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Kent County Dispatch Authority 
Chair Curtis Holt 
300 Monroe Avenue NW 
Grand Rapids MI 49503 
 
Executive Summary 
 

Please find the enclosed listing of qualifications proudly submitted by the Kent 
County Communications Center (KCCC), a unit within the Kent County Sheriff Office.  
This document will follow the request for qualifications that was issued by KCDA.  As 
you will read in our proposal KCCC meets all criteria asserted in the request for 
qualifications document.  We have highlighted some of the key factors that make KCCC 
a qualified center for emergency call taking within Kent County. 
 KCCC currently dispatches for 19 fire departments and 7 police departments.  
This is a demonstrated history of working with public safety agencies which allows us to 
keenly understand the challenges faced in a dispatch center responsible for multiple 
jurisdictions and disciplines.  This model can cause surge operations to be particularly 
challenging.  Our staff is well experienced in triaging incoming radio and phone calls in 
a way that is effective for all agencies.  This established staff and infrastructure would 
also allow KCCC to more effectively transition to answer KCDA 911 calls.  Furthermore, 
our current dispatch relationship with these agencies will require less investment for 
KCCC to coordinate with call taking. This experience allows us to answer with certainty 
that we are able to meet the challenges of allowing each agency we take calls for to 
remain individual to their communities and able to fulfill each of their own missions.   
 The Kent County Sheriff Department has been very active in the centralized call-
taking design process over the past 4 years.  This has included the devotion of full time 
personnel to the responsibilities of the Technical Advisory Committee (TAC).  Although 
this has been a large investment for our agency, it has been done in the interest of 
facilitating call answering in the most effective way possible.  These personnel have 
gained valuable experience and a unique understanding of the needs of KCDA.  This 
will be a tremendous asset during the implementation stage of KCDA strategies.  
Additionally, KCCC has made tremendous investments in the overall network that will 
be used by KCDA.  This includes private fiber between the City of Grand Rapids 
dispatch facility and KCCC.  Additionally, Kent County has invested in a secondary fiber 
link to allow for a redundant loop in the event of a fiber failure.  This established 
infrastructure will be an asset and represent a significant cost savings to KCDA in 
network installation.   
 KCCC is looking forward to meeting the established criteria of KCDA.  Thank you 
for the opportunity to share the included statement of qualifications.  I have attached a 
bulleted copy of the request for qualifications document with specific answers identified 
to each KCDA criteria.  This document is marked attachment “A” 
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Understanding and Approach 
 
 KCCC understands that the Kent County Dispatch Authority (KCDA) is seeking 
two dispatch centers to become the primary answering points for all 911 calls within 
Kent County.  We further understand that this will include cellular, voice over IP, 
Landline and emerging technologies into the future.  We understand that KCDA is 
planning on the purchase of phone and CAD technology that the selected PSAP’s will 
be required to use to facilitate effective communications among all dispatch agencies, 
KCCC intends to use this technology as a primary CAD and 911 phone system.  
 
Infrastructure: 
 
 As specified in the concept of operations portion of the request for qualifications it 
is KCDA’s position that either of the two PSAPs must be capable of answering all Kent 
County incoming 911 calls at any given point.  KCCC agrees this will be a necessary 
capability and will be prepared to accommodate that principal.  Additionally, the request 
requires that both PSAPs are minimally capable with radio communications to each of 
the public safety entities in Kent County.  In the event of an outage this will be 
necessary to communicate 911 call information to units in the field; KCCC is currently 
capable of communicating directly with each public safety resource on at least one 
frequency.  
 KCCC currently occupies a 1300 square foot center which holds six phone/ radio 
consoles and two phone only consoles for a total of eight console positions in the 
center.  KCCC will need to add both space and consoles to accommodate this contract.  
Additionally, the data-com facility at KCCC will require the addition of equipment racks  
and sufficient fire suppression to meet KCDA’s criteria.   

    If successful in this bid, KCCC will expand the current square footage of the 
dispatch center by connecting adjacent office areas and expanding the center to a total 
of 3200 square foot.  The renovation costs will be approximately $220,000 and will 
include the cost of HVAC, fire suppression, electrical and surface finishes. Additionally 
console furniture and Zetron radio consoles will be needed to accommodate the new 
positions. In combination this will cost $ 130,000.   

This will give a total of fourteen positions available for 911 and dispatch use within 
the operations portion of KCCC.  Additionally, in the event there is a qualifying 
“Extended Duration Outage” KCCC will designate an adjacent room as a call taking 
overflow room.  The intent of this space would be to transition all call taking out of the 
KCCC operations to accommodate mandatory dispatching positions for both of the two 
selected PSAPs.  The overflow area will be equipped with phone, CAD and mapping 
availability at each position; this will be accomplished with a combination of permanently 
installed and portable equipment.  This designated area will not interfere with the 
operations of the EOC and will be sufficient to sustain a log term need.   
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The following Chart depicts KCCC Normal Operations:  

 
Console Function 
Radio KC Police F1 
Radio KC Police F2 
Radio KC LEIN 
Radio KC Fire North 
Radio KC Fire East 
Radio KC Supervisor 
Radio KCDA Call Taker 
Radio KCDA Call Taker 
Radio  Event/ Disaster Dispatcher 
Radio Trainee Console 

 
The Following Chart depicts KCCC during an “Intermediate Duration Outage” of one PSAP 
 

Console Function 
Radio KC Police F1 
Radio KC Police F2 
Radio KC/ GR Police LEIN 
Radio KC Fire North 
Radio KC Fire East 
Radio WY GV Fire  
Radio GR Police F1 
Radio GR Police F2 
Radio   WY GV  Police F1 
Radio GR Fire 
Phone KCDA Call Taker 
Phone KCDA Call Taker 
Phone KCDA Call Taker 
Phone KCDA Call Taker 

 
 
The following chart depicts KCCC during an “ Extended Duration Outage” 
 
 

Console Function 
Radio KC Police F1 
Radio KC Police F2 
Radio KC/ GR Police LEIN 
Radio KC Fire North 
Radio KC Fire East 
Radio WY GV Fire 
Radio GR Police F1 
Radio GR Police F2 
Radio  WY GV  Police F1 
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Radio GR Fire 
Phone *Mobile Radio KC Supervisor 
Phone *Mobile Radio GR Supervisor 
Phone *Mobile Radio KCDA Call Taker 
Phone KCDA Call Taker  
Overflow phone KCDA Call Taker 
Overflow phone KCDA Call Taker 
Overflow phone KCDA Call Taker 
Overflow phone KCDA Call Taker 

 
Network/ Phone Facilities: 
  

KCCC owns and operates a Positron 911 phone system purchased in 2003 which 
terminates four 911 trunks which can be expanded to accommodate up to four additional trunks.  
Additionally KCCC operates a mini PBX which serves all administrative line needs.  It would be 
our anticipation that as part of this project KCDA purchase and support an interfaced phone 
system which would be connected virtually and physically to the other designated dispatch 
center.  In that context, our intent would be to become fully operational on the new phone system 
and terminate the use of our current phone system.   

