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Addison Consolidated Dispatch Center 
 Mission and Values Statement 

 
 
Mission 

 
We are 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 our 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 
 
Our overall plan for 2020 was continuous improvement.  Our objectives were to improve employee 
relations, increase our level of knowledge from basic to advanced, specifically regarding CAD, EMD 
(Emergency Medical Dispatch) protocols and quality assurance of both. In January and February, 
Administration made a concerted effort to improve employee relations at ACDC.  We created several 
surveys for personnel to participate in and we began adding training and discussions regarding the 
importance of organizational culture and strategies to combat negativity.   The intent of the surveys 
was for Administration to gain insight and perspective from employees about the method in which 
we communicate, the interpersonal communication skills of our management team, measure 
employee engagement, gauge job satisfaction, and determine the level of trust and morale with an 
eye on improvement in each of these categories.  Anonymous surveys were distributed and the 
results of those surveys were discussed both at management meetings and with all personnel.  We 
received feedback that any in-depth policy change should be explained during monthly shift meetings 
as well as electronically.  This would allow for employees to ask questions and hear the “why” behind 
the change.  TCs requested hearing positive feedback during shift meetings regarding individual and 
team accomplishments.  We obliged.   We received feedback that instead of reminders about policy, 
the TCs wanted to have a better understanding of how policy affected agency issues, and at times 
impacted not only the agency but also ACDC operations or liability.  This too was added to shift 
meetings.  TCs also requested more open, clear communication overall.  This was achieved by 
providing examples and taking a team approach from administration when discussing issues, 
concerns, or problems.  Finally, we implemented a suggestion box.  Each month suggestions are read 
and discussed during monthly shift meetings.   
In October of 2020 we signed our first collective bargaining agreement.  Since then we have 
implemented monthly labor/management meetings to stay on top of issues and concerns.   
 

Our improvement plan regarding performance and knowledge was aimed at emergency medical 
dispatch protocols and utilizing the CAD to its fullest capabilities.   We had begun monthly CAD 
assessments to ascertain where and what gaps existed in CAD training and how to fill those gaps.  The 
goal was to expand the TC’s knowledge base and proficiency to a more comprehensive understanding 
of the CADs abilities and functionality and Phase 2 of CAD training.   Our strategy focused on 
providing both team and individual training using situations and scenarios.  Our EMS Q (Quality 
Assurance) Team had just begun understanding that protocols are simply a tool in the tool box for the 
dispatcher and at times deviations from the protocols were not only necessary but encouraged.  We 
had identified acceptable occurrences of deviations and the team had begun to identify global issues 
that multiple TCs were experiencing.  Our goal was to focus internal training in those two areas in 
2020.   By March of 2020 all of this was placed on hold as we began to navigate through the 
pandemic.   
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The months that followed presented operational changes not only for ACDC but for our police and 
fire departments.  Those changes impacted daily operations for our staff that included screening 
every call for service regardless of type, for COVID symptoms and contacts.  Police agencies were no 
longer responding to certain calls and others would be handled as phone reports. We participated in 
agency drills where talk groups were patched together in order to prepare for reduced staff.  The 
Health Department was forwarding COVID cases in DuPage County to the PSAPs for entry into the 
CAD system and dissemination to first responders.   Between ACDC, the Sherriff’s Office and DU-
COMM we entered 26,681 of these into the CAD.  In November the PSAPs stopped making these 
entries as we could collectively no longer keep up with the number of cases being routed to us.   
Throughout the year, as COVID rates escalated, our TCs were exposed to unprecedented numbers of 
911 calls reporting critical medical issues and deaths.  TCs were feeling the effects of the pandemic 
personally and professionally.  We did our best to keep morale high, encouraging and supporting staff 
but the pandemic was taking its toll on our employees.  The second week in April is National Public 
Safety Telecommunicator Week.  A week where communities across the U.S. recognize those who 
help save lives in times of personal or a national crisis.  Some 911 centers decided to postpone 
celebrations.  We did not.  Our TRAC (Teamwork, Recognition, Appreciation, Cooperation) Team 
along with our member agencies created a week of fun themes and activities, live video stream 
messages from the Mayor, Village Manager, and Director of Police, and thoughtful acts of 
appreciation which often manifested in lunches or snacks being delivered to the center.  The week 
proved to be a success.  TCs had a boost in morale and their stress was alleviated, at least for a short 
time.         

