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Executive Summary 

Introduction 

Across the country, Public Safety Answering Point (PSAP) consolidations are occurring on a 

regional, city, county, or multiple-agency basis. These consolidations often result in tangible 

improvements in service and costs savings by combining 9-1-1 call taking and/or emergency 

dispatch services, and sharing technology, such as Computer Aided Dispatch (CAD). 

Madison County and Onondaga County have tasked Winbourne Consulting with determining 

the benefits of a potential consolidation of their 9-1-1 Centers, including whether a 

consolidation would improve service to citizens and increase the safety of First Responders. The 

Counties’ leadership have both clearly stated their commitment to working together in the best 

interests of the citizens, First Responders, and staff, in the consolidation model that has the 

most impact. There is already a strong precedent for the two counties working together, as 

seen with the Central New York Interoperable Communications Consortium (CNYICC) model 

that includes the shared digital trunked radio system master site, run by Onondaga County and 

shared with the region, to include Madison. 

For the reasons outlined in this report, Winbourne Consulting believes that full consolidation 

between Madison and Onondaga Counties’ 9-1-1 Centers provides significant service level 

improvements to Madison County citizens and First Responders. We recommend a phased 

approach with specific steps that will realize immediate benefits as the counties transition to a 

full consolidation model. 

Our Methodology 

As part of our analysis for this Consolidation Study, we solicited and received surveys from 

Madison and Onondaga Counties’ 9-1-1 staff and the First Responder communities, conducted 

stakeholder interviews, and analyzed operations of both Centers. From this information we 

developed the Phase 1: Assessment and Gap Analysis Report, which outlines the similarities and 

differences between the two centers, and this Phase 2: Evaluation and Recommendations 

Report, which provides significant detail on consolidation options, advantages and 

considerations of each, and recommendations to meet the goals of each county. 

Consolidation Models 

There are multiple consolidation models used within the 9-1-1 industry today, with nuanced 

variations among them. After conducting the Phase 1 Assessment and Gap Analysis Report for 

Madison and Onondaga Counties, Winbourne Consulting determined that two potential models 

of consolidation could benefit this environment and the impacts of each have been evaluated. 
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Shared Services Model 

A “shared services model” for Onondaga and Madison Counties is defined as each county 

maintaining their separate physical locations but sharing technology, mapping, and where 

appropriate, policies and procedures to implement “best practices.” Winbourne Consulting has 

determined that this model is: 

 Operationally and technically feasible; 

 Financially feasible with clear near and long-term benefits; and 

 Politically feasible, with broad support from the stakeholder community 

Winbourne Consulting has determined that this model has significant benefits to service 

delivery for citizens and First Responders: 

 Improved First Responder Safety. In a shared services model, Madison County first 

responders would have access to Onondaga County’s state-of-the-art Computer Aided 

Dispatch (CAD) system to improve situational awareness and officer safety, and ensure 

accurate communications from the field. 

 Improved Response to Citizens. In a shared services model, Madison County citizens will 

benefit from better coordination of mutual aid efforts, especially in the volunteer fire 

service. Citizens would be better served with shared mapping between the two counties, 

which could lead to responders finding the 9-1-1 callers quicker. This faster response time 

can save lives. 

Centralized Consolidation Model 

A “full consolidation model” would move Madison County’s 9-1-1 services into Onondaga 

County Department of Emergency Communications’ primary (and backup) facility, with shared 

management and resources. Winbourne Consulting has determined that this model is: 

 Operationally feasible but provides challenges in personnel retention; 

 Technically feasible with upfront capital expenses and likely ongoing operational savings; 

 Financially feasible especially when implemented after the Shared Services Model; and 

 Politically feasible as an end-goal in a phased consolidation approach but would meet with 

a high level of resistance from stakeholders in the short-term unless there were a 

concerted program to clear up misperceptions and engage and involve stakeholders, and 

structure a Governance model to ensure that Madison County’s needs are addressed. 

Winbourne Consulting has determined that the full consolidation model has significant benefits 

to service delivery for citizens and First Responders: 

 Enhanced First Responder Safety. Madison County First Responders would benefit from all 

the advantages of the Shared CAD system described in the Shared Services Model above. In 

addition, Madison County First Responders will be better served by dispatchers who are 
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not also responsible for answering 9-1-1 calls, in alignment with the Onondaga County 

model, and dispatched based the “best practices” of Onondaga County. 

 Improved Response to Citizens. In addition to all the benefits identified in the Shared 

Services Model, Madison County residents and public safety agencies would benefit from 

the use of many Onondaga County policies and procedures, which are compliant with 

industry standards. 

Recommendations 

Winbourne Consulting recommends Madison and Onondaga Counties gradually work toward a 

full consolidation of their 9-1-1 Centers. Our research indicates that efficiencies in both 

operations and cost will be realized, and the safety of First Responders, and the ability to 

provide excellent emergency response service to citizens, will be improved with a full 

consolidation. 

We also realize that given the political and operational concerns surrounding a full 

consolidation, it is probable that this recommendation will take between two – four (2-4) years 

to implement. Therefore, we are recommending a multi-phased process, to be implemented 

over time, providing near-term benefits with operational improvements and shared technology, 

and longer-term cost savings and service level standardization among the counties. 

Winbourne Consulting believes that this phased approach will benefit all the stakeholders, and 

will enable the jurisdictions to: 

 Become more familiar with one another; 

 Develop standardized training and procedures; 

 Standardize technology (e.g., computer aided dispatch, mapping); 

 Develop standardized mapping updates and dispatching processes; and 

 Establish the necessary governance agreements for the longer term consolidation of the 

two 9-1-1 centers. 

We have outlined the multi-phase approach that we recommend for Madison and Onondaga 

Counties, to be accomplished roughly in this order: 

1. Implement immediate Operational changes in Madison County 

a. Develop and Train to a more comprehensive Policy Manual to improve operational best 

practices in Madison County. 

i. Update current policies to reflect the best-practices as identified by industry 

standards organizations. 

ii. Create additional policies as needed, to address gaps and the current inadequate 

depth of content for some of Madison County’s Operational policies. 
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iii. Comply with all policies with a consistent and improved training process for current 

and new-hire call center personnel. 

b. Improve communications between Madison County Dispatchers and First Responders to 

enhance ongoing interactions with Madison County First Responders and encourage 

more involvement of First Responders in 911 quality assurance. 

c. Implement a good Quality Assurance/Quality Improvement (QA/QI) program for 

Madison County Police and Fire incidents, based on industry standards for QA/QI. 

d. Increase staffing to add position for Assistant Director – Operations, with responsibility 

for QA/QI, and training. Consider adding two shift Supervisors to meet National Fire 

Protection Association (NFPA) standards. We have estimated the cost of adding the 

needed three (3) personnel for these roles at approximately $173K annually. 

2. Establish Governance model for sharing data. In preparation for Recommendation #3 

below, it will be necessary to establish a governance model to address the sharing of CAD 

data. 

3. Implement shared Computer Aided Dispatch (CAD). We recommend that Madison County 

utilize Onondaga County’s Hexagon/Intergraph CAD solution. A detailed Implementation 

plan to execute a shared CAD environment should be developed to further define the 

governance, funding, technical, and operational components necessary to successfully 

implement a shared CAD system between the two counties. 

4. Expand Onondaga County’s Backup Operations Center (BOC). In a full consolidation model, 

the BOC will become the backup center for all 9-1-1 and non-emergency calls from Madison 

County. In preparation for the full consolidation recommendation, #6 below, it is 

recommended that further discussions occur between both Counties on the desired options 

for expanding the BOC, and begin the process of securing potential grant funding through 

NYS Department of State’s Municipal Restructuring Fund grant to cover these non-recurring 

costs. 

5. Develop Governance model for full consolidation. One of the most critical aspects of a 

shared technology or services project is the development of an effective governance model 

to ensure that stakeholders have input on the amount of control, expectations, and 

outcome of a consolidation project. We recommend that Madison County establish a 

County 9-1-1 Board, under Emergency Management, and also provide representation to 

Onondaga County’s Policy Review and Operations Committee (PROC). 

6. Implement Full Consolidation. Winbourne Consulting believes that the stakeholders in 

Madison County will be best served by a Full Consolidation of Madison and Onondaga 
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Counties, implemented over a two – four (2-4) year time period during which the preceding 

steps can be accomplished in preparation. 

The exact timing of this consolidation may align with the implementation of Next Generation 

9-1-1 in New York State, ensuring the most efficient upgrade of technology in both Counties. 

We recommend that salary and benefits be reviewed to make sure that neither County’s 

personnel is harmed in the process of fully consolidating. 

We recommend that following the full consolidation, Madison County dispatchers still continue 

to dispatch Madison County Police, Fire, and EMS calls for a period of time to maintain 

consistency of service. Lateral movement can occur later in the process, but for the initial 

period, their knowledge of the local area will benefit citizens and the First Responder 

community. We further recommend that a complete line by line budget comparison for each 

center be conducted prior to an agreement to move to full consolidation. 

Winbourne Consulting thanks the stakeholders of both Madison County and Onondaga County 

for their sincere and enthusiastic participation in this Consolidation Study. 
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1.0 Phase 1 – Assessment of Current Environment 

1.1 Introduction to Assessment Report 

On Aug 28, 2018, Governor Andrew M. Cuomo announced a comprehensive package of 12 

projects impacting 45 localities across New York through the Municipal Restructuring Fund that 

will streamline the delivery of local services and reduce future costs to local taxpayers. Included 

in these 12 projects is one that Madison County received to study the long-term management 

of emergency communications in Madison and Onondaga counties.i More information on this 

announcement can be found at: 

NYS Press Release: https://www.governor.ny.gov/news/governor-cuomo-announces-new-

investment-municipal-restructuring-projects 

The Counties of Madison and Onondaga, New York currently operate their own 911 system. 

They are looking at possible consolidation or restructuring of the system including shared 

services within both Counties. The Counties have hired Winbourne Consulting to conduct a 

comprehensive study of the Counties’ emergency dispatch operations, to include a fiscal 

analysis and an outline of possible restructuring opportunities including potential shared 

services and consolidation opportunities within the two Counties. 

This project requires that Winbourne Consulting undertake the following six (6) primary tasks. 

 

 

Consider Advantages and Disadvantages  

https://www.governor.ny.gov/news/governor-cuomo-announces-new-investment-municipal-restructuring-projects
https://www.governor.ny.gov/news/governor-cuomo-announces-new-investment-municipal-restructuring-projects
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Figure 1. Description of Our Methodology 

The primary goal of the Assessment is to provide a comprehensive baseline of existing 
conditions to identify the options for the possible partial or entire consolidation of 9-1-1 

services in Madison and Onondaga Counties. 

 
1.1.1 Winbourne Consulting Methodology for Assessment 

Our methodology for conducting the Assessment involved the following steps: 

 Met with Madison County and Onondaga County project teams 

 Conducted Stakeholder in-person interviews and discussions to gather information about 

the existing systems, operations, and applications including issues, concerns, and future 

needs 

 Prepared and Distributed a questionnaire to County personnel requesting data on: 

 Demographics 

 Call statistics 

 Radio network 

 9-1-1 Network 

 9-1-1 Equipment Server room 

 Technology 

 Dispatch Costs 

 Operations 

 Observed operations at both Counties’ primary 9-1-1 centers 

 Reviewed Policies and Procedures at both Counties  

 Walked through Onondaga County backup 9-1-1 site 

 Conducted thorough facility analyses for both 9-1-1 Centers 

Report on 
Status of 

Current 
Environment

Preliminary Data 
Questionnaire Online Surveys

Call center 
obersevations 

Site Visits
Stakeholder Meerings

PSAP Sit-alongs
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 Visited each site to review call taking procedures as well as facility environments 

 Conducted Stakeholder focus groups to discuss consolidation with Madison County Law 

Enforcement, Fire, and EMS representatives 

 Met with CSEA representatives for both Madison and Onondaga Counties 

 Communicated with Stakeholders to Validate Findings with each Agency 

 Distributed online surveys to First Responders and Call Center staff for both 9-1-1 Centers 

 Madison County 9-1-1 Center personnel 

 Madison County Fire and EMS personnel 

 Madison County Law Enforcement 

 Onondaga County 9-1-1 Center personnel 

 Onondaga County Fire and EMS personnel 

 Onondaga County Law Enforcement 

 Spoke with NY State Department of Homeland Security and Emergency Services (DHSES) 

1.1.2 Assessment Areas 

Winbourne Consulting, LLC collected and analyzed data for the 911 call-taking and dispatching 

operations from the two Counties’ 9-1-1 Centers. Our data gathering activities included 

identifying and documenting the following areas of interest for each county: 

 Operations 

 Center Goals 

 Workloads 

 Operations and Workflows 

 Systems and Procedures 

 Center Certifications/Accreditations 

 Personnel/Staffing 

 Staffing levels 

 Civil Service Designations 

 Union status 

 Governance 

 County Goals 

 Governance 

 Existing Contracts 

 Technology 

 Commonality of Equipment 

 Technology upgrade cycle 

 Facilities/Physical Space 

 Physical Space Requirements 
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 Primary and Backup sites 

 Physical security 

 Financial 

 Budget Overview 

 Ongoing Costs 

 Grant participation 

 Stakeholder Expectations 

 Citizens 

 First Responders 

 Call Center Staff 

 County Leadership 

1.2 Operations 

1.2.1 Madison County Operations 

1.2.1.1 Center Goals 

Madison County aims to be a world-class 9-1-1 center, either on their own, or with an alliance 

with another exceptional 9-1-1 center. Stated goals for the Center include increasing the safety 

of citizens and First Responders. 

1.2.1.2 Current Levels of Service Provided 

In 2018, Madison County 9-1-1 answered 97% of their 9-1-1 calls within 10 seconds. They 

answered 98% of their non-emergency and 7-digit calls within 10 seconds. Standards in New 

York State, as well as National Emergency Number Association (NENA) Standard 56-005 states 

that ninety percent (90%) of all 9-1-1 calls shall be answered within ten (10) seconds during the 

busy hour. Ninety-five (95%) of all 9-1-1 calls should be answered within twenty (20) seconds. 

Madison County 9-1-1 call answering times exceed the New York State, as well as the national 

standard. 

1.2.1.3 Call Taking and Dispatch Protocols Used 

Madison County 911 Dispatch Center utilizes the International Academy of Medical Dispatch 

(IAED) ProQA Medical dispatch software for the use of EMD protocols on all emergency and 

non-emergency telephone calls. 

Pro-QA interfaces with the current CAD system and is used by all call takers and dispatchers for 

EMS calls. 

In the event of a CAD malfunction the call takers and dispatchers utilize a paper card set. There 

is a card set is also used at the backup center. 
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1.2.1.4 Workloads 

 

Figure 2. Madison County Call Volume 

1.2.1.5 Call Statistics per Year – 3-Year Average 

 Average Annual total calls received by Madison County 9-1-1 Center: 90,400 

 Average Annual 9-1-1 Wireline Calls: 7,731 

 Average Annual 9-1-1 Wireless 9-1-1 Calls: 21,862 

 Average Annual Non-emergency & 7-digit Calls: 60,807 

 
Figure 3. Madison County Calls by Type 
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Call Statistics show only a very slight total call volume increase in 2017. This indicates a steady 

call volume, with little variance over the past 3 years. 

The following table (Table 1) shows Average Times to Process Calls and Incidents for Madison 

County. 

Table 1. Average Times to Process Calls and Incidents for Madison County 

Average Time to Process Calls 
Answered Within 0-10 

Seconds* 
Average Time from Pickup 

to Dispatch 

9-1-1 Wireline & Wireless calls 97% 51 Seconds 

*NYS standards, and NENA Standard 56-005 defines that Ninety percent (90%) of 9-1-1 calls must be answered within 10 seconds of ringing 
within the busiest hour. Ninety-five percent (95%) of all 9-1-1 calls should be answered within 20 seconds. 

 
Madison County 9-1-1 does an excellent job answering 9-1-1 calls within the industry standard. 

1.2.1.6 CAD Incidents 

The following table (Table 2) indicates the volume of Police, Fire and EMS CAD incidents for the 

County, based on 2017 CAD data. 

Table 2. Volume of Police, Fire and EMS CAD Incidents for Madison County 

Agency 
Number of CAD Incidents 

Dispatched 2017 
Past 3-Year Average 

Police 43,941 45,656 

Fire 7,806 7,656 

EMS 8,283 8,249 

 
1.2.1.7 Primary Radio Channels/Monitoring Assignments 

The Fire/EMS dispatcher monitors the following channels: 

 County Fire 

 Fire Command 

 Urgent Fire 

 EMS Ops1 

 EMS Intercom 

 Fire Intercom 

 Regional Fire 

 Regional EMS 

 Countywide 

Law Enforcement dispatcher monitors the following channels: 

 County Law 

 Data 
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 Law Car-to Car 

 Urgent Law 

 County Highway 

 Regional Law 

 Law Intercom 

 Madison County Highway 

1.2.1.8 Radio Traffic PTTs/Duration by Dispatch Discipline/Zones 

Winbourne Consulting has been provided the following information on the radio traffic for both 

Onondaga and Madison Counties. The chart below uses the following terminology: 

 Calls: a key-up that holds a Trunked Land Mobile Radio (TLMR) channel, like a radio 

repeater, for a defined period of time, usually waiting for a reply. As an example, a 

dispatcher calls a patrol unit, the TLMR repeater stays keyed up for a few seconds after the 

dispatcher stops talking. 

 PTT: Push to Talk (PTT) is a method of having conversations on a two-way radio (i.e., each 

time someone keys their microphone, they can transmit). As an example, if a dispatcher 

calls a unit and asks it to return to headquarters that is a push to talk occurrence. If the unit 

acknowledges the dispatcher that is a second PTT incident. If the unit acknowledges before 

the repeater un-keys, it’s one call with two PTTs incidents. Both Calls and PTT statistics 

provide an indication of how much “back and forth” there is in a Talk Group. 

 Calls Duration: This measures how busy a radio Talk Group is. This measure is in 

Hours:Minutes:Seconds. For reference, there are 8,760 hours in year. 

 Average Call Duration: This indicates the average length of each PTT incident. 

MADISON 

Talk Group Calls PTT Calls Duration 
Average Call 

Duration 

County Law 424,335 790,301 970:32:34 0:00:08 

County Fire 84,446 125,397 220:57:54 0:00:09 

EMS OPS 1 68,023 105,750 128:12:55 0:00:07 

TOTAL 576,804 1,021,448 1319:43:23 0:00:08 

 
1.2.1.9 Secondary Radio Channels/Monitoring Assignments 

The secondary radio channel that is monitored is the National interop’s radio channel. 

1.2.1.10 Call Center Capacity 

The Madison County 911 Dispatch Center currently has 5 consoles on the dispatch floor. They 

are equipment with CAD, radio, and telephones. 
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Normal minimum staffing is three personnel per shift. The 2019 budget did authorize an 

additional two full-time Public Safety Telecommunicators. This will enable there to be four 

personnel on the floor during busier times. 

It might be possible to add another console if the room is rearranged. Otherwise, there is not 

room for future growth without building expansion. 

The Center has seven (7) wireline and VoIP trunk lines and six (6) wireless trunk lines. They also 

have five (5) ring down circuits for Oneida City PF, Canastota PD, MCSD, Hamilton PD and 

Chittenango PD. The Center answers Administrative phone lines. Three (3) for 9-1-1, two (2) for 

MSCO and one (1) for Canastota PD. 

The Backup PSAP has the same PSAP. 

The Verizon selective routers are located at Syracuse and Endicott, which allows trunk lines to 

come into the Center from two diverse locations. 

1.2.1.11 Call Processing and Dispatch Methodology 

The Dispatch Center is currently staffed with fifteen (15) full-time employees, two (2) part time 

employees and four (3) per diem employees (work minimum of 8 hours per week). They are 

allocated 17 full-time positions. 

The Telecommunicators function as a combined call taker and dispatcher simultaneously if 

there is not a dedicated call taker on duty or that call taker is busy on a call. In other words, the 

incoming call can be received and processed by a Telecommunicator working a radio channel. If 

there are only three personnel working and a bio break is needed, one of the other two 

dispatchers has to pick up the work load. 

Operational floor classifications are: 

 Public Safety Telecommunicator 

 Senior Public Safety Telecommunicator – who are Supervisors 

Employees work an 8-hour shift, 5 days per week. They receive a one-half (1/2) hour per day 

paid lunch period is included the forty (40) hour work week, per the Union contract. The Union 

contract further states that each full-time employee is entitled to up to two (2) breaks no 

longer than ten (10) minutes in length each day. Shift differential premium pay is paid for all 

hours worked by an employee when a majority of his/her regularly scheduled shift hours occur 

during the second or third shift. 

Employees are paid overtime, for any time worked beyond forty (40) hours per week. In lieu of 

pair overtime, an employee may choose to accrue compensatory time at the rate of one and 

one-half (1½) times all authorized hours worked in excess of forty (40) hours in a work week. 
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Employees bid for a shift assignment when there is an opening. Shift choices are based upon 

seniority. 

The Dispatch Center provides service for forty-seven (47) agencies, which include Law 

Enforcement, Fire and EMS. 

1.2.1.12 Emergency Medical Dispatch Policies 

Dispatch is following the EMD standard of dispatching using the 

terminology of: Echo, Delta, Charlie, Bravo, Alpha, Omega for 

EMS calls, but they are not using the full determinant code. 

1.2.1.13 Policies and Procedures Used; Best Practices 

Madison County 911 Dispatch Center has a Standard Operating, 

Policy and Procedure (SOP) Manual. This manual covers current 

operational procedures for dispatch of Police, Fire, and EMS. 

Policy and Procedure documents serve as an instructional 

resource that allows employees to act without asking for 

directions, reassurance or guidance. The step-by-step written procedures can also help hold 

employees accountable because employee expectations are documented, and their actions can 

be measured against the SOP. 

Winbourne Consulting reviewed the documents provided. Industry Best Practice is to have a 

Policy and Standard Operating Procedure Manual and to test and train to it according to CALEA 

Standards. 

The current format utilized for the SOPs needs to be updated to include an origination date and 

a revision date. The remainder of the SOP format is clear and easy to understand. 

The National Emergency Number Association (NENA) website has Standards and Best Practices 

for dispatch centers. The website address is www.nena.org. The Standards listed can easily 

become a part of Madison County’s SOP manual. Further, the Center should utilize the 

Association of Public Safety Communications Officials (APCO) website to obtain additional 

Standards and Best Practices. The National Fire Protection Association (NFPA) has Standards for 

dispatch centers. Their website is www.nfpa.org. The Commission on Accreditation for Law 

Enforcement Agencies (CALEA) has dispatch standards. Their website is www.calea.org. 

The following Policies/Procedures at a minimum need to be added or the NENA/APCO/NFPA/ 

CALEA Standard incorporated into their current SOPs. 

 NENA 56-002 – Guidelines for Minimum Response to Wireless 9-1-1 Calls 

 NENA 56-005 – Standard for NORAD/FAA Notification: Airborne Events 

 NENA 56-006 – Emergency Call Processing Protocol Standard 

Madison County EMD 
Priorities 1 

http://www.nena.org/
http://www.nfpa.org/
http://www.calea.org/
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 NENA 56-007 – Pipeline Emergency Operations Standard Model Recommendation 

 NENA 56-505 – Guidelines for Handling Calls Regarding Missing and Exploited Children 

 NENA-STA-013.2-2016 – PSAP & Railroad Interaction Standard 

 NENA-INF-022.2-2017 – Protocol for Handling Calls Regarding Human Trafficking 

 NENA-INF-017.2.2015 – PSAP Disaster & Contingency Plans Model Recommendation – to 

assist in updating your current policy 

 APCO/NENA ANSI 1.107.1-2015 – Standard for Establishment of a Quality Assurance and 

Quality Improvement Program. Also, see NFPA 1221-23 – Review to ensure your current 

policy covers everything in these policies. 

 NENA 53-001 – PSAP Contingency Plans 

 NENA-STA-007.1 – Hearing Standard 

 CALEA – states to review your policies once per year 

 NENA 56-005 – Call Answering Standard 

 CALEA 6.2 – Call Taking Standard 

 NFPA 1221, Section 7, deals with various Fire Standards 

The Madison County has a Workplace Violence policy in place and trains all personnel on the 

policy. The Dispatch center currently has an Active Shooter policy, but it deals with how to 

handle the caller. In addition, dispatch centers today need to also have a policy on how to 

handle an Active Shooter in a dispatch center or in the building that the center occupies. 

In addition, as recommended for all 9-1-1 Centers, policies should be added to address Bullying 

and Ethics in the call center, and to address what to do should a terrorist threat notification be 

received from the Department of Homeland Security. 

There is not a current Continuity of Operation Plan (COOP). The Assistant Director stated that 

she is currently working on developing a COOP plan. 

The Assistant Director is currently working to obtain the New York State Sheriffs Association 

PSAP Accreditation Program for the Center. 

1.2.1.14 Training 

New Hire Training 

New hire training starts with an Orientation, which covers the 9-1-1 Center, County complex 

and County services. 

That is followed by 40 hours of classroom training followed by 24 hours of ride along with 

Police, Fire and EMS. 

Floor training begins with 160 hours of Call Taker training, one-on-one with a trainer. After Call 

Taker training is completed, the trainee moves to Police Dispatch training for 160hrs and then 
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Fire/EMS dispatch training for another 160hrs. Documentation of a trainee’s progress is logged 

into the trainee evaluation manual on a daily basis. Trainees are rotated to work all three shifts. 

All CTOs (trainers) are APCO certified trainers. The Training Manual is updated yearly. 

In-Service Training 

All Communications employees complete a minimum of 21 hours of in-service training annually. 

Some of this training includes but is not limited to the following: 

 TTD/TTY Devices 

 Stress Awareness 

 Community Relations 

 Review of Agency Policies and Procedures 

 Satisfy any and all applicable mandatory re-certifications, including but not limited to: 

 Emergency Medical Dispatching (EMD) 

 NYS Criminal Justice Portal/Ejustice 

 Cardiopulmonary Resuscitation (CPR) 

The Madison County 911 Center utilizes the APCO Illuminations program for monthly training 

for EMD and for CTOs. APCO Illuminations Training Program is a service that allows agencies to 

obtain topic specific, at-your-desk continuing education. 

1.2.1.15 Quality Assurance/Quality Improvement Practices 

The Communications Center has as well-defined SOP that outlines the Quality Assurance 

Process (QA/QI). Currently there is not a formal QA/QI process in place and the current SOP 

needs to be implemented. A majority of the monitoring is done by the Assistant Director, who 

will listen to calls and radio dispatches via the recording system. 

It is crucial to monitor all employees on the quality of emergency communications to reduce 

problems, limit liability and improve performance. The goal of a QA process is to objectively 

evaluate telecommunicator call processing and dispatch, and to correct any non-conformance 

issues. All of the training in the world is useless if the telecommunicator is not continuously 

monitored and reinforced for proper procedures. Feedback to employees is essential to ensure 

that job performance standards are met. 

APCO/NENA together have completed a ANSI Standard for the establishments of a QA and 

Quality Improvement Program (QIP) for PSAPs. This Standard is an attempt to establish a long 

overdue QA and improvement process to all of America’s 9-1-1 Telecommunicators to ensure 

call taking and radio dispatch actions are delivered to the highest possible standard. 

(APCO/NENA ANS 1.107.1-2015). This Standard can be found on the NENA website. 

The APCO/NENA Standard should be reviewed to ensure all relevant data is included the 

current QA/QI SOP for Madison County. 
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1.2.1.16 Center Certifications/Accreditations 

All Telecommunicators and the Assistant Director are certified in: 

 National Crime Information Center (NCIC) 

 eJusticeNY 

 EMD Certification 

The Assistant Director has the NENA CMCP Certification. 

The 2019 expected cost of staff training and continuing education is approximately $26,000. 

Special Events/Seasonal Activity 

Madison County hosts the Annual 

Madison-Bouckville Antique Week 

in mid-August, with more than 

2,000 dealers and vendors. It is 

common for tens of thousands of 

attendees to visit the region 

during this time. 

Winter Storm Stella struck several 

Counties including Madison In 

March of 2017. This was a 

snowfall of record and resulted in 

Presidential Declaration DR-4322. 

Flooding in the County during the Summer of 2017 resulted in several roads being destroyed. 

This storm was submitted to Washington by NYS for a Presidential Declaration but was denied. 

On August 22, 2017, Madison County experienced an EF1 tornado with maximum wind speeds 

of 90 MPH. According to the National Weather Service, “A tornado briefly touched down along 

Parker Hill Road in Georgetown, NY. The tornado did extensive damage to a forest largely 

composed of Norway Spruce and other softwood conifers. The tornado damage path was very 

narrow only being 30 yards wide and the length was about one tenth of a mile. Many large 

spruces were snapped consistent with low end EF1 damage.”ii 

1.2.1.17 Other Tasks Performed 

The Assistant Director performs numerous administrative duties. She performs the QA/QI 

process, does all of the scheduling, CAD and telephone administration, and Database 

administration. The Center does not have any technical staff. 
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1.2.1.18 Tasks Performed by Staff That Should Not Be Performed by Consolidated Staff 

There are no additional duties that the Madison County staff performs today that could not be 

absorbed by the Onondaga staff. 

1.2.1.19 Other System Users 

Police, Fire, and EMS in Madison County are on the County’s radio system. Additional users are: 

 Deruyter Schools 

 County and Town Highway Departments 

 County Department of Social Services 

 County Probation 

 County Planning 

 County Solid Waste 

 NYS Parole 

 Department of Environmental Conservation 

 Forest Rangers 

 Park Police 

 Oneida Indian Nation 

The Madison County Dispatch Center and Onondaga Center utilize the same manufacturer for 

9-1-1 Telephony system (VESTA) and share a radio system. All other systems remain separate. 

1.2.1.20 Records Access (CAD, Radio/Telephone Audio) 

In NYS, access to records is defined in the NYS Public Officers Law as well as NYS County Law 

(restricts access to certain 9-1-1 records). The Freedom of Information Law (FOIL) requests are 

processed consistent with the law, guided by the respective county’s attorney. 

FOIL requests are received by the County Administrator. The tape requests are done by the 

Assistant Director, who also testifies in court. 

The following is extracted from the Policy on Madison County Release of Records information: 

PROCEDURE: A. TYPES OF RECORDS: 
 

1. Formal records of the Madison County E911 Center shall consist of all 
radio logs, CAD blotter entries, recordings of all telephone and radio 
communications and all other records kept in the normal course of 
business. From time to time, material contained in these records may 
be required for reference and/or use in legal proceedings or other 
actions to resolve disputes relating to call taking, dispatching or public 
safety response. Recordings and radio logs are exempt from release 
under section S87(s) of the Freedom of Information Law. In addition, 
Statute S308 (5) of County Law specifically exempts their release of 
disclosure. 
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B. REVIEWS: 

 
1. Emergency Reviews: Emergency reviews of recordings are defined as 

a request to review telephone or radio conversations for the purpose 
of obtaining immediate information that is necessary to deliver 
emergency response services to an in-progress call or that which 
would provide necessary lead information that would assist in the 
capture of a person wanted for a serious felony that has just occurred 
or the resolution of a life threatening situation. 
 
a. A request for an emergency review of a recording must come 

from the on-duty agency supervisor and must be made to the 
Madison County 911 Center on-duty shift personnel. On duty 
personnel will contact the Director or Assistant Director for 
authorization. 

 
b. This review can be accomplished at the dispatch position where 

the call was taken or where the radio transmission was 
received/transmitted from.  

 
c. Approximately thirty minutes of recorded voice time is available 

to the public safety telecommunicator. If the communicator is 
unable to provide the information needed, they will notify the 
Director or Assistant Director. 

 
d. A written request must be filed within five (5) days of the request 

by the agency head or designee on the approved form. This form 
is available upon request from the Madison County E911 Center. 

 
2. Non-Emergency Reviews: A non-emergency review request is defined 

as a request for a recording to resolve disputes relating to call taking, 
dispatch or public safety response. Requests for duplications for court 
or other legal actions also fall into this category. Duplications may be 
reviewed at the Madison County E911 Center or the agency may elect 
to receive a copy of the duplication. A signed receipt will be required 
for release of duplication. 
 

