the overall effectiveness of ACDC with its 
member agencies.  

 
● ACDC management staff held weekly meetings to address operational, technical, and 

administrative issues. 
 
● As mandated by the State of Illinois, ACDC's EMD quality assessors review, evaluate, critique 

and meet with telecommunicators each month.  This process is continual.   
 

● ACDC IT Keith Marc participated in the DuPage County Tech Team meetings, discussing 
systems technology such as the Vesta phone system, radio system, CAD, FSA, and LiveMUM. 
Additionally, Keith managed other technology systems at ACDC including microwaves, 
cameras, the portal, networks, etc.  

 
● Deputy Director Srejma and Director Temes attended the monthly DuPage County Fire Chiefs’ 

standardization meetings. 
 

• Director Temes was added to ETSB as the ACDC representative, and Joe Maranowicz assumed 
the Village Manager position on the Board. Both attended monthly ETS Board meetings.   

 
9-1-1 Call Breakdown and Volume 
          

Category Totals 
911 Wire-Line 

 
9,887 

911 Wireless 
 

93,031 

911 VoIP 
 

8,578 

911 Abandoned 
 

6,168 

Total  
117,664 
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 Method of Delivery of 911 Calls 
 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
9-1-1 Calls Transferred by ACDC 

Number of 
Phone 

Calls Transferred 
       

Transferred 
to  Du-
COMM 

Transferred to 
Aurora or 
Naperville 
Police 
Department 

Transferred 
to State 
Police 

Transferred to 
Chicago or 

O’Hare 

Transferred to 
Others 

28,290 49% 17% 13% 4% 17% 
               

 
ACDC 911 Call Answering Times 

 
 
 

 
 
ACDC Non-Emergency Call Answering Times 

 
 
 

 

Call Type 0-15 Seconds 16-30 Seconds >31 Seconds 

911 Calls 99.5% .02% .0002% 

Call Type 0-15 Seconds 16-30 Seconds 21 – 30 Seconds >31 Seconds 
Non-Emergency 99.22% 1.23% .007% .0001% 

Wireline 9%

Wireless  83%

VOIP 8%
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The National Emergency Number Association (NENA) Standard was updated in 2020 to reflect that 
90% of 9-1-1 calls should be answered in 15-seconds. The 2021 column below reflects the updated 
standard, while the 2019 and 2020 columns reflect the previous 10-second standard. 
 
ACDC’s Answering Times 2019* 2020* 2021 

911 Calls Answered Within 15 Seconds   98.4% 98.6% 99.5% 

Non-Emergency Calls Answered Within 15 
Seconds 

98.6% 98.66% 99.22% 

 
 
Hour by Hour Call Volume 
 

 
 
 
 
 
Call Volume by Day of the Week 
 
 
 
 
 
 
 
 
 

ACDC’s Busiest Hours – 0800 – 2200 
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Call Volume and CAD Events   
Agency Non-Emergency 

Calls 
 CAD Events 

Addison Police  31,593  28,016 

Addison Fire  454  5,435 

Bensenville Police  15,704  14,315 

Bensenville Fire  1,711  3,927 

Bloomingdale Police 10525   32,666 

DuPage County Sheriff’s Office 32,515  59,277 

Forest Preserve Police  3281  39,718 

Glendale Heights Police  17,331  26,295 

Itasca Police   7,467  6,388 

Itasca Fire  596  1,756 

Pleasantview Fire 2,689  4,592 

Tri-State Fire 2,540  6,166 

Westmont Police  12,815  21,583 

Westmont Fire  979  4,686 

Wood Dale Police 10,772  10,983 

Wood Dale Fire 495  2,718 

Fire Alarms 11,672  N/A 

CISM 256  N/A 

Officers, Direct, Internal, Other 63,040  N/A 

Doors 4,575  N/A 

911 Calls 110,826   

Outbound Calls 89,576   

Totals 431,412  268,521 
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Number of CAD Events by Talk-Group  
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*2019 data not available for the DuPage County Sheriff’s Office  
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2021 Radio Talk Time per DuPage County Police Talk Group 

 
ACDC Police Talk Groups: ACDC1, ACDC2, ACDC3, DPSOF1 (ACDC5) 
 
 
2021 DuPage County Talk Time by Fire Talk Group  

 
ACDC Fire Talk Groups: FDACDC1 and FDACDC2 
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Recording and CAD Requests 
 

 
ACDC experienced a 76% increase in recordings requests from last year. The majority of audio 
recordings and CAD requests were received from the State’s Attorney’s office. Operations Managers 
process all of these requests due to the sensitive and confidential nature of the information.  The 
requests are time sensitive and require the managers to locate them (often times multiple files), 
compile, and review the performance of the telecommunicators involved. Review of these recordings 
provide insight into trends and performance, which can lead to additional training and/or discipline.     
 
