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1. EXECUTIVE SUMMARY
Primary purpose in considering Consolidated Emergency Public Safety Dispatch:
° Improve service to citizens which will save lives!
. Provide the most efficient and effective emergency communications possible
. Increase safety to emergency responders
. Enhance coordination among responding agencies
Summary of Findings:
. Current emergency call processing is inefficient, potentially detrimental, involving:

o 5 Public Safety Answering Points (PSAPs) which answer 9-1-1 calls
o] 1 Secondary PSAP

o 4 Dispatch-only centers

9-1-1 emergency calls frequently have built-in delays involving transfers to other centers
Duplication of systems and equipment among centers

Lack of equipment in some centers

Varying levels of service provided, caused by:

o) Different training programs

o Different continuing education programs and certification standards
o Different or no quality assurance programs

. High staff turnover rates and inability to keep staffing at authorized levels

Summary of Recommendations:

Begin planning now toward consolidating the County’s emergency communications
Develop governing structure and funding mechanisms

Execute agreements

Select site and begin facility programming

Hire Director followed by other transition plan steps

Conclusion: Consolidation of Charleston County Emergency Communications is Feasible

. Follows successful examples of consolidation such as Emergency Medical Services
(EMS), 800 MHz Radio system, 9-1-1 computerized telephony and Geographic
Information System (GIS) mapping database among PSAPs

Benefits: Improved Service to Citizens

Faster emergency response times

Fewer errors through standardized call handling and dispatch protocols

Helps public safety agencies better pursue their missions

Cost efficiencies with economies of scale

Improved interoperability and information sharing among agencies

Better technology

Reducing costs while increasing benefits

Better training and facilities for telecommunicators

Improved retention of telecommunicators through job satisfaction and professionalism
SeaHawk partnership - Improved readiness regarding terrorist activity threat
Greatest benefit will come from the participation of all agencies

L. Robert Kimball & Associates, Inc., April 2007 © ) FPage 1
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2. REPORT SUMMARY
2.1 INTRODUCTION

When citizens and visitors to the Charleston County area are in need of emergency law
enforcement, medical, or fire services, the numerous public safety response agencies are called
into action. Each agency has demonstrated its life and property saving protocols time and again.
However, there is a dangerous time delay built into every multi-agency response. When someone
dials 9-1-1, the call may be transferred at least once, sometimes two or even three times. A
traumatized caller may have to repeat what is’has happened and may have to repeat their location
several times, This life and property threatening time delay is caused by the inefficient and costly
routing of calls and the setup and configuration of emergency communications centers (ECCs).
Like the responders, the emergency communications call-takers and dispatchers at each of the
public safety agencies are dedicated and provide the best service possible from the time they
receive the call until the appropriate unit is dispatched. The problem is that there may have been
several critical minutes before the call for emergency service is received.

In Charleston County there are five initial points of contact, also known as Public Safety
Answering Points (PSAPs) that 9-1-1 calls can be initially routed to. These PSAPs question
callers and dispatch law enforcement units from their respective agencies. However, all calls for
medical emergencies must be routed to a secondary answering point, and in addition, many fire
emergency calls must be routed to one of four other call answering points. There are also law
enforcement agencies in the smaller communities that must receive emergency calls for service
through transferred calls. Even more dangerous is the fact that these callers must be questioned
two or more times and that the calls arrive at these dispaich-only centers without automatic
location information and call back numbers.

The critical time lost on many emergency responses is caused by the need for calls to be routed in
some instances to multiple answering points, and inefficiencies caused by callers subjected to
duplicate call answering processes. A costly side-effect of this disparate configuration is the
expense of maintaining multiple centers. This study found that even though the phone, mapping,
radio and logging recorder systems are somewhat consolidated and provisioned countywide, the
problem still remains that these multiple systems and equipment are unnecessarily purchased and
maintained countywide. In the dispatch-only centers there are little to no systems or equipment.
The reality is that when a citizen or visitor dials 9-1-1 anywhere in Charleston County, they may
be transferred, questioned several times for the same information, all of which results in critical
time delays attributed to the time it takes to route the call through the maze of communications
centers.

Now and in the future, we are and will be experiencing dependency on the use of cellular phones
and other communications devices, potential threats to homeland security and the constantly
changing and evolving technologies. These and funding concerns are impacting the efficiency of
operations of emergency communications centers nationwide and are creating cost factors that are
increasing annually,

L. Robert Kimball & Associates, Inc., April 2007 © Page 3
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such as hurricanes, earthquakes and terrorist atiacks, a fact which underscores
the need for enhanced and effective emergency communications.