KCCC currently performs all digital recording with a Dictaphone NICE system serviced 
through VanBelkum.  This system was purchased in 2008 and is capable of expanding to 
accommodate all needed recordings for KCDA.  This system can also be tied virtually to other 
networks to act in concert with other records to facilitate secured access among multiple centers.  
If selected, KCCC will work through KCDA to evaluate options for audio recording needs.   

KCCC is currently connected to and supported by Kent County’s private fiber network.  
Additionally, Kent County has connected a secondary fiber to provide a fiber ring which can 
reroute traffic in the event of an outage on the primary path.  This infrastructure is in constant 
evaluation and monitoring which can be augmented to meet KCDA’s long term and short term 
needs.  This fiber infrastructure is sufficient to support both phone and CAD traffic as will be 
necessary to facilitate the service of KCDA’s mission.  As specific network equipment needs are 
revealed following CAD and phone selection it will be necessary to continue to evaluate 
expectations and efficiencies that can be met through use of this existing data connection.   
 
 
PSAP Experience:   
 
Experience Summary 
 KCCC is currently the Primary Answering Point for all 911 calls originating from either 
landlines or voice over IP calls for 759.48 square miles of Kent County.  This represents 87.84 % 
of the total footprint of Kent County.  This is a total served population of 227,000 citizens which 
is the largest population served by any one PSAP in the county.  As a primary answering point 
we currently handle 911 calls for all public safety disciplines including police, fire and EMS.  In 
addition to call taking we are the current dispatch for seven police departments and nineteen fire/ 
medical first responder departments.  This represents seventy four percent of all of the police, 
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fire and medical first response agencies dispatched in Kent County and over 130,000 dispatched 
incidents a year.   
 KCCC is operated under the direction of the Kent County Sheriff Lawerence Stelma who 
has been a long time proponent of the establishment of a Dispatch Authority and the revision of 
the 911 call taking process in Kent County.  In addition to Sheriff Stelma’s presence on the board 
he has assigned full and part-time personnel to the tasks necessary to move forward in this 
process.  This includes ECS Matt Groesser and Capt Michelle Young.  The commitment of staff 
to this goal has allowed us to gain valuable insight and experience that will be an asset during the 
transition from separate to consolidated PSAP’s.   
 Our current dispatch staff consists of 24 Emergency Communications Operators and 4 
Emergency Communications Supervisors for a total of 28 people. In combination our average 
number of years of experience at dispatching is 9.75 years.  Additionally, command level 
supervision is provided by one Captain and one Lieutenant that are responsible for dispatch as 
well as other Technology and Communications staff.  At a minimum, each ECO has been 
certified as an Emergency Telecommunications Operator consistent with all state and federal 
standards and APCO recommendations prior to their successful completion of a one year 
probationary period.  Also, each dispatcher is trained using a systematic on the job training 
program which documents each stage and the achieved competencies that have been acquired.   
Furthermore, all KCCC staff complete 32 hours of training per year through a combination of 
certified Michigan 911 courses and internal training provided to KCCC staff.   
 KCCC understands that as through this contract they will be required to certify all call 
taking staff as emergency medical dispatchers (EMD).  It will be our plan to train all existing and 
future staff to EMD standards and to provide the continuing education required to maintain this 
level.   
  
Contract Staffing Requirements:   
 
 In order to meet the defined goals of KCDA it will be necessary to add staff to KCCC to 
fulfill this contract.  This will be accomplished by way of established hiring practices already in 
place in Kent County.  Please find attached (Attachment B) to this proposal a copy of the current 
job description that will be used to advertise for added positions.   
 To meet the minimum requirements defined within KCDA PSAP criteria standards, 
KCCC would need to have two KCDA call takers on duty 24 hrs a day, 7 days a week.  
Additionally, during peak call taking hours of operations it will be necessary to have three 
KCDA call takers on duty to meet the quality assurance standards defined in the request for 
qualifications document.  This, in total, is a minimum of 12.5 full time equivalencies.  Fulltime 
supervisor coverage is another requirement of KCDA.  In order to accomplish this it will be 
necessary for KCCC to appoint acting supervisors for periods of planned and unplanned 
supervisor absences.  This will result in an incurred cost for the differential in line staff verses 
supervision wages.  Finally it will be necessary to employ a CAD/ Communications Manager 
who will be responsible for the management of the CAD, phone and audio recording processes 
as defined by KCDA.  This manager will be responsible to accomplish all quality assurance 
measures as defined by KCDA.   
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 Although every effort has been made in this analysis to estimate minimum staffing needs 
to accomplish this contract, it is important to understand that KCDA has not yet finalized all 
procedures or accurate estimates of final call routing.  Staffing levels are tied closely to these 
factors and will need to be fully evaluated before cost and staff recommendations can be 
finalized.  It is our recommendation that KCDA staff costs be based on both the minimum 
coverage needs as well as a proportion of the overall 911 call taking responsibilities distributed 
between the two PSAPs.  
 Added staffing will represent approximately 30 % of current KCCC staff.  This amount 
of growth is feasible within our current training infrastructure but must be planned for prior to 
transition of 911 calls.  KCCC will require that new call taking staff is hired and trained for a 
minimum of 90 days prior to contract start.  During this 90 days the employees will be trained as 
call takers, APCO project 33 certified telecommunications operators and Emergency Medical 
Dispatchers.   
 
Performance: 
 
 As stated in the staffing section of this proposal KCCC fully expects to perform constant 
evaluations of staff and infrastructure performance.  KCCC currently exceeds the standard of 95 
% of all 911 calls being answered within the first 15 seconds as qualified in the criteria 
document.  This will be done by use of a CAD/ Communications manager and shift supervisors.  
The center will continue to be under the command of the Captain of Technology and 
Communications who will report to KCDA on performance standards as requested by the board.   
 Analysis will be accomplished through standardized reporting that has been defined by 
KCDA through the implementation phase of the CAD and 911 phone system acquisitions.  
KCCC will also participate in the Technical Advisory Committee process to develop measures of 
performance during the operational phase of the PSAP contract.   
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CONCEPT OF OPERATIONS 
 

a. As specified in the July 2nd, 2007 Kent County Dispatch Authority (KCDA) Strategic 
Plan, two 9-1-1 Primary Public Safety Answering Points (PSAPs) for Kent County shall 
be designated by the Kent County Dispatch Authority (KCDA). 

b. The KCDA-designated PSAPs shall receive equipment and operational funding from 
KCDA to meet KCDA operational requirements. 

c. Human Resource and Personnel practices for call takers of the Primary PSAPs shall be 
independently administered by each PSAP.  

i. Staffing of positions (including job descriptions, recruiting, promotion and 
discipline) shall be at the discretion of each Primary PSAP’s management. 

ii. Schedules and shift rotation shall be at the discretion of each Primary PSAP’s 
management.  

iii. Compensation and benefits shall be independently set and administered by each 
Primary PSAP. 

d. KCDA operational standards shall continue to be met if call takers perform other 
assignments while fulfilling a 911 call taking role.  