 
  

Agency 2020 Audio 
Requests 

2021 Audio 
Requests 

2020 CAD 
Requests 

2021 CAD 
Requests 

Addison Police 105 135   
Bensenville Police 90 45   
Bloomingdale Police 97 90   
DuPage County Sheriff’s Office * 239   
Forest Preserve 13 3   
Glendale Heights Police 99 146   
Itasca Police 52 42   
Westmont Police 89 74   
Wood Dale Police 101 108   
Addison Fire  0 0   
Pleasantview Fire 2 2   
Tri-State Fire 16 4   
Westmont Fire 4 1   
Wood Dale Fire 5 0   
Total 673 889 511 615 
State’s Attorney 491 579 511 615 
FOIA 48 63   
Agency Requests 134 247   
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Operations Complaints and Reconciliation Forms  
Agency Citizen 

Complaints 
Patrol 

Complaints 
Other 

Complaints 
Total Bona 

Fide 
Non-Bona 

Fide 

Addison Police 

 

 1  1   

Bensenville Police 1   1  1 

Bloomingdale 
Police 

 

   0   

DuPage County 
Sheriff’s Office 

 58  58 20 38 

Forest Preserve  2  0   

Glendale Heights 
Police 

 2  2 2 0 

Itasca Police 

 

   0   

Westmont Police 

 

   0   

Wood Dale Police 

 

 3  3  1 

Totals  66 0 66 24 42 
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Fire Operations Complaints and Reconciliation Forms   
Agency Agency 

Complaints 
or Issues 

CAD / 
Equipment 
Error 

TC Error Caller 
Error 

Other 
PSAP 
Issue 

Bona 
Fide 

Non–Bona 
Fide 

Addison Fire 

 

3  3   3 0 

Bensenville 
Fire 

 

3  2   2 1 

Itasca Fire 

 

1  0   0 1 

Pleasantview 
Fire 

 

11  8   8 3 

Tri-State Fire 

 

6  2 

 

  2 4 

Westmont 
Fire 

 

20  8   8 12 

Wood Dale 
Fire 

 

3  2   2 1 

Totals 47 0 25 0 0 25 22 
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High-Risk, Low-Frequency Police Call Review 
High-risk police calls are identified as any in-progress callS involving a weapon or in-progress 
burglaries, robberies, home invasions, carjackings, abductions, or other high-risk call. These calls are 
evaluated every month by an Operations Manager. The review includes the performance of the 
telecommunicator and adherence to policy. Managers pay close attention to address verification, the 
amount of time from received to dispatched, line of questioning, proper order of questions, and 
officer safety concerns. In instances where performance could be improved or a policy violation 
exists, the Manager meets with the telecommunicator and provides training and/or discipline.  
 

Number of High-Risk Police Calls 
Reviewed 2021 

Required Training or Discipline 
Due to Policy Violations, 

Accuracy, or Performance Issues 

Met All of the Standards 

438 63 (14%) 375 (85%) 
 
High-Risk, Low-Frequency Fire Call Review 
High-risk fire calls are identified as any structure fire. Each of these are evaluated by an Operations 
Manager and the Deputy Director of Fire. The review includes the performance of the 
telecommunicator and adherence to policy. Managers pay close attention to address verification, the 
amount of time from received to dispatched, line of questioning, proper order of questions, and 
responder safety concerns. In instances where performance could be improved or a policy violation 
exists, the Manager meets with the telecommunicator and provides training and/or discipline.   
 

Number of High-Risk Fire Calls 
Reviewed 2021 

Required Training or Discipline 
Due to Policy Violations, 

Accuracy, or Performance Issues 

Met All of the Standards 

159 23 (14%) 136 (85%) 
 
In 2020, the monthly high-risk training was suspended mid-year due to staffing shortages.  This 
training is paramount to the safe and efficient processing of these high-risk calls. The training team 
creates monthly police, fire and EMS scenarios. Telecommunicators are required to call take, create 
CAD entry, utilize ProQA (EMD protocols), and when necessary dispatch units. A member of the team 
evaluates and provides instruction and feedback after each scenario. This training assists in creating 
memory markers for telecommunicators, as well as having them work through high-pressure, 
stressful situations which prepare them for actual calls.  
   