Our facility was placed into lock-down twice during the year.  We created an Incident Action Plan to 
help us maneuver through the multiple unknowns and worse case scenarios.   We implemented social 
distancing measures, suspended outside training and no longer participated in in-person meetings 
with groups larger than 10.  We also implemented the wearing of masks and sanitizing of the facility 
throughout the day.  With the assistance of ETSB, ACDC IT staff created a “clean room” to serve as a 
place our dispatchers could work from if we experienced a cluster of COVID illnesses.  The clean room 
was outfitted as a smaller scale communications center.  Eight working dispatch positions were 
installed using a Command Post Phone solution, CAD, portable radios, and networked computers for 
ancillary duties.  The room provided us with a much needed safety net.   

2020 also brought the consolidation of the DuPage County Sheriff’s Office (DPSO).  Due to the size, 
uniqueness, and complexities of the Sheriff’s office we created an ACDC transition team to 
collaboratively work on the consolidation.  We met for several months with DPSO personnel, ETSB, 
and internally to work through processes and issues. Some of the complexities included handling 
notifications for DuPage County entities, the various processes of orders of protections and their 
service.  The sheer volume of orders of protections, the detailed process, and the multiple situations 
that can occur, necessitated several iterations of training.  The addition of the Sheriff’s Office also 
meant reorganizing some of our existing talk groups and CAD groups to create efficiencies within the 
center.  The Sheriff’s office experienced pressure to consolidate as quickly as possible due to growing 
concerns regarding loss of personnel.  Our time-line was reduced by a month and we worked 
diligently to accomplish the cut-over.  We tested, interviewed and hired 8 of the sheriff’s office 
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dispatchers.  We created a condensed training academy focusing on EMD, fire, CAD, and ACDC 
specific policies for these newest TCs.  Due to timing issues, these new ACDC TCs began training the 
same day as the Sheriff’s Office cut-over.  While the cut-over was successful, we continue to work 
closely with the Sheriff’s Office to work through issues and provide on-going training to our TCs 
regarding some of the nuances of the Sheriff’s office and provide them with the best quality and 
service levels that ACDC has to offer. 

 

Lastly, the Village instituted a Village-wide hiring freeze which has impacted our personnel and 
operations.  2020 was an extremely difficult year both professionally and personally for much of our 
staff.  We look to 2021 with cautious optimism.  We hope that vaccine distribution and continued 
caution will allow for a reduced number of COVID hospitalizations and deaths as well as possible 
economic growth.  Our efforts will be to re-focus on the objectives of 2020, emphasizing 
improvement.                            
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Personnel Changes in 2020 
 

 

 
Training   
 
In person outside training this year was minimal due to the pandemic.  We hosted Dr. Kimberly 
Miller’s Organizational Culture seminar early in the year however the following session was cancelled 
and placed on hold.  ACDC personnel attended on-line training and seminars that were offered 
throughout the year.  We also supplemented training with in-house independent study materials 
which totaled 894 hours.  We continued using PLS (monthly on-line law enforcement dispatch 
training), and continuing education articles and tests, which totaled 413 hours of training for the year.   
Conferences:  The Hexagon User Group Conference and the CALEA Conference were both attended 
virtually.   
 
Charities & Good Neighbor Events 

 
• ACDC organized two military care package collections for Fire Dispatcher Leyla Alkanat, who is 

deployed in Iraq.   
 

• Annual Weight Loss Competition was held from January – April 2020.  ACDC Staff organized 
the challenge.  Village employees along with our member agencies participated.   
 

• ACDC organized two collections for the Addison Food Pantry, one in April and another in July. 
 
 

 
 
 

Hired 2019 Completed 
Training  2020 

Hired 2020 & Completed 
Training 2020 

Currently In Training New Hires Scheduled 
to start 2021  

1 Police TCs 
 

2 Fire TC 
1 Police TC 

 

8 Police TCs 3 TC openings and 1 
Alarm Board opening 
Village-wide Hiring 

Freeze 

Resigned From 
Training Program 

in 2020 

Resigned Prior to 
Termination-Less 

than 2 Years of 
Experience 

Resigned Prior to 
Termination. Over 2 
Years of Experience 

Resigned  to 
Leave the 

Field 

Employment 
Terminated 

2 Police TC 1 Police TC 1 Police TC 
1 Fire TC 

3 Police TCs 
 

1 Police TC 
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Employee Recognition  
 

Date TC Description 

January 6, 2020 Dobey, Reyes, Khalil and OIC 
Vulpo 

Performance of Duty: The quick and efficient call 
intake, processing, and dispatching of a structure fire as 
well as teamwork regarding mutual aid and multiple 
notifications.  