e. All 911 calls within Kent County will be routed to one of the two Primary PSAPs for 
Kent County. Wireless 911 call routing will be determined in coordination with adjacent 
county 911 programs. PSAP equipment will be compliant with current State of Michigan 
rules and regulations. 

f. The two Primary PSAPs will provide mutual overflow and backup capabilities for 911 
calls. 

g. Each Primary PSAP shall have operating position capacity to function if the other 
Primary PSAP becomes unusable. 

h. Calls will be conferenced, relayed, or transferred only under specific circumstances to be 
defined by formal interagency policies and procedures and current State of Michigan 
requirements. 

i. Primary PSAPs will retain audio recording logs for a minimum of 90 days.  Each PSAP 
may support a longer retention period at their discretion.   

j. Emergency Medical Dispatch (EMD) protocols will be utilized by the Primary PSAP call 
takers. EMD protocols will be compliant with Kent County Emergency Medical Services, 
Inc. (KCEMS) guidelines. Currently, the ‘future state’ plan is to utilize Priority Dispatch 
ProQA integrated on the CAD workstation, with Priority Dispatch EMD flip cards as a 
backup.  
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k. Each Primary PSAP will participate in a KCDA Quality Assurance process to ensure the 
integrity of countywide 911 call taking. This process will be defined and agreed upon by 
both KCDA and each Primary PSAP prior to contracting phase respecting the 
independence and integrity of each PSAP’s existing personnel policies and procedures.   

l. The Primary PSAPs will perform call entry into a shared countywide Computer Aided 
Dispatch (CAD) system. The CAD system will be provided at no cost to the Primary 
PSAPs by KCDA. The system shall be available to any eligible public safety agency.  

m. For those agencies that will utilize a separate CAD system, interfaces will be developed 
to support two-way communications and messaging regarding incident dispatch, unit and 
incident status information. 

n. Primary PSAPs shall meet Next Generation 9-1-1 requirements within two (2) years after 
recognized standards and sufficient equipment vendors become available. 

o. “Call Taker” shall be defined as an individual who has successfully completed training to 
receive 911 calls, Emergency Medical Dispatch (EMD), and is acting in that assigned 
role. 

 The Kent County Communication Center (KCCC) is fully aware of and is prepared 
to meet all expectations of the Scope of service identified in this section.  KCCC 
staff has worked consistently toward articulating the needs of the public safety 
community at large in the development of this call answering concept.  Please find 
specific requirements outlined in this document. 

 
SCOPE OF SERVICES 
 
A Primary PSAP for Kent County shall: 
 

a. Receive 911 and other emergency calls for service (CFS) from the public, from all 
sources reasonably originating within Kent County.  

 KCCC is currently the Primary Answering Point for all 911 calls originating from 
either landlines or voice over IP calls for 759.48 square miles of Kent County.  This 
represents 87.84 % of the total footprint of Kent County.  This is a total served 
population of 227,000 citizens which is the largest population served by any one 
PSAP in the county.  As a primary answering point we currently handle 911 calls 
for all public safety disciplines including police, fire and EMS.  In addition to call 
taking we are the current dispatch for seven police departments and nineteen fire/ 
medical first responder departments.  This represents seventy four percent of all 
police, fire and medical first response agencies dispatched in Kent County and over 
130,000 dispatched incidents a year.   

. 
p. Receive emergency calls conferenced, relayed, and transferred from other agencies or 

adjacent PSAPs. 
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a. KCCC currently receive all emergency CFS for agencies dispatched by the 
center. 

b. KCCC is willing to receive all emergency CFS as designated in the call 
coordination planning undertaken by KCDA.  

q. Determine the location, nature, and priority of each CFS, using available resources and 
dialog with the caller. 

a. KCCC currently performs this task using a specific application of call taking 
policies and procedure.  We expect to work cooperatively in developing 
adaptations to these call taking procedures as appropriate to meet KCDA’s 
needs. 

b. Additionally, KCCC will optimize the use of equipment both existing at KCCC 
and procured by KCDA to maximize the information available to the call-takers 
with each phone call.  Examples of this may be mapping, AVL and ANI/ ALI 
information. 

r. Prepare data for dispatch or referral by evaluating, categorizing, formatting, and 
documenting the incident per established local and regional policies, procedures, and 
protocols. 

KCCC will comply with this requirement. 
s. Generate records of public safety service requests so that the record is correct, complete, 

and concise. 
KCCC will comply with this requirement. 

t. Convey instructions, information, and directions to the service requester, so that 
information appropriate to the incident is consistent with the applicable agency policies, 
procedures, guidelines, and protocols, resulting in resolution, referral, or response. 

a. KCCC is at an advantage with this requirement because of the diverse nature of 
our current dispatch staff.  This staff has substantial experience, an average of 
9 yrs, in dispatching in a multi-agency and multi-discipline environment.  We 
have worked hard at custom fitting our dispatch service to meet the subtle 
differences that occur among agencies and at the same time striving to 
standardize where it better meets the needs of the community. 

u. PSAP call takers shall relay information to other telecommunications personnel or 
entities according to established policies, procedures or protocols. 

KCCC will comply with this requirement. 
v. As necessary and according to defined procedures, call takers shall conference/ 

relay/transfer the caller to an alternate PSAP or other destination number. 
KCCC will comply with the requirement. 

w. According to policy and procedure, the call taker shall enter the CFS information into a 
CAD system provided by KCDA. 
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KCCC will comply with this requirement. 
x. The call taker will utilize approved Emergency Medical Dispatch (EMD) protocols 

according to written policy and based on the nature of the call for service. 

KCCC will comply with this requirement.  
y. Each Primary PSAP shall be staffed and equipped to meet the KCDA defined 

Performance Criteria for 911 call answering. The criteria will be reviewed annually by a 
task force established by the KCDA and participating agencies. 

KCCC will comply with this requirement. 
 

z. Each Primary PSAP shall have sufficient and trained staff to meet KCDA requirements 
commencing the first hour of the first day of implementation of live operation under the 
KCDA Strategic Plan. 

KCCC will meet this expectation but will need to begin hiring and training of 
personnel at a minimum of 90 days prior to contract start to be compliant.  

aa. Each PSAP will provide mutually agreed upon management and administrative 
information on an annual basis to KCDA sufficient to ensure compliance with adopted 
policies and procedures, as well as in fulfillment of formal service agreements. 

 
SPECIFIC PRIMARY PSAP CRITERIA 
 
1) Call Taking 

a) Experience 
i. Due to the specialized nature of emergency call-taking, consideration for Primary 

PSAP designation will be limited to those with experience in answering 911 calls for 
police, fire, and medical services. 

KCCC meets this requirement as we currently receive over 60,000 primary and 
an additional 30,000 transferred 911 calls annually.   

ii. Each Primary PSAP, as a facility, must have experience in answering multi-
jurisdictional and multi-disciplined emergency calls for service. 

KCCC meets this requirement as we currently answer all calls for service for 19 
fire departments and 6 police departments. 

b) Staffing – Normal Operations 
i. Scheduled staffing for 911 call taking positions shall be sufficient to meet KCDA 

Call Answering Performance Standards and be no fewer than two available 911 call 
takers in place 24 hours per day, seven days per week. 