C. PUBLIC SAFETY AGENCY REQUEST: Requests for non-emergency reviews 
must be made in writing on the approved form and must come from a 
public safety supervisor. Information/recordings will only be released to 
the agency involved in the transmission. This form is available upon 
request from the Madison County E911 Center. Requests shall be 
submitted to the Madison County E911 Center Director or Assistant 
Director. 
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D. CITIZEN REQUEST: Requests for non-emergency reviews from the general 
public will be honored only upon receipt of a judicial subpoena signed by 
a judge. Such subpoena must be addressed to the Director of the E911 
Center. The approved Madison County 911 Center request form must also 
be submitted. 

 
E. RECORDS HOLDS: Records of telephone and radio communications are 

kept for ninety days unless a specific request is received to place a record 
on hold. 

 
1. Requests to hold an original recording must be made in writing by the 

agency head to the Director of the Madison County 911 Center on the 
approved form. This form is available upon request from the Madison 
County 911 Center. 

 
2. Holds on original recordings would normally be requested for use in 

legal actions. A written request for a recording hold must be 
accompanied by a copy of a Notice of Claim, or other similar legal 
action notice. Such request to hold a record is valid for a period of no 
longer than six (6) months, unless a follow-up request is made in 
writing. Agency heads/designees shall specify the duration of time 
that the record should be held. 

 
3. Original recordings will only be released upon subpoena served upon 

the Madison County Director of the 911 Center or his designee. Once 
a subpoena is received and on file at the Madison County 911 Center, 
the Director or his designee will ensure that the requested original 
recording is delivered to the location specified on the subpoena. 
 

F. RADIO LOGS: Radio logs are defined as the written or CAD entry synopsis 
of radio dialogue between the Madison County 911 Center public safety 
telecommunicators and law enforcement, fire department and EMS 
personnel. Radio logs and CAD Notes are exempt from public access 
under section S87 (2) (g) of the Freedom of Information Law. 

 
1. Public Safety Agency Request: Requests for photocopies or print-outs 

of radio logs and CAD entries from public safety agencies must be in 
writing to the Madison County 911 Center, Director or Assistant 
Director using the approved form. The request must be specific as to 
the type of information requested and date and times required. 

 
2. Citizen Request: Requests for radio logs and CAD Notes from the 

general public will be honored only upon receipt of a judicial 
subpoena signed by a judge. Such a subpoena must be addressed to 
the Director of the 911 Center. Unless original documents are 
specified, certified copies will be delivered as directed in the 
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subpoena. The approved Madison County 911 Center form must also 
be submitted. 

 
3. CAD ENTRY REPORTS: A CAD entry is defined as the initial entry into 

the Madison County 911 Center CAD computer of an event or call for 
services reported to the Madison County 911 Center by telephone, 
radio or in person. Requests for CAD entry information from the 
general public will be honored only upon receipt of a judicial 
subpoena signed by a judge. Such a subpoena must be addressed to 
the Director of the 911 Center. Unless original documents are 
specified, certified copies will be delivered as directed in the 
subpoena. The approved Madison County 911 Center form must also 
be submitted. 
 

G. MISCELLANEOUS RECORDS: 
 

1. Public Safety Agency Request: Requests from public safety agencies 
for miscellaneous paperwork generated and maintained by the 
Madison County 911 Center will be evaluated on a case by case basis. 

 
a. The release of these documents must meet the provisions 

established by the Freedom of Information Law and/or all other 
applicable laws before photocopies will be released. All requests 
must be submitted on the approved request form. 

 
2. Citizen Request: Requests for specific CAD entry report will only be 

granted upon the receipt of a judicial subpoena signed by a judge. 
 

a. If release of the requested document is approved, a photocopy 
fee, as prescribed by the Freedom of Information Law, may be 
charged. 

 
3. All requests made to Madison County 911 Center personnel for 

documents and recording duplications or holds must conform to the 
guidelines as outlined above. No information, in any form, will be 
released by Madison County 911 Center personnel except under 
provisions as detailed above and in accordance with Freedom of 
Information Law and Madison County Law. 
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1.2.2 Onondaga County Operations 

1.2.2.1 Center Goals 

Onondaga County Department of Emergency Communications lists the following major goals 

and objectives for 2019: 

 The E911 Center and all communications support systems are 100% reliable. 

 Calls for assistance are answered, processed and dispatched consistent with best practices 

and department values. 

 Operations achieve the highest degree of public safety and public confidence. 

 Operational and support services meet the operational needs of member public safety 

agencies. 

 All employees are knowledgeable and possess the requisite skills and abilities that allow 

them to complete their job tasks efficiently and effectively to the highest level of 

expectation. 

 Technology is strategically acquired, implemented, and utilized to improve customer 

service and assist personnel in accomplishing their work more effectively and efficiently. 

 Work with our Central New York Interoperable Communications Consortium (CNYICC) 

partners to explore cost sharing opportunities that would result in more cost effective, 

consistent, and efficient services to our communities. 

 Seek operating efficiencies in an effort to control costs necessary to remain within the 

2018 Onondaga County Department of Emergency Communications budget as modified, 

especially in the area of personnel costs. 

1.2.2.2 Current Levels of Service Provided – 2018 Accomplishments 

 Answered 95.2% of incoming emergency calls in ten seconds or less, meeting State Law 

and established professional standards. 

 Dispatched emergency calls for service to 94 police, fire, and emergency medical service 

agencies. 

 Operated the Onondaga County Interoperable Communications System (OCICS) that now 

serves more than 160 local, county, state, federal and tribal public safety and public service 

agencies that operate approximately 9,250 radios in service of County residents and 

visitors. 

 Received a perfect public safety communications reaccreditation compliance review from 

CALEA/APCO. 

 Modernized the Common User Microwave Radio System (CUMRS) to MPLS to allow for 

increased utilization and to bring it up to date with current and future requirements of the 

trunked land mobile radio (TLMR) system and NYS DHSES guidelines requiring greater 
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information sharing between the state’s 911 centers. Project was funding for the project 

through a NYS DHSES grant. 

 Began sharing the E911 Master Site with Oneida County providing additional cost savings 

for all five CNYICC (Central New York Interoperable Communications Consortium) shared 

master site counties. Currently working on plans to share the Master Site with a sixth 

county (Jefferson) in 2019. 

 Continued to work with our mobile data communications network (MDCN) consultant to 

finalize options for replacing the current 800 MHz Data Radio mobile data system that has 

reached end of life. 

 Working to implement Automated Secure Alarm Protocol (ASAP) that allows for a direct 

computer aided dispatch interface between E911 and participating alarm companies, 

reducing human error and speeding up the processing of alarm calls by an average of two 

minutes. 

 Taking a major step in improving wireless location accuracy with an interface that allows 

E911 to obtain GPS location data from certain devices and apps. 

 Implemented a full-time quality assurance/quality improvement (QA/QI) process to 

increase the number of reviews, particularly relating to emergency medical dispatch 

(EMD), missing and exploited children, working fires, and poisonings. 

 Collaborating with other agencies to implement ODMAP. 

1.2.2.3 Call Taking and Dispatch Protocols Used 

The Onondaga County Department of Emergency Communications utilizes the Medical 

Priorities Dispatch System (ProQA) dispatch software for the use of EMD protocols on all 

medical-related emergency and non-emergency telephone calls. They utilize the same system 

for the dispatch of units. 

Pro-QA interfaces with the current CAD system and is used by all call takers and dispatchers for 

EMS calls. 

In the event of a CAD malfunction the call takers and dispatchers utilize a paper card set. The 

County utilizes the ProQA software at the backup center but if the system is down, a card set is 

also used. 

1.2.2.4 Onondaga County Current Workloads 

Onondaga County’s call volume is depicted in the following chart. 
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Figure 4. Onondaga County Call Volume 

1.2.2.5 Call Statistics per Year – 4-Year Average 

 Average Annual total calls received by Onondaga County 9-1-1 Center: 522,250 

 Average Annual 9-1-1 Wireline Calls: 110,422 

 Average Annual 9-1-1 Wireless 9-1-1 Calls: 284310 

 Average Annual 7-digit Calls: 127,519 

1.2.2.6 9-1-1 and 7-Digit Call Answering Process 

Onondaga County Department of Emergency Communications answers both their 9-1-1 lines 

and 7-digit lines with equal priority as they receive emergencies on both lines. The 7-digit 

numbers that come into the Center were used as emergency numbers pre-911 and pre-

consolidation and are also used by outside the area alarm companies to call-in police, fire, and 

EMS emergencies. Any non-emergency service calls are routed to non-emergency “INFO” 

operators during peak call volume times. 

NYS has concurrent law enforcement jurisdictions so citizens can choose from multiple serving 

departments, (i.e., town police, Sheriff, State Police) and citizens sometimes call these agencies 

directly with the 7-digit number, which rings in the 9-1-1 Center. 

110,422
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(54%)
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(25%)

Onondaga County, New York
Average Annual Call Volume 2015 - 2018

Wireline/VoIP Wireless 7-Digit

531,571 
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Figure 5. Onondaga County Calls by Type 

The Call Statistics above reflect a change in 2017 in the call taking system’s accounting for how 

calls are counted. In September 2016, Onondaga County made a major change in their VESTA 

phone system which came with new analytics software. It was determined that calls were 

counted very differently between the two systems. A few examples: 

 Previously, abandoned calls were counted in the totals but this is now a separate report in 

new Analytics, and not counted in totals; 

 Previously, if a call taker transferred a 911 caller to a non-emergency Info call taker, the 

transfer would show as two calls. The new analytics shows this as one call. 

The following table (Table 3) shows Average Times to Process Calls and Incidents for Onondaga 

County. 

Table 3. Average Times to Process Calls and Incidents for Onondaga County 

Average Time to Process Calls 2018 Answered Within 0-10 Seconds* 

9-1-1 Calls 95.2% 

*NY State law (NYSRR 5202.2(b)) as well as NENA Standard 56-005 – requires that Ninety percent (90%) of 9-1-1 calls must be 
answered within 10 seconds of ringing within the busiest hour. Ninety-five percent (95%) of all 9-1-1 calls should be answered 
within 20 seconds. (No standard applies to 7-digit call answering time) 
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The average time to answer takes into account all the 9-1-1 and 7-digit calls made to the 

Onondaga County Dept. of Emergency Communications. 95.2% of all calls are answered within 

10 seconds or less, which is considered excellent. 

Calls are never placed “on hold” but may queue to a recording, as described in section below. 

This “queue-time” is included in the statistics referenced here; it is highly unusual for a call to 

ever extend beyond 10 seconds before it is answered by an Onondaga County 9-1-1 call taker. 

Onondaga County’s average call talk duration is 133 seconds (or 00:02:13) which includes all 

911 and 7-digit calls (including EMD calls). 

1.2.2.7 Automatic Call Distribution System 

Like most 9-1-1 centers with more than approximately 15 seats, Onondaga County uses an 

Automatic Call Distribution (ACD) System. An ACD is a telephone device, integrated into the call 

handling system, which answers and distributes incoming calls to available call takers in the 

order that the calls were received. If all the available call takers are busy on a call, the caller will 

be placed in a queue until a call taker becomes available. When a caller is placed in the queue, 

they will receive a recording advising them not to hang up and that their call will be answered 

by the next available operator. A TDD tone will be sent advising hearing impaired of the same. 

Calls might go to a queue in the event of a large incident, such as a major traffic accident or fire 

which generates a large number of 9-1-1 calls. If any 9-1-1 call does go into queue, the 9-1-1 

Center immediately provides visual alerts with the red pole lights and wall monitors. This 

prompts personnel in secondary radio positions (e.g., police and fire TAs, NYSPIN, Data,) and 

supervisors to step in and answer calls if not busy. This process ensures that 9-1-1 calls get 

picked up quickly, as evidenced by the excellent average call answering times. 

If an ACD system is not used, as is the case in Madison County, the caller will just hear the ring 

tone until the call is answered. 

1.2.2.8 Peak Call Volume Process 

Onondaga County Department of Emergency Communications has established a process to 

minimize the call answering times for 9-1-1 calls. During peak call volume times they establish 

one or more “INFO” (non-emergency) operators. A non-emergency (not in-progress) call is then 

transferred to the INFO operator (where they may wait a bit) so that we can keep our call 

takers open for emergency calls. 

Public safety agencies maintain telephone numbers that allow citizens to call into their agency 

directly regarding administrative matters (e.g., copies of police reports, arrange presentations, 

personnel complaints). As a matter of policy, the department does not allow agencies to call 

forward administrative numbers to the answered 7-digit lines. 
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1.2.2.9 CAD Incidents 

The following (Table 4 and Figure 6) indicates the volume of Police and Fire CAD incidents for 

the County, based on CAD data. 

Table 4. Volume of Police, Fire and EMS CAD Incidents for Onondaga County 

Agency 
Number of CAD Incidents 

Dispatched 2017 
Past 3-Year Average 

Police 419,960 421,950 

Fire 47,520 49,308 

EMS 77,853 77,841 

 

 

Figure 6. Onondaga County Average Annual CAD Incidents 

The volume of CAD incidents have remained fairly consistent over the past three (3) years. 

NOTE: The following information has become available for 2018, and is included here as 

supplemental data: 

 75.7% of incoming calls come in via 9-1-1 (the remainder are received via 7-digit lines) 

 79.9% of 9-1-1 Calls are from Wireless Devices 

 124,462 Incoming Calls received on Operations Lines 

 170,721 Outgoing Calls made on Operations Lines 

 22,131 Abandoned Calls (most hung-up before the end of 1st ring) 
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 397 Text-to-911 Sessions 

 48,743 Alarm Center Signals Received 

 11,620 were dispatchable 

 515,182 911/7-digit calls (includes abandoned & Non-Emergency/INFO) 

 Total Public Safety Dispatches = 617,704 (2017=608,603) (+1.5%) 

 Police = 487,591 (2017=485,870) (+0.4%) 

 Syracuse PD = 183,346 (2017=184,413) (-0.5%)  

 County Police = 304,245 (2017=301,457) (+0.9%) 

 Fire = 48,724 (2017=47,623) (+2.3%) 

 City Fire = 21,209 (2017=20,783) (+2.0%) 

 County Fire = 27,515 (2017=26,840) (+2.5%) 

 EMS = 81,389 (2017=75,110) (+8.3%) 

 AMR = 45,293 (2017=41,916) (+8.0%)  

 All Others Ambulances = 36,096 (33,194) (+8.7%) 

1.2.2.10 Radio Traffic PTTs/Duration by Dispatch Discipline/Zones 

Winbourne Consulting has been provided the following information on the radio traffic for both 

Onondaga and Madison Counties. (Note that we have included the Madison County data here, 

as well as in previous Madison County section, to view the total impact of radio traffic on both 

counties). 

The chart below uses the following terminology: 

 Calls: a key-up that holds a Trunked Land Mobile Radio (TLMR) channel, like a radio 

repeater, for a defined period of time, usually waiting for a reply. As an example, a 

dispatcher calls a patrol unit, the TLMR repeater stays keyed up for a few seconds after the 

dispatcher stops talking. 

 PTT: Push to Talk (PTT) is a method of having conversations on a two-way radio, i.e., each 

time someone keys their microphone, they can transmit. As an example, if a dispatcher calls 

a unit and asks it to return to headquarters that is a push to talk occurrence. If the unit 

acknowledges the dispatcher that is a second PTT incident. If the unit acknowledges before 

the repeater un-keys, it’s one call with two PTTs incidents. Both Calls and PTT statistics 

provide an indication of how much “back and forth” there is in a Talk Group. 

 Calls Duration: This measures how busy a radio Talk Group is. This measure is in 

Hours:Minutes:Seconds. For reference, there are 8,760 hours in year. 

 Average Call Duration: This indicates the average length of each PTT incident. 
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ONONDAGA 

Talk Group Calls PTT Calls Duration 
Average Call 

Duration 

CFC Dispatch 273,526 457,887 659:33:33 0:00:09 

EMS Dispatch 261,723 391,703 583:13:42 0:00:08 

SFD Dispatch 184,345 260,540 398:45:25 0:00:08 

SPD NORTH 3 515,827 933,798 1,208:33:35 0:00:08 

SPD SOUTH 4 536,482 960,115 1,245:00:13 0:00:08 

MRD EAST 3 364,295 617,315 848:51:23 0:00:08 

MRD WEST 4 552,605 923,000 1,265:46:01 0:00:08 

MRD NORTH 5 562,469 934,111 1,282:27:23 0:00:08 

TOTAL 3,251,272 5,478,469 7492:11:15 0:00:08 

 

MADISON 

Talk Group Calls PTT Calls Duration 
Average Call 

Duration 

County Law 424,335 790,301 970:32:34 0:00:08 

County Fire 84,446 125,397 220:57:54 0:00:09 

EMS OPS 1 68,023 105,750 128:12:55 0:00:07 

TOTAL 576,804 1,021,448 1319:43:23 0:00:08 

 

COMBINED 

Agencies Calls PTT Calls Duration 
Average Call 

Duration 

Onondaga 3,251,272 5,478,469 7492:11:15 0:00:08 

Madison 576,804 1,021,448 1319:43:23 0:00:09 

TOTAL 3,828,076 6,499,917 8811:54:38 0:00:09 

 
1.2.2.11 Secondary Radio Channels/Monitoring Assignments 

The following are the secondary radio channels that are monitored: 

 County Police Technical Assistant (TA) monitors MRD 1, LWIDE, and NYLAW on a primary 

basis and any other Talk Group (e.g., Events) that we are requested to monitor. 

 Syracuse Police TA monitors SPD 1, SPD 5 (Airport Detail) and any other TG (e.g., Events) 

that we are requested to monitor. 

 County Fire TA monitors CFC 5 (Command) and FWIDE on a primary basis and assigned TAC 

(fire ground) channels on a secondary basis. 
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 Syracuse Fire TA monitors SFD TAC 2, 3, and 4 (fire ground) on a primary basis as well as 

ARFF 6 (Airport Fire). 

 EMS dispatcher monitors MED 10 and the NYS VHF EMS Ambulance channel on a primary 

basis, and the AMR dispatch TG on a secondary basis. 

 All dispatchers monitor VCALL, UCALL, and 8CALL. 

1.2.2.12 Call Center Capacity 

The Onondaga 911 Center currently has a total 38 consoles in the 911 center. They are broken 

down as follows: 

 There are 32 consoles on the Operations floor 

 All 38 consoles in the 911 Center have CAD 

 20 consoles are for call answering 

 19 consoles are for radio dispatching 

 1 Additional large Supervisor console, for multiple 

Supervisors 

 6 consoles in the Training room, fully operational 

There are currently two spare police dispatch pod 

positions and one spare fire dispatch pod position that 

could be made available for Madison County dispatch 

work. There is ample spare call taking positions to 

accommodate additional Madison personnel to answer 9-1-1 and 7-digit calls. The Operations 

floor contains 5,100 square feet. 

The back-up center has a total of 25 consoles; 17 of these consoles are for call answering. 

The back-up center is its own facility and is located adjacent to the Onondaga County EOC. The 

two share restroom, break and kitchen facilities. The center is kept in hot standby and is tested 

by the technical staff monthly and exercised/manned at least twice a year with 911 center staff. 

The 911 Center has a total of 36 trunk lines for both wireline and wireless calls. Eighteen (18) of 

those 36 trunks come from the Syracuse tandem and eighteen (18) come from the Endicott 

tandem. The back-up center has an additional 12 trunk lines: six (6) from the Syracuse tandem 

and six (6) from the Endicott tandem. The VESTA phone system is geo-redundant and the two 

locations are linked via fiber and a dedicated microwave link. 

The call taker positions are utilizing an Automatic Call Distribution System (ACD). This system 

receives and distributes calls to the next available call taker. 

Onondaga County Supervisor 
Console 
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1.2.2.13 Call Processing and Dispatch Methodology 

The Onondaga 911 Center is currently staffed with one hundred thirty-five (135) full time 

employees and 14 part time employees. They are allocated one hundred forty-six (146) full time 

employees and 14 part time employees. 

Operational floor classifications are: 

 Public Safety Telecommunicator 

 Public Safety Dispatcher 

 Supervisor of Dispatch Operations (first-line supervisor) 

 Public Safety Shift Supervisor (second-line supervisor) 

 Clerk II (NYSPIN operations) 

The Administrative staff is broken down by: 

 Executive Division, which includes the commissioner, deputy commissioner, and secretary 

 Administrative Support, which contains Professional Development, Quality Assurance, 

Training staff, Audio Reviews/FOIL, Community Involvement, Administrative Assistant, 

payroll/HR clerk, and operations secretary 

 Technical Services Division 

 Radio Division 

Assignments in the Technical Support and Radio divisions, supervisor of administrative support, 

professional development, quality assurance, and training staff are specialized assignments. 

Dispatch staff who meet the requisite requirements and possess the necessary skills, 

knowledge and abilities may apply for posted opportunities. In addition to specialized training, 

persons in these specialized assignments are required to maintain their dispatch skills and may 

be called on to work the operations floor during emergencies or to fill overtime vacancies. 

Employees work either an 8-hour shift or 12-hour shift (volunteer basis), for up to 36 or 

40 hours per week. They receive, depending on the shift length, either a 45-minute lunch or a 

1-hour lunch break. Shift differential pay is paid to all employees who work between the hours 

of 3:00 p.m. – 7:00 a.m. Employees are paid an extra $1.10 per hour worked during those 

periods. The employees who work the 12-hour shift are paid an extra $1.00 per hour. 

Employees are paid overtime at the rate of 1½ times their regular rate plus shift differential 

premium, if applicable, for hours worked in excess of eight (8) hours in a work day or forty (40) 

hours in the defined seven-day work week, per the Union contract. Communications employees 

work an eight (8) or twelve (12) hour shift, so they are paid overtime for working beyond the 

number of hours in their work week. Employees have the option of receiving compensatory 

time in lieu of time and half monetary compensation. 
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Employees bid for a shift assignment once per year. Shift choices are based upon seniority and 

the Centers staffing needs. 

The Dispatch center serves 98 agencies, which include Law Enforcement, Fire and EMS. 

1.2.2.14 Policies and Procedures Used; Best Practices 

Onondaga County 911 Center has a Policy and Procedure Manual that is extremely extensive. 

The manual covers current operational procedures for dispatch of Police, Fire and EMS. The 

Center utilizes PowerDMS to seek input/review of written directives and track sign-fors to 

ensure review. They also use the system for in-service training and tracking CALEA compliance. 

Policy and Procedure documents serve as an instructional resource that allows employees to 

act without asking for directions, reassurance or guidance. The step-by-step written procedures 

can also help hold employees accountable because employee expectations are documented 

and their actions can be measured against the SOP. 

Winbourne Consulting reviewed the documents provided. Industry Best Practice is to have a 

Policy and Standard Operating Procedure Manual and to test and train to it according to CALEA 

Standards. The Center does meet the CALEA Standards. 

The National Emergency Number Association (NENA) website has Standards and Best Practices 

for dispatch centers. The website address is www.nena.org. The Standards listed can easily 

become a part of Madison County’s SOP manual. Further, the Center should utilize the 

Association of Public Safety Communications Officials (APCO) website to obtain additional 

Standards and Best Practices. The National Fire Protection Association (NFPA) has Standards for 

dispatch centers. Their website is www.nfpa.org. The Commission on Accreditation for Law 

Enforcement Agencies (CALEA) has dispatch standards. Their website is www.calea.org. 

The following Policies/Procedures at a minimum need to be added or the NENA Standard 

incorporated into their current SOPs. 

 NENA 56-005 – Standard for NORAD/FAA Notification: Airborne Events 

 NENA 56-007 – Pipeline Emergency Operations Standard Model Recommendation 

 NENA -STA-013.2-2016 – PSAP & Railroad Interaction Standard 

Onondaga County Personnel has a County wide Harassment Policy in place, and they stated 

that it was not necessary to have a separate policy for Bullying. Onondaga 911 Dispatch also has 

a separate policy #1515, Harassment in the Workplace. The Center has investigated and taken 

action on any bullying type complaints received. 

They have done training on Workplace Violence Awareness, Prevention & Response Training. 

http://www.nena.org/
http://www.nfpa.org/
http://www.calea.org/
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Onondaga 911 Dispatch does not have an Active Shooter policy for the 911 Center building. 

Their current policy is #2015 Aggressive Deadly Behavior and an Onondaga County Emergency 

Responder plan which covers how to deal with the caller and units on the scene. 

What recently happened in the Aurora Illinois manufacturing plant can easily happen in a 

dispatch center today. All it would take is a disgruntled employee. Dispatch Centers need to 

prepare themselves on how an Active Shooter in the building would be handled. 

The Center does have a Workplace Violence Plan in place. Part of the actions of what to do 

Run/Escape, Hide, Fight is covered in the Workplace Violence Training that was performed. 

However, specifics of what to do in the center needs to be spelled out. One of the questions to 

be answered is how you notify patrol units of shots fired in the Communications Center. 

1.2.2.15 Training 

New Hire Training 

Public Safety Telecommunicator/Public 

Safety Dispatchers (PST/PSDs) New 

Hire (Call Taking) receive 280 hours of 

class room training and 384-464 hours 

of on-the-job training, which is one-on-

one with a trainer, who is a Certified 

APCO CTO. 

PSD Promotional/PSD New Hire 

Dispatch receives three (3) weeks of 

classroom training and 2 – 14 weeks of 

on-the-job-training, with a Certified 

APCO CTO for a single discipline. Three 

dispatch disciplines are maintained by 

the department: city police, county police, and fire/EMS. If a dispatcher is to be trained for a 

second or third discipline, he/she must undergo an additional three (3) weeks of classroom 

instruction and 2-14 weeks of on-the-job training for each new discipline. 

Basic Call Taker training consists of classroom instruction, practical scenarios, written 

examinations, field observation and on-the-job training across multiple shifts. 

Basic training includes but is not limited to: 

 Review of Department of Emergency Communications operations, mission, philosophy, 

goals and objectives 

 Review of Policies and Procedures 

 Employee rights and responsibilities 

Onondaga County Training Room 
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 EMD 

 Applicable NYS Penal Law 

 Basic call-taker techniques for police, fire and EMS events 

 CAD and call entry 

 Familiarization with the accreditation process 

 Harassment training (sexual and workplace) 

 New employee orientation 

 CALEA Accreditation 

All CTOs (trainers) are APCO certified trainers. When working in the trainer status they receive 

training pay. For every 8 hours a trainer trains, they receive 2 hours of comp time. 

They have a 70% success retention rate with new hire training, in part, due to the selection 

process, exposure to difficult calls and Criticall, 911 dispatcher and emergency calltaker testing 

software (www.criticall911.com). 

Onondaga 911 Dispatch has opened up the CTO training to other Counties. 

In-Service Training 

Annual re-training is provided to employees based on their job duties. The following topics 

completed annually include but are not limited to: 

 Right to know All Personnel 

 Ergonomics and facility safety All Personnel 

 Domestic Violence All Personnel 

 Workplace Violence prevention All Personnel 

 WMD Operational Personnel 

 Missing, exploited & abused persons Operational Personnel 

 EMD Operational Personnel 

 Emergency Operations Plan Operational Personnel 

 Air 1 Flight-following procedures MRD Dispatchers 

 Rater Training All Supervisors 

 Tactical Dispatch TERT Members 

 Text to 911 Operational Personnel 

Six Month Re-Training is provided to all operational employees. It consists of: 

 TDD/CAP-Tel 

 Project Lifesaver 

Biennial Training is provided to all operational employees. It consists of: 

 Cardiopulmonary Resuscitation (CPR) 

http://www.criticall911.com/
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CALEA: In addition to the initial training received by all new employees, all agency personnel 

will receive re-training in familiarization with the accreditation process prior to an on-site 

assessment. 

1.2.2.16 Quality Assurance/Quality Improvement Practices (QA/QI) 

Onondaga 911 Dispatch has a dedicated person who runs the Quality Assurance and 

Improvement Program. The Professional Standards Unit was created to coordinate the QA/QI 

program and oversee and manage the accreditation program. 

Quality Assurance reviews are conducted on the following: 

 Telephone calls – utilizing call entry guidelines and target times 

 Dispatch calls – utilizing NFPA standards, Regional Medical Council 

Usually QA is conducted on real time calls and dispatch events. A written review is conducted 

on each incident with the anticipated action that may need to be taken. The written review is 

discussed with the employee and he/she signs/dates the document. Floor supervisors conduct 

live QA. There is a dedicated supervisor that handles the working fire reviews on an overtime 

basis. 

Quality Assurance reviews are completed on: 

 All working fires 

 Monthly on all PST, PSD and SDOs who are working as a call taker or dispatcher 

 All poison calls 

 As many EMD calls as possible each month 

 As many LE vehicle pursuits as practical 

 All TDD calls 

 As many Special Operations Incidents as practical 

 Any incident that results in serious injury or death to a first responder 

 Any deadly use of force incident involving a dispatched law enforcement officer 

1.2.2.17 Center Certifications/Accreditations 

CALEA Certification 

Onondaga County Department of Emergency Communications was 

awarded their fifth Public Safety Communications reaccreditation from 

the Commission on Accreditation of Law Enforcement Agencies (CALEA) 

in partnership with the Association of Public Safety Communications 

Officials (APCO). Onondaga County Department of Emergency 

Communications has been continuously CALEA certified during three-

year certification processes since 2002. To maintain CALEA accreditation an agency must 

demonstrate continuous compliance with 211 public safety communications standards 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwjA3NmC19LiAhVBmVkKHVEbDhQQjRx6BAgBEAU&url=http%3A%2F%2Fwww.mcsonj.org%2Fwp-content%2Fuploads%2F2014%2F09%2F&psig=AOvVaw0vmdIOljJDfN7zljrO2pnP&ust=1559835722214979
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developed by CALEA and APCO encompassing all aspects of operations; management and 

administration; human resources; recruitment, selection and promotion; training; handling of 

critical incidents handling; and community involvement and education. Compliance is verified 

through a review of written directives and documentations, and through interviews with and 

observations of our personnel. 

In March 2017, Onondaga County Department of Emergency Communications was awarded 

meritorious accreditation after its second perfect accreditation (i.e., no standard issues) in a 

row as well as being in compliance with 100% of the other-than-mandatory standards (only 

80% compliance is required).” 

Project 33 APCO Certification 

Onondaga County has completed all the requirements for APCO Project 33. This certification 

request has been submitted to APCO, and is currently being reviewed. Onondaga County is 

anticipating certification in the near future. 

ISO Rating 

The Insurance Services Office, Inc. (ISO) collects and evaluates information from communities in 

the United States on their structure fire suppression classification and assigns a Public 

Protection Classification (PPC) grade that is used by insurance companies and others as a 

community’s investment in fire mitigation and a proven and reliable indicator of future losses. 

Emergency communications accounts for 10% of a fire department’s ISO rating. ISO conducted 

an on-site review of the Onondaga County Department of Emergency Communications in 2017 

in assessing the Syracuse Fire Department. An ISO field services representative reviewed 

Onondaga County 911’s policies and procedures, training, call taking, dispatching, speed of 

processing, and technical systems and assigned a rating of 9.05 out of 10. The Syracuse Fire 

Department maintains the highest available ISO rating of Class 1. 

Employee Certifications 

All operations floor staff are certified in: 

 National Crime Information Center (NCIC) 

 eJusticeNY 

 EMD certification 

 CPR certification 

 ANS 1.101.3 standard for handling calls for missing, abducted, and exploited children. 

The agency is recognized as a National Center for Missing & Exploited Children (NCMC) PSAP 

partner and has been certified compliant with ANS 1.101.3. 
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1.2.2.18 Special Events/Seasonal Activity 

Onondaga County hosts numerous large events during the year, to include events at the 

Syracuse University Carrier Dome, which holds nearly 50,000 spectators. In addition, the County 

hosts the Iron Man at Jamesville Beach, Corporate Challenge Run in Liverpool, concerts on 

Amphitheater & War Memorial, and events at the Landmark Theatre. Starting this year the NYS 

Fire Chiefs will be at the OnCenter. Over 35,000 spectators are expected to attend the Syracuse 

Air Show in 2019. 