March 28, 2020 Doherty, Mardula, Williamson, OIC 
Temes, Koechling, Van Alstine, 
Ostrander, Leonard and Eaton 

Performance of Duty: The quick and efficient call 
intake, processing, dispatching and efforts to evacuate 
a structure fire at an apartment complex.  Excellent 
teamwork and coordination.  

April 30, 2020 OIC Temes, Vulpo, Herrera, Flores, 
Reyes and Ops Manager 
Hernandez 

Letter of recognition: Recognizing the members of the 
TRAC team for their efforts and hard work to keep 
morale high during TC week.  With the pandemic, policy 
changes daily, and processing an extremely high 
number of deaths, our TRAC team worked diligently to 
keep dispatchers mentally healthy during this difficult 
time.   

May 14, 2020 Palenica, Mahn, Flores, Crandall, 
Van Alstine, Team Lead Vertucci 

Performance of Duty: Multi-tasking, dedication, 
teamwork, and excellent communication during a flash 
flood event that increased overall workload throughout 
the shift.   

May 17, 2020 Dobey, Doherty, Ficarrotta, 
Valdez, Willadsen, Vulpo, Mahn, 
Team Lead Beebe, Waterman, 
Leonard, Antos, Khalil  

Performance of Duty: Multi-tasking, dedication, 
teamwork, and excellent communication during a flash 
flood event that increased our 911 calls by 611% and 
non-emergency telephone calls by 700%.  

May 20, 2020 Crandall Letter of appreciation: A Glendale Heights citizen wrote 
a letter of appreciation to the police officers and 
dispatcher who assisted the citizen who was reporting a 
violent domestic.  

June 17, 2020 Team Lead Abby Medina International Academies of Emergency Dispatch 
Recognition: Abby provided EMD and assisted in the 
delivery of a baby boy.  Once the baby was delivered, 
he was not breathing.  Abby provided instructions on 
cleaning the baby’s mouth and vigorously rubbing the 
baby to stimulate breath.  The baby began to breath.  
Abby was awarded a Baby Delivery 
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October 1, 2020 Willadsen, Mendez, OIC Vulpo, 
Dobey, and Team Lead Medina 

Performance of Duty: Outstanding teamwork with 
another PSAP.  3SI (bank robbery) activation in a DU-
COMM agency.  ACDC reached out to DU-COMM and 
assisted with the tracking and coordinated our agencies 
to assist in the efforts.   

October 12, 2020 Team Lead Beebe, Leonard, 
Koechling, Kolberg, Lettenberger, 
Kubica 

Performance of Duty: Outstanding teamwork, 
ingenuity, and communication during a 3si activation 
bank robbery.  The team processed several calls with 
various information, coordinated that information and 
relayed quickly.  Once the offender was on the 
highway, we conferenced State Police with 3si to 
facilitate updates.  40 minutes later the offenders were 
apprehended in the City of Chicago due to the team’s 
efforts.    

October 15, 2020 OIC Vulpo and Mendez Performance of Duty:  Our TCs were recognized along 
with Addison patrol and detectives for their part in the 
apprehension of motor vehicle burglars 

October 27, 2020 Team Lead Beebe Performance of Duty: TL Beebe quickly created the CAD 
for an unconscious person who was not breathing.  She 
provided CPR instructions to the caller; counting with 
them to ensure compressions were occurring 
appropriately.  The location of the patient presented a 
challenge as they were behind an apartment building 
near a creek.  TL Beebe while performing EMD also 
updated responders with details to assist them in 
locating the patient. TL Beebe was awarded a CPR save   

November 2020 Keith Marc Keith was named the 2020 MVP of ACDC.  He is a one- 
person army that ensures all of the technology in ACDC 
is running without issue and coordinates and works 
with all of the ACDC vendors.  Keith is an integral part 
of the ACDC team as well as the DuPage ETSB Tech 
Team     