Emergency Medical Dispatch   
All ACDC telecommunicators hold Emergency Medical Dispatch (EMD) certifications through the 
International Academies of Emergency Dispatch (IAED) Protocol System, using Medical Priority 
Dispatch System software called ProQA under the direction and guidance of Good Samaritan Hospital 
Emergency Medical System. The Illinois Department of Public Health provides licensure to all ACDC 
staff properly certified in EMD protocol and procedure. 
 
ACDC began providing emergency medical dispatch (EMD) in 2016. The State of Illinois mandates all 
public safety answering points to provide medical dispatch protocols. Additionally, ACDC is mandated 
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to have an EMD quality assurance program.  ACDC has an EMD quality assurance (EMD-Q) team 
comprised of telecommunicators trained and certified under IAED requirements and standards. The 
EMD-Q objectively measures the performance of the call-taker using a consistent, written 
expectation (standard) and provides timely feedback to the respective staff member on their 
performance, making improvement suggestions when needed. The EMD-Q uses data obtained by 
evaluating performance and feedback received from telecommunicators to create training, make 
recommendations for procedural changes, and ensure continued outstanding customer service is 
met.   
 
In 2016, ACDC used a single evaluator to establish quality assurance. After encountering multiple 
issues and problems relating to a single evaluator program, ACDC moved to a peer-based EMD-Q 
team. In 2019, ACDC selected six (6) telecommunicators to join the team.  All six (6) team members 
completed the certification process and began to train EMD quality assurance.  They worked with 
management to identify acceptable deviations from the protocols and received training from 
management to provide feedback and criticism to fellow telecommunicators constructively and 
equitably. The Q-team must randomly evaluate 2% of the total medical calls the Center receives each 
month, generally 100 calls. The Q-team is also required to review every full arrest, choking, and 
pregnancy call for service processed by the Center. In 2021, ACDC increased the number of EMD-Qs 
to eight (8), which improved the backlog of quality checks. Previously, each EMD-Q was responsible 
for quality checks for approximately six (6) to eight (8) staff members, creating a backlog of quality 
checks due to the limited days they were able to evaluate calls. Each EMD-Q is now responsible for 
only five (5) telecommunicators. In June 2021, ACDC started monthly “calibration” meetings to 
improve its standardization in quality assurance.  The calibration meetings address trends found by 
the EMD-Qs, as well as address trends in potential training opportunities. Additionally, in June, EMD-
Q software was upgraded to a new improved platform. 
 
Random Customer Service Quality Checks 

Number of Random Telephone 
Calls Reviewed 

Required Training and/or 
Discipline Due to Policy Violation, 

Performance, or Customer 
Service Issue 

Met All of the Standards 

 
1,479 

 

 
12 (.81%) 

 
1,467 (99.19%) 

 
Operations Managers review random telephone calls each month for every telecommunicator and 
meet with every telecommunicator to discuss the outcome. Operations Managers provide 
telecommunicators positive feedback regarding calls handled appropriately as well as progressive 
discipline (including coaching sessions) regarding calls where policy violations, performance issues, 
and/or poor customer service occurred. Telecommunicators consistently provide excellent customer 
service to callers. The majority of the issues found in quaility checks involve a telecommunicator not 
understanding a policy or procedure.            
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2020 Goals 

1. Complete training all fire telecommunicators to process all 9-1-1 and non-emergency telephone 
calls. This goal was achieved. 

2. Increase EMD compliance. The goal is for 50% of all telecommunicators to achieve the excellence 
standard. This goal is not measurable for 2021 due to the upgrade to a new software platform. 
This goal will carry over to 2022. 

3. Increase the number of high-risk calls meeting the standard of 87%. 
4. Scrub and reconfigure LiveMUM to work as effectively as possible for fire departments. This goal 

will continue into 2022. 