Onondaga County is also home to the Great New York State Fair, a 13-day event held in 

Syracuse every year, from late August until early September. This has become the largest 

annual event in New York State, with an attendance exceeding one million visitors. The 

Onondaga County Department of Emergency Communications anticipates and prepares in 

advance for this event, coordinating with the various State and local agencies to build a 

communications plan that ensures the appropriate and timely routing and dispatch of 9-1-1 

calls and establishes communications interoperability between agencies. The Department of 

Emergency Communications does not specifically staff up during the fair as staffing is normally 

adequate. Like any other day, staffing depends on additional circumstances like weather. For 

example, the Center will staff up if temperatures/humidity rise and heat-related Mass Casualty 

Incidents (MCIs) are a potential occurrence. In 2018, call answering times ranged from 94% to 

98% of 9-1-1 calls answered within 10 seconds or less, during the Fair season. 

1.2.2.19 Other Tasks Performed 

The Dispatch Center monitors all alarms from government buildings and volunteer Fire 

Departments within Onondaga County. They monitor 16 tower sites for status alarms (e.g., 

intrusion, fire, hi/low temperature, generator). They further monitor the microwave system 

alarms, the CCTV security system for the 911 facility. 

The Radio Division oversees TLMR and LMR maintenance, radio console maintenance, radio 

caches, 16 radio tower sites, radio system administration, fire station alerting and special 

projects. 

Technical Services supports CAD, iCAD mapping, addressing, GIS, administrative systems, 

networking, web page, DataRadio system and mobile computing. 

Both the Radio Division and Technical Services provide a 24/7 on-call technical resource. 

1.2.2.20 Other System Users 

Onondaga County Dispatch Center has 160 agencies on their radio system. Those 160 agencies 

include public safety agencies, a number of federal, State, county, town, village, city and school 

districts, Probation, State Police. There are numerous public service agencies, such as Water & 

Environmental Protection, Water Department, Highway, Health Department, DOT, school 
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buses. Users of the Onondaga County Interoperable Communications System (OCICS) operates 

9,400 radios within the county. 

When neighboring law and fire agencies travel through Onondaga County they will roam onto 

the mutual aid radio system en route to the hospitals, juvenile detention facility, etc. 

Onondaga County currently shares its trunked radio system core (master site) with Madison 

County as well as Cayuga, Oneida and Oswego Counties. This not only supports roaming 

between counties, providing fill-in radio coverage to neighboring counties, but it saves each 

county approximately $261,374 each year. In 2020 Jefferson County will join the shared master 

site group, saving each county an additional $12,801 per year. 

1.2.2.21 Commonality of Equipment, Systems, and Procedures 

The Madison County Dispatch Center and Onondaga Center operate on the same telephone 

and radio system. All other systems remain separate. 

1.2.2.22 Records Access (CAD, Radio/Telephone Audio) 

In NYS, access to records is defined in the NYS Public Officers Law as well as NYS County Law 

(restricts access to certain 9-1-1 records). The Freedom of Information Law (FOIL) requests are 

processed consistent with the law, guided by the respective county’s attorney. 

In Onondaga, requests for records can be made on their website, by mail, via email, in person 

or via subpoena. Requests are processed by two part-time Audio Review officers, who alternate 

working so that they cover Monday – Friday business hours. The Audio Review officers report 

to the Supervisor of Administrative Support. The Audio Review officers certify the records as 

true copies and may be called upon to testify in court as to their authenticity. Emergency 

requests (e.g., a law enforcement agency needs copy ASAP to assist in getting a warrant), the 

request can be processed by the supervisor’s desk. The Audio Review officers are also 

responsible for audio retention in accordance with department policies and the CO-2 NYS 

retention schedule for counties. 
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1.3 Personnel/Staffing 

1.3.1 Madison County Personnel/Staffing 

Staffing levels within the Department of Emergency Communications Operations (to include call 

takers, dispatchers, supervisors, technical support, training, administrative, and management 

personnel) are listed below. 

Table 5. Total Madison County Dispatch Staffing 

# of Full-Time 
Employees 

(Authorized) 

# of Full-Time 
Employees (Actual) 

Part-Time Positions 
Average # of 

Employees on Duty 

17 17 6 3 

 
Madison Dispatch Center has a total of 17 authorized personnel. 

Actual Strength by Classification 

Madison Dispatch Center has a total of 17 Actual personnel. 

 14 Public Safety Communicators 

 3 Senior Public Safety Communicators – who actually work a position full time 

Table 6. Breakdown of Madison County Staffing by Job Description 

Call Takers Dispatchers Supervisors Trainers 
Quality 

Assurance 
Admin 

Technical 
Support 

Prof 
Developme

nt 

14 14 3 3 0 0 0 0 

 
NOTE: Supervisors and Trainers are Senior Public Safety Communicators who work a floor 

position as a Telecommunicator on both the radio and phones. 

Table 7. Breakdown of Madison Console Positions 

# of Consoles 
# of Consoles with  
9-1-1 Telephone 

# of Consoles with  
CAD 

# of Consoles with  
Radio 

5 5 5 5 

 
The Dispatch Center is currently staffed with fourteen (14) full-time employees, two (2) part 

time employees and four (4) per diem employees (work minimum of 8 hours per week). They 

are allocated 17 full-time positions. There is currently one new person who just started floor 

training in January of 2019. 

Employees work an 8-hour shift, 5 days per week. They receive a one-half (1/2) hour per day 

paid lunch period is included the forty (40) hour work week, per the Union contract. The Union 

contract further states that each full-time employee is entitled to up to two (2) breaks no 
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longer than ten (10) minutes in length each day, per the Union contract. Shift differential 

premium pay is paid for all hours worked by an employee when a majority of his/her regularly 

scheduled shift hours occur during the second or third shift. Employees are paid overtime, for 

any time worked beyond forty (40) hours per week. 

Employees bid for a shift assignment when there is an opening. Shift choices are based upon 

seniority. 

Drug testing is part of the on new hire employee process, but tenured employees are not 

retested unless a problem is noticed. 

Based upon the various staffing tools, the call volume and calls for service the center is fully 

staffed to handle the current call volume. However, there are currently, 3 Senior Public Safety 

Telecommunicators who also work a position (radio or telephone) full time. This violates NFPA 

Standard 1221 - 7.3.4.2, which states that the supervisor shall be allowed to provide short-term 

relief coverage. In order to meet the NFPA Standard, it is recommended that another 3 Senior 

Public Safety Telecommunicators be added to the staff. Some of the extra Senior Public Safety 

Telecommunicators could be given extra assignments like QA or other projects to alleviate the 

work load of the Assistant Director. 

The New York State 9-1-1 Standards, Homeland Security and Emergency Services, Title 21, 

Chapter LX, Part 5200 of the NYS Standards Regarding Direct Dispatch of All Emergency Services 

addresses the supervision staffing needed in a 9-1-1 Center. Part 5202 Standards (b) states: 

“ALL PSAPs shall be staffed 24 hours a day, seven days a week, by a minimum of two qualified, 

certified call-takers/dispatchers with at least one person designated as in charge.” The current 

number of Senior Public Safety Telecommunicators does not meet this Standard. The current 

staffing level for Senior Telecommunicators does not take into consideration for days off and 

vacation. There is not always a Senior Telecommunicator on duty when the Assistant Director is 

not on duty. 

Based on the recommendations from this 911 Study, a decision to add additional personnel to 

cover any future attrition or add additional supervisory personnel to meet NFPA Standards will 

need to be assessed by the Director of Emergency Management. 

Below are additional items addressed by (NFPA) Telecommunicator Standard 1221 (v2016): 

 7.3.1 states: “There shall be a minimum of two telecommunicators on duty and present in 

the communications center at all times.” 

 7.3.1.1 states: “ensure that there are sufficient telecommunicators available…to meet the 

requirements of Section 7.4” 

 7.3.4 states: “Supervision shall be provided when more than two telecommunicators are 

on duty.” 
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 7.3.4.1 states: “The supervision shall be provided by personnel located within the 

communications center.” 

 7.3.4.2 states: “The supervisor shall be allowed to provide short-term relief coverage for 

telecommunicators.” 

The Center is not fulfilling the NFPA standard regarding supervision. These standards state that 

a supervisor shall only provide short-term relief. The 3 Senior Telecommunicators are actively 

working a position while on duty and there is not one on duty 24/7. 

When the issue of whether to consolidate is determined, the staffing issue should be looked at 

by the Center’s supervisors and management. NENA offers the NENA Center Manger 

Certification Program. This class covers all the basics of managing a 9-1-1 center and includes 

how to utilize the NENA Staffing Tool. This staffing tool will allow the supervisor to determine 

staffing levels based on statistical data. The tool also incorporates all of the different staffing 

tool models for extremely accurate data. NENA also periodically offers a Staffing Tool 

Workshop. Information can be obtained from the NENA website (www.nena.org). 

1.3.1.1 Employee Compensation 

Salary 

Salary range for a Public Safety Communicator as of the 2019 Union Contract was: 

 Step 1 is $18.59 per hour to Step 12 at $20.75 per hour 

Salary range for a Senior Public Safety Communicator as of the 2019 Union Contract was: 

 Step 1 is $20.46 per hour to Step 12 at $22.83 per hour 

The Assistant E911 Director is excluded from the Collective Bargaining Agreement. 

Differential by Classifications/Grades 

Article 29 of the Union Contract covers shift differential. It states: 

 In departments where shift work applies, shifts will be designated as first shift, second 

shift, and third shift. 

 A shift differential premium of fifty (50) cents per hour shall be paid for all hours worked 

by an employee when the majority of his/her regularly scheduled shift hours occur during 

the second shift. 

 A shift differential premium of seventy-five (75) cents per hour shall be paid for all hours 

worked by an employee when a majority of his/her regularly scheduled shift hours occur 

during the third shift. 

 In the event that an employee is required to work into the second or third shift, that 

employee shall receive shift differential for all hours worked during the second or third 

shift without regard to the number of hours worked. 

http://www.nena.org/
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Differentials within Classifications (e.g., Steps) 

A Public Safety Communicator is pay grade F, which contains salary steps 1 through 12. The 

original starting hourly rate is based upon the year an employee was hired. Meaning that each 

employee will have a different hourly starting salary based upon the year of hire. 

A Senior Public Safety Communicator is pay grade H, which contains salary steps 1 through 12. 

The original starting hourly rate is based upon the year an employee was hired. Meaning that 

each employee will have a different hourly starting salary based upon the year of hire. 

The new Union Contract was just approved by the Board of Supervisors in March of 2019 and 

the first salary increase appeared on the payroll date effective March 11, 2019. There will be a 

retroactive salary increase which will cover January 1, 2019 through March 10, 2019.  

The Contract covers the terms of January 1, 2019 through December 31, 2022. Article 25 of the 

contact has been changed to include the following salary increases: 

 Effective January 1, 2019, wage increases equate to 2.25% 

 Effective January 1, 2020 wages will increase by 3% 

 Effective January 1, 2021 wages will increase by 2.5% 

 Effective January 1, 2022 wages will increase by 2.5% 

There has not been a change to the step movement process. 

Salary Enhancements (e.g., Shift Pay, Holiday Pay, Educational Incentive Pay) 

There are several salary enhancements based on the Union Contract. They are: 

 Overtime premium 

 Compensatory time 

 Shift differential 

 Service credit – employees who completed 20 years of service will receive $1,000 lump 

sum payment. This is a onetime payment 

 Eleven paid Holidays with Holiday pay 

 Attendance Incentive Bonus 

 Educational Assistance amount dependent on class grades of A, B or C 

 Mileage, tolls and parking reimbursement when using personal vehicle for County business 

 Termination for any reason except discharge will be given ten (10) working days 

compensation. Terminal benefits are paid at the regular straight time hourly rate 

compensation. 
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Benefits 

There are several benefits allotted to employees: 

 Personal leave - vacation 

 Hired before 1985 = 40 hours 

 Hired after 1985 = 24 hours 

 15 years of service an additional 8 hours 

 New hires hired between Jan 1 - June 30 receive = 16 hours 

 New hires hired between July 1 - September 30 = 8 hours 

 New hires hired between October 1 - December 31 = no leave 

 Sick Leave 

 8 hours of Cancer Screening leave per year 

 Shift Differential 

 Bereavement leave  

 Military Leave 

 Jury Duty and Court Attendance 

 Health Insurance/Disability Benefits 

 Vision Insurance 

 Workers Compensation Insurance 

Retirement 

The Union Contract covers retirement benefits. It states: 

 The County agrees to provide Section 75(i) of the New York State Retirement and Social 

Security Law on a non-contributory basis for Tier 1 and Tier 2 Retirement System members 

covered by the Contract. 

 The Country agrees to provide the applicable provisions of Article 14 and 15 of the New 

York State retirement and Social Security Law for Tier 3 and Tier 4 Retirement System 

members cover by the Contract. Such members are required by law to contribute three 

percent (3%) of their annual earning to the Retirement system for ten (10) years from their 

date of membership in the system. 

 The County agrees to provide Section 41(j) of the New York State Retirement and Social 

Security Law on a non-contributory basis for all Retirement System members covered by 

this Contract. Section 41(j) allows for unused sick leave credits to be applied as additional 

service credit upon retirement. 

Time Off 

Personal leave – vacation is allocated as follows: 

 Hired before 1985 = 40 hours 

 Hired after 1985 = 24 hours 
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 15years of service an additional 8 hours 

 New hires hired between Jan 1 - June 30 receive = 16 hours 

 New hires hired between July 1 - September 30 = 8 hours 

 New hires hired between October 1 - December 31 = no leave 

1.3.1.2 Civil Service Designations 

Job Classifications/Specifications 

The following are the Civil Service job classifications for Madison County 911 Center employees. 

It should be noted that the Assistant Director position is civil service also, but is an appointed 

position. The following positions all require testing: 

 Public Safety Communicator – Full Time 

Distinguishing Features of the Class – The work involves responsibility for the 

telecommunication equipment/network computer database systems used in the 

dispatching of law enforcement, firefighting and EMS agencies, strictly adhering to all 

Federal Communications Commission (FCC) that encompass the use of said equipment. A 

high degree of accuracy, speed and alertness is required in emergency situations, while 

taking appropriate action in accordance with departmental, county, state and federal 

police/procedures and regulations. Employees in this class are required to assist with 

training, development and evaluation of new personnel including the development and 

maintenance of policies and procedures. Within the parameters of established operating 

procedures and guidelines, employees in this class exercise independent judgment, 

alertness and responsiveness in emergency situations. The employee may be required to 

transmit information including emergency medical services pre-arrival instructions in 

unique/critical situations. The job involves an unusual working environment which includes 

high stress dealing with life and death situations, with frustrated, angry and abusive 

individuals. A Public Safety Communicator also performs a variety of administrative tasks in 

the County’s Communications Center. This class requires shift work covering both day and 

night hours. The work is performed on an assigned shift under the direct supervision of the 

Assistant E911 Director as directed by the E911 Director, and the oversight of a Senior 

Public Safety Communicator in accordance with established policies and procedures. A 

Public Safety Communicator does work as required. 

 Public Safety Communicator – Part Time. Same job description as a Public Safety 

Communicator Full Time. 

 Public Safety Communicator – Temporary. No job description listed. However, they are 

listed as non-competitive. 
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 Senior Public Safety Communicator – Promotional 

Distinguishing Features of the Class – The work involves responsibility for supervising, 

directing and performing activities on an assigned shift in the County’s Communications 

Center. Most of the functional duties are similar to those of a Communicator; however, 

supervisory responsibilities distinguish the senior level position. The work is performed 

under the general supervision of the E911 Director and the director supervision of the 

Assistant E911 Director with leeway allowed for independent judgment and decision 

making. Supervision is exercised over the work of Communicators as assigned. The 

incumbent performs related work as required. 

1.3.1.3 Union Status 

The Madison County Dispatch Center operates under a Collective Bargaining Agreement with 

the Civil Service Employees Association, Inc. Local 1000 AFSCME, AFL-CIO. Madison County 

Board of Supervisors approved the recently negotiated CSEA White Collar contract. This new 

contract provides coverage for employees through 2022. 

1.3.1.4 GIS/CAD Mapping 

The current GIS system uses an ESRI map which populates the “shape” files into the Central 

Square (Positron) CAD screen. The original information is input into the County MapInfo (which 

is the source map) mapping system, which then populates the ESRI map. After the last CAD 

update the vendor stated that the configuration problem with the ESRI map not showing all the 

information was corrected. The CAD ESRI map still shows errors. Per Dispatch cross streets and 

intersections are sometimes incorrect. 

The source Map, which is the County MapInfo map has the correct information in it. There 

appears to be a CAD configuration problem since the data does not update properly. The CAD 

vendor needs to be contacted and a discussion held between the CAD vendor and GIS. 

When the CAD map was originally configured with streets, address points and ranges, the GIS 

technician added property owner names to all the addresses based on property deeds, as a nice 

to have. The dispatchers feel that this is essential for them to have. 

It should be noted that not all property names are listed on the current map. However, adding 

property owner names is against all 9-1-1 Data Standards. Property Owner names on a map are 

not listed as part of the Data format, as this makes the database difficult to keep updated and 

accurate, and may therefore may provide false information at a critical time. For example, if an 

officer is serving a warrant and has incorrect information on who lives at an address, this could 

be dangerous. 
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Inputting property owner names violates the following Standard: 

 NENA-STA-006.1-2018 – NENA Standard for NG9-1-1 GIS Data Model – this is the current 

data Standard to follow in preparation for NG9-1-1 

The Assistant Director emails mapping errors to the Fire Coordinator, who then sends the email 

error request via another email to the OEM Director and the GIS Technician. This is a round-

about way of handling an error. The direct route would be for a Form to be electronically sent 

to the GIS technician. The GIS technician would date when the error was received and 

corrected. Once the correction is made the GIS technician would send the completed form back 

to the Assistant Director for recordkeeping. 

1.3.1.5 Compliments/Complaints Process 

The Madison County E911 website does not have a link or information on how to file a 

compliment or complaint. 

Madison County Dispatch has an SOP that outlines citizen compliment/complaints. In part, it 

states: 

 The opinions and attitudes of the citizens of Madison County are integral to center 

maintaining a strong relationship to the community it serves. 

 Any citizen compliments and complain received by the Assistant Director will be reviewed 

and the Assistant Director may take the following action(s): 

 A copy of the compliment will be given to the employee 

 The original document will be placed in the employee’s personnel file 

 The compliment will be given consideration for award applications 

 The Assistant Director will review all complaints and take the following action: 

 Investigate the compliant by both speaking to the employee and the citizen filing the 

complaint 

 Investigate the complaint by utilizing all recorded material and speaking to other 

employees with direct knowledge of the incident 

 Notify the employee and the citizen of the outcome 

 The compliments and complaints received over a three-year period will be analyzed by the 

Assistant Director who will submit to the Director a written report including the following 

topics: 

 Overall agency performance 

 Overall competence of agency employees 

 Telecommunicator’s attitudes and behavior towards citizens 

 Determining community concerns 

 Recommendations and suggestions for improvement 
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1.3.1.6 Statistical Complaint Information for 2017 

Not available for Madison County. 

1.3.2 Onondaga County Personnel/Staffing 

Staffing levels within the Department of Emergency Communications Operations (to include call 

takers, dispatchers, supervisors, technical support, training, administrative, and management 

personnel) are listed below. 

Table 8. Total Onondaga DEC Staffing 

# of Full-Time 
Employees 

(Authorized) 

# of Full-Time 
Employees (Actual) 

Part-Time Positions 
Average # of 

Employees on Duty 

146 138 14 19-26 varies per shift 

 
A complete organizational chart for Onondaga County Dept. of Emergency Communications is 

found in Appendix A to this report. 

Actual Strength by Classification 

Current actual full-time staffing is 140 full-time employees (six vacancies). This includes an 

additional training class which started 3/13/19 bringing the number of full-time employees to 

140. 

Table 9. Breakdown of Operations Floor Staff 

Public Safety 
Telecommunicators 

(PST) 

Public Safety 
Dispatchers (PSD) 

Supervisor of Dispatch 
Operations (SODO) 

Public Safety Shift 
Supervisors (PSSS) 

23 73 23 6 

 
Table 10. Breakdown of Staffing for All Organizational Components 

PST PSD SODO PSSS 

23 75 29 9 

 
Table 11. Breakdown of Onondaga Console Positions 

# of Consoles 
# of Consoles with 
9-1-1 Telephony 

# of Consoles with 
CAD 

# of Consoles with 
Radio 

32 22 32 19 

 
The Dispatch Center is currently staffed with 140 full time employees and 14 Part-time 

employees. They are allocated 146 full time employees. This number includes a New training 

class (2 public safety telecommunicators and 4 new fire public safety dispatchers). 
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The Operations floor is divided into working shift supervisors, supervisors of dispatch 

operations, dispatchers, telecommunicators, and clerks. Two shift supervisors provide overall 

supervision of the operations floor, supervisors of dispatch operations work as first-line 

supervisors and working dispatchers within the police and fire/EMS pods. Telecommunicators 

are call takers only and can work in the NYSPIN pod. Clerks work in the NYSPIN pod but cannot 

answer emergency calls. The position of Clerk II is being phased out through attrition. 

Most of the employees work an 8-hour shift, which is a 36 hour work week. Some of the 

employees have chosen to work a 12 hour shift, which is a 40-hour work week. Shift 

Supervisors work an 8-hour shift. 

Attrition has been relatively low, but there have been challenges in filling open positions even 

though the PSAP offers flexible shifts and competitive salaries and benefits. This challenge is 

due to the complexities in the New York State Civil Service system, as well as the Center’s ability 

to only train six (6) personnel at a time. 

Employees who work an 8-hour shift receive 45 minutes for lunch during their shift. Employees 

who work the 12-hour shift receive a 1 hour lunch. 

Employees who work between the hours of 3:00 p.m. and 7:00 a.m. receive premium shift 

differential pay. Employees are paid overtime, for any time worked outside their regular 

schedule work week. 

Employees bid for a shift once per year. Shift choices are based upon seniority, shift and 

Department needs. 

Many of the staff also serve in volunteer [fire] positions with other county agencies, which 

provides a broad institutional knowledge of user requirements.  

Critical Incident Debriefing is available for call takers and dispatchers after a particularly 

stressful 911 call or incident. This debriefing is conducted by the Peer Support Program. 

This Assessment report was not intended to analyze the staffing needs for Onondaga County 

Dispatch. If the consolidation occurs between the two Counties, it would be important for 

Onondaga Dispatch to perform a staffing study. Currently, it is assumed that the number of 

personnel needed to staff Madison County 911 Center would also be the same number of staff 

needed to staff any new positions at Onondaga Dispatch Center. It should be noted that 

Onondaga County conducts an extensive allocation and distribution of personnel study for all 

organizational components as required by CALEA. 

When the issue of whether to consolidate is determined, the staffing issue should be looked at 

by the Center’s supervisors and management. Staffing tools are available through both APCO 

and NENA. 
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1.3.2.1 Employee Compensation 

Salary 

Salary range for Public Safety Telecommunicator for the 2019 Union Contract is: 

 $20.45 to $22.60 

Salary range for a Public Safety Dispatcher for the 2019 Union Contract is: 

 $23.69 to $26.20 

Salary range for Supervisor of Dispatch Operations for the 2019 Union Contract is: 

 $25.46 to $28.17 

Salary range for Public Safety Supervisor for the 2019 Union Contract is: 

 $28.98 to 32.08 

The Secretary, Deputy Commissioner, and Commissioner are deemed as management 

confidential (MC) employees and are excluded from the Collective Bargaining Agreement. The 

salary of MC employees is determined by the Legislature. 

Differential by Classifications/Grades 

Article 15 of the Union Contract covers shift differential. It states: 

 Effective upon adoption of this Agreement by the Onondaga County Legislature and 

retroactive to the First Full Payroll Period after January 1, 2016, a shift differential premium 

of $1.10 per hour shall be paid to all employees covered by this Agreement working a work 

shift between the hours of 3:00 p.m. and 7:00 a.m. 

Differentials within Classifications (e.g., Steps) 

There are 4 different steps in their classification salary range, Step A, Step 2, Step 3 and Step Z. 

The Union Contract states in Appendix A: 

 Employees who are hired into a bargaining unit title shall be placed into Column A of the 

Salary Schedule in effect at the time of their hire. Lateral advancement from Step A to 

Step 2, Step 2 to Step 3, and Step 3 to Step Z within the Salary Schedules in effect shall be 

based upon the following: 

 Upon successful completion of one (1) year of satisfactory service – Step 2 

 Upon successful completion of two (2) years of satisfactory service – Step 3 

 Upon successful completion of three (3) years of satisfactory service – Step Z 

The Employer shall have the right to slot new hire employees into steps other than step A for 

purposes of competition in recruitment or to take into account skill or experience for the 
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position. All slotting provided in this section shall be subject to the approval of the 

Commissioner of Personnel. 

Salary Enhancements 

There are several salary enhancements based on the Union Contract. They are: 

 Overtime premium 

 Compensatory time 

 Shift differential 

 Twelve paid Holidays 

 Mileage, tolls and parking reimbursement when using personal vehicle for County business 

 Upon resignation or retirement will receive a lump sum cash payment up a maximum of 

twenty-one (21) days of earned/unused vacation. 

Benefits 

There are several benefits allotted to employees: 

 Vacation leave 

 1 through 5 years of service receives 11 days 

 After 5 through 15 years of service receives 15 days 

 After 16 years of service receives 22 days 

 Sick leave 

 Shift differential 

 Workers Compensation 

 Health Insurance/Disability Benefits 

 Vision/Dental Insurance 

 Civil Service Exam leave 

 Bereavement leave 

 Jury Duty and Court Attendance 

 Military leave 

 Employee Assistance Program 

 Legal Assistance 

 Liability Insurance 

 Deferred Comp 

Retirement 

The Employee Handbook covers retirement benefits, the Union contract is silent on retirement. 

The Handbook states: 

 Enrollment in the New York State Employees Retirement System is available to all 

employees of Onondaga County. It is mandatory for all full-time, permanent employees. 
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Requirements and benefits vary by membership tiers described below. A detailed 

explanation of all tiers provided by the Retirement System is available from the department 

payroll clerk, the Department of Personnel or the New York State Retirement System. In 

most cases, social security coverage is not effective unless the employee has joined the 

Retirement System. 

 Tier II: (For employees hired between July 1, 1973 and July 26, 1976) Between July 1, 1973 

and July 26, 1976, all employees who were permanently appointed in the competitive class 

and the non-competitive class were required to join Tier II of the NYS Retirement System. 

Employees appointed to the labor and exempt classes, and provisional employees had the 

option of joining or not joining the Retirement System. Under Tier II, the employee does not 

have to contribute to the Retirement System. 

 Tier III: (For employees hired between July 27, 1976 and August 30, 1983) Between July 27, 

1976 and August 30, 1983, all employees who were appointed to full-time positions on a 

permanent basis were required to join Tier III of the NYS Retirement System. Full-time is 

defined as working a regularly scheduled work week of thirty (30) hours or more. 

Employees appointed to part-time, provisional, or temporary (less than one year) positions 

had the option to join or not join the Retirement System. Under Tier III, the employee must 

contribute 3% of his or her gross salary toward the Retirement System. 

 Tier IV: (For employees hired on or after September 1, 1983) If employed on a permanent 

full-time basis, your membership in Tier IV is mandatory. Otherwise membership is optional 

requiring the employee to sign a waiver acknowledging his or her right to membership in 

the Retirement System. 

 Employees are in all different Tiers based upon year of hire. 

Time off 

Vacation leave: 

 1 through 5 years of service receives 11 days 

 After 5 through 15 years of service receives 15 days 

 After 16 years of service receives 22 days 

1.3.2.2 Civil Service Designations 

Job classifications/specifications 

The following are the Civil Service job classifications for Onondaga County 911 Center 

employees: 

 Public Safety Telecommunicator – Full Time and Part Time 

Distinguishing Features of the Class – The work involves responsibility for answering 

emergency and non-emergency calls for police, fire and emergency medical services and 
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relaying information to dispatch staff. Under the general supervision of a Public Safety Shift 

Supervisor, an employee in this class operates telephone communications equipment and 

inputs data into computer-aided dispatch systems utilizing a QWERTY style computer 

keyboard and provides emergency medical services pre-arrival instructions as required. An 

employee in this class exercises independent judgment with regard to policies and 

procedures that guide in reacting to criminal incidents which may involve danger to life 

and/or damage to property. The job involves an unusual working environment which 

includes high stress dealing with life and death situations, the need to remain calm in 

emergency situations and the need to be polite when dealing with angry and abusive 

people. Employees are required to work shifts that cover both day and night hours. 

Employees in this class are required to assist with training, development and evaluation of 

new personnel. The job also requires employees to leave their work environment in a clean 

and tidy condition at all times thus promoting a clean, safe and healthy work place. 

Supervision of subordinate employees is not exercised in this class. Does related work as 

required. 

 Public Safety Dispatcher – Full Time and Part Time 

 Distinguishing Features of the Class – The work involves responsibility for the 

transmission of emergency information and the dispatch of fire/rescue, EMS/police 

personnel and equipment. Under the general supervision of a Supervisor of Dispatch 

Operations, an employee in this class operates a variety of communications equipment 

including radio and telephone equipment and computer terminals to relay information 

and dispatch emergency personnel and equipment. Within the parameters of 

established policies and procedures, employees in this class exercise independent 

judgement, alertness and responsiveness in emergency situations. The employee may 

also be required to perform the duties of a Public Safety Telecommunicator, answering 

emergency and non-emergency calls for service from the public. The employee may be 

required to transmit information including emergency medical services pre-arrival 

instructions in unique/critical situations as directed by a supervisor. The job involves an 

unusual working environment which includes high stress dealing with life and death 

situations, requiring the need to remain calm in emergency situations, remain in 

control of the call and be polite in dealing with frustrated, angry and abusive people. 

Employees in this class are required to assist with the training, development and 

evaluation of new personnel. This class requires shift work covering both day and night 

hours. Supervision of subordinate employees is not exercised by this class. Does related 

work as required. 
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 Supervisor of Dispatch Operations – Full Time 

 Distinguishing Features of the Class – The work involves responsibility for the trans-

mission of emergency information including emergency medical services prearrival 

instructions as required, the dispatch of police, fire and EMS personnel and equipment 

and for the training and supervision of subordinate dispatchers and telecommuni-

cators. Under the general supervision of a Public Safety Shift Supervisor, with leeway 

given for exercise of independent judgment in the daily operations of the center, an 

employee in this class operates a variety of communications equipment including radio 

and telephone equipment and computer terminals to relay information and dispatch 

emergency personnel and equipment. Employees in this class are required to assist 

with the training, development and evaluation of new personnel and subordinate staff 

by demonstrating procedures and techniques and by guiding such staff during periods 

of on the job training. Employees in this class also regularly perform supervisory duties 

and in the absence of the Public Safety Shift Supervisor will act as such; when the Public 

Safety Shift Supervisor is present, this employee functions as a working supervisor. 

Employees in this class render assistance in answering questions posed by duty staff 

relative to equipment, policies and procedures and also train, develop and evaluate 

subordinate staff. This job involves an unusual working environment, which includes 

high stress dealing with life and death situations and the need to remain calm in 

emergency situations. Employees are required to work shifts, which cover both day and 

night hours. The job also requires employees to leave their work environment in a 

clean and tidy condition at all times thus promoting a clean, safe and healthy work 

place. General supervision is exercised over a large number of Public Safety 

Telecommunicators and Public Safety Dispatchers. Does related work as required. 

 Supervisor of Shift Supervisor – Full Time 

 Distinguishing Features of the Class – The work involves responsibility for supervising 

the activities of subordinate Public Safety Telecommunicators and Supervisors of 

Dispatch Operations during an assigned shift at the Onondaga County Communications 

Control Center. Under the general supervision of the Deputy Commissioner of 

Emergency Communications (Operations), an employee in this class oversees the 

receipt of emergency and non−emergency calls from the public and may provide 

emergency medical services pre-arrival instructions as required, the efficient relay of 

information to public safety units and the dispatch of personnel and emergency 

equipment. Employees in this class render assistance in answering questions posed by 

duty staff relative to equipment, policies and procedures and also train, develop and 

evaluate subordinate staff. Employees in this class may also function as a training 

coordinator responsible for development and institution of various types of training 
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programs; they may also be required to monitor the activities of tower maintenance 

personnel and technical support personnel as well as to monitor the obligations of 

other contractual services provided to the Communications Center. This job involves an 

unusual working environment that includes high stress dealing with life and death 

situations and the need to remain calm in emergency situations. Employees are 

required to work shifts that cover both day and night hours. The job also requires 

employees to leave their work environment in a clean and tidy condition at all times 

thus promoting a clean, safe and healthy work place. General supervision is exercised 

over a large number of Public Safety Telecommunicators and Supervisors of Dispatch 

Operations. Employees do related work, as required. 