December 20, 2020 TCs Palenica, Ficarrotta, and 
Crandall 

Performance of Duty: Chaotic DPSO call involving a gun, 
fight, multiple offenders.  TCs displayed excellent 
teamwork and  communication with a focus on officer 
safety    

December 27,2020 TL Beebe, OIC Temes, Kolberg, 
Lettenberger, Wohlwend, 
Doherty, Cutts, and Medina 

Performance of Duty:  Sighting of a stolen vehicle that 
also was involved in several local T-Mobile thefts. 
Coordination of numerous resources, assistance from 
multiple agencies, excellent teamwork and clear 
communication.  
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Public Education Events  
 
Generally, we attend approximately 30 events at which we present 911 materials and or public 
education regarding the 911 system.  Due to the pandemic, we were only able to present at the Itasca 
Citizen Police Academy on January 22, 2020.  
 
After the March stay home order by the Governor, OIC Shelley Vulpo presented an idea for a monthly 
outreach segment for school aged children using Facebook Live.  We began “Story Time with Shelley”.  
Each month Shelley reads a book and provides 911 safety information to children live on Facebook.  
 
Breakdowns and Malfunctions 
  
  

●    ACDC encountered eighty-two 9-1-1 discrepancies.  These errors included calls routing 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 get them 
corrected. 

  
●    ACDC submitted 464 GIS issues.  Included are location, common place errors or updates, 

tower misroutes and updated address points.  Tickets are submitted to ETSB staff and 
updated or corrected. Refreshes of data occur each month. We anticipate a large number of 
corrections into 2021 as we have discovered multiple DPSO geography errors.   

  
●  ACDC submitted 72 CAD issues.  We experienced sluggish performance at single positions as 

well as issues associated with the DPSO cut-over. The majority of problems were corrected 
by daily shift reboots and would be considered normal system issues.  Any errors outside of 
the aforementioned were resolved by the CAD administrator.   

     
●  ACDC encountered 107 phone system issues.  63 issues were corrected in the system 

regarding mapping and functionality.  The majority of others involved non-emergency lines 
and outgoing phone calls.   

 
●  ACDC reported 10 issues with either the ACDC Vhf system or DEDIR System.  Issues included 

loss of connectivity, bleed-over, and loss of radio patches.   
 
●  ACDC experienced approximately 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.    

 
In January and February of 2020 the DuPage system experienced two CAD outages and one phone 
system outage.  A CAD network outage caused a CAD cluster to fail in one instance and in another, 
CAD was lost for approximately 5 minutes.  It was determined in both instances to be a network 
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issue.  Comcast and Hexagon were engaged to resolve the problem and after several meetings and 
troubleshooting the situation was rectified.  Additionally, the primary and backup 911 phone system 
servers lost connection.  911 calls as well a non-emergency calls were impacted.  Our 911 calls were 
routed to Northwest Central Dispatch.  It was determined that the vendor technician inadvertently 
caused the outage.   
Due to the impact of caused by the closing of the Sheriff’s Office PSAP, ACDC, DU-COMM and ETSB 
have begun the process of evaluating the 911 phone system design.          

 
There were approximately 800 technical issues reported and corrected in 2020. ETSB staff along with 
Keith Marc and Mike Sampey manage and or coordinate all of the technical functionality at the center 
24/7.  
 
Consolidations and Dispatch Services    
 

• Proposals and meetings with the DuPage County Sheriff’s Office occurred.  The Sherriff’s office 
cut-over was November 4, 2020.    

 
• Meeting with Argonne Labs Fire Department regarding dispatch services 

 

• Proposal and meetings with DuPage County Services regarding assisting with the potential 
implementation of a 211 in DuPage County.  211 provides a variety of referrals to citizens of 
DuPage County. 

 
• Meeting with DuPage County Animal Control regarding after-hours services that ACDC will be 

providing to them with the deployment of the Sheriff’s Office.   
 

• Proposal and meeting with the Canadian Pacific Railroad Police regarding LEADS/NCIC 
services.  We began providing services to CPR Police in November 2020. 
 

• Proposal and meeting with the DuPage County Juvenile Probation unit regarding officer safety 
procedures and communication for their department    

 
Projects 

 
● Deploy a microwave connection between DuPage County Sheriff’s Office and ACDC via a 

Glendale Heights hop.  This connection should be implemented in 2021.   
        