 

2021 Goals 

1. Achieve full staffing; add a third Operations Manager. 
2. NG911 transition. 
3. CTOs cross trained as fire telecommunicators. 
4. Operations Manager cross trained for fire dispatch services. 
5. Implement upgraded phone system. 
6. Increase EMD compliance. The goal is for 50% of all telecommunicators to achieve the excellence 

standard. 
7. Complete succession planning. 
8. Provide leadership training to Team Leads, Officers in Charge, CTOs and EMD-Qs. 
9. Increase training positions. 
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1. achieve the excellence standard. 
2. Succession planning:  Provide leadership training to TL/OIC’s, CTO’s, EMD-Q’. 
3. Adding Operations Manager 
4. Finish succession planning 
5. Increase training spaces 

 

 

 

 

 

  

 

 

2021 ADDISON 

CONSOLIDATED 

DISPATCH 

CENTER ANNUAL 

REPORT 
      

 
      
The plan provides a vision to staff and stakeholders 
regarding the Center’s path of progression for the next five 
years. It identifies the organization’s strengths, 
weaknesses, opportunities, and threat, its goals and action 
plans on how to achieve them. 
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ACDC 5-Year Strategic Plan  
Mission Statement:  
 
ACDC is committed to building public trust and providing superior service by treating everyone with 
dignity and respect, while providing for the needs and safety of the communities and responders. 
 
ACDC Values:  
 
To fulfill this mission to both the communities and the responders, the Addison Consolidated 
Dispatch Center adopts these values: 

● To express compassion by treating everyone with courtesy, empathy, impartiality, and 
respect. 

● To demonstrate dependability by gathering and providing accurate information in an efficient 
and confidential manner. 

● To foster integrity by always being ethical and honest. 

● To exhibit professionalism by being loyal and taking the responsibility for working as a team. 

ACDC’s Administrative Values:  

• Provide safe and efficient calls for service for citizens and responders. 
• Provide excellent customer service to citizens. 
• Make ACDC a great place to work. 
• Strive to find ways to improve. 
• Use new ideas and technology. 

 

ACDC’s Vision Statement: 
 
To lead the way in providing the safest and fastest help to people experiencing their worst day while 
keeping responders as safe as possible. 
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SWOT Analysis  

 
 
 

Strengths
Establishing high performance metrics  

Operational design
Continually focus on efficiency and teamwork

Customer-centric relationships
Customer service
ACDC employees

Organizational culture (belief in the mission)
CALEA accreditation

Strong leadership
Low reliance on protocols

Weaknesses

Communication between upper management and 
front-line employees

Lack of managment staff
Hiring restrictions
Budget constraints
Inexperienced staff 

Lack of fire service back-up systems
No fire protocols

Opportunities
Flexible design allows for added services 

Additional consolidations
Adding technology to enhance platforms (text to 

9-1-1)
Incorporating technology (cameras) 

NFPA1221 Standards
ACE Accreditation

Create consistent policies between member 
agencies to create cohesiveness

Create more consistency between PSAPs

Threats
Staffing: Inability to appropraitly staff  creates low 

morale and contributes to higher turn-over rate 
Varying levels of performance creates 

inconsistencies for stakeholders
Risk of take-over 

National standards
Funding

Employee retention 
COVID resurgence 

Inconsistent policies create room for error

Operations
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Strengths
New hire training program

Committment to ongoing training
Diversity of classroom instructors

Data driven, proactive training 
Focus on member agency issues and best 

practices
All  aspects of TC performance is QA

Issues are identified early

Weaknesses
Inconsistent training by CTOs

Length of time to uncover issues with new TCs
Length of time to complete training program 

CTO burnout
New hire training interfers with QA team 

Sucesesful  coaching requires timely meetings -
with overtime this is not feasible 

Opportunities

Improve daily performance of TCs
Identify performance and policy issues

Performing Q allows the Q TCs to improve their 
own performance

Recognition for the organization
Exceed stakeholder's expectations  

Threats
Money and time required to support program

CTO performance and attitude
Failure to properly train could result in litigation

Keeping up with the number of mandated  
certifications 

Limited managment staff  equates to less 
quality assurance for non-mandated 

performance

Training and 
Quality 

Assurance



 

 

28 
 

 
 
 
 
 
 
 

  

Strengths
Relationships with vendors

Vendors provide lastest technology expertise
ETSB provides many technology costs

Provides efficiency for TCs and responders
Ability to meet ctiizen expectations 

Weaknesses
Lack of IT personnel to maintain equipment and 

systems 24/7
Cost of technology 

Reliance on vendors
Limitations of customization of technology

Keeping up with emerging technology 

Opportunitites
Provide better services for citizens and  

responders
Create efficiencies for TCs and responders

Meet expectations of citizens
Automate processes to mitigate human error

Threats
Lack of IT personnel
Reliance on vendors

NFPA 1221
Failure to provide basic advances (text to 911)
Unforseen complexities that come with new 