The Onondaga County Department of Emergency Communications maintains specialized 

assignments both to provide horizontal professional development opportunities for 

personnel and to maintain a cadre of dispatch personnel that can supplement and support 

operations during emergencies and fill-in during staffing shortages. The following are 

specialized assignments within the department: 

 Professional Standards Coordinator 

 Network Communications Infrastructure Administrator 

 Network Communications Infrastructure Assistant 

 Public Safety Shift Supervisor/Administrative Support 

 Public Safety Shift Supervisor Technical Support 

 Geospatial Information Officer (GIO) 

 System Administrator Mobile Data and CAD 

 Technical Services Specialist 

 Incident Review Officer 

 Training Division Staff 

 Quality Assurance Specialist 

1.3.2.3 Union Status 

The Onondaga County Dispatch Center operates under a Collective Bargaining Agreement with 

the Onondaga Local 834 of Civil Service Employees Association, Inc. (CSEA). Only the 

commissioner, deputy commissioner, and the secretary are not members of the union. The 

current collective bargaining agreement went into effect January 1, 2016 and will expire on 

December 31, 2019. 

1.3.2.4 Compliments/Complaints Process 

The Onondaga County Department of Emergency has established a mission statement, vision 

statement, and core values and actively encourages members of the public and public safety 

agencies to provide comments on the performance of the agency and its personnel. The agency 
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maintains an awards program to recognize positive performance and an organizational integrity 

process to review complaints. 

The Onondaga County Department of Emergency Communications has a well-defined 

procedure to handle compliments and complains. Information is readily available on their 

website for both electronic and letter communications between the citizens and the County. 

Complimentsiii 

It is the policy of the Department of Emergency Communications to handle compliments 

received from the public [by letter or electronic mail] in the following manner: 

1. The compliment will be forwarded to the commissioner’s office for review. 

2. A copy will be forwarded to the employee and his or her immediate supervisor. 

3. The original document will be placed in the employee’s personnel file. 

4. Extraordinary actions that may qualify for an award (e.g., commendation, employee of the 

month) will be forwarded to the department’s Personnel Advisory Committee for further 

consideration. 

5. Award recipients are recognized at daily roll calls and during the annual awards ceremony 

held during National Public Safety Telecommunicators Week held annually during the 

second full week of April. 

Complaints 

The Onondaga County Department of Emergency Communications accepts complaints against 

itself (e.g., 911 Center policies and procedures) and any of its employees, and will investigate all 

complaints to the appropriate disposition. A complaint may be given to the department by any 

means to include in person, by telephone, or by letter. Anonymous complaints will be accepted. 

All complaints are thoroughly investigated by the appropriate supervisor. The Complainant may 

receive a follow-up contact by telephone, mail, or e-mail to clarify specific issues. The 

supervisor will interview employees, witnesses and review reports, computer records, and 

telephone/radio audio recordings. At the conclusion of the investigation, a finding will be 

determined and the complainant will be informed of the outcome. 

1.3.2.5 Statistical Complaint Information for 2017 

Table 12. Onondaga County 2017 Complaints Stats 

Year 2017 Total Complaints 
Telephones Calls 

Answered/Dispatches 
Ratio/Complaints 

Call Taking 43 494,915 1:11,509 

Dispatching 35 579,746 1:16,564 

NYSPIN 1 N/A N/A 
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Year 2017 Total Complaints 
Telephones Calls 

Answered/Dispatches 
Ratio/Complaints 

Operations Total 79 1,077,661 1:13,603 

Miscellaneous Other 8 N/A N/A 

Overall Total 87 N/A N/A 

 
In 2017, a total of 60 complaints were sustained. A total of 54 of those sustained complaints 

related directly to the call taking and dispatch functions. Of those 54 complaints, 57.4% related 

to call taking issues while 42.6% related to the dispatching function. 

Table 13. Onondaga County 2017 Sustained Complaints Stats 

Year 2017 
Sustained 

Complaints 

Telephone Calls 
Answered/ 
Dispatches 

Ratio of Sustained 
Complaints/ 
Transaction 

Sustained 
Complaint Rate 

Call Taking 31 494,915 1:15,965 .0063% 

Dispatching 23 579,746 1:25,206 .0040% 

Total 54 1,077,661 1:19,956 .0050% 

 
1.3.2.6 Customer Satisfaction Surveys 

The Onondaga Department of Emergency Communications randomly sends Customer 

Satisfaction Surveys to persons who call for police, fire, or emergency service. Customers rate 

the call takers performance in the following categories (ranked 1-4 with 4 being the best 

service): promptness is answering; attitude of the call taker; call taker’s knowledge; courtesy of 

the call taker; and overall satisfaction with how the call was handled by the department. The 

surveys may be returned by mail or electronically through Survey Monkey. 

The average customer satisfaction rating for 2018 was 3.83 for all four categories (attitude, 

knowledge, courtesy, and customer satisfaction). 95% of the participants reported that they 

received excellent service when they called E911 (3.87 rating). 93% described call taker 

courtesy as excellent (3.85) and 91% reported the call taker as having an excellent attitude 

(3.83). Only one category, call taker’s knowledge, fell below our 3.8 goal with 89% (3.77 rating) 

of the respondents reporting the call taker’s knowledge as excellent. 
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1.4 Governance 

1.4.1 Madison County Governance 

1.4.1.1 Madison County Goals, Mission, and Vision 

According to the Madison County 2018 Success Plan, the County’s mission is to “Enhance the 

quality of our Community.” Its vision is stated as “People choose Madison County for our 

commitment to excellence and opportunity.” 

Four general strategic areas of focus were identified for the initial year: 

1. Satisfaction with Service – focuses on the delivery of outstanding customer service 

2. Fiscal Management – relates to the County’s priority to be a strong financial steward 

3. Community Engagement – centers around the County’s role as a vital community partner 

4. Employee Success – concentrates on how the County supports the members of its 

workforce 

Madison County Administrator Mark Scimone states, “Ultimately our focus is to ensure a 

sustainable Madison County where citizens can turn for high quality services, where taxpayers 

can expect outstanding value, and where we are able to fulfill our mission to enhance the 

quality of our community.”iv 

Tactical Projects identified in the 2018 Madison County Success Plan include a focus on Budget 

Alignment, to include: 

 Developing a program to intersect the 5-year capital program, annual budget, and 

legislative process 

 Building a process that will secure contracts to cover emergency needs by department 

 Creating an emergency purchasing process for situations that may arise for County 

building, roadways, epidemics, natural disasters, and terrorism 

1.4.1.2 Madison County Governance Structure 

Madison County is governed by a Board of Supervisors, with a County Chairman. Each Member 

of the Board of Supervisors serves a 2-year term of office, except for the Supervisors from the 

Town of Lenox, Nelson, Madison and Sullivan who serve a 4-year term. 

The Board of Supervisors has established Committees with specific responsibilities. The E911 

Center falls under the following Committee, assigned to Committee Chairman Pete Walrod: 

 Criminal Justice, Public Safety, and Emergency Communications Committee: Responsible 

for the Office of the District Attorney, Office of the Sheriff (Law Enforcement Division, 

Corrections Division, Stop DWI, Civil Division and Pistol Permits), Assigned Counsel, Legal 

Aid and Judiciary, Coroner/Medical Examiner, Probation, Volunteer Firemen, Office of 
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Emergency Preparedness, Civil Defense, Traffic Safety Board, Fire Advisory Board, 

Communications and Rescue and E-911. 

1.4.1.3 Madison County Office of Emergency Management (MCOEM) 

Initiatives identified for MCOEM, 911 Division are:  

 Service to Public and First Responders 

 Staff Training and Certification 

 System Upgrades 

 NYSP Backup Operational 

 Accreditation 

 Long-Term Planning 

The chain of command for the Madison County E911 Center is outlined in diagram to the below 

See Appendix B for MCOEM 2019 Emergency Management Line of Effort. 

 
Figure 7. Madison County E911 Org Chart 

1.4.1.4 Madison County 9-1-1 Mission Statement 

Madison County 9-1-1 strives to provide enhanced 9-1-1 service 24 hours a day/365 days a year 

to Madison County and all of its political subdivisions. 

Madison County 9-1-1 Objectives are to provide the highest level of service possible by: 

 Creating a work ethic and environment that emphasizes professionalism and respect for 

each other and all our customers. 

 Hiring and retaining qualified and dedicated staff while providing the best possible 

training. 
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 Answering each 9-1-1 call within 6 seconds. 

 Providing appropriate dispatching services for each situation. 

 Utilizing the most technologically advanced systems possible. 

 Providing service in a fiscally responsible manner. 

 Achieving 100% usage of 9-1-1 for emergency calls through public education. 

Table 14. Madison County E911 Client Agencies/Stakeholders 

Agencies Served 
Police 

Departments 
Fire Departments 

Ambulance 
Services 

Secondary 
Agencies 

46 10 23 13 0 

 
Madison County 9-1-1 serves the following 23 Fire Departments: 

 Bridgeport FD 

 Brookfield FD 

 Canastota FD 

 Cazenovia FD 

 Chittenango FD 

 DeRuyter FD 

 Earlville FD 

 Eaton FD 

 Erieville FD 

 Georgetown FD 

 Hamilton FD 

 Hubbardsville FD 

 Leonardsville FD 

 Lincoln FD 

 Madison FD 

 Morrisville FD 

 Munnsville FD 

 New Woodstock FD 

 North Brookfield FD 

 North Chittenango FD 

 City of Oneida FD 

 Smithfield FD 

 Wampsville FD 
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Madison County 9-1-1 serves the following 10 Law Enforcement Departments: 

 Madison County Sheriff’s Office 

 New York State Police 

 Oneida City PD 

 Canastota PD 

 Cazenovia PD 

 Chittenango PD 

 Hamilton PD 

 NYS DEC 

 NYS Forest Ranger 

 Madison County Probation 

Madison County 9-1-1 serves the following 13 Emergency Medical Agencies: 

 Vineall 

 GLAS 

 AMR 

 CAVAC 

 Smith’s 

 Georgetown 

 Eaton 

 SEVAC 

 Madison 

 SOMAC 

 COCVAC 

 Bridgewater 

 W. Winfield 

Inter-Government Relations are currently identified at the following levels within Madison 

County: 

 Board of Supervisors 

 Law Enforcement 

 Towns/Villages Committees and Meetings 

 Inter-County 

 Highway Departments 

 NYSEMA Participation 

 NYS DHSES 

 Tier III Program (training programs) 
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1.4.1.5 Inter-Municipal Agreements – CNYICC 

The counties of Onondaga, Oswego, Cayuga, Cortland and Madison have formed a consortium; 

the Central New York Interoperable Communications Consortium (CNYICC), to improve 

emergency communications and interoperability among the respective counties. Madison 

County is participating and developing through this partnership an interoperable land mobile 

radio communications system (MCICS), one that immediately supports Fire, EMS and Law 

Enforcement, and whose design will support others, such as highway, schools, water, and other 

vital utility and service functions. 

Operational Benefits 

Operationally, this shared radio network provides reliable communications among all first 

responders in the region. An added benefit is the ability to roam – Madison Law Enforcement, 

Fire, and EMS personnel roam into Onondaga County providing an extended coverage 

footprint. 

Onondaga County provide their personnel to maintain the master site and enhanced HVAC and 

electrical accommodations as well as the expertise of their technical personnel to administer it, 

which is something Madison would need to do if they had their own core. 

Cost Savings 

In addition, Madison County, as well as the other participating counties, have realized 

significant cost savings as a result of this partnership. 

Initial Savings 

Onondaga County paid for the initial core, without passing those costs on to the other 

consortium members; this alone is estimated to have saved Madison County approximately 

$1.2M as they did not have to build a core. 

Ongoing Savings 

2019-2024 it costs $326,717 per year to maintain a master site (core). 

2014-2018 it costs $334,813 per year to maintain a master site. 

Each year that cost is divided by the number of counties, so the APPROXIMATE savings equals 

the difference between what the participating counties may have paid versus the actual 

payment. The actual payment per county is equal to the total cost for the year divided by the 

number of participating counties, as described below: 

 2019 = $261,373 Estimated savings per County (5 counties) 

 2018 = $267,851 “ “ “ (5 counties, Oneida Co joined) 

 2017 = $248,110 “ “ “ (4 counties) 

 2016 = $248,110 “ “ “ (4 counties) 
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 2015 = $248,110 “ “ “ (4 counties) 

 2014 = $248,110 “ “ “ (4 counties) 

Calculating construction avoidance costs and annual maintenance savings, the shared radio 

network is ESTIMATED to have saved Madison County taxpayers $2,721,664. 

1.4.2 Onondaga County Governance 

Onondaga County was established in 1794 and is comprised of separate municipalities, which 

include the City of Syracuse, 19 towns and 15 villages. The Onondaga Indian Reservation is also 

located in the County. In 1962, a County Charter became effective which divided the County 

into 24 legislative districts with an elected legislator representing each district in the County 

Legislature.*v 

The County Executive, elected to a four-year term, is the chief executive officer of the County. 

The County Legislature, composed of 17 members (effective January 1, 2012) is elected to a 

two-year term and serves as the County’s governing body. 

The Onondaga County Department of Emergency Services is run by an appointed County 

Commissioner, who reports to the Deputy County Executive for Human Services, within the 

Office of the County Executive.vi 

1.4.2.1 Onondaga County Goals 

Onondaga County has identified specific goals for 2019: 

 Reducing the rate of poverty 

 Investing in our infrastructure 

 Creating a climate that encourages economic development 

Onondaga County has also identified Countywide Long-Term Goals (per the 2019 adopted 

budget): 

 Protect and improve the health and quality of life of the community; promote 

opportunities for all individuals to realize their full potential; accurately and efficiently 

administer economic support and services to county residents in a respectful manner. 

 Encourage a growing and diverse economy and vibrant, thriving community; create job 

opportunities, expand the tax base, and provide unparalleled service to existing businesses 

and businesses interested in relocating to Onondaga County. 

 Safeguard and enhance natural resources for current and future generations; develop and 

coordinate programs, activities, and policies to reduce the County’s environmental 

liabilities. 
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 Maintain and improve vital infrastructure to enable delivery of public services; provide 

preventive maintenance, capital project development, rehabilitation/renovation, and 

space management to meet present and future needs. 

 Ensure the safety and well-being of the community; create a safer community by helping 

offenders to become productive members of society; promote long-term public safety 

through the rehabilitation of offenders and the reduction of victimization in the 

community. 

 Enhance the quality of life through diverse recreational and educational opportunities; 

provide important individual, community, economic, and environmental benefits. 

 Establish a culture of customer service and deliver services that are responsive to internal 

and external needs; provide oversight to ensure fiscal integrity and accountability. 

1.4.2.2 Governance of Onondaga County Department of Emergency Communications 

The Executive Department of the Department of Emergency Communications consists of the 

Commissioner and Deputy Commissioner. The Executive Department is responsible for 

planning, organizing and directing the operations of the Department of Emergency 

Communications including the management of the Communications Center facilities, resources, 

equipment, and staff. The Executive Department also reviews system hardware and software 

and prepares specifications for the purchase of new systems as necessary and performs long-

range resource planning as required. It develops and presents budget proposals for 9-1-1 

Center operations and administers departmental expenditures and revenues.vii 

 

Figure 8. Onondaga County DEC Org Chart 
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1.4.2.3 Onondaga County Department of Emergency Communications Goals 

The mission of the Onondaga County Department of Emergency Communications is to serve as 

the critical and vital link between the citizens of Onondaga County and the public safety 

agencies that serve them. The stated goals for 2019, per the 2019 E911 Goals and Objectives 

Report are: 

1. Support Onondaga County’s priorities of: reducing the rate of poverty; investing in our 

infrastructure; and creating a climate that encourages economic development. 

a. Provide refresher in-service training regarding the CNY 2-1-1 source and promote its 

utility as a resource to connect residents reaching out to E911 for assistance in obtaining 

basic resources such as food, shelter, employment, or health care. 

b. Ensure that calls to E911 regarding public infrastructure problems or issues are referred 

to the appropriate government agency. 

c. Obtain funding and conduct a Spring or Fall flyover to provide updated aerial imagery 

that is used by E911 and shared with SOCPA and numerous government planning and 

assessment agencies throughout the county. 

d. Work with the County Executive’s Office and Sheriff’s Officer to explore opportunities to 

relocate primary dispatch operations to a new public safety center that provides 

synergistic public safety benefits by housing emergency communications, emergency 

management, police, and fire under the same roof and ensures that the technical and 

human resource needs of the department are met for the next 25 years. 

e. Continue public satisfaction surveys and maintain exceptional customer satisfaction 

ratings <3.8 (scale of 1-4) in all categories. 

2. The E911 Center and all communications support systems are 100% reliable. 

a. Add a second building generator to support the main E911 generator in the event of a 

utility and generator failure; update or replace transfer switch as necessary; replace the 

building UPS with a redundant UPS with increased capacity to keep pace with increased 

use of technology; add an external connection for a mobile generator and to facilitate 

load bank testing; connect the generators to monitoring system. 

b. Conduct monthly inspections of all tower sites and document findings. Correct 

deficiencies, report them to the appropriate County department, or service vendor. 

c. Conduct weekly operational inspections of the Master and Prime Site equipment and 

ensure that updates and file maintenance is performed as required by the vendor. 
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d. Conduct bi-annual tower inspections, to include climbing of the towers by the 

contracted tower maintenance vendor. Document findings and repair deficiencies 

immediately. 

e. Complete installation of the geographically redundant backup trunked radio system 

Prime Site to ensure reliability of the radio system. 

f. Complete the replacement of the Rose Hill Radio Tower (ROS) by the end of Q1. 

g. Obtain funding to replace the Makyes (MAK) Radio Tower; determine siting options; 

develop RFP, and begin replacement. 

h. Install a redundant TLMR prime site at a secondary location. 

i. Ensure that portable radio ID lists are updated regularly by public safety agencies. 

j. Ensure that authorized service vendors in accordance with manufacturer 

recommendations and good engineering practice conduct periodic infrastructure 

equipment preventative maintenance. 

k. Ensure that hardware and software updates/patches are performed as necessary and in 

a timely manner. 

l. Ensure that system infrastructure equipment problems and failures are being detected 

in a timely manner and are being appropriately addressed by service vendors. 

m. Continue to evaluate the cyber threat potential to our systems and recommend actions 

when necessary. 

n. Maintain the integrity of system code plugs and the programming of subscriber units by 

securely maintaining the master and ensuring that authorized programmers have access 

to the most recent code plugs and are programming only authorized templates. Require 

all programming vendors and radio shop key holders to sign a programming agreement. 

o. Continue to fine tune the replacement HVAC system at the E911 Center. 

3. Calls for assistance are answered, processed and dispatched consistent with best practices 

and department values. 

a. Answer at a minimum 90 percent of all incoming 9-1-1 emergency calls within ten 

seconds of connection. 

b. Answer 95% of all other 9-1-1 calls within 20 seconds or less. 

c. Work with Syracuse-Onondaga County Planning Agency (SOCPA) to update GIS data sets 

(CAD and MDT mapping) as new information becomes available. Release a new map roll 

in April 2019. 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

66 | P a g e  

d. Continue to work with NY Alert/Everbridge (public alerting product) to resolve 

outstanding issues to consider implementation in 2020. 

e. Maintain compliance with all applicable CALEA Public Safety Communications standards 

as measured by a successful year two compliance review in March 2019. 

f. Continue to approve upon the quality assurance/quality improvement program to 

include meeting the new APCO/NENA QA/QI standards. 

4. Operations achieve the highest degree of public safety and public confidence. 

a. Complete the Continuity of Operations Plan (COOP) to include plans for “roll over” call 

taking provisions, accommodating extended employee “holdovers,” and 

recovery/return to normalcy. 

b. Provide a concentrated public education effort focused on informing the public on our 

call-taking procedures, including emergency medical dispatch (EMD) to better educate 

the public on what to expect when calling 9-1-1 so as to alleviate concerns regarding 

questioning. 

c. Analyze customer questions regarding EMD protocol and implement and efficient and 

effective proactive response to reduce customer misunderstandings. 

d. Develop and implement a protocol regarding the use of the Integrated Public Alert and 

Warning System (IPAWS) in Onondaga County. 

e. Reduce the number of internal/external complaints by 2% through a full-year 

implementation of the QA/QI specialist assignment and the timely review of QA/QI 

reviews with employees. 

5. Operational and support services meet the operational needs of member public safety 

agencies. 

a. Continue to encourage dispatch agencies to assign personnel to observe floor 

operations as part of academy and in-service training. 

b. Develop CBT program for public safety agencies regarding operation of subscriber 

beyond the primary zone (first 16 talk groups) and promote the services provided by the 

Radio Division. 

c. Implement agency response plan changes in less than 30 days. 

6. All employees are knowledgeable and possess the requisite skills and abilities that allow 

them to complete their job tasks efficiently and effectively to the highest level of 

expectation. 

a. Provide a minimum of 24 hours of annual in-service training for all personnel. 
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b. Complete APCO Project 33 training certification by no later than January 31, 2019. [PDS] 

c. Continue to participate in disaster preparedness and critical response (e.g., active 

shooter) meetings and exercises. 

d. Continue to provide verbal judo training for all newly hired call takers and dispatchers. 

e. Provide verbal judo training for all operations personnel as part of the 2019 call taker 

refresher in-service training program. 

f. Ensure all employees receive annual refresher training in best practices for handling 

calls regarding missing and exploited children. 

g. Maintain APCO certification for all Communications Training Officers (CTOs) to include 

re-certification training in early in the Spring of 2019 and new CTO certification training 

if necessary. 

h. Continue to work to develop the skills of senior staff interested in advancing to higher 

levels of management within the department. 

i. Achieve a new hire (probationer) retention success of 75%. 

j. Provide radio system refresher training for dispatch personnel to include topics such as 

fail-soft, site trunking, patching, and uses of interoperable talk groups, subscriber radio 

templates/operation, and handling radio system anomalies. 

k. Identify effective and cost-effective technical training to maintain knowledge and skills 

in the field of information technology, trunked LMR, microwave transport, and RF 

practices. 

l. Provide cross-training opportunities relating to the GIS and mapping function. 

m. COMTs to complete workbook requirements and file for certifications. 

n. Select one additional candidate for COMT training (if available). 

o. Update Incident Dispatch Team (IDT) members to the current NIMS standards (i.e., 

I-100c and IC-800c). 

p. Replace the retiring DEC Commissioner by the end of Q1 and Identify management and 

support positions that may experience turnover in the coming years and develop a 

succession plan to ensure continuity of operations. 

q. Provide cross-training opportunities within the Technical Services and Radio divisions to 

improve capabilities of on-call technicians and provide staffing flexibility. 

r. Develop a list of common technical issues and the priority of response requested to 

reduce unnecessary after-hour tech staff notifications/call-ins. 
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7. Technology is strategically acquired, implemented, and utilized to improve customer 

service and assist personnel in accomplishing their work more effectively and efficiently. 

a. Upgrade Hexagon CAD system from version 9.2 to 9.4 during Q2 and replace all related 

workstation hardware and servers. 

b. Replace the 800 MHz DataRadio MDCN with a broadband solution capable of supporting 

present and future needs, to include consideration of participating in the FirstNet 

national public safety broadband network program. 

c. Complete replacement of the Common User Microwave Radio System (CUMRS) to MPLS 

to allow for increased utilization and to bring it up to date with current and future 

requirements of the TLMR and NYS DHSES guidelines requiring greater information 

sharing between the state’s 911 centers. 

d. Implement Automated Secure Alarm Protocol (ASAP) interface consistent with CAD 9.4 

upgrade in Q2 and start receiving alarms from our first vendor into our computer aided 

dispatch system. This will help reduce the number of alarm related voice calls received. 

e. During Q1 Review hardware and software systems in place and determine need and 

value. Develop a lifecycle plan to be considered in 2020-2027 capital improvement 

planning. 

f. Continue to work with New York State on the development of an ESI Net and core 

services to support implementation of Next Generation 9-1-1 (NG-911). 

g. Work with Emergency Management to determine if/how PAWS (Integrated Public 

Warning System) should be implemented. 

8. Work with our Central New York Interoperable Communications Consortium (CNYICC) 

partners to explore cost sharing opportunities that would result in more cost effective, 

consistent, and efficient services to our communities. 

a. Support the completion of the Winbourne Communications study to determine the 

feasibility, potential service improvements, and/or cost savings of a Madison-Onondaga 

regional public safety communications center. 

b. Continue to provide radio system administration support to CNYICC counties as 

requested. 

c. Connect Jefferson County to the Onondaga Shared Master Site in anticipation of 

Jefferson’s TLMR implementation in 2019. 

d. Work with CNYICC and Cortland County to consider the linking of the Onondaga- 

Cortland master sites. 
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e. Implement CAD to CAD interfaces with Oswego and then Cayuga counties allowing the 

sharing of call and unit status information on events that affect both counties. 

f. Continue to invite CNYICC counties to participate in our training programs (e.g., CTO) 

when applicable. 

9. Seek operating efficiencies in an effort to control costs necessary to remain within the 

2019 Onondaga County Department of Emergency Communications budget as modified 

(BAM), especially in the area of personnel costs. 

a. Control overtime expenses by filling position vacancies as soon as practical when 

authorized with the goal of achieving our authorized/funded strength by the end of 

2019. 

b. Develop a plan to address the impact of anticipated retirements in 2019. 

c. Achieve a new hire retention success rate of at least 75%. 

d. Continue to seek federal, state and other grant-funding opportunities. 

e. Work with all service contract vendors to ensure that annual increases remain within 

operating budget and tax cap limitations. 

f. Work with NY SICB, NYSACC, NYS 911 Coordinator’s Association and CNYICC to find and 

promote funding streams to help offset declining wire line surcharge revenues. 

g. Prepare for the budget impact of the legal sunset of the one dollar wire line surcharge 

that was specific to the bonding and maintenance of the OCICS TLMR and will expire in 

July 2019. 

1.4.2.4 Onondaga County Department of Emergency Communications Policy Review and Oversight 

Committee (PROC) 

A Policy Review and Oversight Committee has been established to assure regular and ongoing 

participation of the heads of the affiliated emergency services throughout Onondaga County. 

The Policy Review and Oversight Committee address circumstances in which 

communications/dispatching functions affect the operation of emergency services. The Policy 

Review and Oversight Committee meets every other month to discuss various operational 

policy and procedure issues directly related to communications and dispatching functions. The 

committee’s primary role is to provide guidance through policy and operational practices 

review. 

The PROC also serves as the Governance body for the Onondaga County Interoperable 

Communications System (OCICS). 
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All public safety and public service stakeholders have a representative on the PROC: 

 Fire 

 County fire agencies (outside of the City/mostly volunteer/some hybrid) are 

represented by someone appointed by the Onondaga County Fire Chief’s Association. I 

also attend their monthly meetings (but do not receive the minutes because I am not a 

member of the group). 

 Syracuse Fire Department is represented by the Fire Chief (usually delegates a deputy 

chief to attend). 

 The Director of the Onondaga County Fire Bureau (a component of the Department of 

Emergency Management) represents the fire service/County Fire Advisory Board. 

 EMS 

 County emergency medical service agencies are represented by the Director of the 

Onondaga County EMS Bureau (an employee of the Onondaga County Department of 

Emergency Management). Deputy Commissioner Loerzel also attends the County 

Ambulance Directors meetings (as does the Director of the EMS Bureau). 

 Emergency Management 

 Emergency Management is represented by the Commissioner of the Onondaga County 

Department of Emergency Management 

 Law Enforcement 

 County police agencies (excluding the Syracuse police chief, Sheriff, and State Police) 

are represented by someone appointed by the Onondaga County Chapter of Chiefs of 

Police. 

 Syracuse Police Department is represented by the Chief of Police (usually delegates the 

First Deputy Chief to attend). 

 Onondaga County Sheriff’s Office is represented by the Sheriff (usually delegates). 

 New York State Police is represented by Trop D Major (usually delegates the Zone 3 

Commander, a captain). 

 District Attorney’s Office is represented by the DA (delegates to the Chief investigator 

to attend). 

 Public Service Agencies 

 A representative (County employee from a non-public safety agency) is appointed by 

the County Executive. 

In addition, any agency can contact the Onondaga County Department of Emergency 

Communications at any time in regard to issues specific to their agency. 

Specific membership of the PROC include the following departments: 

 Chairperson, appointed by the County Executive 
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 Commissioner, Onondaga County Department of Emergency Communications 

 Sheriff, Onondaga County 

 Chief of Police, Syracuse 

 President, Onondaga County Chiefs of Police 

 Troop Commander, New York State Police Troop “D” 

 Chairperson, Onondaga County Fire Chiefs Association 

 Commissioner, Onondaga County Dept. of Emergency Management 

 Fire Chief, Syracuse 

 Director, Onondaga County EMS Bureau 

 Director, Onondaga County Fire Bureau 

 Director, Syracuse-Onondaga County Planning Agency 

 Commissioner, Onondaga County Department of Information Technology 

 Representative Office of the County Executive 

 Representative District Attorney’s Office 

Others may be invited on an ad hoc basis as appropriate in view of issues under discussion. 

A Sample of Topics Discussed during a PROC meeting include: 

 Monthly Radio Stats on system activity 

 Onondaga County Interoperable Communications System (OCICS) governance 

 On-going project status reports 

 Information Technology report – Police/Fire/EMS RMS 

 Tactical Interoperability Plan (TICP) Update 

 FirstNet Update 

The full Directive 0011, “Policy Review and Oversight Committee” Charter, revised 10/03/18 is 

attached as an Appendix C to this document. 

In addition to the PROC, additional groups seeking input and communication from the County 

stakeholders include the following subgroups: 

 Onondaga County Police Users Group (PUG). These meetings are designed so that any law 

enforcement line officer can attend along with dispatchers from the 9-1-1 Communications 

Control Center. These meetings allow line officers and dispatchers to freely discuss and 

attempt to resolve any issues between themselves without the intervention of command 

personnel. 

 Onondaga County Chapter of Chiefs of Police 

 Onondaga County Fire Chiefs Association 

 Onondaga County Central Fire Districts 
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 Onondaga County, County Ambulance Directors Meetings. These meetings are attended by 

the Commissioner or Deputy Commissioner as well as a Supervisor of Dispatch Operations 

from the Fire Pod. At these meetings issues concerning emergency medical dispatch 

procedures are discussed. 

 Onondaga County 9-1-1 Status Committee. The Committee meets to discuss and resolve 

technical issues and to develop plans to improve the emergency communications systems. 

Meetings held every other month. 