KCCC will comply with this requirement. 
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ii. Each position shall be fully equipped with telephone equipment and CAD 
workstations for Enhanced 911 call taking.  

KCCC will comply with this requirement. 

c) Staffing –Backup Operation 
i. In the case of stand-alone operation (i.e., only one Primary PSAP is operational), 

staffing of additional positions may be accomplished from existing agency personnel 
using established call-back lists or from call takers made available by the other 
Primary PSAP’s outage.   

1. In the event of a PSAP outage KCCC will be prepared to begin to 
answer overflow 911 calls immediately.   

2. This will be accomplished initially with staff currently working and 
over a longer period of time by calling in designated staff. 

ii. Short Duration Outage - Each Primary PSAP must have enough staff available to 
immediately handle the influx of 911 calls from the other Primary PSAP for a period 
of 2 hours or less.  The Primary PSAP that is still operational shall have the latitude to 
shut down non-essential services during this initial backup period.  

1. This will be accomplished by staffing a call taking position with the 
working supervisor and by closing the LEIN position and assigning 
that operator to call taking.  Additionally, police and fire dispatchers 
will be assigned to answer incoming 911 calls in conjunction with 
their dispatch duties 

2. During this period of time there will be a reduced capacity to answer 
non-emergency calls. 

iii. Intermediate Duration Outage – Each Primary PSAP must accept the responsibility 
to back each other up when necessary for durations from 2 to 48 hours by using a mix 
of their own staff and the staff of the Primary PSAP that is off-line.  During such an 
event, the back up Primary PSAP must be able to provide their own full operation (no 
shut down of non-essential services) as well as full operation of the Primary PSAP 
that is off-line.  Outages of this duration may involve occupying workstations in 
multi-purpose rooms (outside of the actual Primary PSAP operations area, but in the 
same building) that are temporarily equipped with the necessary phone and CAD 
equipment for call-taking only. (This will likely require a mutual aid agreement 
between the participating jurisdictions.) 

1. This will be accomplished through a combination of the use of 
KCCC staff on a mandatory call in process and the use of available 
staff from the non operational PSAP 

2. Within the KCCC facility we will set up a call-taking center that will 
be equipped with phone, CAD and mapping equipment. 
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3. Fully equipped radio positions within the facility will be transitioned 
to dispatch positions as necessary to accommodate closed PSAP 
staffing. 

iv. Extended Duration Outage – Each Primary PSAP must accept the responsibility to 
back each other up when necessary for durations to exceed 48 hours by incorporating 
the necessary staff from the Primary PSAP that is off-line.  This capability will allow 
for longer duration maintenance or construction needs as well as catastrophic events.  
During such an event, the back up Primary PSAP must be able to provide their own 
full operation (no shut down of non-essential services) as well as full operation of the 
Primary PSAP that is off-line.  Outages of this duration may involve occupying 
workstations in multi-purpose rooms (outside of the actual Primary PSAP operations 
area, but in the same building) that are temporarily equipped with the necessary 
phone and CAD equipment for call-taking only.  (This will likely require a mutual aid 
agreement between the participating jurisdictions.) 

1. KCCC will work with the other PSAP to develop full plans to meet all 
operational needs.  This may include the rerouting of business calls 
away from the dispatch centers. 

2. KCCC will work with the offline PSAP to develop a staffing model 
which will restore full operations. 

d) Supervision 
i. The PSAP shall have an on-site PSAP Supervisor immediately available to call taking 

personnel to assist in resolving any call-in-progress issues. 

1. KCCC currently has a dispatch supervisor assigned to each shift. 
2. KCCC will designate and acting supervisor in the event that there is 

a scheduled or unscheduled supervisor absence. 

2) Training & Development 
a) Call takers shall be provided with sufficient training to meet overall quality assurance 

guidelines. 

1. KCCC currently completes an extensive training program which 
includes a 40 hour telecommunications course, a supervised on the 
job training instruction and 32 hours of annual in-service training. 

2. KCCC agrees to meet any additional training criteria 
b) Call takers shall receive sufficient continuing education to meet EMD certification and 

recertification requirements.  

1.  KCCC will comply with this standard. 
3) Quality Assurance  

a) Call Taking Performance (during normal operation of both Primary 9-1-1 PSAPs) 
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i. Ninety-five percent (95%) of calls received on emergency lines shall be answered 
within 15 seconds from the first audible ring in the PSAP. 

KCCC currently measures incoming calls from the point of reception at 
the selective switch.  With that measurement we answer 94.6 % of 911 
calls within 15 seconds.  If measured from the first audible ring we are 
confident this criteria would be exceeded. 

ii. Ninety-nine percent (99%) of calls shall be answered within 40 seconds of the first 
audible ring in the PSAP. 

KCCC currently measures incoming calls from the point of reception at 
the selective switch.  With that measurement we answer 99 % of 911 
calls are answered within 40 seconds.  If measured from the first audible 
ring we are confident this criteria would be exceeded.   
 

iii. Call taking performance is to be measured and reported on a yearly basis to KCDA. 

KCCC will comply with this requirement.  
b) Each Primary PSAP shall participate in a Quality Assurance (QA) process. This process 

will be defined during the contract phase of the consolidated PSAP configuration. 

KCCC will comply with this requirement 
c) QA Process to include the detail and summary reporting of calls for service data, as well 

as access to audio recordings of selected calls. 

KCCC will comply with this requirement 
4) Facility Requirements 

a) Each Primary PSAP facility to provide sufficient security and access control to the call 
taker work areas. 

KCCC will comply with this requirement. 
b) Each PSAP facility to provide sufficient self-generation and uninterruptible electrical 

power to maintain continuity of operations in case of loss of utility-provided sources. The 
facility shall be self-sustaining for at least 24 hours absent external utilities. 

KCCC will comply with this requirement. 
c) Each Primary PSAP shall provide a fire suppression system in the rooms designated for 

storage of KCDA CAD mainframes and computer servers for the telephone system.  The 
fire suppression system shall be sufficient for occupancy, fire load, and appropriate for 
computer room protection. 

KCCC will comply with this requirement. 
d) PSAP to allocate sufficient secure equipment room space, HVAC, UPS, and generator 

power for technology to be installed by KCDA; note that this equipment may replace 
existing equipment. Current projections of equipment room requirements are:  
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i. CAD servers and network equipment: One (1) Equipment Rack (24” wide x 40” 
deep x 72” tall); 30 amps, 120VAC, single phase; 12,000 BTU/HR, 1 Ton 
AC/Cooling as necessary. 

ii. E911 servers and controller equipment: One (1) Equipment Rack (24” wide x 40” 
deep x 72” tall); 30 amps, 120VAC, single phase; 12,000 BTU/HR, 1 Ton 
AC/Cooling as necessary. 

KCCC will comply with this requirement 
5) Technology 

a) Enhanced 911 
i. Primary PSAP shall provide sufficient space for the installation of 911 call taking 

equipment, to include telephones, E911 Intelligent Workstations, CAD Workstations, 
and logging recorders. 