technology or processes
Reliance on technology 

Technology
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1- to 2-Year Goals 
Upgrade Customer Premise Equipment (911 Phone System) 
• Complete RFP process. 
• Work with Du-COMM and ETSB to make the best selection. 
• Work on system design that meets the needs of the PSAPs, TCs, and citizens. 
• Review the workflow and make comparisons to policy.  
• Create or receive train-the-trainer training on functionality and design. 
• Provide training on functionality of system and its design.   
• Make necessary policy changes. 
• Implement new system. 
• Communicate with ETSB/vendor regarding open issues or problems. 
Deploy Text to 911 
• After new CPE equipment is installed. 
• Identify workflow and work with ETSB and Du-COMM. 
• Compile policies from other agencies regarding workflow. 
• Create policy (ETSB and Du-COMM). 
• Conduct training. 
• Deploy. 
Upgrade CAD to New Version   
• Work with ETSB/Du-COMM and Hexagon to establish a timeline. 
• Have CAD focus and/or CAD user group work within the DuPage team to identify and understand 

workflow changes and functionality differences.     
• Identify any policy issues or changes. 
• Establish training team and coordinate training.  
• Utilize training CAD, classroom, and any other valuable method to roll out training. 
Review and, if Available, Upgrade Functionality for Purvis FSA  
• Work with ETSB and Du-COMM. 
• Gather feedback or input from member agencies. 
Build out DPSO 800 Radio System and Integrate into ACDC 
• Complete MOU and IGA. 
• IT to identify the timeline and work with vendor. 
• Vendor complete installation and testing. 
Create Redundant Microwave Ring for ACDC South Members (Hodgkin’s Link) 
• Re-engage Critical Solutions. 
• Update study and obtain proposal. 
• Approval from Village Board. 
• Vendor installation. 
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Upgrade Logger for Phones/Radio to Include CAD and Keystrokes, as well as QA Program 
Management  
• Determine needs of ACDC and DU-COMM  
• Create RFP with ETSB and DU-COMM 
• Vendor selection 
• Implementation 
• Training 
• Review policies for edits or revisions 

 

On-Going Goals and Action Plans 
• Entirely staffed - top to bottom 

o Commitment from executive level stakeholders regarding staffing 
o Ensure test and hiring list is up-to-date 
o Prioritize new hire training program to create successful telecommunicators 
o Consistently mentor every level of TC 
o Up-to-date succession planning    
o Continue to provide opportunities for TCs 
o Keep culture strong 
o Create a shared vision among all team members 

• Achieving accreditation in all facets of public safety 
o Commitment from stakeholders regarding accreditation 
o Continue to train to the highest level possible  
o Continue to work with the policy review committee to ensure policies meet workflow 

and accreditation standards 
o Mirror the CALEA process at ACDC for ACE 
o Q team continues to identify issues and coach to standards 

• Staying current with technology 
o Stay abreast of emerging technologies 
o Attend conferences  
o Work with Du-COMM and ETSB to provide systems that benefit citizens 
o Build consensus on technology that enhances TC and/or responder 

performance/safety 
o Engage member agencies in providing feedback regarding technology 
o Seek grants to offset costs 

• Continue branding and building a reputation based on excellence and that is beyond reproach 
o Prioritize relationships 
o Foster integrity 
o Help when we can  
o Be transparent 
o Don’t make promises that cannot be kept 
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o Don’t settle; continue to set the bar high in all areas 
• Continue to add members to ACDC 

o Have positive relationships 
o Think outside the box 
o Commitment from Village of Addison Board 
o Create efficiencies for agencies on the peripheral of 911 

• Provide the safest, most efficient 911 system for citizens and responders possible 
o Continue to set high-performance standards and hold personnel to them 
o Regularly audit processes for deficiencies 
o Remain open to new ideas 
o Seek out technology to assist TCs and responders 
o Build a strong QA team to ensure high quality 
o Focus on culture of ACDC 
o Adjust training program to meet needs 
o Foster strong relationships between ETSB and Du-COMM 
o Continue to work closely with member agencies 

• Exceed citizen expectations 
o Stay focused on the mission 
o Strive to find ways to serve the citizens 
o Focus on customer service 
o Hold employees accountable 
o Train TCs to use all available resources 
o Go the extra mile 
o Do small things when you can 
o Don’t forget to be human 

 
4- to 5-Year Goals  
• Integrate multimedia NG911 (photos and videos into the 911 system) 
• Investigate LPR interfaces to CAD and MPS   
• Utilize member agency body cameras as a layer of officer safety 
• Incorporate member agency video cameras into the Center 

 