Topics discussed during 9-1-1 Status Committee Meeting include: 

 CAD/MDT Updates 

 Fire RMS 

 CHAIRS II 

 Radio Systems 

 Verizon/VESTA 

 SOCPA Updates 

 Tower Maintenance and Inspections 

 HyperReach Notification System 

 Project Updates 

1.4.2.5 Onondaga County Volunteer Emergency Services 

Onondaga County is served by 58 volunteer fire/rescue agencies and 14 volunteer/non-profit 

emergency medical service (EMS) agencies. These agencies operate on often-limited resources, 

and in many cases do not have administrative support staff to keep the many different 

informational records and databases accurate and updated. The Department of Emergency 

Communications employees assist these agencies in providing information and expertise in 

planning their operations, equipment purchases, and interagency cooperative efforts. The 911 

Center provides a representative to the County Fire Chief’s Association, Central New York Fire 

Districts Association, Ambulance Directors, and County Ambulance Directors to provide direct 

support to these important volunteer/non-profit resources. In addition, the Department 

performs many support services, such as oversight of maintenance and repair contracts for 

voice/data communications, tape reviews, and assistance with communications-related issues 

such as paging, alerting, and station printer networks.viii 

1.4.2.6 Onondaga County Department of Emergency Communications’ Client Agencies/Stakeholders 

Table 15. Onondaga County Department of Emergency Communications Agencies Served 

Agencies Served 
Police 

Departments 
Fire Departments 

Ambulance 
Services 

Secondary 
Agencies 

98 16 58 14 10 
 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

73 | P a g e  

Onondaga County Department of Emergency Communications serves the following Police 

Departments: 

 Baldwinsville Police Department 

 Camillus Police Department 

 Cicero Police Department 

 Dewitt Police Department 

 Geddes Police Department 

 Jordan Police Department 

 Liverpool Police Department 

 Manlius Police Department 

 Marcellus Police Department 

 New York State Police 

 North Syracuse Police Department 

 Onondaga Co Park Rangers 

 Onondaga Co Sheriff’s Office 

 Skaneateles Police Department 

 Solvay Police Department 

 Syracuse Police Department 

Onondaga County Department of Emergency Communications serves the following 10 divisions, 

comprising 58 Fire Agencies: 

 Division 1 

 Belgium Cold Springs 

 Baldwinsville (NWFD) 

 Lakeside 

 Lysander (NWFD) 

 Northwest Fire District 

 Plainville 

 Seneca River 

 Division 6 

 Amber 

 Naverino 

 Nedrow 

 Onondaga Nation 

 Sentinel Heights 

 South Onondaga 

 Southwood 

 Division 2 

 Hinsdale 

 Liverpool 

 Mattydale 

 Moyers Corners 

 North Syracuse 

 Phoenix (Oswego Cty) 

 Cody (Oswego Cty) 

 Division 7 

 Apulia 

 Fabius 

 LaFayette 

 Otisco 

 Pompey Hill 

 Tully 
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 Division 3 

 Bridgeport 

 Brewerton 

 Cicero 

 Clay 

 South Bay 

 Caughdenoy (Oswego Cty) 

 Division 8 

 Borodino 

 Elbridge 

 Jordan 

 Marcellus 

 Mottville 

 Skaneateles 

 Spafford 

 Division 4 

 Delphi Falls 

 Fayetteville 

 Kirkville 

 Manlius 

 Minoa 

 Division 9 

 Camillus 

 Fairmount 

 Howlett Hill 

 Onondaga Hill 

 Solvay 

 Taunton 

 Warners-Memphis 

 Division 5 

 DeWitt 

 East Syracuse 

 Jamesville 

 Lyncourt 

 Division 10 

 City of Syracuse Fire 

 
1.4.2.7 Inter-Municipal Agreements 

Onondaga County has a long history of working across County-lines to assist the central New 

York region. The Onondaga County Department of Emergency Communications works as a 

member of the Central New York Interoperable Communications Consortium (CNYICC) to 

interconnect neighboring county radio systems into the Onondaga Master Site including 

Cayuga, Madison, Oneida, and Oswego counties. The Radio Division provides technical support 

to the shared master site counties to ensure the goal of region-wide interoperable 

communications is met. 

Participating counties are: 

 Cayuga 

 Madison 

 Oneida 

 Onondaga 

 Oswego 
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This project is designed to function as an “interoperable land mobile radio communications 

system, one that immediately supports fire, EMS and Law enforcement, and whose design will 

support others, such as highway, schools, water, and other vital utility and service functions.” 
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1.5 Technology 

1.5.1 Madison County Technology 

The following section outlines the key technology used by Madison County E911. 

1.5.1.1 9-1-1 Connectivity 

Madison County’s local exchange company (LEC) is Verizon, served out two (2) central offices. 

9-1-1 calls come in through two (2) selective routers, one in Syracuse and the other in Endicott. 

Four wireless providers serve the County: Verizon, AT&T, Sprint, and T-Mobile. 

Madison County has the following number of 9-1-1 trunks at the Primary and Backup 

Operations Center: 

6 Wireless Trunks at Primary Center 

7 Landline/VoIP Trunks at Primary Center 

6 Wireless Trunks at Backup Center 

7 Landline/VoIP Trunks at Backup Center 

 
There are five (5) ringdown circuits for: Oneida City PD, Canastota PD, Madison County Sheriff’s 

Department, Hamilton PD, and Chittenango PD. 

1.5.1.2 Computer Aided Dispatch System (CAD) 

Madison County utilizes TriTech CAD, version 2.1.2.64, originally installed in 2014, and updated 

in 2019. There is a ProQA interface for emergency medical dispatch protocol. CAD is maintained 

by TriTech at an expected cost in 2019 of $61,000. 

1.5.1.3 Automatic Vehicle Location (AVL) Capability 

AVL is in all law enforcement except Chittenango PD. Madison County has enough licenses to 

accommodate EMS, but Madison County has not moved forward with that yet. No fire or EMS 

units have AVL at this time. Madison County Highway department does have AVL. 

1.5.1.4 Records Management System (RMS) 

Madison County Law Enforcement utilizes Spectrum Justice System (SJS), described on the NYS 

Criminal Justice website (Link below) as a Records Management System designed by a team of 

law enforcement professionals. It is provided free of charge by the New York State Division of 

Criminal Justice Services (DCJS) to New York’s local law enforcement agencies. Currently over 

220 law enforcement agencies use SJS. It is an integrated, law enforcement Records 

Management System consisting of three Modules: Incident, Arrest, and Warrant.ix  
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The SJS system includes the following components: 

 Tracking of Incident, Arrest and Warrant data 

 Livescan/Cardscan Interface 

 Incident Based Reporting (IBR) 

 New York Data Exchange Interface (NY-DEx) 

 TRACS Interface 

 SOR 

1.5.1.5 Mapping/GIS 

Madison County uses ESRI, ARCGIS v 10.6 originally installed in 2004, with Mapinfo v 17, 

installed in 1999. Both were most recently updated in 2005. This is integrated in both the CAD 

and Call Handing systems. Maps include Address, Commonplace, road centerline, emergency 

service number (ESN), State police, sheriff, local law enforcement, fire, ambulance, 

municipalities, towers, building footprints, tax lines, and stateland. 

Madison County is not utilizing and actively updating the NYS GIS Street and Address 

Maintenance (SAM) database at this point. 

1.5.1.6 Radio System 

Madison County has an existing microwave link network to Onondaga County. This network is 

being upgraded to an Ethernet Microwave in 2019 providing adequate capacity and redundancy 

for emergency communications. Appendix G to this report contains the Madison County Radio 

Tower Road Map. 

1.5.1.7 Central New York Interoperable Communications Consortium (CNYICC) MPLS Network 

The counties of Onondaga, Oswego, Cayuga, Cortland and Madison have formed a consortium; 

the Central New York Interoperable Communications Consortium (CNYICC), to improve 

emergency communications and interoperability among the respective counties. Madison 

County is participating and developing through this partnership an interoperable land mobile 

radio communications system (MCICS), one that immediately supports Fire, EMS and Law 

Enforcement, and whose design will support others, such as highway, schools, water, and other 

vital utility and service functions. 

CNYICC encompasses agencies at the NY State level, as well as the County level, and is focused 

on regional interoperation issues, regardless of what system the agency uses.  

1.5.1.8 Records Management System (RMS) 

Madison County Fire and Law Enforcement currently do not utilize an RMS system. 
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1.5.1.9 911 Call Processing Equipment (CPE) and Administrative Phone System 

Madison County utilizes Motorola’s VESTA call handling equipment, version 7.0, service pack 1, 

originally installed in Dec 2017. The Mapping interface is built-in to this system. 

The workstations for the CPE were also installed in Dec 2017. 

This system is maintained and supported by AK Associates. 

1.5.1.10 Text-to-911 

Madison County citizens are able to text to 911; the Center utilizes the TCS GEMs interface to 

receive text messages. This is not integrated into the CPE. 

1.5.1.11 Digital Logging Recording Technology 

Madison County utilizes a logging recorder from Nice. They are running the Inform version 

6.1.0, originally installed in 2005, and upgraded in July 2018. 

13 recording channels available and used, and all radio channels (except analog) being 

recorded. All telephone lines and 911 trunks are being recorded as well. 

Instant Recall Recording for 911 Answering Positions, Radio Consoles, and Administrative 

Phones is provided by Nice, Verify 6.1.0.158, all with 5 positions. 

This system is maintained and supported by Wilmac, at an approximate cost of $16,000. 

1.5.1.12 Third Party Notification Systems 

Madison County utilizes Everbridge/NY Alert for mass notification. 

1.5.1.13 Alarm Monitoring – Commercial, Residential, County-Owned Facilities 

Madison County provides alarm monitoring services for the County for duress, burglar and fire 

alarms. There is no medical alarm monitoring. Alarm monitoring is not interfaced into CAD. 

Alarms come into the Center via the alarm panel; alarm receiver is Simplex 4100, installed in 

the mid-1990’s. Duress alarm are initiated through the County Computer system at each 

console. 

1.5.1.14 Master Clock 

Madison County uses a Spectracom Netclock model 9483, connected to all systems. 

1.5.1.15 Dispatch Protocol 

Madison County uses Priority Dispatch emergency medical dispatch protocol, with an interface 

to CAD. Maintenance and support for this service is approximately $4,000 annually. 

1.5.1.16 Mobile Data Infrastructure and Applications 

Madison County supports mobile CAD for all law enforcement, but not for Fire/EMS. Users of 

Mobile CAD include: Madison County Sheriff’s Office, Cazenovia PD, Canastota PD, Oneida PD 

and Hamilton PD. NYSP do not have room for it in their cars and Chittenango PD has declined 
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using it. The laptops allow for them to run other programs and I know they all have the ability 

to run data in their cars. 

1.5.1.17 Networking and Connectivity 

Madison County Internet Connectivity is provided by Spectrum, with 100MB symmetric 

bandwidth. In addition, there is a 20MB failover fiber circuit through Northland 

Communications. The 9-1-1 center also has separate failover connectivity via cable circuit 

through Spectrum. 

Madison County has its own dark fiber between buildings used for data. Both Spectrum and 

Northland have a fiber point of presence in their data center. FirstLight is also contemplating a 

Point of Presence (POP) in the data center. Verizon Wireless has a presence on one of the 911 

towers located on the Madison County Public Safety campus. Their fiber is used by Verizon to 

deliver trunk lines to the 911 center. Madison County does not utilize their fiber for any other 

uses. 

1.5.2 Onondaga County Technology 

This section outlines the technology used by the County. 

1.5.2.1 9-1-1 Connectivity 

Onondaga County’s local exchange company (LEC) is Verizon, served out of their State Street 

office in Syracuse. 9-1-1 calls come in through two (2) selective routers, one in Syracuse and the 

other in Endicott. There are two (2) wireline end offices, one on South Salina Street, and the 

other on Fairmont. 

Four wireless providers serve the County: Verizon, AT&T, Sprint, and T-Mobile. 

Onondaga County has the following number of 9-1-1 trunks at the Primary and Backup 

Operations Center: 

18 Syracuse to Main 911 Center 

18 Endicott to Main 911 Center 

6 Syracuse to Backup Operations Center 

6 Endicott to Backup Operations Center 

 
There is one ringdown circuit (tie line) for the Syracuse Fire Department. 

The Onondaga County Department of Emergency Communications Technical Services Division is 

responsible for maintaining key technical systems to include: administrative computers, 

computer aided dispatch (CAD), 9-1-1 call taking systems, Mutualink and the mobile data 

communications network (MDCN). These systems must be maintained to be operational 24/7. 
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In addition, the Technical Services Division is responsible for geographic information systems 

(GIS) and fire department response plans. 

1.5.2.2 Computer Aided Dispatch System (CAD) 

Onondaga County utilizes Hexagon/Intergraph CAD, version 9.2, originally installed in 2007, and 

updated in 2013 with a planned upgrade to 9.4 by mid-2019. There is a ProQA interface for 

emergency medical dispatch protocol. 

In addition to a serial interface to Zetron 2200 for dispatch/paging, CAD is interfaced to: Zetron 

6/26; NYS DCJS/NYSPIN; ANI/ALI; Zoll RMS; CHAIRS-2 RMS; Fire Station Printing; Text/Email 

Alerting; Mobile Data; iCAD, CAD-to-CAD Hexagon to AMR Zoll, PTT from Motorola system. 

Onondaga County uses the Intergraph/Hexagon’s Spoke and Hub offering for some of their 

agencies. The “Spoke and Hub” offering provides the PSAP the ability to interact with different 

systems including: 

 Computer-aided dispatch system 

 Mobile data terminals  

 Smartphones 

 Records management system 

 Security interfaces to technologies such as alarms, closed circuit television (CCTV), 

intrusion detection system (IDS), etc. 

According to Winbourne Consulting’s Feb 2018 white paper on CAD2CAD solutions, the 

following details are provided with regard to the Intergraph offering: 

 The Intergraph/Hexagon Spoke and Hub model is a geospatially based Incident 

Management system provides for graphical representation of events and areas of interest, 

real-time status of emergency response assets, and on-screen access to standard operating 

procedures (SOPs). 

 The Intergraph/Hexagon Spoke and Hub model’s Incident Management system provides 

interoperability between installations and local municipalities as well as interfaces to fire 

alarms, automated vehicle location (AVL), mobile data Hub and Spoke Approach for CAD 

terminals, CCTV systems, paging, radio, mass notification systems, installation security 

systems, and external crime databases. Integrating incident management and physical 

security information management (PSIM) into one system results in a complete set of tools 

to manage the life cycle of an incident management event (prepare, prevent, detect, assess, 

respond, and recover). The COP becomes the geospatial canvas for situational awareness for 

the first responders, the Emergency Operations Center (EOC), and higher commands. 
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1.5.2.3 Automatic Vehicle Location (AVL) Capability 

Onondaga County utilizes AVL for all fire, EMS, and Police. This data allows dispatchers to 

determine the location of emergency vehicles. In Law Enforcement, this supports Onondaga 

County’s policy to send “closest available unit” to a priority incident for the County, but not for 

the City of Syracuse. For Fire and Emergency Medical calls, it is valuable if the primary unit is 

out of service, and a closest backup unit must be determined. 

1.5.2.4 Mapping/GIS 

Onondaga County uses Hexagon/Intergraph version 9.2 MR6, originally installed in 2007, 

updated in 2013 This is integrated in both the CAD and interfaced into the VESTA Call Handing 

system. Detailed maps are include for Onondaga County plus the first border towns for Cayuga, 

Cortland, Madison, Oneida and Oswego counties; other municipalities include major roads. 

Map file types are ESRI, converted with GeoMedia into Microstation Map. Onondaga County is 

able to dispatch to caller locations based on X,Y data provided by Automatic Location 

Information (ALI) delivered from the wireline data record, or by the wireless carrier. Verbal 

location information from the caller, providing street and/or cross-street information can also 

be used for dispatch; recently RapidSoS has been used to confirm and supplement the available 

carrier or caller-provided location. 

Onondaga County utilizes and actively updates the NYS GIS Street and Address Maintenance 

(SAM) database. 

1.5.2.5 Trunked Land Mobile Radio Network (TLMR) 

Onondaga County operates a Motorola 16-site, APCO 25 Phase I digital voice radio system as 

part of the CNYICC network; the system is simulcast network with 15 UHF channels. The CNYICC 

radio network was deployed in 2010 and serves 150 agencies with 8,500 radios.  

Users and dispatch operators report the voice radio system works well and provides highly 

reliable voice communications services. 

The system was designed to provide consistent portable coverage across the County, with very 

good in-building coverage. All public safety agencies in the County utilize the TLMR system. 

The 16 sites are interconnected via microwave, with some fiber backup. 

1.5.2.6 Central New York Interoperable Communications Consortium (CNYICC) 

The counties of Onondaga, Oswego, Cayuga, Cortland and Madison have formed a consortium; 

the Central New York Interoperable Communications Consortium (CNYICC), to improve 

emergency communications and interoperability among the respective counties. Madison 

County is participating and developing through this partnership an interoperable P25 trunked 

land mobile radio communications system (TLMR), one that immediately supports Fire, EMS 
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and Law Enforcement, and whose design will support others, such as highway, schools, water, 

and other vital utility and service functions. 

CNYICC encompasses agencies at the NY State level, as well as the County level, and is focused 

on regional interoperation issues, regardless of what system the agency uses. 

1.5.2.7 Records Management System (RMS) 

Onondaga County RMS systems are managed by Onondaga County Information Technology (IT) 

Department. 

Police 

Onondaga County utilizes Criminal History Arrest and Incident Reporting System, version 2 

(CHAIRS II), a custom Onondaga County Police RMS originally designed in the mid-1980’s, and 

migrated from a mainframe program to a web-based application. This version was originally 

installed in 2016 and last updated in Nov 2018. CHAIR II is used for arrests, incidents, and 

reference file inquiries. CHAIRS II is owned and managed by the Onondaga County Sheriff’s 

Department, and updated by all 15 Onondaga County law enforcement agencies. CHAIRS II is 

maintained by County IT out of their budget. 

Onondaga County Dept. of Emergency Communications provides the interface between CAD 

and CHAIRS II, and enables sharing of information with overlapping jurisdictions. The Dept. of 

Emergency Communications is considered a “user” of CHAIRS II and does not determine which 

other agencies have access to CHAIRS II. The County is looking to replace CHAIRS II with a 

commercial RMS system, capable of data transfer capability. 

Fire 

A few fire departments within Onondaga County utilize a Zoll 5.03 RMS for Fire records, 

originally installed in 2007 and updated in Jun 2018. This is interfaced with CAD. 

The Zoll (Fire) maintenance was put in the Onondaga County Dept of Emergency 

Communications’ budget as part of the Hexagon contract, but the Dept of Communications’ 

only role in Zoll (and CHAIRS II) is to front-end the data from CAD. 

1.5.2.8 911 Call Processing Equipment (CPE) and Administrative Phone System 

Onondaga County utilizes Motorola’s VESTA call handling equipment, version 7.1, service pack 

1, originally installed in 2002, last updated in 2016 with a hardware and software refresh. The 

Mapping interface is a serial ALI – CAD interface. 

The workstations for the CPE are approximately two and ½ years old. 

This system is maintained and supported by Verizon, with on-site technical staff located at 

Onondaga County 911. 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

83 | P a g e  

1.5.2.9 Recording Technology 

Digital Logging Recorder 

Onondaga County utilizes a logging recorder from Nice, version 7.1, originally installed in 2006, 

and upgraded in Jun 2014. 

There are 616 recording channels available and 382 being used currently. There are 243 radio 

channels being recorded, 139 telephone lines and 48 911 trucks are being recorded as well. 6 

locations are capable of remote monitoring: currently Operations supervisor’s office, QA Office, 

Training Office, and Administration utilize this capability. 911 calls are recorded by position. 

Instant Recall Recording 

Instant Recall Recording for 911 Answering Positions is internal to VESTA; for radio consoles, 

this recording is done via NICE Verify for 17 positions, not including the Backup Operations 

Center. 

This system is maintained and supported by Wilmac. 

1.5.2.10 Administrative Phone System 

Onondaga County utilizes a Cisco VoIP system for all the administrative phones in the PSAP. 

Auto-attendant capabilities are used, as well as voicemail. 

This system is maintained by Onondaga County Dept. of Information Technology as part of the 

countywide administrative phone system, separate from the 911 technology. 

1.5.2.11 Notification Systems 

Onondaga County citizens are notified via Hyper-Reach Emergency Notification System of 

emergency situations, missing persons (Amber Alerts), evacuation notices, or other important 

life-critical information. Notification is via landline, cell phone, or email; notifications via cell 

phone and email require pre-registration. The Department of Emergency Communications has 

considered the use of the Everbridge notification system provided through NY Alerts, but at this 

time it is not flexible enough to meet the County needs. 

1.5.2.12 Alarm Monitoring 

Onondaga County provides alarm monitoring services for systems owned by the County-only, 

as well as some fire departments, for burglar and fire alarm. Public alarms must be monitored 

by a private service. There is no medical alarm monitoring. Alarm monitoring is not interfaced 

into CAD at present, however the County will be implementing the Automated Secure Alarm 

Protocol (ASAP) to PSAP program by mid-2019. This is a CAD system designed by the Central 

Station Alarm Association (CSAA), and APCO, designed to reduce the current relay time by 

enabling data transfer from alarm company into CAD directly. 

Alarms come into the Center via a dialup on a dedicated line; alarm receiver is Silent Knight. 
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1.5.2.13 Master Clock 

Onondaga County uses a Spectracom Netclock model 9483, connected to CAD, Telephone CPE, 

Radio system, logging recorders, and internal network. A second Netclock is provided for 

redundancy. 

1.5.2.14 Dispatch Protocol 

Onondaga County uses Priority Dispatch (ProQA) emergency medical dispatch protocol, with an 

interface to CAD. Flip cards are used if CAD system is not functioning. 

1.5.2.15 Mobile Data Infrastructure and Applications 

Onondaga County Mobile Data Communications Network (MDCN) currently operates a four-

site, 800 MHz CalAmp DataRadio system that is capable of 14.4 kbps throughput. This system 

was installed in 1995, and was fully upgraded in 2007. The MDCN provides a two-way data link 

between public safety field units and CAD. The system is primarily used for automatic vehicle 

location (AVL) and CAD text message data (such as NCIC), and allows for first responder access 

to electronic databases, such as CHAIRS II, NYS Dept of Motor Vehicles, and National Crime 

Information Center (NCIC). The MDCN reduces radio traffic by exchanging data outside of the 

traditional land mobile radio system (LMR). Data that is exchanged via the MDCN includes CAD 

call information, notes, and vehicle status updates. 

The current DataRadio system has reached end-of-life, and has both coverage and bandwidth 

limitations that make it ineffective in supporting today’s application-intensive mobile data 

software requirements. Practically all agencies within the County have transitioned to or also 

use commercial cellular networks capable of higher bandwidths and improved coverage. 

Agencies often use the DataRadio system as a backup to commercial cellular network services 

or just for AVL and/or CAD (low data rate) applications. Some volunteer fire departments do 

not use either the DataRadio system or cellular mobile data due to a combination of budgetary 

constraints and/or poor coverage from the DataRadio system and cellular carriers. 

The County’s DataRadio system operates in Pompey, Makyes, Rose, and Cicero, in the 800 MHz 

frequency band. 

All mobile data units are licensed to operate at an Effective Radiated Power (ERP) of 70 Watts. 

This assumes a 35W mobile radio with a 3.0 dB (2X power gain) antenna. Each site uses receive 

diversity, providing an approximate 2 to 3 dB gain on uplink gain (mobile unit to base station). 

The County has 875 DataRadio system users, with approximately 300 connected at any time. 

The following agencies use commercial cellular modems: 

 Baldwinsville FD 

(Chiefs) 

 GBAC 

 Jordan PD 

 Onondaga County 

Sheriffs 
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 Baldwinsville PD 

 Camillus PD 

 Cicero PD 

 DeWitt FD 

 DeWitt PD 

 East Syracuse Manlius 

 EAVES 

 Fayetteville FD 

 Fayetteville PD 

 Manlius PD South Bay FD 

 MAVES 

 NAVAC 

 North Syracuse PD 

 NOVA 

 NYSP 

 Onondaga County Park 

Police 

 Onondaga Hill FD (Chiefs) 

 SAVES 

 Solvay PD 

 Syracuse Fire 

 Syracuse PD Upstate PD 

 TLC 

 WAVES 

 

The County wishes to replace the current mobile data solution with one that provides access to 

one commercial carrier network, with an option to change to another carrier if better for the 

County. In addition, a new mobile data network should provide access to Wi-Fi hotspots. The 

solution will include mobile user equipment, the ability to access the various networks, and 

customer premise equipment and software to provide device management, monitoring, and 

other functions. 

Winbourne Consulting conducted a study of the MDCN and made recommendation for a 

turnkey replacement of the approximately 800 police, fire, and EMS mobile routers, at a capital 

cost of approximately $2.3M - $2.7M, and a total 10-year cost of maintenance of approximately 

$1.4M. Note that these costs do not include the monthly subscription fees for each mobile 

router via a commercial services provider or FirstNet/AT&T. 

This project is currently under consideration by Onondaga County. 

1.5.2.16 Networking and Connectivity 

Onondaga County has geo-redundant servers at primary 9-1-1 Center & Backup Operations 

Center connected via fiber and microwave link. 

Onondaga County Internet Connectivity is provided by County IT Department. Connection is via 

fiber (primary) and microwave (backup) to the Onondaga County Civic Center Backup 

Operations Center. Onondaga County uses five Internet Service Providers to provide redundant 

connections to the internet. 

Onondaga County Fiber Connectivity is provided by Lightower and Level3 Communications, 

with access to both dark and lit fiber. 

1.5.2.17 Text-to-911 

Onondaga County currently has 14 workstations with integrated Text to 911, through VESTA 

911. 
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1.6 Facilities/Physical Space 

1.6.1 Madison County Facilities 

Madison County’s primary 9-1-1 Center is housed in the County jail, as part of the Public Safety 

Building for the County. 

1.6.1.1 Facility Description 

Madison County 9-1-1 Center 

operates in a space of 

approximately 675 square feet, 

and pays $5,100 annually for 

facility rental. 

All available space is used for 

the existing call taking and 

dispatch staff with no room to 

expand. The Center has a total 

of five positions, and normally 

staffs three people, although 

sometimes there are four 

positions staffed. 

1.6.1.2 Physical Security 

Entrance to the facility is through a double-secured access point that is monitored and staffed 

24/7. In addition, there is a small door for direct access to the Center that is used by badge-

carrying personnel only. During snowy months access via this side door is discouraged as dirt, 

snow, and salt are more easily tracked into the Center. This door is always available as an exit 

to the parking lot. 

There are no safety barriers, or bollards, in front of the Communications Center. The windows 

in the center do not have bullet-proof glass, although that is not unusual for a building of this 

age. Nor is there a fence that surrounds the building, which would add another layer of 

security. 

There are 5 positions in the PSAP. All positions can be used as either a radio or call taking 

position. 

There is no room for expansion in the 9-1-1 Center. A floor plan for the facility is provided 

below. 

Madison County 9-1-1 Facility 
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The Center recently underwent a 

renovation in 2018 resulting in 

updated consoles in the call taking 

area. There is a small kitchen 

available for the staff. 

Call takers are all in close proximity 

so they are able to “listen in” if a 

fellow communications officer 

needs assistance. During a time of 

active 91-1- calls, there is noise 

from both the Dispatchers and the 

Call Takers. 

The Madison County 9-1-1 Center 

Floor Plan is found in Appendix D 

to this report. 

1.6.1.3 9-1-1 Equipment Room 

The 9-1-1 Equipment Room is accessible only through the 9-1-1 center. The equipment room is 

climate controlled, with dedicated electrical circuits, grounded, and UPS outlets for all the 

equipment, as well as for the call taking positions in the 9-1-1 Center. 

1.6.1.4 Future Facility Needs 

The population in Madison County has been slightly decreasing over the last decade, and as 

such, 9-1-1 call volume is not expected to increase significantly in the future. Current staffing 

levels, as noted in this report, and facility needs, are expected to remain steady for the 

foreseeable future. 

1.6.1.5 Facility Condition 

The 9-1-1 Center in Madison County appears to be well-maintained, light-filled, and in very 

good condition. However, the windows in the facility are not bullet resistant. 

1.6.1.6 Building Systems 

Mechanical Systems 

The Madison County 9-1-1 Center shares mechanical and electrical systems with the County 

Jail. The generator powers the entire building, not just dispatch. The generator is run with a full 

load once per week for testing purposes. The UPS (Uninterrupted Power Supply) is located in 

the equipment room inside the Dispatch center. 

Madison County Dispatch Floor 
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Madison County has an Emerson Uninterruptible 

Power Supply (UPS), model GXT4-10000RT208. 

This UPS is 288 Volt, 12V/9AH, with 24 batteries. 

The UPS is maintained by the Facilities 

Department who is responsible for the 

maintenance contract. 

 

 

 

 

 

 

 

 

 

Backup Electrical Systems 

The County maintains one generator for the 9-1-1 

operations at the Center. This is an Onan 

generator, model DSFV, with 175kw. The 

Generator is maintained by County Facilities who 

is responsible for the maintenance contract. 

1.6.1.7 Backup PSAP Information 

Madison County maintains a back-up emergency communications center at the New York State 

Police (NYSP) headquarters in Oneida, NY. This center is designed to be a hot standby and 

houses two full communications positions for both call taking and dispatch services. The Center 

has seven (7) wireline and VoIP trunk lines and six (6) wireless trunk lines. 

This is a new back-up center, the result of a recently executed Memorandum of Understanding 

(MOU) between Madison County Emergency Management and the NYSP. The center has not 

been tested as of January 2019; a partial evacuation test is planned for spring 2019 and will be 

tested quarterly thereafter. 

There is no cost to operate the Backup Center. 

Madison County UPS 

Madison County Generator 
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1.6.2 Onondaga County Facilities 

1.6.2.1 Primary Facility Description 

Onondaga County Department of Emergency Communications is in a stand-alone building on 

Onondaga Hill. 

 
Onondaga County Primary Communications Center 

 
The 9-1-1 Center is approximately 5,100 square feet and takes up roughly 1/4 of the Center 

building. The entire building is 18,813. The building also has administrative offices, a conference 

room, a training center, radio/tech services facilities, Indoor generator room, Network 

Operations Center (NOC), Verizon staff office, kitchen/lunch/vending rooms, exercise room, 

and server and equipment rooms, further described below. The 9-1-1 Center is spacious and 

clean, with a wall of windows overlooking an undeveloped portion of the gated/fenced 

complex. 

A floor plan of the Call Center is provided in Appendix E. 

There currently are a total of 32 consoles staffed in the 9-1-1 center, with the following 

breakdown: 

 22 consoles with 911 telephony positions 

 32 consoles with CAD 

 19 consoles with Radio 
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There is a supervisor pod in the center of the 

room, staffed with at least one supervisor. 

The center is staffed with a minimum staffing 

level between 19 – 26 personnel; there are 

approximately 8 call takers or fewer on duty at 

any point. 

There is enough space to accommodate the 

addition of Madison County Personnel. One 

position could be added for police dispatch, 

one for fire dispatch and one to two for call 

taking. The final configuration would have to 

be determined before consolidation. 

1.6.2.2 Physical Security 

Access to the facility is through a locked gate, and secure entryway. Once in the facility, access 

to non-public areas is also controlled and requires card access. Also, perimeter security cameras 

are in place. The 9-1-1 Operations Center requires badge-access. The gate is only open during 

normal business hours closed on weekends, and at any other point if there is a reason to do so. 

The building has bollards in front of it for additional security. 

1.6.2.3 9-1-1 Equipment Room 

Onondaga County Department of Emergency Communications has three equipment rooms:  

1. Main Computer Room 
2. Telco/County IT Room 
3. Radio Room 

Onondaga County’s three equipment rooms are all within the secured access points, with 

additional electronic card key access for authorized personnel only. The equipment room is 

climate controlled with redundant Lierbert AC Units. 

All are climate controlled, run off UPS systems, and are equipped with F2 clean agent fire 

suppression systems. There are dedicated electrical circuits with redundant power supply rail in 

racks. 

NICE recording systems, CAD and VESTA servers are operated in a geo-redundant configuration 

with the BOC. A redundant Trunked Land Mobile Radio System (TLMR) will also be located in 

the Equipment room. Radio system operates off an additional redundant UPS system and has 

an exterior Jones plug that can connect with the department’s 50kW mobile generator stored 

onsite. 

Onondaga County Law Dispatch Section 
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There is a Liebert 125 kVa UPS for all the equipment and positions. All critical circuits run 

through the UPS at all times. The equipment room is grounded (R56 Standard). 

 
Onondaga County Server Room 

 
1.6.2.4 Future Facility Needs 

The Onondaga County 9-1-1 Center has existing space to accommodate at least two additional 

9-1-1 call takers, and one (each) dispatcher for Fire/EMS and Law Enforcement. 

1.6.2.5 Facility Condition 

The 9-1-1 Center in Onondaga County has been well-maintained is in very good condition. 

1.6.2.6 Building Systems 

Mechanical Systems 

Onondaga County Department of Emergency Operations has its own dedicated mechanical and 

electrical systems. The HVAC system, boilers, and hot water systems were replaced in 2017. The 

roof was also replaced in 2017 

Backup Electrical Systems 

Onondaga County Department of Emergency Communications has a Caterpillar 625kVA 

generator, with 2,500 gallon underground diesel fuel tank and a 50 gallon day tank. State OGS 
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contract ensures fuel service in the event of an 

emergency. In an emergency, diesel fuel is 

also available through County DOT. The 

generator is housed indoors for extended life. 

It is run and maintained by Milton CAT 

monthly and undergoes a full load bank test 

semi-annually. This generator works for the 

whole building. 

The Capital Improvement Plan has a new 

second generator for main building in the 

future, along with a new redundant UPS and 

transfer switch. 