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

● Deployment of LiveMum, software that provides move ups and coverage for fire departments.    
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Operations 
 

● Monthly police operations meetings were led by Deputy Director Hurd.  With input from staff 
and member agencies.  Deputy Director Hurd created agendas, held meetings and distributed 
meeting notes to attendees and staff. Operational meetings are a forum to discuss 
standardization, issues, and the overall effectiveness of ACDC with our partners.    

 
● During the first quarter of the year all ACDC staff meetings and shift meetings were cancelled 

due to the pandemic.  We adapted by implementing social distancing, masks, and offered a 
ZOOM option. Meetings resumed in the summer.    

 
● 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. We implemented social distancing, masks, and offered a ZOOM option. 

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

Tegtemeyer, facilitated by ETSB.   Issues that the CAD Focus Group cannot resolve are 
resolved at the Directors level.  Upcoming contracts, issues, and equipment relating to the 
DuPage 911 System are discussed.  

 
● Director Temes, Deputy Directors Hurd and Srejma and Keith Marc attend monthly PSAP 

Supervisor meetings with DU-COMM staff, facilitated by ETSB.  
 

● Monthly Fire operations meetings continued.  They are led by Deputy Director Srejma and 
Deputy Fire Chief Kramer. Deputy Director Srejma and Chief Kramer create an agenda with 
input from staff and our member agencies.  Operational meetings are the forum to discuss 
standardization, issues, and the overall effectiveness of ACDC with our partners.  

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

administrative issues 
 
● Q Team – As mandated by the State, our EMD team of Quality Assessors, review, evaluate, 

critique and meet with TCs each month.  This process is continual.   
 

● ACDC’s Keith Marc participated in the DuPage County Tech Team Meetings that include the 
Vesta phone system, radio system, CAD, FSA, and LiveMum.  Additionally, Keith managed the 
other technology at ACDC including the microwaves, cameras, portal, etc,   

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

Standardization meetings  
 

• Director Temes was added to the ETSB as the ACDC representative and Joe Maranowicz 
assumed the Village Manager position on the Board.  Both attended monthly ETS Board 
Meetings.   
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911 Call Breakdown & Volume 
          

Category Totals 
911 Wire-line 

 
8,388 

911 Wireless 
 

56,505 

911 VoIP 
 

6,022 

911 Abandoned 
 

8,404 

911 Fire Direct Transfers 292 
 

 
Total 

 

 
79,611 

                      
 
 

Method of Delivery of 911 Calls 
 

 
 

 
 
 

Wireline 12%

Wireless  79%

VOIP 9%
Fire Transfer

.50%
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911 Calls Transferred by ACDC 

 
Number of Phone 
Calls Transferred 

       

Transferred 
to  DU-
COMM 

Transferred to 
DuPage County 
Sheriff’s Office 

Transferred to 
State Police 

Transferred to 
Chicago or 

O’Hare 

Transferred to 
Others 

12,232 45% 6.7% 26% 4% 18.3% 
               

 
 
ACDC 911 Call Answering Times 

 
ACDC Non-Emergency Call Answering Times 
 

 
 
National Emergency Number Association (NENA) Standard: 90% of 911 calls must be answered 
within 10 seconds 
 

ACDC’s Answering Times 2018 2019 2020 

911 Calls Answered Within 10 Seconds   95.9% 98.4% 98.6% 

Non-Emergency Calls Answered Within 10 Seconds 95% 98.6% 98.66% 

 
 
 
 
 
 
 
 
 
 
 
 
 

Call Type 0-10 Seconds 11 -20 Seconds 21 – 30 Seconds < 30 Seconds 
911 Calls 98.6% 1.3% .04% .001% 

Call Type 0-10 Seconds 11 -20 Seconds 21 – 30 Seconds < 30 Seconds < 50 Seconds  
Non-Emergency 98.66% 1.23% .08% .01% .02% 
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Hour by Hour Call Volume 
 

 
 
 
 
 
 
 
Call Volume by Day of the Week 
 
 

 
 
 
 
 

ACDC’s Busiest Hours – 0800 – 2100 
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Call Volume & CAD Events   
Agency Non-Emergency 