Also envisioned is the opportunity to provide better service to citizens at a cost
savings. Therefore, a study is desired in order to fully explore our current
emergency dispatch communications effectiveness and costs, contrasted with
potential consolidated emergency communications.”

This report presents the results of the execution of the Request for Proposal (RFP) tasks and the
reporting of findings and recommendations in an objective manner. The assessment tasks
included, in general, an inventory and depiction of existing conditions of emergency
communications throughout the county and the identification of any deficiencies therein, and
recommendations for improvements, such as the creation of a consolidated emergency
communications center, and the inherent enhancements to service, systems, and facility.

It must be noted that throughout the feasibility study, all agencies’ respective representatives were
forthcoming and cooperative in providing requisite information to Kimball, contributing to the
detail and objectivity of this report and the ultimate success of this report as a decision-making
tool.

2.3 BACKGROUND

During the decade of 1990 through 2000, the emergency communications component of public
safety services nationwide viewed the consolidation of PSAPs and dispatch centers as a trend.
The implication of consolidation as a trend being that consolidation occurred at local, regional,
and state levels due to a recognized need or benefit and was achieved when factors, such as
finances and political agreement, allowed. This approach could be deemed passive or reactionary.

In recent years, consolidation has become the de facto model of efficiency to be established,
prompted not only by the tragic events of September 11, 2001, but by the realization of truly
attainable benefits. And not only as promoted from within public safety, but also in response to
the mandates of governmental entities that had begun to use consolidation for achieving cost
savings and efficiencies in non-public safety services such as trash collection and school
transportation, and in their associated support and service needs.

Accordingly, consolidation of emergency communications centers is now driven by the goal of
overall improvement of service to the public as well as services offered, technological, financial,
and governmental purposes — local, regional, state, and federal — based upon clearly defined
needs and desired results. In essence, consolidation is an approach that is proactive and
preemptive; vision-centric for the good of the public and the public safety service providers.

Generally, the results of consolidation include an enhancement of service(s) provided, the
potential to increase the types of service available, a reduction in the duplication of systems,
equipment, facilities, and personnel, an increase in purchasing clout, the sharing of costs, and a
reduction in reoccurring and fixed costs.

L. Robert Kimball & Associates, Inc., April 2007 © Page 5
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2003 Establishment of Project SeaHawk
2003 Standardized voice logger for six of the ten PSAP/dispatch agencies
2006 Standardized 9-1-1 computerized telephony among those agencies receiving
9-1-1 calls
2006 Standardized GIS/mapping database

Such efforts can minimize any apprehension toward consolidation and can often accelerate
actions leading to consolidation. Essentially, these successful efforts indicate the ability of the
various county agency representatives to discuss, plan, and execute activities beneficial to all and
that they can reach agreement on such issues as service to the public, systems functions, legal and
operational agreements, and protocols.

24 FINDINGS

In the existing operational model, there are multiple, localized service providers that answer
emergency requests from the public via 9-1-1, other emergency telephone numbers, and by
monitoring public safety radio traffic. Though the agencies providing emergency communications
take great pride and care in the handling of these emergency calls, there are two inherent
problems recognized in the overall process of emergency call handling.

. The first problem is the lack of efficiency in service that is created by a built-in delayed
processing time. This delay is caused through the transferring of emergency calls to different
agencies in order to inform and dispatch all necessary responders. This can add up to several
minutes of life and property-threatening wait time to any given response.

2.5 OPERATIONS
There are five primary PSAPs' in which wireline and wireless 9-1-1 calls are received. They are:

Isle of Palms

Mount Pleasant

City of Charleston

City of North Charleston
Sheriff’s Office

* & & & 9

County EMS operates the only secondary PSAP? where location information is transferred with
the emergency call from the primary PSAPs for emergency medical response countywide. County
EMS also dispatches for three fire departments and the County Rescue Squad.

' A PSAP to which 9-1-1 calls are routed directly from the 9-1-1 Control Office. NENA Master
Glossary of 9-1-1 Terminology, NENA-00-001, Version 8, November, 2006
2 APSAP to which 9-1-1 calls are transferred from a Primary PSAP.
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