The Tower site on the premises runs off the 

building generator. All 15 off-premise towers 

have their own 48vdc battery plant and 

generator. Tower generators are tested once a 

week. 

1.6.2.7 9-1-1 Backup Operations Center 

Onondaga County’s backup operations Center 

(BOC) is located in the Syracuse Civic Center, adjacent to the County’s Emergency Operations 

Center (EOC). The BOC is equipped with the same computer, telephone, and radio equipment 

and is capable of operating in stand-alone mode or in tandem with the primary 911 Center. The 

BOC is approximately 1,700 square feet. 

Appendix F to this report contains the floor plan to the Onondaga County Backup Operations 

Center. 

The BOC is kept in hot standby mode and can assume operations until the operations at the 

primary 911 center are restored to normal. This ensures continuity of operations should the 

primary 9-1-1 Center become inoperable for any reason. The BOC was activated on two 

occasions in 2017; the first was for 27 days (March 15 - April 10) for replacement of the HVAC 

system at the main 911 Center. The second occurred for two days (October 15 & 16) for the 

semi-annual cleaning and maintenance of the primary 911 Center and an evacuation/BOC 

exercise. 

The floorplan for the backup operations center is provided in Appendix ___. The BOC has 75% 

of seating capacity of main center. This has been handled adequately in the past with planning 

ahead on the timing and partial staffing of the BOC, but is not ideal in that there could be 

Onondaga County Indoor Generator 
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situations where pre-planning is not possible. There is not room for expansion of this center as 

it is part of the Emergency Operations Center (EOC); the restrooms and the kitchens are part of 

the EOC, as well.  

To accommodate additional staffing, such as the additional 2-3 positions needed should 

Madison County’s 9-1-1 Center merge with Onondaga County’s, additional space that is 

currently used by other departments could be used for the infrequent activations of the BOC. 

This is separate from the main space of the BOC, so is not ideal, however, an evaluation of 

potential reconfiguration or expansion possibilities will be needed. 
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1.7 Onondaga Financial 

1.7.1 Madison County Financial 

1.7.1.1 Budget Overview 

Madison County has an annual budget of $122M for 2019. 

The 2019 Madison County Operating Budget contains the following components related to 

9-1-1 and the Communications Center: 

 

Revenues 2019 (projection) 2018 2017 

Tower Rents 53,206.00 51,758.22 52,263.91 

9-1-1 Wireline Surcharge 85,000.00 74,001.47* 94,030.13 

9-1-1 Wireless Surcharge 160,000.00 167,786.00 125,712.00 

Grants and other Misc. 656,972.00 504,434.78 663,982.55 

Total $955,178.00 $797,980.47 $935,988.59 

Note that expenses directly related to individual revenues are included in the above. 

*Includes an additional $44,274 that was accrued in 2018, and paid in Feb 2019     

Expenses 2019 2018 2017 

Personnel 1,244,497.00 1,083,670.82 1,292,261.91 

CAD 61,000.00 67,135.50 95,087.00 

Towers 71,600.00 151,016.78 108,151.03 

Radio 715,000.00 656,805.13 643,286.56 

Training 26,000.00 20,919.93 23,951.16 

Phone 90,000.00 32,071.81 217,773.02 

Recorder 15,900.00 0.00 12,650.00 

Building 0.00 5,100.00 5,100.00 

Office Expense 7,550.00 6,545.20 5,044.10 

UPS 0.00 0.00 0.00 

Additional Software 8,400.00 4,881.00 4,072.06 

Total $2,239,947.00 $2,028,146.17 $2,407,376.84 
    

Net Loss -$1,284,769.00 -$1,230,165.70 -$1,471,388.25 

 

The Madison County 9-1-1 Center relies on annual appropriations of between $1.3M to $1.8M 

from the Madison County Operating Budget. 
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The largest single expenditure for Madison County is Personnel, at approximately $1.2M for 

2019. 

1.7.1.2 Grants 

Included in the above information are two recurring grants issued annually by the New York 

State Homeland Security and Emergency Services (DHSES): 

1. 2018 – 19 Public Safety Answering Points Operations Grant, designed to facilitate 

operations of the state’s PSAPs. Grant information is available for Performance Period 

1/1/2019 – 12/31/2019 and will be revised in March 2019 for the 2020.  

 For 2019, Madison County is expected to receive $163K from this grant; NYS had $10M 

available in funding for the PSAP Operations Grant, to be distributed among all eligible 

counties, following a two-tiered approach: 

 Tier One – Pass/Fail Eligibility Requirements 

 Tier Two – Formula driven distribution based on specific factors, provided by applicant in 

the PSAP Operations Grant Program Application Worksheet: 

 County population 

 Land area of the county 

 County crime index 

 PSAP call volume index 

 PSAP incidents/events recorded in CAD index 

 Text-to-911 

 Implementation of Automated Secure Alarm Protocol (ASAP) 

 More details on this Grant are found at: http://www.dhses.ny.gov/oiec/grants/2018/2018-

19-PSAP.cfm 

 Details from the Request for Applications Eligibility are provided below: 

 (http://www.dhses.ny.gov/oiec/grants/2018/2018-19-PSAP-Operations-RFA.pdf) 

 It should be noted that for the PSAP Operations Grant, DHSES reserves the right to Award 

grants based on geographic or regional considerations to serve the best interests of the 

State. 

 Madison County’s PSAP Operations Grant worksheet for 2018-2019 states in section 3.8:  

 Estimate of total cost to provide 911 service in the applicant county: $3,334,435.00 

2. 2018 Statewide Interoperable Communications Formula-based Grant (SICG – Formula), is 

designed to minimize gaps in interoperable communications by aligning technology 

acquisitions with operational use by first responders, which provides the foundation 

http://www.dhses.ny.gov/oiec/grants/2018/2018-19-PSAP.cfm
http://www.dhses.ny.gov/oiec/grants/2018/2018-19-PSAP.cfm
http://www.dhses.ny.gov/oiec/grants/2018/2018-19-PSAP-Operations-RFA.pdf
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necessary to accomplish a high level of interoperability. The SICG-Formula Program 

concentrates on improving interoperability and operability of communication systems in 

New York State. 

 For 2019, Madison County is expected to receive $502K for the SICG grant, which directly 

offsets the Radio Infrastructure expenses of $502K in the County E911 Communications 

Budget. NYS has total funding available for 2018 SICG-Formula grant of $45M. Note that it is 

expected that the Funding for the Onondaga/Madison microwave link is planned to be split 

between the 2016 SICG and 17 SICG. 

 As defined by the Request for Application (RFA), the 2018 SICG-Formula Program is 

available for reimbursing county expenditures for the following purposes: 

 Maintenance and sustainment expenditures for LMR systems. 

 Technological updates and refresh of existing LMR systems, including equipment and 

software. 

 Build-out of new larger-scale systems and infrastructure, expanding access to radio 

channels and equipment for local and state agencies within a region and solutions which 

may aid in resolution of interoperability channel conflicts along Canadian border. 

 Expansion of communications consortiums to currently non-participating counties and 

finalization of agreements between new and current consortium members. 

 Subsequent phases of communications-related projects previously initiated; including 

awards to counties pursuing additional build-out of their systems where coverage and 

frequencies are lacking. (This will help fulfill the “network of networks” vision by 

completing connectivity between regions.) 

 Implementation of technologies to further NG911 development in accordance with the 

State plan and vision (i.e., SCIP). 

 More details on this Grant are found at: 

 http://www.dhses.ny.gov/oiec/grants/2018/2018-sicg-formula-grant.cfm 

 Details on the Request for Applications Eligibility are available at the following link (note 

that this information is scheduled to be updated in Spring 2018): 

 http://www.dhses.ny.gov/oiec/grants/2018/2018-SICG-Formula-RFA.pdf 

In July 2018, Madison County received a proposal to continue the multi-phased approach to 

upgrading the Madison County microwave network to add the NY State Troop D site for Backup 

Dispatch, and to upgrade the entire network to Ethernet. According to the Motorola Solutions 

proposal to Mr. Theodore Halpin, Jr, Director of Emergency Management, dated July 25, 2018, 

Phases 1 and 2 were previously completed; Phase 3 outlines the following services and 

capabilities:  

http://www.dhses.ny.gov/oiec/grants/2018/2018-sicg-formula-grant.cfm
http://www.dhses.ny.gov/oiec/grants/2018/2018-SICG-Formula-RFA.pdf
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 Replacement of two (2) radio links with Proteus MX to connect to Onondaga to Madison 

County 

 Provide required T1 channels between Onondaga and Troop D 

The total cost of this proposal is $406,209. This project does not appear anywhere in the budget 

at this point. Once the State approves the project work plan the County would process a budget 

modification to reflect the work, and its impact on the SICG-Formula Grant funds. 

1.7.1.3 Bonds 

Madison County has one outstanding bond related to public safety. Public Safety 

Communication Upgrade Bond has the following payment terms: 

 5/10/19 – principal $1,880M and interest payment $99,608.25 

 11/10/19 – interest – only payment of $51,367 

 5/10/20 – principal $1,945M and interest $51,367 

1.7.1.4 Monthly 9-1-1 Service Charges 

Madison County receives 5 phone bills monthly from Verizon, for a total of approximately 

$1,723/month. This averages out to approximately $20,676 per year for phone connectively in 

the 9-1-1 center, including the cost for Verizon to provide the wireline Location database. 

 Bill #1: Automatic Location Identification Database, $958/month. 

 Bill #2: Basic service charges – aprox $185/month 

 Bill #3: Basic service charges – aprox $125/month 

 Bill #4: Basic service charges – aprox $105/month 

 Bill #5: Basic service charges – aprox $350/month 

1.7.2 Onondaga County Financial 

1.7.2.1 Budget Overview 

Onondaga County operates on a fiscal year that is concurrent to the calendar year, i.e., Jan 1 

through Dec 31st. 

Onondaga County Department of Emergency Communications operates on a budget of 

approximately $23M, to include payroll, overtime, part-time, employee benefit charges, 

supplies and materials, travel/training, professional services, interdepartmental charges, debt 

service, etc. 

The 2019 adopted budget for the Department of Emergency Communications is broken down 

as follows: 

Account Code – Description  2,017 2,018 2,018 2019* 

Actual Adopted Modified Adopted 

A641010 Total-Total Salaries 641010 7,423,134 8,041,507 8,001,507 8,272,214 
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Account Code – Description  2,017 2,018 2,018 2019* 

Actual Adopted Modified Adopted 

A641020-Overtime Wages 641020 1,331,486 1,032,950 1,032,950 1,053,608 

A641030-Other Employee Wages 641030 154,840 60,000 100,000 62,001 

A693000-Supplies & Materials 693000 41,225 55,808 59,553 63,541 

A694130-Maint, Utilities, Rents 694130 3,184,845 3,242,553 3,265,934 3,325,146 

A694080-Professional Services 694080 15,985 8,900 14,900 16,440 

A694100-All Other Expenses 694100 68,335 68,383 72,983 70,199 

A694010-Travel & Training 694010 19,878 26,463 26,463 28,463 

A671500-Automotive Equipment 671500 0 0 0 36,434 

Subtotal Direct Appropriations  12,239,728 12,536,564 12,574,289 12,928,046 

A691200-Employee Benefits-Interdepart 691200 4,454,698 4,330,911 4,330,911 4,375,235 

A694950-Interdepart Charges 694950 1,479,451 1,584,676 1,584,676 1,515,013 

A699690-Transfer to Debt Service Fund 699690 4,516,895 4,243,063 4,243,063 4,131,512 

Subtotal Interdepartmental Appropriations  10,451,044 10,158,650 10,158,650 10,021,760 

Total Appropriations  22,690,771 22,695,214 22,732,939 22,949,806 

A590005-Non Real Prop Tax Items 590005 3,253,000 3,277,690 3,277,690 2,494,564 

A590042-Svcs Other Govts- Public Safety 590042 241,811 251,110 251,110 275,132 

A590051-Rental Income 590051 119,542 116,111 116,111 128,880 

A590056-Sales of Prop and Comp for Loss 590056 1,851 2,000 2,000 2,000 

A590057-Other Misc Revenues 590057 129 0 0 0 

Subtotal Direct Revenues  3,616,334 3,646,911 3,646,911 2,900,576 

Total Revenues  3,616,334 3,646,911 3,646,911 2,900,576 

Local (Appropriations – Revenues)  19,074,438 19,048,303 19,086,028 20,049,230 

 

The monthly phone bills, included in Direct Appropriations above, is further outlined below: 

 Monthly payment towards the 911 call taking equipment and support/maintenance 

charges $48,309.38 

 ANI ALI Database charges: $10,680.00 

 CAMA trunks - 48 of the 50 are at no charge per the tariff (The 2 that are chargeable are 

about $111 each/month) 

 MTA/ MUNI Surcharges $2,392.79 

1.7.2.2 Surcharge Revenue and Grants 

911 Surcharge Revenue 

911 Surcharge Revenues may decline in if supplemental surcharge of $.65 is not renewed; this 

was originally established in 2010 I support of the buildout of the radio system, with a 10 year 

bond. Sunset will occur in July 2019, if not extended during this legislative session. Without this 

additional revenue for the wireless phones, the County will lose $1.2M and the taxpayers in 
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Onondaga County would incur a greater burden of the cost of the radio network. In anticipation 

of this, the County is in the process of enacting a Home Rule resolution and both the NYS 

Assembly and Senate have introduced companion bills extending the surcharge out another ten 

years. 

PSAP Operations Grant 

Onondaga County was awarded $191,307 under the NY State 2018-19 PSAP Operations Grant 

Program, administered by the NYS Division of Homeland Security and Emergency Services 

(DHSES). 

Statewide Interoperable Communications Grant Program (SICG) 

Onondaga County will receive $1,274,666 under the 2018 SICG-formula grant program from 

DHSES for the time period Jan 21, 019 – Dec 31, 2020). 

1.7.2.3 Capital Improvement Plan (CIP) 

In addition to the annual Budget, Onondaga County’s CIP is used to identify key expenditures to 

plan for longer term upgrades to County public facilities and infrastructure. In the 2019-2024 

CIP, Onondaga County Department of Emergency Communications, outlines the following 

proposed and/or authorized projects. 

Proposed CIP Projects 

Auxiliary Power Systems Replacement $668K 

Replace end of life auxiliary power systems at the E911 Main Center. This includes the building 

generator, auxiliary generator control panel, transfer switch, and the uninterruptable power 

supply. 

Computer Aided Dispatch (CAD) System Refresh $903K 

Project Ongoing 

This project funds a refresh of Onondaga County’s current Computer Aided Dispatch (CAD) 

system, which was installed in 2007. These computer workstations and servers were over 5 

years old in 2012 and beyond their recommended lifecycle. This entails the scheduled refresh of 

computer hardware and the implementation of necessary software updates. This is critical to 

the reliability of dispatch operations. In April 2012 the contract with Intergraph, the CAD 

System vendor, was executed. The system has been installed. Onondaga County is currently 

working with Intergraph and other vendors on minor issues. 

Oblique Aerial Digital Imagery Refresh (2019) $300K 

Refresh oblique aerial digital imagery that was taken during a May 2014 flyover of Onondaga 

County. Aerial imagery is used by the Department of Emergency Communications to assist in 

locating emergencies and is also used frequently by the Syracuse-Onondaga County Planning 

Agency (SOCPA), other county departments, towns, villages and the City of Syracuse. Project 
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will involve a flyover of Onondaga County and bordering areas by an airplane equipped with 

high resolution digital camera. Flyovers will be done during the time of year (e.g., late April, 

early May) when there are no leaves on the trees that might obstruct camera views. Digital 

imagery will be stored on County servers and made available on all E911 call taking and 

dispatch workstations and at SOCPA. Other County departments, the City of Syracuse, towns 

and villages will have access to the imagery. 

Public Safety Radio Tower Replacement $265K 

In the summer of 2019, replace the existing 200’ self-supporting Makyes (MAK) radio tower, 

located at Makyes Road in the Town of Onondaga, will be replaced with a new 165’ self-

supporting SSV type radio tower meeting TIA-222 public safety communications tower 

standards. Once the new tower is constructed adjacent to the old tower, and antennas and 

feed line are installed, the old radio tower will be decommissioned and removed from the site. 

The Makyes tower was inherited by Onondaga County and the age or origin is unknown. It is 

not of public safety communications grade. 

Repave E911 Center Parking Lot $344K 

Repave and restripe the Onondaga County Department of Emergency Communications parking 

lot at 3911 Central Avenue, Syracuse, New York 13215. Project includes milling, 4” of new 

pavement, and striping of 43,082 square feet of existing parking lot and the addition of 1,027 

square feet of new area pavement. Parking lot will be 28 years old in 2019 and is used 24/7 by 

E911 employees and visitors. Parking lot is in a state of deterioration; some areas no longer 

have any sub-base. 

Replacement of Mobile Data Communications Network (MDCN) $3.6K 

This project will replace the 800 MHz mobile data communications infrastructure, including 

fixed base station equipment at radio tower sites and mobile data radio modems in public 

safety vehicles. The end of life for the current Mobile Data Communications Network (MDCN) 

was December of 2017. 

The MDCN infrastructure has reached its predicted end-of-life at the end of 2017. Taking into 

account the advances in wireless broadband communications technology and the cost of 

acquisition and maintenance of proprietary communications infrastructure, the project will 

begin by determining the most efficient, cost effective and reliable method of providing data 

connectivity to emergency responders and implement that solution. This included both data 

communications hardware as well as encryption software that meet federal CJIS standards for 

data security and integrity, infrastructure, and mobile data radio equipment. 

Tower Site Shelter Rehabilitation $1,091K 

Rehabilitate or replace equipment at various E911 radio tower site shelters that was installed in 

2006 and will be at the end of the useful lifecycle. Equipment to be rehabilitated or replaced 
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includes shelter doors/door hardware, HVAC equipment and controllers, DC power plants and 

batteries, power generators, fire/intrusion/temperature alarm sensor and controllers, and 

FCC/FAA tower painting and lighting. 

Legislative authorization will be sought in Fall 2022. 
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1.8 Stakeholder Engagement 

Stakeholders include anyone impacted by 9-1-1 services in Madison or Onondaga Counties, to 

include: 

 Citizens 

 First Responders 

 Call Center Staff 

 County Leadership 

To ensure that all stakeholders have a voice in the future of 9-1-1 services for these two 

counties, Winbourne Consulting engaged in the multiple engagement approaches; the 

stakeholder meetings and surveys are detailed here. 

1.8.1 Stakeholder Meetings 

Stakeholder interviews were held in the respective 9-1-1 Centers, with one-on-one time, in 30 – 

60 minute increments. The information gained from these stakeholder meetings helped define 

the Assessment data in this report, and will be used to determine the Advantages and 

Disadvantages of Consolidation, the Feasibility of Consolidation, and the final recommendations 

for this effort. 

Winbourne Project Team 

Meeting Participants from the Winbourne Project Team, who participated in all the stakeholder 

meetings in Madison and Onondaga Counties, Jan 14th – 17th, are identified below: 

 Lisa Madden – VP, Business Development, NG911, FirstNet 

 Sharon Counterman – Project Manager, Senior Consultant 

 Pat Calamari – 911 SME, Consultant 

1.8.1.1 Madison County Stakeholder Meetings 

The Winbourne Consulting team spent 3 full days onsite in Madison County: Jan 14, 16th, and 

17th, conducting a kickoff, and subsequent interviews with the leadership and staff of the 

Madison County Department of Emergency Management and 9-1-1 team. We asked them 

about their Operations, Technology, Personnel, Governance, and Facilities. 

Meeting participants at the Madison County pre-kickoff meeting on Jan 14th are identified 

below: 

Name Title 

Mike Sudol EM Planner, Madison County EM 

Nathaniel Degear EM Student intern, Madison County EM 

Douglas Shattuck Fire Coordinator, Madison County EM 

Mellissa Hannan Assistant Director, Madison County E-911 
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Name Title 

Ted Halpin Director EM, Madison County EM 

Bill Bleyle Commissioner, Onondaga County Dept. of Emergency Communications 

Betty Jo Johnson Madison County CSEA 

Karen Bright Madison County CSEA 

Paul Lutwak Dir of IT, Madison County IT 

John Wolf Madison County IT 

Ed Bean Madison County IT 

 
Meeting participants at the Madison County kickoff meeting on Jan 14th are identified below: 

Name Title 

Paul Walrod Board of Supervisors; Public Safety Comm, Madison County 

Paul Lutwak Dir of IT, Madison County IT 

Ron Bono Board of Supervisors, Madison County 

Samantha Field PIO, Madison County 

Nathaniel Degear Student, Madison County 

Mike Sudol EM planner, Madison County 

Mellissa Hannan Assistant Director, Madison County E-911 

Doug Shattuck EM Fire Coordinator, Madison County EM 

Ryan Aylward Dir of Labor Relations, Madison County Personnel Dept 

Eileen Zehr Madison County Personnel Office 

Dan Degear Board of Supervisors, Madison County 

Bill Bleyle Commissioner, Onondaga County Dept. of Emergency Communications 

Betty Jo Johnson CSEA Local 827 

Roger Bradstreet CJFS Committee, Madison County 

Katherine Conrad GIS, Madison Co Real Property Tax Map 

Michael Ellis GIS, Real Property/E911 

Ted Halpin Madison County EM 

 
Meeting participants at the Madison County Law Enforcement meeting on Jan 16th are 

identified below: 

Name Title 

Christopher Williams NYSP 

Todd Hood Madison County Sheriff 

TJ MacDonald NYS Park Police 
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Name Title 

Daniel Gough Colgate University 

Shawn Stassi Hamilton PD 

Paul Field NYS University Police 

Matt Janczuk Hamilton PD 

Bob Mascari District Attorney’s office 

Karen Zaleski Cazenovia PD 

Matthew White MCSO/STOP-DWI Coordinator 

Karl Greif NYSP Troop D Communications 

David Verne Oneida Indian Nation Police 

James Zophy Canastota PD 

Robert Lenhart Madison Co Undersheriff 

Valerie A. Brogan HPD/Colgate 

Ted Halpin Madison County EM 

 
Meeting participants at the Madison County GIS meeting on Jan 17th are identified below: 

Name Title 

Katherine Conrad Sr GIS, Real Property Tax, Madison County 

Rebecca S. Marsala Director Real Property/Deputy Treasurer, Madison County 

Michael Ellis GIS, Real Property/E911, Madison County 

Ted Halpin Madison County EM 

Mellissa Hannon Madison County E911 

 
Meeting participants at the Madison County Facilities meeting on Jan 17th are identified below: 

Name Title 

John Regan Madison County Facilities Director 

Ted Halpin Madison County EM 

 
Meeting participants at the Madison County Emergency Medical Services meeting on Jan 17th 

are identified below: 

Name Title 

John Barattini EMS Coordinator, Madison County EM 

Douglas Shattuck Fire Coordinator, Madison County EM 

Ted Halpin Madison County EM 
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Meeting participants at the Madison County Fire Chiefs and Ambulance Directors meeting on 

Jan 17th are identified below: 

Name Title 

Douglas Shattuck Fire Coordinator, Madison County EM 

David Vredenburgh Madison County EM 

Sean Vebone Cazenovia  

Matt Kowaleski Erieville Fire 

Jim McFadden North Brookfield 

Luke Dowslaw Hubbardsville 

Dan Broedel Midstate Regional EMS Council 

Brian Rhodes Madison/Vineall/GLAS 

Alex Brown Wampsville/GLAS 

Dave Hoffman Oneida Fire Dept 

John Barattini Madison County EM 

Mellissa Hannan Madison County E-911 

Dennis Fields Oneida Fire 

Paul Smith Bridgeport Fire Dept 

Jim Ostrowski Bridgeport Fire Dept 

Brad Ano Vineall Ambulance 

Terry Austin New Woodstock Fire Dept 

Ronald Fazio New Woodstock Fire Dept 

Dario Damore Greater Lennox EMS 

David Kennett Greater Lennox EMS 

Lyle Mason Georgetown/Madison County 

Tim Cowan Oneida Fire/CC7 

Roger Bradstreet Supervisor, Town of Nelson 

Kyle Sylvester/DO SOMAC Ambulance 

Bob Freunscht Madison County EM CC3 

Jason Baker Chittenango Fire Dept 

John Morone Chittenango Fire Dept 

Terry Mann Chittenango Fire Dept 

Albert Fowler Lincoln Fire Dept 

Ted Halpin Madison County EM 
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Madison County Communications Center Interviews 

Winbourne Consulting spent significant time with the call takers in Madison County, sitting with 

personnel on all 3 shifts to speak with every possible call taker and dispatcher. 

1.8.1.2 Onondaga County Stakeholder Meetings 

The Winbourne Consulting team spent one full day onsite in Onondaga County, Jan 15th, 2019, 

interviewing the leadership and staff of the Department of Emergency Communications. We 

asked them about their Operations, Technology, Personnel, Governance, and Facilities. 

Meeting Participants from the Madison County Project Team, who participated in the 

stakeholder meetings in Onondaga County on Jan 14th are identified below: 

 Ted Halpin – Emergency Management Director 

 Pete Walrod – Madison County Board of Supervisors 

Meeting Participants from the Onondaga County Project Team, who participated in the 

stakeholder meetings at Onondaga County on Jan 14th are identified below: 

Name Title 

Bill Bleyle Onondaga County Commissioner 

Ann Rooney Deputy Onondaga County Executive, Human Services 

Ben Renaldi Onondaga County 911 

MaryAnne Calogero Onondaga County 911 

Michael Redhead Onondaga County 911 (Training) 

Michael Nesci CSEA Labor Relations Specialist 

Dan Vadala CSEA Local 834 President 

Josh Schicle CSEA Political Action 

Kevin Klimek CSEA – Combined Services VP 911 

Ed Healy Technical Services Office 

Kevin Spraker Technical Services Office 

Keith Ducett Onondaga County 911/GIS Officer 

Steve Salmons Onondaga County 911 

Kathy Annable Verizon 911 Technologist 

Gary Cunningham Verizon 911 Technologist 

Sean Sparks Network Communications Infrastructure 

Scott McInnis Radio Systems Administrator 

Phil LaFramboise Onondaga County IT 

Kevin Sexton Onondaga County IT  
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Onondaga County Communications Center Interviews 

Winbourne Consulting spent a few hours on Jan 15th with the call takers, supervisors, and 

dispatchers in in Onondaga County, listening to the ongoing 9-1-1 traffic, monitoring the 

dispatches via headphone and CAD terminal entries, and speaking with the personnel about 

their capabilities, training, and operations. 

1.8.2 Stakeholder Surveys 

To gather feedback from Communications personnel and First Responders on the possible 

consolidation of Madison County Dispatch and Onondaga Dispatch, Winbourne Consulting used 

an online survey tool called Survey Monkey. There were different surveys developed for each 

County and each group. Not all questions were answered by each respondent. Respondents 

could skip questions or comments if they so desired. Responses have been summarized below, 

and categorized in a manner to identify the consistent themes. The full surveys are Appendix H 

to this document. 

1.8.2.1 Madison County Surveys 

Madison Communications Center Survey – Total of 12 Responses 

A summary of the most common themes of the survey responses from Madison County 

Communications Center personnel is provided below.  

Concerns with potential consolidation: 

 Ability to provide a timely response to the citizens 

 Having calls go into a queue and hold 

 Onondaga has ambulance policy of dispatching closest unit, which could tie up a unit that 

needs to work in the South and gets stuck in the City 

 Concern of dispatchers not knowing Madison County area 

 Madison County residents not being given the service they deserve 

 Taxes will increase and there will be a decrease in service 

 Madison County not having a voice after a consolidation 

 Travel distance for employees 

 Loss of jobs 

 Loss of Seniority 

 Public should have a say about consolidation 

Benefits of potential consolidation: 

 A virtual consolidation would work depending on who would be in control 

 Pay raise 

 12 hour shifts might be better 

 Updated CAD 
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 Shared training opportunities 

Suggested improvements for current environment: 

 Policy and Operations Improvements 

 Improved training 

 Standardization of dispatching 

 More staffing 

 Provide a better AVL, CAD, and RMS systems 

 New CAD, better mapping 

 Improved AVL capabilities 

 Improved MDT capabilities 

 Consolidation of CAD, Mapping and shared Training 

Madison Law Enforcement Survey – Total of 39 Responses 

A summary of the most common themes of the survey responses from Madison County Law 

Enforcement personnel is provided below. 

Concerns with potential consolidation: 

 Significant learning period for dispatchers with consolidation 

 Onondaga dispatchers do not know Madison County – not familiar with roads, landmarks, 

etc. – loss of dispatcher knowledge 

 Increase in radio air traffic 

 Current dispatchers have knowledge of Madison County citizens. They provide 

personalized service 

 Roads with same names in each County 

 Less accurate information, less safe 

 Possible lessening of local control 

 Potential lack of commitment to the community 

 Concern with migrating data from SJS system to another RMS system. 

Benefits of potential consolidation: 

 Level of professionalism and service would improve 

 Improved equipment, technology, and staffing 

 Sharing of resources would benefit all 

 It would make things more efficient 

 Increase to Officer safety 

 Would bring strong leadership and enhanced policies 

 Proved Safer system for law enforcement 

 More timely and accurate information 
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 Better technology and training for the 911 Operators 

 More accurate information for officers 

 More personnel to answer calls 

 Could take advantage of technology advances in CAD, RMS, CHAIRS, CNY 

 Improved information received on the MDT 

 Ability to use the Onondaga CAD system 

 Knowledge of what is occurring in both jurisdictions 

 Ability to use Onondaga’s complete system 

 RMS integrated with CAD 

 Shared RMS system with a better distribution of Officer Safety information 

 94.59% of respondents would be willing to share CHAIRS II data if a consolidation occurred 

Suggested improvements for current environment: 

 Policy and Operations Improvements 

 Provide improved training for Communications personnel 

 Encourage a more professional dispatching style 

 Increase information given out over the radio  

 Increase status checks – possibly use a timer 

 Utilize a DR# so calls can be tracked with all information and notes 

 Allow communications between the two Counties 

 Hire more Communications staff 

 Give better pay for Communications staff 

 Improve Policies and Procedures – look at Onondaga’s 

 Officer safety information to be broadcast over the air and not by MDT 

 Provide a better AVL, CAD, and RMS systems 

Implement Joint CAD system for NYSP and Madison County  

 Update CAD to run DATA, DLIC and use GPS 

 57.89% of those surveyed find that MDTs and AVL would be extremely valuable to have 

in their vehicles  

 Ability to dispatch the closest car utilizing AVL improves officer safety and increases 

efficiency of dispatching 

 66.67% of respondents feel that access is CHAIRS II is crucial to their agency and 

investigations 

 29.73% of respondents feel the current data systems are adequate, while 62.16% of 

respondents feel the data systems are inadequate. 

 Onondaga’s MDTs are superior. Current AVL in Madison County is inaccurate 

 SJS system is outdated and slow. Need a reporting system linked into CAD 
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 SJS system limited on what it can search 

 SJS is not in all vehicles 

Madison Fire/EMS Survey – Total of 143 Responses 

A summary of the most common themes of the survey responses from Madison County 

Fire/EMS personnel is provided below. 

Concerns with potential consolidation: 

 Lack of local knowledge 

 Not knowing the dispatchers, impact on working relations 

 Onondaga is extremely busy, calls are put on hold to be answered 

 Different tax base 

 Disruption of service 

 Lack of knowledge on rural landmarks 

 Would hamper response time 

 Concern that radio reception would be worse in the Southern part of County 

 Learning curve for all field units and dispatchers 

 Slower response times 

 Priorities would be affected. Onondaga’s calls would come first 

 Increase work load for dispatchers 

 Additional time to receive accurate information 

 Becoming out of touch 

 Job loss 

Benefits of potential consolidation: 

 Better training, better CAD System, more grant funding opportunities 

 Better equipment 

 More information provided on a call 

 Improved technology and resources 

 Better staffed center 

 Cheaper operating costs 

 Better accountability 

 More timely response to transmissions 

 More information shared with agencies 

 Separation of call taking and dispatching – more time for call takers 

 Additional info to units verbally and on computer, more detailed and accurate 

 Possibly better oversight 

 Field units know their area, just need an accurate address 

 Need better GPS 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

111 | P a g e  

 Tones and Alerts from Onondaga are faster 

 Cut down on unnecessary radio traffic 

 Better technology 

 More professional 

Suggested improvements for current environment: 

 Policy and Operations Improvements 

 Have Onondaga train our dispatchers 

 Dispatcher training and radio etiquette  

 Adequate supervisory personnel on each shift Better pay 

 Four dispatchers per shift 

 Additional staff 

 More oversight 

 Timely status checks 

 Staff held to professional standards 

 Provide the same information to all responders 

 Interagency training 

 Apply changes requested by agencies quickly and effectively 

 Train dispatchers to understand what units do in field 

 Consistent terminology needed 

 Adopt Onondaga’s policies and procedures 

 Fix the rescue response criteria 

 Radio classes of proper use – no attitude 

 Improved CAD, AVL, RMS systems 

 Need functional CAD system Better GPS and network 

 MDTs and AVL is valuable but expensive 

 More information at time of dispatch, verbal and text 

 MDTs needed in apparatus – cellular coverage is a concern 

 AVL system 

 Update the radios 

1.8.2.2 Onondaga County Surveys 

Onondaga Communications Center Survey – Total of 68 Responses 

A summary of the most common themes of the survey responses from Onondaga County 

Communications personnel is provided below. 