KCCC will comply with this requirement 
ii. Each Primary PSAP will have at least four (4) E911 workstation positions installed, 

equipped and available for E911 call taking capability. 

KCCC will comply with this requirement 
b) Recording Equipment 

i. Primary PSAPs shall use KCDA provided recording equipment. This equipment shall 
have sufficient logging recorder capacity to record each call taker position as a 
separate channel. 

KCCC will comply with this requirement 
ii. Each Primary PSAP shall provide for archived recordings of at least (period to be 

agreed upon by the chosen Primary PSAPs) which will be released to the primary 
jurisdiction handling each incident in accordance with the Freedom of Information 
Act (FOIA) of Michigan. 

KCCC will comply with this requirement 
iii. Recording system shall also provide instant play back at each position. 

KCCC will comply with this requirement 
c) Computer Aided Dispatch 

i. Each Primary PSAP is obligated to use the countywide Computer Aided Dispatch 
system as primary incident entry application for 911 call taking. 

Personnel from KCCC have participated extensively in the specification 
of the KCDA CAD system and expect to transition to this system 
completely.   

ii. KCDA shall provide full cost reimbursement for the installation and operation of 
CAD equipment and peripherals. 
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iii. Each PSAP to provide an individual Point of Contact for coordination of CAD 
activities, such as training schedules, trouble reports, and coordination of system 
administration. 

KCCC will comply with these criteria 
iv. KCDA shall reimburse both Primary PSAPs for the CAD Administrator functions 

necessary to manage the ongoing maintenance of the countywide CAD system.   
v. Each individual jurisdiction shall be responsible for supplying updated information to 

the CAD Administrators to maintain the accuracy of the geographical file, mapping 
system, and known premise hazards. 

KCCC will comply with this requirement 
d) Trouble Resolution 

i. Primary PSAP shall communicate issues, errors, problems and trouble reports as 
necessary to maintain the integrity of all KCDA provided equipment and call taking 
requirements. 

KCCC will comply with this requirement 
ii. Primary PSAP shall participate in reasonable system testing, to include root cause 

analysis, component testing, and integration testing prior to migration of software 
updates. 

KCCC will comply with this requirement 
iii. Primary PSAP will affirmatively notify KCDA of technology issues relevant to the 

sustainability of 911 call taking operations. 

KCCC will comply with this requirement 
e) Network Infrastructure 

i. Each Primary PSAP shall have the network infrastructure sufficient to sustain Kent 
County WAN configuration. 

1. KCCC is currently connected to the Kent County WAN and will not 
need additional network resources to accommodate network needs of 
either the CAD or 911 phone system 

2. KCCC is connected on a fiber backbone to Kent County WAN and is 
also supplied with a redundant path to allow for network backup 

ii. Each Primary PSAP shall have sufficient bandwidth to facilitate monitoring of 
exterior resources (such as remote surveillance) via internet. 

1. KCCC currently monitors several exterior cameras at our facility 
and plans to maintain the facility to continue to do this. 

2. KCCC is connected to the Kent County’s Fiber backbone which 
would facilitate remote monitoring of external resources.  However, 
this functionality would be best served by a secondary internet 



 KENT COUNTY SHERIFF DEPARTMENT COMMUNICATION CENTER 
   

 
Attachment A 

 

 
05/20/2009 10 

connection.  KCCC has the mechanisms in place to receive such a 
connection in the even KCDA decided to install it. 

iii. Each Primary PSAP shall have secure remote access to network. 

KCCC complies with this requirement. 
iv. Each Primary PSAP shall have multi-path diversity. 

KCCC complies with this requirement 
f) Radio Capability 

i. Each Primary PSAP will have direct voice radio communication capability with all 
participating KCDA CAD user field units for the purpose of notifying them of a 
phone or CAD system failure. 

KCCC complies with this requirement 
ii. Each Primary PSAP shall provide appropriate extended duration backup power for 

radio equipment designated for notifying field units of phone or CAD system failures. 

KCCC complies with this requirement through the use of an uninterrupted 
power source, a primary and backup generator. 

6) Documentation 
a) Primary PSAP to provide KCDA with current and updated copies of relevant call taker 

job descriptions, minimum qualifications, and bargaining unit agreements. 

These documents are included in this response as attachment “A” 
b) Primary PSAP Policy & Procedure manuals to be reviewed and approved on at least an 

annual basis; current versions to be on file with KCDA. 

These documents are included in this response as attachment “B” and will be 
supplied annually.  Furthermore, KCCC will work with KCDA reconcile 
differences between primary PSAP policy and procedures. 

7) Standards/Sources 
a) State of Michigan 

i. Primary PSAP to comply with all relevant state statutes, including: MCL 484.1101 et 
seq.  

KCCC currently meets this requirement. 
ii. Primary PSAP to comply with overall State of Michigan Recommended Minimum 

Telecommunicator Training Standards within 2 years of implementation of Primary 
PSAP contract. 

KCCC currently meets this standard within the first 6 months of employment. 
iii. Primary PSAP to be compliant with State 9-1-1 Committee requirements. 

KCCC currently meets this standard within the first 6 months of employment. 
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b) Association of Public-Safety Communications Officials-International, Inc. (APCO)  

i. Initial Call Taker training will conform to the APCO “Americans with Disabilities 
Act (ADA) Training Standard for Communications Officers.” 

KCCC currently meets this standard within the first 6 months of employment. 
 



KENT COUNTY SHERIFF DEPARTMENT COMMUNICATION CENTER 
 
 

Attachment B 
 

KENT COUNTY 
HUMAN RESOURCES DEPARTMENT 

 
 
TITLE:  EMERGENCY COMMUNICATIONS OPERATOR   UNIT:  POAM 
 
 
NATURE OF WORK: 
 
This is skilled and technical work performing responsible public safety communications work. Work 
involves receiving and processing calls of an emergency and routine nature. It also requires responding to 
calls by dispatching proper equipment, personnel and/or taking other action in response to the information 
received and maintaining two-way radio communication for police, fire, E.M.S. Units and/or other 
departments or services. 
 
Work is performed under general supervision in accordance with departmental policies and procedures 
with latitude for independent action and initiative with responsibility for accurate and immediate 
performance of duties. 
 
 
EXAMPLES OF WORK: 
 
Listed examples are illustrative and representative of the tasks required of this classification, but are not 
intended to be complete or exclusive of this position. 
 
Screens incoming calls to determine if presence of police, fire or emergency medical service (E.M.S.) is 
required or if call should be directed to another source for response. 
 
Provides answers and information to a wide variety of police and non-police-related questions.  Uses 
T.D.D. device to communicate with calls received from hearing impaired. 
 
Acknowledges alarm panels and determines proper response. 
 
Receives and transmits radiotelephone and teletype messages in local, state and national networks. 
 
Broadcasts police, E.M.S., fire emergency alarm and routine messages; assists in relaying fire alarm 
messages to fire stations; dispatches police, E.M.S. and fire equipment based on standard and emergency 
assignment; posts police vehicles in area blockades. 
 
Operates terminals connected to public safety computerized data and communications systems. 
 