Calls 
 CAD Events 

Addison Police  32,312  24,606 

Addison Fire  333  4,597 

Bensenville Police  15,536  13,283 

Bensenville Fire  1,908  3,846 

Bloomingdale Police 10,433   34,435 

DuPage County Sheriff’s Office *8,347  61,299 

Forest Preserve Police  3,649  37,616 

Glendale Heights Police  17,645  25,975 

Itasca Police   7,469  6,074 

Itasca Fire  432  1,102 

Pleasantview Fire 2,793  4,001 

Tri-State Fire 3,720  5,151 

Westmont Police  12,240  20,022 

Westmont Fire  1,216  3,606 

Wood Dale Police 12,240  10,200 

Wood Dale Fire 432  1,955 

Fire Alarms 11,343  N/A 

CISM 310  N/A 

Officers, direct, internal) 24,036  N/A 

Doors 5,648  N/A 

911 Calls 79,611   

Outbound Calls 67,397   

Totals 319,505  257,768 
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Number of CAD Events by Talk-Group  
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*2018 and 2019 data not available for the Dupage County Sheriff’s Office  
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*Partial data Bensenville 2018 
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2020 Radio Talk Time Per DuPage County Police Talk Group 
 

 
 
ACDC Police Talk Groups: ACDC3, ACDC1, DPSOF1, ACDC2 
 
 
2020 DuPage County Talk Time by Fire Talk Group  

 
 
ACDC Fire Talk Groups: FDACDC1 (ACDC5) and FDACDC2 
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Recording & CAD Requests 

 
 
ACDC experienced an increase in audio requests from all of our agencies, overall a 70% increase from 
last year. An exponential number of audio recordings and CAD requests were received from the 
State’s Attorney’s office.  It is unknown what the impetus was for this increase but we believe that it 
has become part of the normal collection of evidence. Operations Managers process all of these 
requests due to the sensitive and confidential nature of the information.  The requests are time 
sensitive and require them to locate (often times multiple files), compile, and review the 
performance of the TC or TCs involved.  Review of these recordings provide insight into trends and 
performance which can lead to additional training and or discipline.     
 
 
 
 
 
 
 
 
 
 

Agency 2019 Audio 
Requests 

2020 Audio 
Requests 

2019 CAD 
Requests 

2020 CAD 
Requests 

Addison Police 72 105 4  
Bensenville Police 47 90 5  
Bloomingdale Police 63 97 8  
DuPage County Sheriff’s 
Office 

N/A *   

Forest Preserve 11 13 0  
Glendale Heights Police 78 99 11  
Itasca Police 30 52 5  
Westmont Police 47 89 4  
Wood Dale Police 72 101 1  
Addison Fire  0 0 0  
Pleasantview Fire 1 2 0  
Tri-State Fire 0 16 0  
Westmont Fire 2 4 0  
Wood Dale Fire 3 5 0  
State’s Attorney 25 491 0 511 
FOIA 27 48 5  
Total 478 1,212 43 511 
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Operations Complaints and Reconciliation Forms  
 

Agency Citizen 
Complaints 

Patrol 
Complaints 

Other 
Complaints 

Total Bona fide Non-Bona 
fide  

Addison PD 

 

1 2 0 

 

3 0 3 

Bensenville PD 

 

0 0 0 0 0 0 

Bloomingdale PD 

 

0 1 0 1 0 1 

DuPage County 
Sheriff’s Office 

0 1 0 1 0 1 

Forest Preserve PD 0 0 0 0 0 0 

Glendale Heights 
PD 

0 4 0 4 1 3 

Itasca PD 

 

0 1 0 1 1 0 

Westmont PD 

 

0 2 0 2 1 1 

Wood Dale PD 

 

0 15 0 15 11 4 

Totals 1 27 0 27 14 13 
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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 FD 

 

6 0 3 0 0 3 3 

Bensenville 
FD 

 

1 0 0 0 0 0 1 

Itasca FD 

 

6 0 2 0 0 2 4 

Pleasantview 
FD 

 

13 0 7 0 0 7 6 

Tri-State FD 

 

6 0 3 

 

0 0 3 3 

Westmont 
FD 

 

1 0 1 0 0 1 0 

Wood Dale 
FD 

 

0 0 0 0 0 0 0 

Totals 33 0 16 0 0 16 17 
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High Risk Low Frequency Police Call Review 
  
High risk police calls are identified as any in-progress call involving a weapon and in-progress 
burglaries, robberies, home invastions, car-jackings, abductions,  or other high risk call. These calls 
are evaluated every month by an Operations Manager.  The review includes the performance of the 
dispatcher and adherence to policy.  Managers pay close attention to: address verification, the 
amount of time from receive to dispatch, 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 TC and provides training and or discipline    
 