Concerns with potential consolidation: 

 Employees from one County would not be familiar with the other County 
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 Loss of “home town” dispatch  

 Would take time for all employees to get up to speed 

 Lack of local knowledge 

 Questions on hiring, seniority and benefits 

 Delay in call entry – unfamiliar with area 

 Roads with same names in each County 

 Increase work load without increase in pay 

 Learning curve 

Benefits of potential consolidation: 

 62.50% of respondents felt that a consolidation would benefit the residents of both 

counties 

 Improved services for Madison County 

 Onondaga provides better service 

 Save money with combination of services 

 Separation of job duties is a benefit 

 Reduction in response time 

 Centralization of services 

 Speed up dispatch for mutual aid 

 Madison County would benefit from the higher number of staff 

 Cost sharing 

 Save tax payer money 

 Better training for Madison County 

 Excellent training program 

 62.54% of respondents feel that consolidation would benefit the public safety agencies of 

both counties 

 Greater flexibility during major storms or disasters 

 Ability to share and offer more services 

 Better communications between agencies 

 New technology 

Improvements for current environment: 

 Pay raises in accordance with added duties of consolidation 

 Transition plan if consolidating with timelines 

Onondaga Public Safety Survey – Total of 30 Responses 

A summary of the most common themes of the survey responses from Onondaga Public Safety 

personnel is provided below. Please note that only the Chief Executive Officer’s of each agency 

were surveyed, not all the first responders in the County. 
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Concerns with potential consolidation: 

 Needs to be a cost benefit/short- or long-term savings 

 Need for existing services to be maintained 

 Potential for decrease in current services 

 Need continued good relationship with management team 

 Potential for decrease in quality of service 

 Jobs may be lost 

 Lack of local control 

 Madison County residents not wanting to merge 

Benefits of potential consolidation: 

 Enhance police services to both Counties and reduce costs 

 Inter-county communications 

 Better training, resources and availability 

 Cost savings to tax payers 

 Better service near county borders with better response times 

 Madison would receive better training and service to emergency and police agencies 

 Sharing of information 

Improvements for current environment: 

 Need county access to CNY Leads (or whatever will be replacing it) and our own CHAIRS 

Terminal 

 Would require extensive training for new employees 

 Continuation of PUG911 meetings that Onondaga currently holds 

 New policies and procedures that impact police operation must receive support of 

Onondaga County Chiefs Association before implementation 

 Ensure dispatch protocols are enforced with a consolidation 

 Consult agencies before policy changes are made 

 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

114 | P a g e  

2.0 Phase 2 – Evaluation and Recommendations 

2.1 Introduction to Phase 2 Report 

The Counties of Madison and Onondaga, New York currently operate their own 9-1-1 system. 

They are looking at possible consolidation or restructuring of the system including shared 

services within both Counties. The Counties have hired Winbourne Consulting to conduct a 

comprehensive study of their emergency dispatch operations, to include a fiscal analysis and an 

outline of possible restructuring opportunities including potential shared services and 

consolidation opportunities within the two Counties. 

This project required that Winbourne Consulting conduct a benchmark of the current 

environment; On March 28, 2019, Winbourne Consulting submitted the Phase One Assessment 

report, which detailed the current environment for both Madison and Onondaga Counties. 

Winbourne Consulting, LLC collected and analyzed data for the 9-1-1 call-taking and dispatching 

operations from the two Counties’ 9-1-1 Centers. This Assessment report also serves as a Gap 

Analysis between the Counties, identifying the differences between the two environments. 

This Phase Two report addresses the consolidation options that have been applied to 9-1-1 

centers across the U.S., and how these experiences may apply to this project. This report also 

evaluates the feasibility of consolidation based on the findings from our Assessment, to include 

a financial review of the consolidation options. And lastly, based on our knowledge of Madison 

and Onondaga Counties, and our experience with previous consolidation projects, Winbourne 

Consulting makes recommendations that we feel are in the best interests of the Stakeholders, 

with regard to potential consolidation of the two Counties’ 9-1-1 Operations. 
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2.2 Overview of 9-1-1 Consolidations 

2.2.1 Nationwide 

As state and local governments aspire to meet the increasing needs and expectations of its 

citizens, the resources available to do so are becoming more complex, and more expensive. 

Nowhere is this more evident than in the need for 9-1-1 call answering centers (also known as 

Public Safety Answering Points, PSAPs) to work together to ensure consistent, reliable, and 

effective emergency services for citizens at their time of need. Especially as Next Generation 

9-1-1 (NG911)x is being deployed across the country, and potential federal funding may 

accelerate the pace of NG911 deployments, PSAPs are evaluating operational efficiencies to 

prepare for the new capabilities promised by NG911. Many PSAPs are implementing models to 

merge and/or share Technologies, Operations, Governance, and Funding, as well as identifying 

efficiencies in merging their Staffing/Personnel, and their Facilities, to fully consolidate their 

9-1-1 services. These consolidation models are intended to improve public safety, and increase 

the safety of first responders, and they often result in cost savings to the jurisdictions. 

Consolidations can be done on a regional, city, county or multiple-agency basis, and may 

involve combining 9-1-1 call taking services, emergency dispatch services, or both. They also 

may involve sharing technology, such as Computer Aided Dispatch (CAD) services. 

CAD-to-CAD services are often an initial focus for consolidation to address a critical need for 

many jurisdictions that directly impacts officer safety, and better service to citizen in their time 

of need. Neighboring jurisdictions often have separate CAD systems by which to track the 

location of the responding agencies. A key challenge for many PSAPs is the lack of timely access 

to personnel and resource information in neighboring jurisdictions, particularly when agency 

units in the neighboring jurisdiction are the closest available to the incident. When an incident 

occurs near the border between jurisdictional areas, dispatchers lose time by having to make 

phone calls to locate and dispatch the closest resources. 

The table below presents examples of CAD-to-CAD regional initiatives in large jurisdictions and 

regions in the U.S. Each of these jurisdictions has reported on incidents aided by the CAD-to-

CAD solution they use. Although these regions covered by the jurisdictions listed below are 

large, they contain many smaller jurisdictions. 

Region Population 

Virginia: Fairfax County, Arlington County and the City of Alexandria Over 1.6 million residents 

California: Silicon Valley Regional Interoperability Project (SVRIP): 19 
PSAPs in Santa Clara County 

Over 1.8 million residents 

California: San Diego Regional Interoperability Project: 14 public safety 
agencies and PSAPs 

Over 1.4 million residents 
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Region Population 

Oregon: Lake Oswego City, the City of Portland, and the counties of 
Multnomah, Clackamas, Clark, Columbia, and Washington 

Over 2.3 million residents 

Arizona: Cities of Phoenix and Mesa Over 2 million residents 

Massachusetts: Boston, Cambridge, Brookline, Chelsea, Everett, 
Somerville, Quincy, Winthrop, Revere, Northeastern University, Harvard 
University 

Over 4 million residents 

California: Los Angeles Fire Department, Verdugo Fire Communications 
Center (dispatches for 12 fire departments), Los Angeles City Fire 
Department, Long Beach Fire Department 

Over 11 million residents 

Tennessee: Nashville Regional Information System includes 24 PSAPs Over 1.7 million residents 

 
In 2017, the Task Force on Optimal PSAP Architecture (TFOPA) provided recommendations to 

the Federal Communications Commission (FCC) on critical components central to the operation 

of our nation’s PSAPs, to include an evaluation of the option of PSAP consolidation. 

Consolidations of state Winbourne Consulting has engaged in PSAP staffing and consolidation 

studies, to include the following projects: 

 Milwaukee County, WI 

This project was initiated by the Public Policy Forum (PPF) for Milwaukee County Sheriff in 

2016. Winbourne Consulting met with the PPF on multiple occasions to develop a 

consolidation strategy for the Milwaukee County Regional 9-1-1 Center. The project 

included interviews with all of the PSAPs within Milwaukee County and the City of 

Milwaukee 9-1-1 Center. There were two regional PSAPs that already consolidated and 

helped us to demonstrate the benefits of a countywide consolidation that included 

physical consolidation between the County 9-1-1 Center and several smaller PSAPs and 

virtual consolidation between all of the remaining PSAPs and the City of Milwaukee. 

Winbourne’ s recommendation included a new 9-1-1 Center for the Sheriff that was 

capable of handling 3 to 4 additional PSAPs and a virtual consolidation of all other PSAPs 

within the County and City utilizing a CAD-to-CAD solution. The County is following through 

with our recommendations including building a new county 9-1-1 center and is in the 

process of implementing a virtual CAD-to-CAD consolidation joining 20 agencies for 

consolidated dispatch. 

 Columbus, Ohio 

In 2016, Winbourne Consulting was engaged by the city of Columbus, Ohio to help with 

staffing issues and to evaluate the feasibility of bringing other PSAPs into the City 9-1-1 

Center. Winbourne Consulting conducted extensive interviews with the 9-1-1 management 
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staff, as well as police and fire dispatchers. We also interviewed dispatcher union 

representatives and purchasing representatives to make sure our recommendations would 

be acceptable to both the union and the city Human Resources Department. Our study also 

included physical and virtual consolidation. 

Our recommendations consisted of changing the way the 9-1-1 center trained and 

deployed staff. We recommended the adaptation of a call taker position, a police 

dispatcher position, a fire dispatcher position, and a fire battalion position to handle large 

scale fire incidents. We also recommended that all call takers and dispatchers be filled with 

civilian positions, and only the fire battalion position remain as a sworn position. Our 

recommendation also included changing the training curriculum to fast-path the call takers 

and provide an upward mobility option for a call taker to become a police dispatcher, fire 

dispatcher and supervisor. 

Our staffing recommendations allowed the Columbus City 9-1-1 Center to train call takers 

in 6 months, instead of 12 months, enabling them to be available to answer calls 6 months 

faster than before. This had the effect of reducing overtime and providing a better upward 

mobility option for all 9-1-1 center staff. 

Prior to implementing our call taker and civilization recommendations the 9-1-1 Center 

spent $3,000,000 on overtime per year and was down 40 dispatch positions. After 

implementing our recommendations, the 9-1-1 center has drastically reduced overtime by 

nearly 30%, and reduced the number of open positions. Improved training has also 

resulted in better staff retention. 

Columbus has also added two PSAPs since our study and recommendation and has 

implemented a virtual CAD consolidation with surrounding PSAPs. 

 Summit County, Ohio 

The Summit County Sheriff engaged Winbourne Consulting to conduct a consolidation 

study in 2014 to evaluate the City of Akron and Summit County, OH’s capabilities to 

combine dispatch operations. The County and City were already in the same 9-1-1 facility, 

but they ran two different CAD systems and did not share resources. Our study also took 

into consideration all of the other PSAPs in Summit County. 

Our recommendation included consolidating the County and City of Akron 9-1-1 centers 

into one center with shared resources and switching from sworn to civilian call takers, 

police and fire dispatchers. We also recommended utilizing a CAD-to-CAD solution to 

virtually connect all of the Summit County PSAPs. 
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In 2018, Summit County and the City of Akron procured a new CAD system and have 

started to implement our recommendations with regard to civilian call takers and 

dispatchers. 

 St. Paul and Minneapolis, MN 

We were contracted by the Minneapolis Emergency Services Board (MESB) – which is a 

non-profit organization that supports 20 PSAPs in the St Paul and Minneapolis region in 

providing technical and operational support. 

We conducted an extensive study which included interviews with all of the 20 PSAPs to 

determine their willingness to share information. Several of the PSAPs already used Tellus 

(FATPOT) in a one-way data sharing mode, so these PSAPs were extremely receptive to a 

fully integrated bi-directional CAD-to-CAD virtual consolidation solution. Our study 

concluded that all of the PSAPs were interested in sharing information and a bi-directional 

CAD-to-CAD virtual consolidation solution was preferred. 

We contacted the three CAD-to-CAD providers including Tellus (FATPOT), Kologik and EDC 

with requirements and cost estimate requests. The results were included in a final report 

that we presented to all of the MESB PSAPs in March 2018. MESB is currently working with 

the State of Minnesota on a statewide CAD-to-CAD solution that would be funded by the 

State with Federal grants. The initial request has been approved by the State of Minnesota 

and MESB is now waiting on the funding from the state to proceed. 

County-to-County PSAP Consolidations 

Over the past ten years, county-to-county PSAPs consolidations have occurred in other parts of 

the United States, to include those listed below; these consolidations have generally been 

considered a success, and in many cases, improved service to the community, and saved 

taxpayer dollars. 

 North Dakota Multi-county PSAPs 

According to the 2016 Statewide Report,xi North Dakota has only 22 PSAPs for their 53 

total counties in the state because of a conscious effort to share 9-1-1 call answering and 

dispatch services wherever possible. One PSAP, in Devils Lake, ND serves as the primary 

PSAP for four (4) counties; the state’s largest PSAP, in Fargo, serves 2 counties – one in 

North Dakota and the other in Minnesota, with one of the only multi-state PSAPs in the 

country.xii 

 Bexar Metro Regional Operations Center, TX 

In July 2017, Bexar Metro 911 Emergency Center, in the San Antonio Texas area, began 

operations providing a single facility for all 9-1-1 calls in the region, to include the counties 

of Bexar, Comal, and Guadalupe, TX. 25 different 9-1-1 call answering and dispatch 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

119 | P a g e  

locations have been co-located in this purpose-built facility. The Bexar Metro Regional 

Operations Center is recognized as a successful regional consolidation.xiii 

 Upper Peninsula, MI 

In 2014, all 15 counties in Michigan’s Upper Peninsula (UP) replaced their legacy 9-1-1 

system with an Internet Protocol (IP)-based emergency services system. This transition has 

allowed the UP region to experience shortened call wait times, increased system resiliency, 

and near-seamless call transfers. The Upper Peninsula “virtually” consolidated on a shared 

NG911, IP-based network, increasing efficiencies in the processing of 9-1-1 calls, and 

realizing immediate cost savings due to shared purchasing agreements between the PSAPs. 

They have kept all their call centers open with no change in staffing, while sharing 

equipment and maintenance contracts. 

 Weber and Morgan Counties, UT 

Weber Area 9-1-1 is the host county for a regional, shared CAD, RMS, and Jail Management 

System for Weber and Morgan Counties. Weber Area 9-1-1 serves as the host agency 

providing a single point of data storage for the 23 public safety agencies. This enables them 

to share data across jurisdictional boundaries throughout both counties in central Utah.xiv 

 State of Vermont 

The State of Vermont has a population of approximately 625K residents, which is 

approximately 90K residents larger than Onondaga and Madison Counties combined. 

Vermont’s eight (8) PSAPs consolidated virtually in 2011, with a NG911 network connecting 

all the state’s 9-1-1 centers with a robust, geographically diverse, fully managed IP network 

and a shared 9-1-1 call answering service. As a result of this system, during Tropical Storm 

Irene, not a single 9-1-1 call went unanswered, despite the evacuation of the state’s 2nd 

largest 9-1-1 center and the highest emergency call volume in Vermont’s history. 

New York State 

Here in New York State (NYS), the Division of Homeland Security and Emergency Services 

(DHSES) Office of Interoperable and Emergency Communications (OIEC), manages the 

statewide grant programs: Statewide Interoperable Communications (SICG) Formula-Based and 

Targeted Grants, and the PSAP Operations Grant. These grants provide funding opportunities to 

one primary PSAP per county (and NYC). As a result, in most counties across NYS, where there 

had been multiple PSAPs, there now is a single PSAP to receive emergency calls from citizens, 

and to dispatch the local responding agencies. According to the New York State Association of 

Counties (NYSAC) May 2018 9-1-1 Services Report, “PSAP Consolidation in New York has 

provided more efficient 9-1-1 operations and helped law enforcement adapt to the changing 

nature of 9-1-1 calls.”xv 
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On Aug 28, 2018, Governor Andrew M. Cuomo announced a comprehensive package with $45 

million in state grant funding to enable local government to “expand their ability to 

communicate, exchange valuable data, and streamline information to enhance collaboration 

and assist first responders.” This will include potentially funding 12 projects impacting 45 

localities across New York through the Municipal Restructuring Fund. This initiative is designed 

to streamline the delivery of local services and reduce future costs to local taxpayers. Included 

in these 12 projects is the project that Madison County received to study the long-term 

management of emergency communications in Madison and Onondaga counties, resulting in 

this study.xvi More information on this announcement can be found at: 

NYS Press Release: https://www.governor.ny.gov/news/governor-cuomo-announces-new-

investment-municipal-restructuring-projects 

In New York State, consolidations have occurred with the following agencies: 

 Broome County: Four (4) primary PSAP’s were consolidated into the Broome County PSAP, 

starting in 1997, with the Village of Endicott, and continuing with the City of Binghamton, 

the Town of Vestal, and the Village of Johnson City Police Department as the last primary 

agency to consolidate in 2004. In addition, The Village of Johnson City Fire Department was 

a secondary PSAP that consolidated into Broome County. This project is largely considered 

a success, yielding unified services to all citizens and agencies. 

 Onondaga County: In 1991 there were eight (8) PSAPs within Onondaga County, each with 

their own 7-digit emergency number. After more than a decade of contentious debate, the 

9-1-1 emergency number had not yet been implemented, largely over a concern that 

centralized 9-1-1 call taking would be inefficient and that it would not be responsive to 

needs of local municipalities. In 1992, the Onondaga County Legislature established the 

Department of Emergency Communications. The new department consolidated the call-

taking and dispatch functions for the multiple dispatch centers serving the residents of 

Onondaga County. 

To establish the 9-1-1 Center, the County studied 9-1-1 operations in other communities, 

and established task forces of public safety personnel to participate in the design of the 

Onondaga County system. Agreements were secured with municipal authorities 

throughout the County and representatives of city and county fire, emergency medical 

services and law enforcement agencies were assigned to the project development team. 

The 9-1-1 Policy Review and Oversight Committee (PROC) was established to ensure that 

stakeholder agencies served by the department had a say in agency policies and 

procedures. 

https://www.governor.ny.gov/news/governor-cuomo-announces-new-investment-municipal-restructuring-projects
https://www.governor.ny.gov/news/governor-cuomo-announces-new-investment-municipal-restructuring-projects
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Onondaga E9-1-1 Original layout, 1992 

 
The Department of Emergency Communications opened its doors at its current location on 

Onondaga Hill and began dispatching law enforcement, fire and emergency medical service 

agencies in May 1992. Today, the Department of Emergency Communications receives and 

processes all emergency calls within Onondaga County and dispatches 16 police 

departments, 58 fire and rescue agencies and 14 emergency medical services on a primary 

basis, and 10 public safety agencies on a secondary basis.xvii 

Winbourne Consulting conducted the following Consolidation study in New York State: 

 City of Poughkeepsie and Dutchess County NY 

Winbourne Consulting, LLC was engaged by the City of Poughkeepsie and Dutchess County, 

NY to consider possible consolidation or restructuring of their 9-1-1 systems including 

shared services within the City and Dutchess County. Winbourne Consulting conducted a 

comprehensive study of the City’s emergency dispatch operations, to include a fiscal 

analysis, outlining possible restructuring opportunities. We made recommendations that 

included immediate, short-term, and long-term changes in the operational model for the 

City of Poughkeepsie, to include sharing call answering and dispatch services with Dutchess 

County and following a five-year roadmap. 
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Consolidation Models 

There are multiple consolidation models within the 9-1-1 industry today, with nuanced 

variations among them. These models are described below based, in part, on the Task Force for 

Optimal PSAP Architecture (TFOPA), a Federal Communications Commission (FCC) Federal 

Advisory Committee, Working Group 2, report dated Jan 29, 2016 and Supplemental Report 

dated Dec 2, 2016. Note that the implementation of the models vary slightly to fulfill the needs 

of the community. 

Consolidation can be accomplished by the sharing of systems/technology, facilities, purchase 

agreements, networks, and staff/personnel. This leads to operational models as described in 

the following Consolidation Options: 

1. Call-taking (only) Centralization: all 9-1-1 calls route to one centralized facility where they 

are triaged and transferred to the appropriate agencies in the jurisdictions for dispatch. This 

requires a call transfer for every Police/Fire/EMS call. 

2. NG9-1-1 Hybrid Consolidation: separate physical locations, with shared common call 

handling, radio, mapping, and CAD, over a secure managed network, in a move toward 

NG911 services. 9-1-1 calls can be delivered to either PSAP, based on routing policies, in 

“surge” conditions. Examples: Boulder County Regional PSAP, and Upper Peninsula 9-1-1 

Authority, MI. 

3. Virtual Consolidation: a subset of the Hybrid Consolidation with separate physical locations, 

one management structure, same policy and procedures for call answering and dispatch, 

and each PSAP answers each other’s calls. 

4. Shared Services Model: separate physical locations, but sharing services such as CPE and 

CAD servers, with a reliable, managed, redundant IP network connecting the distinct PSAPs 

to enable shared services. 9-1-1 calls are routed using legacy network to each individual 

PSAP; potentially, no sharing of call answering or dispatch services would be enabled. 

5. Co-located Consolidation: sharing of physical space and at times technology, while 

remaining separate entities. This is a less common arrangement as it requires multiple 

management structures and yields less operational and financial benefits than other 

models. 

6. Centralized Consolidation: a “full consolidation,” with existing PSAPs brought together into 

one facility, with shared management and resources. Staff may utilize common technology, 

operational policies under a single form of governance. Examples: Bexar Metro 9-1-1 

District, Licking County Regional Communications Center, OH; Bergen County Public Safety 

Operations, NJ. 
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Winbourne Consulting is recommending that the Shared Services Model and the Full 

Consolidation Model (Options four and six) be considered by Madison County and Onondaga 

County, and therefore, this report will focus on the impact of each. 

Table 16. Overview of Impact of Shared Services and Full Consolidation Models 
on Critical Components 

Models/Functions Shared Services Model Full Consolidation 

Shared facilities No – separate facilities (primary 
and back up) are maintained 

Yes – both call answering and dispatch 
are in same facility. Back up site serves 
both counties 

Shared Systems/ 
Technology 

CPE, CAD, Mapping, etc., 
Configuration of each agency’s 
system would need to be 
coordinated 

All technical systems would be shared; 
dispatch procedures for each agency 
can initially be maintained, to meet 
existing AVL, and RMS capabilities, and 
service expectations. Over time, a 
gradual transition of policies and 
procedures would occur as procedures 
and technologies are revised and 
implemented. 

Shared Network NG911 ESInet; other fully 
managed IP network as a 
transition model 

Yes 

Shared Purchase 
Agreements 

Yes Yes 

Shared Staffing/ 
Personnel 

No Yes 

Shared Governance Limited, to cover system 
maintenance and cybersecurity 

Yes 

Shared Management No, each would maintain their 
own management structure 

Yes 
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Figure 9. Model of Shared Services Option 
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Figure 10. Model of Full Consolidation 
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2.3 Opportunities and Considerations of Consolidation Models 

We have used the stakeholder surveys, stakeholder interviews, information obtained in the 

Phase One Assessment and Gap Analysis Report, and our experience in the 9-1-1 industry in 

identifying the impacts described below. 

According to the FCC’s Task Force on Optimal PSAP Architecture (referred to as the TFOPA 

Report) from Jan 2016,xviii entities across the country that have engaged in successful 

consolidations often state that the major benefits of consolidation have been increased 

protection of their community and first responders, with improved service, and often the 

realization of significant cost savings. 

 In some cases, consolidation results in cost avoidance, when tax payer dollars are not spent for 

expenses that would have been otherwise incurred. An example of this is the avoidance of 

having to increase staffing to meet the growing call volume or to meet required levels of 

Supervisors for each shift. The potential for direct cost savings are typically realized in reduced 

operating costs in the long-term and the result of economies of scale in staffing, technology and 

facilities. 

In addition, the challenges surrounding a shift from a “local, familiar” 9-1-1 call taker or 

dispatcher who often resides in the same county as the caller and has long-time familiarity with 

the locality, to a perceived” call taking and dispatching environment with less knowledge of 

local knowledge cannot be ignored. It should be noted that technology (e.g., mapping, oblique 

aerial imagery, improved wireless location technology) has evolved over the past 3-5 years (and 

will continue to evolve) to provide much more accurate mapping and caller location data than 

had previously been available.xix 

2.3.1 Shared Services Model 

Winbourne Consulting is providing potential opportunities and considerations for a shared 

services model. The General/Overview information, below, is paraphrased from the TFOPA 

Report from Jan 2016.xx 

Table 17. Overview of Shared Services Opportunities and Considerations 
from a Nationwide Perspective 

General/Overview Opportunities Considerations 

Personnel/Staffing Personnel are able to remain in 
current place of employment 

Upward mobility of PSAP personnel is 
limited to current environment; 
staffing resources may need to be 
increased to address necessary levels 
of supervision, operations, 
implementation of advanced 
technologies such as NG911. 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

127 | P a g e  

General/Overview Opportunities Considerations 

Operations Interoperability is increased with 
the use of common network and 
equipment so data and 
emergency calls can be 
transferred between the PSAPs 

Requires PSAPs to collaborate, agree to 
modify operational policies, and spend 
additional time to gain consensus to 
move issues to conclusion that affect 
operations 

Governance Each PSAP can still maintain its 
own local governance structure 

Where there is no regional 9-1-1 
authority, this model requires 
additional cooperation and trust 
among the agencies to manage global 
and agency configurations 

Technology Common operating platforms and 
costs are shared among the PSAPs 
allowing the agencies the use of 
computer aided dispatch (CAD), 
radio, mobile data, audio 
recorders, mapping, geographic 
information system (GIS, CPE and 
telephony systems) 

Common cyber security hygiene must 
be in place for both jurisdictions to 
ensure a secure network, and 
functional systems; both agencies must 
be able to implement and manage 
technologies in their center 

Financial Shared purchasing agreements 
may be established to take 
advantage of economies of scale  

Difficult to implement and support if a 
common funding model is not 
established to share implementation 
and on-going support costs 

Facility No impact Redundant backup centers maintained 
for each county 

 
Winbourne Consulting has identified the following potential high-level impacts of a virtual 

consolidation of Onondaga and Madison County 9-1-1 centers on key stakeholders. For 

clarification, a “shared services model” for Onondaga and Madison Counties is defined as: 

 Computer Aided Dispatch (CAD): Madison County keeps their dispatch center and runs off 

Onondaga County’s Intergraph/Hexagon CAD as a remote site in a “hub and spoke” model, 

under the terms of the Governance Agreement. 

 Shared Mapping and GIS Services: Madison County and Onondaga County GIS 

Departments will work together to share and update GIS data to ensure accurate mapping 

of each County. Madison County will provide any GIS changes to Onondaga County for 

inclusion into the CAD system. 

 Training Services and Standards: Madison County will benefit from using Onondaga County 

training standards and training personnel on CAD services. Appropriate Onondaga County 

classes would be made available to Madison County personnel. Madison is included in 

APCO CTO training in Onondaga County now. 
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 Policy and Procedures: Appropriate Onondaga County policies and procedures based on 

“best practices” will be implemented in Madison County for dispatch functions. 

 Network Connectivity: Reliable, managed IP network connected redundantly between the 

two PSAPs, and the Madison County Backup PSAP. NOTE that will require a reliable 

network link having a latency of less than 5ms (Five milliseconds). 

 Backup Sites: Backup PSAPs will remain fully operational with dual connectivity for all 

shared services. 

 9-1-1 Call Answering system: although both Onondaga and Madison County are currently 

using Motorola VESTA, and Madison County could act as a remote site off the Onondaga 

VESTA call handling server, this is not part of the initial definition of “shared services.” This 

is examined further below in Section 3, Technical Feasibility, for Shared Services. 

2.3.1.1 Benefits of Shared CAD Services for Madison County 

As noted earlier, a key challenge for many PSAPs is the lack of timely access to personnel and 

resource information in neighboring jurisdictions, particularly when units in the neighboring 

jurisdiction are the closest available to the incident. When an incident occurs near the border 

between jurisdictional areas, dispatchers lose time by having to make phone calls to locate and 

dispatch the closest resources. 

Optionally, shared CAD interoperability can speed the incident response in a situation where 

there is a fire incident near the County border. Dispatchers in both Madison and Onondaga 

Counties will be able to alert their resources and both dispatchers would have access to the call 

notes and view all resources available to them, as if they were their own. This would include 

those located in neighboring jurisdictions. In Onondaga and Madison Counties, dispatch policies 

and procedures will need to be reviewed to determine the level of CAD interoperability. Both 

sides will benefit as call notes are updated. Dispatchers on both counties will be able to use 

Automatic Vehicle Location (AVL) technology to see where the trucks are. It should be noted 

that Madison is currently using an AVL system that is integrated into the Radio system – when it 

is updating location it is not “listening” to the radio transmission. Voice traffic on the radio has 

priority over Location transmission data, therefore frequent voice traffic results in outdated 

location data. A diagram (Figure 11) depicting an effective AVL system is shown below.xxi 
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Figure 11. Diagram Depicting an Effective AVL System 

The major benefits of CAD interoperability include: 

 Reduction in response time 

 Increased personnel efficiency  

 Better coordination of mutual aid efforts, especially in the volunteer fire service 

 Increased situational awareness 

The reduction in response time can potentially equate to lives saved, while the increase in 

personnel and better coordination of resources can prove valuable to agencies with 

constrained funding. 

Onondaga County is in the process of implementing Automated Secure Alarm Protocol (ASAP). 

This allows a CAD to CAD interface between participating alarm companies and the PSAP, 

reducing the number of incoming/outgoing phone calls (up to three or four per alarm) and 

saving valuable time (alarms can be dispatched up to approximately two minutes quicker). Full 

implementation will occur Fall 2019. Madison would be able to leverage this technology 

through the shared CAD. 

While a shared CAD environment is most valuable to Fire and EMS where there is a high degree 

of mutual aid between counties, it also provides situational awareness and resources for Law 

Enforcement. Utilizing a shared CAD solution throughout both Counties would reduce response 

time and create a cooperative environment for Law Enforcement by providing a view of 

resources near jurisdictional borders, as well as incidents on the adjoining border that could 

impact each jurisdiction. 

In an integrated environment, all jurisdictions can actively cooperate to provide the fastest and 

most comprehensive response to all types of incidents. Not only does this solution enhance the 

Fire and EMS mutual aid capability, but it also provides Law Enforcement with a visual of all 

Police and Sheriff Units in the vicinity of a major incident. In situations such as a high-speed car 

chase through multiple jurisdictions, the shared CAD solution prevents the use of too many 

units trying to follow the suspect; instead, each agency has situational awareness of all units 

near the suspect vehicle and they can respond more effectively. Such awareness also could 
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enhance the ability of law enforcement entities to engagement in predictive deployment of 

resources during major incidents. 

Having shared CAD solution also would improve technological cooperation and coordination 

between all public safety agencies. For example, in anticipation of changes in 9-1-1 

communications related to Next Generation 9-1-1 (NG911), a shared CAD environment would 

allow Madison County to benefit from all of the NG911 data utilization functionality and 

integration, including electronic fire/burglar alarms, panic buttons, car-telematics,1 smartphone 

apps, texting, photos, video, and social media that will be implemented over the next few 

years. 