Records fire alarms and other emergency signals; maintains a record of the movement and location of 
vehicles, apparatus and equipment. 
 
Maintains street index cards showing the fire companies that respond to alarms; files and indexes of 
missing persons, stolen cars and arrest warrants. 
 
Censors radio traffic for conformance with Federal Communications Commission requirements. 
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Maintains records and reports. 
 
Performs related work as required. 
 
 
REQUIRED KNOWLEDGE, SKILLS AND ABILITIES: 
 
Education equivalent to graduation from an accredited high school. Some successful work experience or 
other predictor indicating an ability to work under stressful situations in a competent and responsible 
manner. 
 
Excellent auditory acuity and good speech and voice modulation. 
 
A proven ability to accurately and quickly type brief statements on various input devises.  
 
A typing speed of at least 25 WPM is required. 
 
Knowledge of methods, techniques and procedures relating to emergency communications. 
 
Knowledge of the geographic layout of Kent County, incorporated areas and road network.  
 
Knowledge of the emergency response capability of equipment, vehicles and apparatus. 
 
Knowledge of the operation of radio equipment and other voice and message transmitting, receiving and 
recording equipment. 
 
Ability to learn and communicate life saving procedures verbally; i.e. CPR and poison control. 
 
Ability to control emotions and handle stress. 
 
Ability to understand and follow complex oral and written instructions. 
 
Ability to use an Electronic Data Entry Terminal accurately and swiftly. 
 
Willingness to accept responsibility and work any assigned shift. 
 
Initiative and resourcefulness in handling requests for services. 
 
Tact in dealing with the public, co-workers and supervision. 
 
Traits required of the position which include emotional stability, reliability, good judgment and integrity. 
 
 
STANDARD PHYSICAL REQUIREMENTS: 
 
Ability to sit for prolonged periods of time. 
 



KENT COUNTY SHERIFF DEPARTMENT COMMUNICATION CENTER 
 
 

Attachment B 
 

Emergency Communications Operator 
Page 3 of 4 

Ability to speak clearly and concisely. 
 
Adequate visual acuity to view maps and computer terminal. 
 
Physical dexterity to operate telephone, receive and place phone calls, and control radio frequencies. 
 
Adequate hearing acuity within the normal range for determining all incoming messages, receiving and 
understanding telephone and radio messages and understanding person to person conversations. 
 
Must have adequate speech comprehension skills in the presence of background noise. 
 
 
DESIRABLE KNOWLEDGE, SKILLS AND ABILITIES: 
 
Successful work experience in a "911" or similar public safety dispatch facility.  
 
Certification in Advanced First Aid and/or CPR. 
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4/91; Rev. 1/95 
 
This class specification should not be interpreted as all inclusive.  It is intended to identify the essential functions and requirements of this job.  
Incumbents may be requested to perform job-related responsibilities and tasks other than those stated in this specification.  Any essential function or 
requirement of this class will be evaluated as necessary should an incumbent/applicant be unable to perform the function or requirement due to a 
disability as defined by the Americans with Disabilities Act (ADA).  Reasonable accommodation for the specific disability will be made for the 
incumbent/applicant when possible. 



 
 
 
 
 
 
 
 
 
 
 

______________________________________________________________________ 
 
 
 
 

Public Safety Answering Point  
RFQ Response  

 
Prepared for: 

 
Kent County Dispatch Authority 

 
c/o Kent County Purchasing Division 

300 Monroe Ave. NW 
Grand Rapids, MI 49503 

 
 
 
 

______________________________________________________________________ 

 

Prepared by: 
 
Captain David Kiddle 
Support Services Division 
Grand Rapids Police Department 
1 Monroe Center NW 
Grand Rapids, MI 49503 
 
616-456-4431 
dkiddle@grcity.us 

  



 1 

EXECUTIVE SUMMARY 
 

The City of Grand Rapids is prepared to meet all proposed Kent County Dispatch Authority 

(KCDA) Public Safety Answering Point (PSAP) requirements to provide improved 9-1-1 service 

to Kent County residents.  The Grand Rapids Police and Fire Departments have unequaled 9-1-1 

expertise, illustrated in this proposal, to be designated as one of the two KCDA approved 9-1-1 

PSAPs in the County.   

 

The City of Grand Rapids has the following unique and demonstrated PSAP expertise in this 

county including all of the following: 

 

 Successfully answering and processing over 4 Million 9-1-1 calls since 1976 

 Largest trained 9-1-1 PSAP staff in Kent County 

 Handling both wire and wireless 9-1-1 calls for service 

 Daily experience handling all three types of emergency 9-1-1 requests for police, fire, 

and medical assistance 

 Total call handling of multi-jurisdictional law enforcement calls, including the largest 

Police Department in Kent County, and direct dispatch of Michigan State Police 

expressway units in concert with the MSP Rockford Post 

 Total call handling of multi-jurisdictional fire calls, including the largest local Fire 

Departments in Kent County 

 Total call handling of fire-unit specific fire calls for agencies with full time fire fighters 

and also paid on-call fire departments (five agencies) with volunteer fire fighters 

 Total call handling of medical first responder calls for six agencies, including the largest 

local Fire Medical First Responder agencies in Kent County 

 Innovator of the highly successful local Pre Alert/Code Zero instant dispatch of medical 

emergencies 

 Daily functioning as both a Primary 9-1-1 PSAP and a Secondary 9-1-1 PSAP for 9-1-1 

call transfer from the Kent County Sheriff's Department and other agencies 

 Daily operation of the MDOT expressway message warning and camera system 

 

The Grand Rapids PSAP facility is over 8,000 square feet with 14 operating positions, secure 

access, five sources of electrical power, and redundant HVAC systems.  The PSAP facility is 

equipped with direct radio access on five VHF radio channels, seven UHF radio channels, and 

multiple instant access points to the 800 Mhz Michigan Public Safety Communication System 

(MPSCS).  Grand Rapids also has direct secure non-radio access to the other Primary PSAPs in 

Kent County on the local law enforcement intercom system. 

 

The City of Grand Rapids is committed to the Kent County Dispatch Authority’s strategic plan 

and is ready to meet the challenges as a KCDA designated PSAP.  The City is confident that it 

can meet the emergency communication needs of Kent County and its public safety and medical 

emergency jurisdictions.  
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UNDERSTANDING AND APPROACH 
 

The City of Grand Rapids has a complete understanding of the KCDA Strategic Plan and PSAP 

model, as well as the KCDA Request for Qualifications.  The City currently meets or is prepared 

to meet all PSAP criteria set forth by KCDA.  The information below will support the 

Authority’s decision to designate the City of Grand Rapids as one of the two 9-1-1 PSAPs in 

Kent County. 

 

General.  The City of Grand Rapids, with a population of over 197,000, greatly exceeds the 

KCDA requirement of serving an area with a population of at least 50,000.  In addition, the City 

serves an additional 85,000 residents of the five Fire and Medical First Responder (MFR) 

agencies for which emergency calls are taken and dispatched, bringing the total population 

served to approximately 283,000.  Including the City of Grand Rapids, the land mass of the area 

served is 164 square miles.     