Number of High Risk Police Calls 
Reviewed 2020 

Required Training or Discipline 
due to policy violations, 

accuracy, or performance issues 

Met All of the Standards 

402 60 (15%) 342 (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 Deputy Director of Fire.  The review includes the perfomrance of the dispatcher and 
adherence to policy.  Managers pay close attention to: address verification, the amount of time from 
receive to dispatch, 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 TC and provides training and or discipline    
 
 

Number of High Risk Fire Calls 
Reviewed 2019 

Required Training or Discipline 
due to policy violations, 

accuracy, or performance issues 

Met All of the Standards 

123 19 (15%) 104 (85%) 
 
Our monthly High Risk Training was suspended mid-year in 2020 due to staffing shortages.  The 
training is paramount to the safe and efficient processing of this high risk calls.  The training team 
creates monthly police, fire and EMS scenarios.  TCs are required to call take, create CAD entry, utilize 
Pro QA (EMD protocols), and when necessary dispatch units.  A member of the team evaluates, 
provides instruction, and feedback after each scenario.  This training assists in creating memory 
markers for dispatchers as well as having them work through high pressure, stressful situations which 
prepare them for actual calls.  
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Emergency Medical Dispatch   
 
All ACDC TCs are certified in the International Academies of Emergency Dispatch Protocol System. 
Our center began providing emergency medical dispatch (EMD) in 2016.  The State of Illinois 
mandates all public safety answering points to provide medical dispatch protocols. Additionally, we 
are mandated to have an EMD quality assurance program.  In 2016 we used a single evaluator to 
establish quality assurance.  After encountering multiple issues and problems related to a single 
evaluator program we moved to a peer based Quality Assesment “Q” team.  In 2019 we selected 6 
TCs to join the team.  All 6 team members completed the certification process and began to train in 
EMD quality assessment.  They developed cohesive guidelines and standardized forms.  They worked 
with Administration to identify acceptable deviations from the protocols and received training from 
management on the manner in which feedback and constructive criticism be provided to their co-
workers.  The Q Team is required to review every full arrest, choking, and pregnancy call that is 
processed by the center.   Additionally, the Q Team must randomly evaluate 2% of the total medical 
calls the center receives each month, generally 100 calls.  ACDC provided EMD on 10,508 calls in 
2020.     
   
The team objectively measures 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 Q Team uses the data obtained from evaluating 
and during feedback sessions to create training, make recommendations for procedural changes, and 
ensure continued outstanding customer service is met.   
 
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 each TC.  These quality checks 
are reviewed with TCs each month.  TCs are provided with positive feedback on calls that were 
handled appropriately as well as progressive discipline including coaching sessions on calls where 
either policy violations, performance issues, or poor customer service occurred.  TCs consistently 
provide excellent customer service to callers, most of the issues found in quaility checks have to do 
with a TC not understanding a policy or procedure.            
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2020 Goals 

1. Train Fire TCs to process all 911 and non-emergency telephone calls.  50% accomplished.  This 
goal will be carried over into 2021 

 
2. Improve EMD compliance by 20%.  This goal was partially accomplished.  34% of our TCs have 

met the compliance.  The Q Team was not able to provide all of the additional training and 
one-one training scenarios that is needed to reach this goal due to the personnel shortages we 
experienced. This goal will be carried over to 2021 with a new goal of 50% of our TCs reaching 
full compliance.   
 

3. Improve high risk low frequency processing time by 10%.  This goal was not accomplished as 
this training was temporarily suspended due to personnel shortages.  This goal will be carried 
over into 2021 with a revised goal to reach successful call processing of 87% of all 
(police/fire/EMS calls) high risk calls.     
 

4. Deploy Livemum (move-up software for fire dispatch).  This goal was completed 

5. Create a redundant microwave ring for south agencies.  This goal was cancelled due to budget 
issues  

6. Complete collective bargaining agreement. This goal was completed 

 

2021 Goals 

1. Finish training Fire TCs to process all 911 and non-emergency telephone calls. 

2. Increase EMD compliance. The goal is for 50% of all TCs to achieve the excellence standard.   

3. Increase the number of high risk calls meeting the standard to 87%.    

4. Scrub and reconfigure LiveMum to work as effectively as possible for fire departments.  