 

Staffing.  The City of Grand Rapids has the largest PSAP staff in Kent County and will adjust 

Supervisor and Operator staffing levels as necessary to meet KCDA requirements.  This will 

include sufficient staffing to meet KCDA and National Fire Protection Agency (NFPA) 1221 

performance requirements.  The City’s PSAP is currently staffed with at least seven or eight 

Emergency Communication Operators (ECO) per shift, dependent on the time of day, with at 

least two, and most times three, operators dedicated to receiving 9-1-1 calls.  GRPD 9-1-1 

operators have no other function than to answer 9-1-1 calls.  No other tasks or activities are 

permitted that would compromise this role and this would continue as a KCDA designated 

PSAP. 

   

Grand Rapids currently receives more 9-1-1 calls than any other PSAP in the County.  In 

addition, it is the only PSAP that receives both wire and wireless (cellular) 9-1-1 calls.  With this 

experience, only moderate staffing increases are necessary to enable the Grand Rapids PSAP to 

answer a greater share of the 9-1-1 calls from a larger area of Kent County and to also answer all 

9-1-1 calls for the entire County in the event that the other PSAP is disabled.   The increased 

capability will also include mutual overflow for 9-1-1 calls with the other KCDA designated 

PSAP.  It is Grand Rapids' intent to be able to meet KCDA requirements the first hour of the first 

day of live implementation under the KCDA Strategic Plan with any staffing modifications as 

necessary. 

 

Training.   The Grand Rapids Police Department (GRPD) has a proud tradition of excellent 

training and this tradition extends to the Communications Unit.  A minimum of nearly $50,000 is 

expended to fully train each ECO, and Grand Rapids has one of the largest PSAP training 

budgets while offering the lowest per-call PSAP operating costs in Kent County.  Training is 

very structured with specific certifications required to perform each different assignment in the 

PSAP, on specified shifts and with specific trainer availability requirements even after 

certification.  GRPD ECOs progress through three levels of training, testing, and certification:  9-

1-1 and LEIN Operator, Police Dispatcher, and Fire/MFR Dispatcher.  Training is conducted by 

certified Communications Training Officers (CTO) with additional Emergency Fire Dispatch 

training by Priority Dispatch.    Training is also supplemented by National Incident Management 
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(NIMS) courses, classes from APCO, PowerPhone, other commercial sources and in-house 

instruction including topics such as ethics, customer service, local geography, and policies and 

procedures.  All PSAP employees will be compliant with the KCDA recommended training 

standards within the required time frame.  Such training has become a part of the training 

schedule for any new ECO hired by the City of Grand Rapids.      

 

The City of Grand Rapids proposes to build on this demonstrated training expertise to 

incorporate Kent County Emergency Medical Services (KCEMS) approved Emergency Medical 

Dispatch (EMD) training for the entire Grand Rapids staff.  Grand Rapids already has a business 

and training relationship with the same company (Priority Dispatch) that supplies EMD training 

through the use of their Emergency Fire Dispatch (EFD) training.    Grand Rapids also proposes 

to meet current and future Michigan training recommendations as stipulated by KCDA to include 

the biannual EMD recertification process.  

  

Grand Rapids training expertise has included training the entire Communications staff, Police 

Officers, Firefighters, and both Command Staffs on the first Computer Aided Dispatch and 

Mobile Data Terminal system installed in Kent County.  This was later followed by training the 

same employees on a totally different CAD, and a totally different MDT system.  It is the City’s 

future desire to utilize only the KCDA Computer Aided Dispatch system and to use it not only 

for 9-1-1 call entry, but also for Police, Fire, and MFR dispatch, as well as for Mobile Data 

Terminal/Mobile Data Computer communications with Police and Fire mobile units. 

 

Policy and Procedure.  The City of Grand Rapids proposes to utilize the current Grand Rapids 

structured Call Management Procedure to meet KCDA required call handling.  This includes 

determining a caller’s location, the incident location(s), call back phone number(s), and 

sufficient information to accurately prioritize 9-1-1 calls to four levels of response codes for 

priority dispatching.  This procedure results in providing the best possible information to relay to 

the responding police, fire, and medical personnel.  While Grand Rapids Police Department 

explores certification through the Commission on Accreditation for Law Enforcement Agencies, 

Inc. (CALEA), it is currently reviewing its communications procedures to ensure CALEA 

compliance.   

 

Location information will continue to be included for a 9-1-1 caller’s longitude/latitude 

coordinates as available through the requirements of the Federal Communications Commission 

Report and Order 94-102 for wireless 9-1-1 calls.  The current procedure of conferencing 9-1-1 

calls as necessary with third party entities would be continued, such as with other PSAPs and 

with the 24-hour language translation service that is currently utilized by GRPD.  Preparing 

CAD records of calls handled is consistent with current Grand Rapids PSAP tasks. 

 

Facility.  The modern 8,000 square foot facility was designed to function as a secure PSAP with 

a secure integrated double door entrance port located on a restricted floor of the Grand Rapids 

Police Headquarters.  It is surrounded by bullet resistant glass, has three independent heating and 

air conditioning systems and is equipped with a fire suppression system.  The PSAP sits on 

computer flooring and is immediately adjacent to two computer rooms, both protected by 

automatic FM200 “Halon” fire suppression systems.  Each computer room has access to either 

one of two different heating-air conditioning systems. The PSAP is conveniently located 
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adjacent to the City’s Emergency Operations Center that is often used for regional incidents and 

events.  

 

The PSAP includes a training classroom capable of training up to twenty students at time and a 

separate conference room.  A physical exercise room, equipped with an elliptical machine, 

stationary bicycle and treadmill, allows for light exercising during breaks.  In addition, an 

isolated operator break room and dedicated kitchen is included in the PSAP facility.  The facility 

was built with expansion in mind and includes space for additional operator consoles to meet 

KCDA requirements.   

 

Power.  GRPD’s PSAP has five sources of electrical power in place.  Power is available from 

two different Consumers Energy substations in case the main substation is compromised.  A self 

contained 500 kilowatt 12-cylinder diesel power plant automatically starts in the event of five 

seconds of power loss.  A back-up generator is available nearby and could be quickly put in 

place should it be needed.  All electronics in the PSAP are also powered and protected by a 65 

KVA uninterruptible power supply (UPS) system that is on line constantly.  In addition, 

individual UPS systems are provided for selected loads. 

 

Enhanced 9-1-1.   The PSAP consists of a total of seven Primary Enhanced 9-1-1 operating 

positions, three Secondary Enhanced 9-1-1 operating positions, and a Communications 

Supervisor position with full Enhanced 9-1-1 equipment.  The City of Grand Rapids is prepared 

to review the current Positron 9-1-1 Customer Premise Equipment with KCDA.  This includes 

adjustments to the number of 9-1-1 call taker positions to meet KCDA requirements and also to 

meet emerging Next Generation 9-1-1 requirements. 

 

Recording Equipment.  Currently, 64 channels are recorded with a one year archive, and all 9-

1-1 positions and all Police and Fire dispatch positions have instant playback of telephone and 

radio traffic. 

 

CAD.  Grand Rapids was the first local PSAP to be equipped with a Computer Aided Dispatch 

system.  Grand Rapids was also the first local Police and Fire agency to equip the mobile fleet 

with Mobile Data Terminals and Mobile Data Computers.  This now includes over 150 front line 

Police and Fire mobile units.  The current CAD system will be retired to provide total CAD and 

MDT/MDC operation on the new KCDA CAD system.  

 

Network Infrastructure.   The City of Grand Rapids has a secure and stable network 

infrastructure and currently has a sustainable connection to Kent County.  Bandwidth is 

sufficient to facilitate the monitoring and controlling of exterior resources such as remote 

surveillance.  The City utilizes VPN technology to facilitate secure remote access to the network 

where necessary.   The City of Grand Rapids is capable of meeting all KCDA network 

infrastructure requirements.  
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PSAP EXPERIENCE 
 

There is no substitute for experience and the City of Grand Rapids’ PSAP is unequalled in Kent 

County in this regard.  To this date, it has handled in excess of four million 9-1-1 calls since 

1976.  This includes the daily experience of answering traditional landline 9-1-1 calls and also 

the daily experience of answering cellular wireless 9-1-1 calls in the only PSAP in Kent County 

staffed to handle both types of calls.  The Grand Rapids 9-1-1 call taking experience includes the 

largest volume of police, fire, and medical calls in the County.  Over 147,000 9-1-1 calls are 

answered annually.  In excess of 400,000 calls of all priorities are received each year. With the 

busy call load of an urban PSAP, operator experience comes quickly.  GRPD ECOs deal with 

major incidents on a regular basis.  This daily experience, supported by a multi-tiered training 

program modeled after FAA pilot certification requiring strict oversight by CTOs, results in a 

highly experienced staff.     

 

The City’s PSAP experience includes the total emergency call handling of both types of fire 

coverage environments, each having their own unique call handling needs.  These environments 

include the heaviest populated areas of Kent County that are serviced by the three largest fire 

departments, staffed primarily by full-time fire fighters, and those areas served by volunteer 

paid-per-call firefighters.  The Grand Rapids experience has also included significant joint 

programs with Kent County Emergency Medical Services and local ambulance companies.  

These programs have included development of three way medical call handling.  Also, the 

comparatively recent “pre-alert” medical emergency unit call handling created to reduce 

response times originated as a Grand Rapids Fire and KCEMS initiative.   

  

The City of Grand Rapids’ PSAP is managed by the Grand Rapids Police Department as part of 

the Support Services Division.  Ultimate responsibility for the Communications Bureau falls to a 

Police Captain, but daily operations are handled by a civilian manager.  The PSAP is further 

staffed by four Communication Supervisors and 35 Emergency Communications Operators, 

including 9-1-1 call takers, LEIN operators, Police Dispatchers and Fire/MFR Dispatchers.  In 

addition, a Patrol Watch Commander (Police Lieutenant) is on-site 24/7 for additional 

supervision.  All ECOs become cross trained and capable of handling each of the four operator 

positions.  The Communications Bureau includes the Technical Services Unit staffed by three 

Radio Service Technicians who maintain Department radio equipment to include field base 

stations and mobile and portable radios. 

 

The PSAP staff is comprised of carefully selected, very dedicated, full time, long term 

employees.  The PSAP hiring experience is constantly refined and also has been the subject of a 

magazine article in a national (APCO) 9-1-1 magazine.  The most recent hiring process began 

with 570 applicants and resulted in the selection of 5 highly qualified candidates after written 

testing, performance testing, multiple interviews, and background investigations. The City’s 

experience has been that most of the ECOs retire after 30 years of service.  This demonstrated 

hiring experience and expertise is critical to KCDA since staff hiring is a continual process, and 

staff additions will need to occur to ensure that KCDA criteria is meet. 
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PERFORMANCE 
 

The City of Grand Rapids proposes to meet the KCDA quality assurance requirements through 

automated hourly, daily, and weekly call statistical performance monitoring of 9-1-1 calls by 

PSAP management staff.  Oversight will include the Communications Manager, Support 

Services Division Commander, Police Chief, Fire Chief, and the City of Grand Rapids Executive 

Office.   

 

Compliance will include scheduling sufficient staff and providing sufficient equipment to meet 

the KCDA requirement of answering 95% of calls within 15 seconds and 99% within 40 seconds 

during normal operations, including the first hour of the first day of live operation under the 

KCDA Strategic Plan.  As required, this performance requirement will be measured and reported 

annually to KCDA.  Currently, the GRPD Communications Manager reviews the number of 9-1-

1 and administrative calls that were handled every hour of every day.  A similar review will 

occur to continually monitor compliance with KCDA requirements in order to address any 

significant change in 9-1-1 call arrival patterns that may require short term or long term staffing 

adjustments.  Additionally, the 9-1-1 call exception detection reporting software that monitors 9-

1-1 call answering times will be modified to coincide with KCDA requirements.  

 

GRPD PSAP staffing and sufficient equipment shall be provided to meet the two hour backup 

requirement, the two to twenty-four hour backup requirement, and the greater than forty-eight 

hour backup requirement as specified in the KCDA PSAP criteria.  The City of Grand Rapids is 

confident that it is capable of handling all calls within the County for a sustained period of time 

should it be necessary.  Staffing and equipment needs shall be established through the use of 

industry formulas developed for predicting 1) 9-1-1 call arrival probability, and 2) occurrences of 

multiple 9-1-1 calls for service all being in progress simultaneously.  These shall be based on the 

whole County inventory of wire and wireless 9-1-1 calls from all in-county jurisdictions to 

predict the staffing and equipment necessary to provide for the loss of one PSAP.   

 

The City of Grand Rapids runs the largest and most experienced PSAP in Kent County while 

offering the lowest per-call operating cost.  The facility is modern, secure, and open to 

expansion.  Above all, the City is dedicated to meeting all KCDA requirements to the highest 

standard.  The citizens of Grand Rapids and surrounding jurisdictions have come to depend upon 

the services provided by the Grand Rapids Police Department’s Emergency Communications 

Unit.  The City stands behind the Department’s motto of “Honor Bound - Service Driven”.  The 

City of Grand Rapids has and will continue to make significant contributions to the work of the 

Kent County Dispatch Authority and is honored to submit this Proposal to serve as a KCDA 

designated 9-1-1 PSAP serving the residents of Kent County. 
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The City of Grand Rapids and the Grand Rapids Police Department are confident that it can meet 

all requirements of a Public Safety Answering Point of the Kent County Dispatch Authority as 

specified in KCDA RFQ 912.  This proposal is respectfully submitted under the authority of 

Kevin R. Belk, Chief of Police, and Eric R. DeLong, Interim City Manager, City of Grand 

Rapids. 

 

 

 

                                                          

_____________________________________                _May 26, 2009______ 

Kevin R. Belk, Chief of Police                                         Date 

 

 

 

_____________________________________                _May 26, 2009 _____ 

Eric R. DeLong, Interim City Manager                            Date 

 

 