Table 18. Benefits to Madison County Stakeholders of a Shared Services Model 

Madison County 
Stakeholders 

Opportunities Considerations 

Citizens  Shared CAD will enable 
misrouted 9-1-1 calls delivered 
to Onondaga to be more quickly 
transferred to Madison County, 
with data; 

 Improved service due to the 
leveraging of skills gained 
through alliance with CALEA 
accredited center  

 

Call Center Personnel  Can remain in current 
employment location; 

 Integrated mapping and CAD will 
enable consistent location and 
incident tracking across 
counties; 

 Dispatchers would have access 
to CAD notes and data for 
mutual aid calls originating in 
Onondaga 

Limited mobility in promotions, and 
specialized assignment; limited ability 
to train personnel (new hires and in-
service) in a smaller call center 

First Responders  CAD upgrade to Hexagon’s 
I/CAD will improve exchange of 
information and increase 
situational awareness within the 
center and in the field; 

 Ability to leverage other 
technologies, such as Mobile 
Data, improved Automatic 

Existing Personnel, Policies and 
Procedures remain in place for 
Dispatch; Dispatchers and Call Takers 
are still multi-tasking – dispatchers are 
still taking calls in this model drawing 
attention away from dispatch 

                                                 
1 Car telematics refers to vehicular telecommunications technology (typically involving GPS) that makes it possible to record 

and map where a car is, how fast it’s travelling, how a car is being driven, crash data, etc. Such data can be transmitted 
electronically to a central management system. 
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Madison County 
Stakeholders 

Opportunities Considerations 

Vehicle Location (AVL) and 
potential to share Records 
Management Systems (RMS) 

County Leadership  Maintain 9-1-1 services within 
Madison County; 

 Madison County already relies 
on Onondaga for life saving 
support, such as shared radio 
services, hazardous materials 
response, and, to a limited 
extent, to combine special 
Operations Teams 

Governance must be addressed to 
define shared services agreement and 
costs 

Financial  Cost savings with Shared 
Maintenance Agreements; 

 Madison County has already 
determined they need to 
replace their CAD system so 
sharing Onondaga County’s CAD 
will be 1) cheaper than replacing 
their own; 2) may require less 
long-term maintenance; and 3) 
is a Tier I CAD product that has 
more capabilities 

Initial costs to implement dual resilient 
network and shared CAD. Will need to 
increase personnel to include 3 
additional supervisors  

Facility No impact No impact 

 

Table 19. Benefits to Onondaga County Stakeholders of a Shared Services Model 

Onondaga County 
Stakeholders 

Opportunities Considerations 

Citizens Shared CAD will enable misrouted 
9-1-1 calls delivered to Madison to 
be more quickly transferred to 
Onondaga County, with data 

 

Call Center 
Personnel/Staff 

 Ability to transfer CAD data to 
Madison County for inter-county 
incidents/mutual aid requests; 

 Dispatchers would have access 
to CAD notes and data for 
mutual aid calls originating in 
Onondaga. 

 Training/support available 
through Onondaga County 
technical staff 

 Network management and CAD 
systems management will be done 
primarily by Onondaga County staff 
(and will need to be factored into the 
cost of services); 

 Depending on Service Level 
Agreements (SLA’s), Onondaga 
County Staff may need to travel to 
Madison County to resolve technical 
issues if not able to be resolved 
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Onondaga County 
Stakeholders 

Opportunities Considerations 

remotely although, similar to the 
current shared master radio site, 
there may be some services that 
Onondaga will do for Madison where 
they never have to go to Madison; 
and there may be other services for 
which Madison would deal directly 
with CAD vendor 

First Responders  Ability to receive CAD data from 
Madison County for inter-
county/mutual aid incidents; 

 Shared procedures will ensure 
that Onondaga County First 
Responders will have a 
consistent interaction with 
Madison County; 

 Common event types and coding 
would benefit interoperability 

 

County Leadership  Additional confirmation of 
cooperation between counties; 

 Sharing services could reduce 
overall cost of service to 
Onondaga County 

 Need to establish governance for 
limited role; 

 Need to establish agreement that 
addresses shared costs 

 

2.3.2 Full Consolidation: Opportunities and Considerations 

A full consolidation between Madison County and Onondaga County could be implemented 

over a specific period of time, in a logical phased manner to ensure that service to citizens, and 

the safety of first responders, is not jeopardized. It is reasonable that the following benefits 

would be realized in a full consolidation. The General/Overview information, below, is 

paraphrased from the TFOPA Report from Jan 2016xxii and observations from Winbourne 

Consulting. 

Table 20. Overview of Full Consolidation Opportunities and Considerations 
from a Nationwide Perspective 

General/Overview Opportunities Considerations 

Personnel/Staffing Employees can be cross-trained 
and the schedules can be 
combined for added Personnel 
efficiency 

 Personnel may be required to travel 
to work in a different jurisdiction; 

 Seniority and Union issues may be 
difficult to resolve 
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General/Overview Opportunities Considerations 

Operations  Amplifies the commonalties in 
law, fire and medical dispatch; 

 Establishes equality of service 
and service levels across region 

 For very large call taking centers, 
appropriate geographic and tribal 
knowledge may not be available; 

 Coming to a common ground on 
standard operating procedures can 
be difficult 

Governance A central, thoughtful governance 
structure can ensure all agencies 
are represented 

Requires a well-planned governance 
structure 

Technology Can optimize the use of computer 
aided dispatch (CAD), radio, 
mobile data, audio recorders, 
mapping, geographic information 
system (GIS, CPE and telephony 
systems) and Database Systems 

 Emergency communications could be 
interrupted for all of the jurisdictions 
involved 

 if proper attention is not given to 
redundancy and fallback planning 

Financial Often, overall cost of providing 
services decreases 

 Upfront capital costs to facilitate 
changes; 

 Often, requires renovation or new 
build-out of single PSAP to 
accommodate additional personnel 
and call volume 

Facility Common facilities provide the 
ability to share the benefits of 
common support services such as 
janitorial, food services, office 
supplies, and the support 
infrastructure 

May require build-out of primary or 
backup site to accommodate increased 
workload 

 
Winbourne Consulting has identified the following potential Impacts of a full consolidation of 

Onondaga and Madison County 9-1-1 centers on key stakeholders. 

By way of definition, a “full consolidation” entails the following high-level elements: 

 Onondaga County Primary and Backup Operations Center will become the primary and 

backup centers for all calls to 9-1-1 and non-emergency lines from Madison County. 

 Madison County merges call answering and dispatch operations with Onondaga County 

and runs on Onondaga County’s VESTA and /Hexagon’s Intergraph CAD system in 

Onondaga’s Center. 

 Madison County personnel will become Onondaga County personnel. 

 Madison County and Onondaga County GIS departments will work together but remain 

separate entities. Onondaga County E9-1-1 Technical Services Division has the benefit of a 
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GIS specialist within their department who focuses on 9-1-1 issues and would serve as the 

liaison to both county agencies 

 Madison County residents and public safety agencies would have access to policies and 

procedures that are in compliant with CALEA/APCO accreditation standards 

 Madison County first responders would receive access to Hexagon’s Mobile for Public 

Safetyxxiii (mobile CAD product) 

 Madison County first responders would receive access to NetViewer using Virtual Private 

Network (VPN) access 

 Madison County and Onondaga County should also consider working together to secure 

joint purchasing agreements for mobile connectivity (GPS with air-cards) and AVL 

integration for all appropriate first responders 

 Madison County would have access to specialized support to include: professional 

development/standards, training staff, quality assurance/quality improvement specialist, 

radio division staff, technical services division, and audio reviews (FOIL) staff 

 Onondaga County’s PROC will be expanded to include Madison County Stakeholders. 

Participation in Madison public safety organization meetings (e.g., police and fire chiefs’ 

meetings) would also be maintained. Current “open door policy” for all dispatch agency 

CEOs would be maintained. 

Table 21. Full Consolidation Opportunities and Considerations for Madison County 
Stakeholders 

Madison County 
Stakeholders 

Opportunities Considerations 

Citizens  Greater equity of services, such 
as integrated text messaging, 
and NG911, to citizens across 
both counties; 

 Greater pool of call takers in a 
large-scale event, such as major 
accident, active shooter, 
derecho, tornado or train 
derailment; a larger pool of call 
takers/dispatchers could be 
called in to if necessary and 6 
position training room and 25 
position backup center could 
operate in tandem to support an 
major event such as an active 
shooter or disaster. 

 Benefit from CALEA-accredited 
call taking and dispatch policies 
and procedures;  

 Perception that callers are less likely 
to talk with call taker who “lives 
nearby”; 

 Perception of less “personal” 9-1-1 
service 
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Madison County 
Stakeholders 

Opportunities Considerations 

 Significant equipment 
redundancies assure resiliency/ 
availability of center; Larger 
support staff and greater 
resources better able to keep 
abreast with rapidly changing 
communications technologies; 

 Full-time radio division (2) and 
technical services division 
(4) staff; 

 Resident onsite Verizon 
technicians (2) and Motorola 
service technician. 

Call Center Personnel  More efficient major incident 
management for events 
affecting both counties; 

 Madison employees would carry 
their job titles and seniority to 
Onondaga County of the 
transferability of function Civil 
Service rules; 

 Madison personnel would have 
access to horizontal and vertical 
career development 
opportunities (e.g., two levels of 
supervisors, specialized 
assignments) as well as 
alternative work schedules (e.g., 
8-hour 4/2 schedule, voluntary 
12-hour schedule, six watches); 

 Relief for meal breaks/ability to 
leave building for meals; 

 Policies and procedures that 
provide extensive guidance on 
most call taking/dispatch  

 Periodic seat rotations provide 
refresh opportunities;  

 Integrated mapping and CAD will 
enable consistent location and 
incident tracking across 
counties;  

 Increased skill sets through 
structured training with 
opportunities for higher levels of 

 Collective bargaining issues will need 
to be resolved regarding 
compensation and benefits and other 
terms/conditions of employment;  

 Different policies and procedures, 
schedules, training, and 
organizational structure; 

 Addressing concerns about cross-
training on geography, and familiarity 
of new region; Potential for pay 
increase and upward job mobility for 
Madison County, subject to 
negotiation  
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Madison County 
Stakeholders 

Opportunities Considerations 

training (e.g., Onondaga 
personnel averaged 66 hours of 
in-service training in 2018); 

 Text to 9-1-1 is fully integrated 
with call handling system, 
making it consistently easy to 
communicate with citizens, 
regardless of County; 

 Separation of call taking and 
dispatch functions provides 
more time for call takers and 
EMD without multi-taking; 

 Separation of call taking and 
dispatch functions allows 
attentive focus on Dispatch and 
first responder interaction. 

First Responders  Increased first responder safety 
with CALEA/APCO accreditation 
standards compliant operations 
to include consistent, 
professional dispatch 
procedures; 

 Increased first responder safety 
with Mobile for Public Safety 
CAD and integration of RMS and 
CAD data; 

 Separate call taking/dispatch 
allows call takers to gather 
additional information from 
callers; 

 CAD/RMS data will be reliably 
distributed to officers; 

 Improved exchange of 
information and increased 
situational awareness within the 
center and in the field; 

 More efficient major incident 
management with knowledge of 
activity in both jurisdictions; 

 Better data available on Mobile 
Data Terminals (MDTs);  

 Availability of NetViewer (web 
based remote CAD interface) 

 Potential learning curve for 
dispatchers not familiar with Madison 
County region; 

 Potential learning curve for all field 
units and dispatchers; 

 Loss of personal connection with 
“local” dispatcher 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

137 | P a g e  

Madison County 
Stakeholders 

Opportunities Considerations 

 Integration of CAD with NY State 
Police (NYSP); 

 Likely migration toward more 
accurate AVL for Madison, to 
align with Onondaga County’s 
AVL which provides location 
data independent of the radio 
system, and is therefore more 
reliable 

 Dispatch-only function will allow 
timely officer status checks; 

 Availability of secondary channel 
dispatchers that can isolate a 
talk group for high-risk or major 
tactical operations 

County Leadership  Cost avoidance with likely 
decrease in the need for new 
hires for Supervisory positions; 

 Economies of scale – 
administrative, building, 
equipment, staffing and training 
costs; 

 Economies of scale for operating 
and capital expenditures and 
technologies, to include 
maintenance agreements; 

 Better positioning to plan, 
implement and maintain rapidly 
changing technologies such as 
NG911; 

 Better positioned to handle 
large scale 
emergencies/disasters; 

 High level of system redundancy 
and resiliency; 

 Assurance through third-party 
review and verification (CALEA) 
that services are being delivered 
in accordance with applicable 
national standards; 

 Better trained personnel; 

 Reduced liability due to 
compliance with national with 
national public safety standards; 

 Governance – must be addressed 
whether for consolidating PSAPs or a 
regional ESInet consortium; 
Dependent on buy-in to the project 
for all parties involved; 

 Repurposing of space in the Sheriff’s 
Office. 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

138 | P a g e  

Madison County 
Stakeholders 

Opportunities Considerations 

Decrease in the overall cost of 
providing 9-1-1 services; 

 More cost-effective use of staff 

 

Table 22. Full Consolidation Opportunities and Considerations for 
Onondaga County Stakeholders 

Onondaga County 
Stakeholders 

Opportunities Considerations 

Citizens Slightly larger pool of call takers in 
a large-scale event, such as major 
accident, tornado or train 
derailment. 

Potential for call taker who is 
unfamiliar with region 

Call Center 
Personnel/Staff 

Additional opportunities available 
to personnel who want to expand 
to other dispatch disciplines (e.g., 
Madison County police or Fire/ 
EMS); Increased horizontal and 
vertical opportunities for career 
progression 

Concerns about seniority; 

Need to learn new territory 

First Responders  Increased first responder safety 
with consistent policies and 
procedures between counties; 

 Opportunities for improved 
interoperability between 
counties; 

 Improved situational awareness 
for border agencies (e.g., NYSP 
zones 1 and 2, OCSO/MCSO, and 
Manlius/Chittenango PDs) 

Concerns about potential for 
Dispatcher may be unfamiliar with 
region 

County Leadership  Additional confirmation of 
cooperation between counties; 

 Model could reduce overall cost 
of service to Onondaga County 
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2.4 Feasibility of Consolidation Models for Madison and Onondaga Counties 

Winbourne Consulting has evaluated the feasibility of the two consolidation models: Shared 

Services Model, and a Full Consolidation. While the technology and facility considerations are 

important, the determination of feasibility is best addressed by asking the following questions: 

 Does it make sense Operationally? 

 Would it improve service? 

 Does it make sense Financially? 

 Does it make sense Politically? 

 Is it Technically Feasible? 

To that end, we have prepared the following analysis for each of the two Models: 

2.4.1 Operational Feasibility 

2.4.1.1 Shared Services Model 

This model provides for the opportunity of improved services and safety for Madison County 

Citizens and First Responders through enhanced data sharing capabilities, improved policies 

and procedures based on Onondaga County’s Commission on Accreditation of Law 

Enforcement Agencies (CALEAxxiv) accredited operations, and a potential shared Training 

environment. In addition, this model provides less disruption to the existing Madison County 

personnel, enabling them to remain in their present location. 

This model requires an inter-governmental agreement between the Counties to identify the 

appropriate governance, roles, fiduciary responsibilities, and other important details of this 

arrangement, to ensure success. This Memorandum of Understanding (MOU) agreement would 

serve as a framework for sharing policies and procedures, training services, network 

connectivity, regional shared technology services, legal aspects, and any costs. Onondaga would 

make its policies and procedures available to Madison County and would provide guidance 

through its professional standards coordinator. 

To ensure reliable operations in a shared services model, both Counties will rely on a resilient 

network. While there is no dedicated fiber connection between the 2 counties, Madison County 

currently has a 100-megabit circuit which runs over a persistent Virtual Private Network (VPN) 

to Onondaga. Encryption would reduce the speed, but it is expected that it would still be 

capable of the necessary speed to share the CAD service. In addition, there is a Microwave 

network used for the CNYICC interconnection between the Onondaga County and Madison 

County 9-1-1 Centers via the Onondaga Pompey and Madison County Mutton Hill Towers, with 

physical connections at both Pompey and Onondaga 9-1-1. This network provides 155 mbps 

speed, and limited current traffic. To ensure acceptable performance, the network will require 

a reliable link having a latency of less Than 5ms (five milliseconds). 
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Winbourne Consulting has determined that this model is operationally feasible. 

2.4.1.2 Full Consolidation Model 

Staffing/Call Volume 

Madison County call volume is approximately 15% of the 9-1-1 call volume in Onondaga 

County. This additional volume could be handled without disruption to either counties’ citizens 

with an increase of no additional call handling positions in Onondaga County. 

This additional call volume can be safety dispatched with the addition of ONE additional 

Police/Law Enforcement position, specific to Madison County Police, and ONE additional Fire 

position, specific to Madison County Fire/EMS dispatch. 

Union and Civil Service Considerations 

As identified in the Assessment report, the Madison County Dispatch Center operates under a 

Collective Bargaining Agreement with the Civil Service Employees Association, Inc. Local 1000 

AFSCME, AFL-CIO. Madison County Board of Supervisors approved the recently negotiated CSEA 

White Collar contract. This new contract provides coverage for employees through 2022, with 

the exception of the Assistant Director. 

The Onondaga County Dispatch Center operates under a Collective Bargaining Agreement with 

the Onondaga Local 834 of Civil Service Employees Association, Inc. (CSEA). Only the 

commissioner, deputy commissioner, and the secretary are not members of the union. The 

current collective bargaining agreement went into effect January 1, 2016 and will expire on 

December 31, 2019. 

Madison County Dispatch Center personnel could be transferred to Onondaga County pursuant 

to New York State Civil Service Law (CSL) Section 70 subdivision 2, transfer of personnel upon 

transfer of function. CSL Section 70, transfer of a function (e.g., public safety communications 

from one political subdivision to another) states that a provision shall be made for the transfer 

of permanent employees who are substantially engaged in the performance of the function to 

be transferred. Madison employees would transfer to Onondaga County in their Madison titles 

(e.g., Public Safety Communicator) and could perform similar duties based on a comparison of 

job descriptions. Provisions for promotional examination eligibility could be expanded to 

consider Madison titles (e.g., candidates for promotion to a supervisor of dispatch operations 

must have two years’ experience as a public safety dispatcher OR a public safety 

communicator). 

Pay Rate Considerations 

Onondaga County and Madison County have different titles and job classifications, as well as 

different pay scales. It appears that, overall, Onondaga County call takers and dispatchers are 
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paid at a slightly higher rate than Madison County’s dispatchers. A general comparison is 

provided below: 

Onondaga County Salary Ranges 

Salary range for Public Safety Telecommunicator (call taker only) for the 2019 Union Contract is: 

 $20.45 to $22.60 

Salary range for a Public Safety Dispatcher (dispatch and call take) for the 2019 Union Contract 

is: 

 $23.69 to $26.20 

Salary range for Supervisor of Dispatch Operations (first-line dispatch supervisor) for the 2019 

Union Contract is: 

 $25.46 to $28.17 

Salary range for Public Safety Supervisor (second-line supervisor) for the 2019 Union Contract 

is: 

 $28.98 to 32.08 

Madison County Salary Ranges 

Salary range for a Public Safety Communicator as of the 2019 Union Contract was: 

 Step 1 is $18.59 per hour to Step 12 at $20.75 per hour 

Salary range for a Senior Public Safety Communicator as of the 2019 Union Contract was: 

 Step 1 is $20.46 per hour to Step 12 at $22.83 per hour 

Lifestyle Considerations 

In addition to salary concerns, there is a consideration of the interest of the Madison County 

call takers and dispatchers to join the Onondaga County Department of Emergency 

Communications team. Winbourne Consulting spoke with the dispatchers in Madison County, 

sitting with personnel on all three (3) shifts and only a few dispatchers were enthusiastic about 

a potential commute to Onondaga County. However, many were open-minded to evaluating 

this further. 

Winbourne Consulting has determined that the full consolidation model may be operationally 

feasible but provides challenges in personnel retention. 

2.4.2 Impact to Service 

Onondaga County, by virtue of its size, certifications and policies, and available budget, is able 

to provide an overall higher level of service to its citizens and first responders than most any 
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other community in the country, certainly more so than most communities can provide. That 

level of service could be made available to Madison County in a consolidation. 

2.4.2.1 Shared Services Model 

Benefit: Improved First Responder Safety 

In a shared services model, Madison County first responders would have access to Hexagon’s 

Intergraph Computer Aided Dispatch (I/CAD) system. I/CAD is considered a premier, state-of 

the art system, providing functionality that is not seen in less robust CAD products, such as the 

one currently utilized by Madison County. Madison County would benefit from the training and 

policies and implementation expertise that Onondaga County has developed around CAD. 

In addition, Hexagon’s Mobile for Public Safety product, enables law enforcement officers to 

improve situational awareness and safety and ensure accurate communications from the field. 

Madison County First Responders will have access to any Onondaga Records Management 

Systems (RMS), to include the potential for CHAIRS or its replacement. In addition, sharing CAD 

services with Onondaga County would enable the Madison County law enforcement officials to 

interoperate with the New York State Police (NYSP). This was specifically requested by Madison 

County law enforcement during the survey conducted during the Phase One Assessment and 

Gap Analysis report. 

Benefit: Improved Response to Citizens 

In a shared services model, Madison County citizens will benefit from faster response time and 

better coordination of mutual aid efforts, especially in the volunteer fire service. 

Citizens would be better served with shared mapping between the two counties, which could 

lead to responders finding the 9-1-1 callers quicker. This faster response time can save lives. 

Onondaga County is in the process of implementing Automated Secure Alarm Protocol (ASAP). 

This allows a CAD to CAD interface between participating alarm companies and the PSAP, 

reducing the number of incoming/outgoing phone calls (up to three or four per alarm) and 

saving valuable time (alarms can be dispatched up to approximately two minutes quicker). Full 

implementation will occur Fall 2019. 

Additionally, Madison County citizens will have access to iCAD data, which will enable citizens 

to see live events happening in their neighborhood, such as accidents, to help them plan their 

snowy morning commutes better, for example. 

Benefit: Better tools for Madison County 9-1-1 Personnel 

The Madison County dispatch team will have better management of incidents that pass 

between jurisdictions, and enhanced collaboration during major incidents. 
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2.4.2.2 Full Consolidation Model 

The increase in personnel and better coordination of resources can prove valuable to agencies 

with constrained funding. 

All the benefits identified in the Shared Services Model will be realized, in addition to others. 

Benefit: Enhanced First Responder safety 

Madison County first responders will be better served by having dedicated dispatchers, in 

alignment with the Onondaga County model. 

Madison County First Responders will be dispatched based the “best practices” of Onondaga 

County but based on Madison County policy and procedures. The issue of policies and 

procedures for Madison County dispatch needs to be fully explored separately. 

Madison County first responders would receive access to NetViewer using Virtual Private 

Network (VPN) access. 

Madison County first responders would benefit from access to manned dedicated radio 

channels for tactical or special operations, major critical incidents). 

Benefit: Improved Response to Citizens 

Madison County residents and public safety agencies would have access to policies and 

procedures that are in compliant with CALEA/APCO accreditation standards. 

Madison County residents, first responders, and media would have access to Onondaga’s public 

CAD event portal (sanitized web based CAD viewing portal that can be made available to first 

responders, and/or media, and/public – see 

https://911events.ongov.net/CADInet/app/events.jsp). 

Winbourne Consulting has determined that both consolidation models have significant benefits 

and are feasible. 

2.4.3 Financial Feasibility 

It is expected that there will be no change in each County’s ability to collect 9-1-1-surcharge 

revenue with either consolidation model. 

2.4.3.1 Shared Services Model 

Costs associated with this model are: 

 Shared Computer Aided Dispatch (CAD) Services: Madison County can replace their 

existing CAD, which has been identified in the Stakeholder surveys as inadequate and 

antiquated, with a state-of the art Tier 1 CAD. In this “shared services model” the financial 

impact involves the cost of becoming a “spoke” on the Onondaga County’s CAD “hub” 

https://911events.ongov.net/CADInet/app/events.jsp
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server, and the cost of establishing the appropriate redundant network connectivity to 

enable this configuration. 

 Purchase (estimate) of new Hexagon’s Intergraph CAD for Madison County in traditional 

stand-along model: $1.5M - $2M (note, other CAD services may be slightly less expensive). 

 Purchase (estimate) of sharing a server with Onondaga County in a “hub and spoke” 

model: $350K - 500K. 

 Ongoing maintenance costs would be reduced for Madison County in this environment and 

technical support would improve. 

 Madison County would benefit from the additional functionality of a Tier 1 CAD system. 

 Staffing/Personnel Costs: Madison County would need to add three (3) more supervisors 

to their staffing, to ensure coverage on all three (3) shifts, in accordance with National Fire 

Protection Association standards.xxv The cost of doing that is expected to be approximately 

$173K total, which includes their benefits. 

 Shared Training Services: Onondaga County will not charge Madison County for new hire 

CAD Training classes incorporated into the Onondaga County Basic Training (7 week) 

training program; however, Madison County will incur the cost of materials, such as 

training manuals. By way of example, Onondaga County currently lets the Madison County 

CTOs participate in the Onondaga County-hosted APCO CTO training and only charges the 

pass-through cost of the APCO manual, $78.It should be noted that should Onondaga 

County need to send a resource to Madison County, this cost would not be covered by 

Onondaga County. 

Winbourne Consulting has determined that the shared services model is financially feasible, with 

clear near and long-term benefits. 

2.4.3.2 Full Consolidation Model 

Winbourne Consulting has identified the following financial considerations that may impact 

Madison County and Onondaga County in a full consolidation model. Madison County call 

volume would have an estimated impact of an increase in Onondaga County’s call volume of 

less than fifteen percent (15%). Further analysis is needed to fine-tune these costs, but a 

general financial model for ongoing services in a full consolidation is for Madison County to 

reimburse Onondaga County for approximately 15% of the total operating budget for 

Onondaga County’s Department of Emergency Communications, less the items that are 

deemed not applicable (described below). The actual percentage attributed to Madison County 

would need to be discussed to determine what services Madison County wants, and what is the 

most appropriate method of determining the cost of those services. 

Onondaga County currently operates on a budget of approximately $23M for all services 

provided by the Department of Emergency Communications, including the salaries and benefits 
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of Onondaga County employees. Winbourne Consulting has identified that in the “worst case 

scenario” Madison County would be responsible for the possible reimbursement of fifteen 

percent (15%) (based on percentage of increased call volume) of the Onondaga County budget, 

However, this budget, as stated, is all-inclusive of specific items that would not apply to 

Madison County. Of the $23M current budget for Onondaga County, approximately $5.3M 

might not apply to the “base rate” calculation for Madison County services, as detailed below: 

 Onondaga County Trunked Land Mobile Radio (TLMR) infrastructure and maintenance 

(approximately $900K) 

 Onondaga County Land Mobile Radio (LMR) maintenance (approximately $60K) 

 Bonding for Onondaga County subscriber radios and Onondaga County microwave 

network and towers built/replaced (approximately $4.2M) 

 Maintenance for Onondaga County microwave network and towers (approximately $120K) 

The details of this agreement would need to be carefully analyzed. In addition, decisions would 

need to be made regarding levels of service that Onondaga County currently provides and 

Madison County may choose to do themselves. Once these service levels are determined, 

Onondaga and Madison Counties will be able to determine the true costs to be divided 

between them. Some examples are listed below: 

 Does Madison County want Onondaga County radio personnel to respond to alarms at 

their tower sites? 

 Does Madison County want Onondaga County radio personnel to maintain their tower 

sites, or assume oversight responsibilities for any third party-tenants at their sites? 

In a full consolidation, Onondaga County’s ongoing costs will increase slightly as Onondaga 

County will add five (5) new positions at their Backup Operations Center (BOC) to handle 

Madison County’s call taking and dispatching needs, and ensure the total capacity at the BOC is 

reflective of potential call volume surges. In addition, Madison County will still need to maintain 

their radio network, to include the towers, at an additional expense. 

It is very difficult at this point to determine the exact amount of savings for this full 

consolidation model as there will be cost savings with both counties using a single vendor for 

maintenance and combining these maintenance contracts. 

Per Madison County’s PSAP operations grant worksheet for 2018-2019, the estimate to provide 

9-1-1 services currently in Madison County is approximately $3.33M. 

Personnel Costs 

Madison County’s largest single expense is Personnel; in 2018, Madison County spent nearly 

$1.2M on personnel costs, to include full time and overtime pay (overtime was nearly $100K in 

2018), retirement, insurance, and other benefit-related expenses. These costs are expected to 
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increase if Madison County commits to staffing the additional supervisory positions, in 

accordance with the National Fire Protection Association standards. 

Grant Funding 

It is anticipated that both Onondaga and Madison Counties will continue to remain eligible for 

their Statewide Interoperable Communications Formula and Targeted Grant programs. 

Winbourne Consulting has requested clarification from New York State Division of Homeland 

Security and Emergency Services (DHSES) Office of Interoperable and Emergency 

Communications (OIEC) on Madison County’s continued eligibility for the PSAP Operations 

Grant, approved for $163K for Madison County in 2019. The current criteria for Tier 1 eligibility 

for this grant states: “County is submitting application on behalf of PSAP(s) operating within 

their jurisdiction.” Clarification has been requested to consider an interpretation of the 

language to include multiple counties “operating under a regional shared agreement.” This is 

currently being evaluated by DHSES. 

Facility Costs 

The Onondaga County primary 9-1-1 Operations Center has available space for the additional 

staffing required for a full consolidation with Madison County. 

The Onondaga County Backup Operations Center (BOC), based on its current configuration, 

does not have additional positions to accommodate the additional 5 positions needed to 

include Madison County’s 9-1-1 call answering and dispatch requirements, and to ensure that 

the BOC is capable of handling surges in call volume. Onondaga County Facilities Department 

has evaluated the current BOC for expansion possibilities, and has presented two options, with 

the detailed cost estimate provided in Appendix C to this document: 

 Option A – Expansion of BOC Facility, see diagram in Appendix A to this report. 

A more complex, but potentially more desirable (than Option B) is the expansion of the 

current BOC. As the BOC is located in a sub-basement, and the rooms adjacent to the BOC 

are already used, a more significant renovation needs to be considered. The current BOC 

cannot be expanded to the north (the server room is there and the HV vault is on the other 

side of that); it cannot be expanded to the east (other wall is covered by electrical panels 

and the radio equipment room); it cannot be expanded to the south (that wall is covered 

with phone system for the whole building and radio interconnects and the 48VDC battery 

plant); and cannot be expanded to the west (this is Emergency Operations Center [EOC]). 

Therefore, the worst case option for expansion requires a re-location of the EOC/BOC 

men’s room at the not to exceed cost of about $300k. Of the $300k, Madison’s share 

would be 60% (or $180k) and Onondaga’s 40% (or $120k) to reflect the addition of three 



Madison County and Onondaga County, NY 
Consolidation Study 

 

 

147 | P a g e  

(3) workstations for Madison County, and two (2) additional workstations for Onondaga 

County to handle the peak call volume. 

 Option B – Addition of call taking workstations to existing BOC, see diagram in Appendix B 

to this report. This is least desirable option, especially with the auditory challenges 

inherent in an enclosed facility with low ceilings, but the Onondaga County Facilities team 

did consider this option at a cost of approximately $10K per each of the three Madison 

County positions, to include furniture, installation, and electrical services. This cost is 

totaled at $50K to include the additional two (2) workstations that Onondaga County 

requires for the BOC. 

Computer aided dispatch (CAD), VESTA consumer premise equipment, and Motorola MCS7500 

radio consoles could be repurposed from the current Madison County 9-1-1 Center saving 

substantially reducing the call taking/dispatching hardware/software costs. A rough estimate 

for moving and re-configuring the Madison equipment would be approximately $200K. 

This total expense of $500K, which includes the more desirable Option A, above, may be eligible 

for funding through the NYS Department of State Municipal Restructuring Fund grant as it is 

necessary to establish a fully redundant consolidated 9-1-1 Center for Madison and Onondaga 

Counties. 

Technology Costs 

Primary Center 

There are three unoccupied Dispatch positions that could be used by Madison County staff. No 

additional hardware or software would be necessary at the Primary center in a consolidation. 

Backup Operations Center (BOC) 

As discussed above, staffing at the Onondaga County’s BOC should be expanded by a total of 

three (3) call taking positions, and two (2) dispatch positions, to deal with peak and unusual 

volume periods, and to accommodate the additional staffing due to the merger with Madison 

County, as detailed below:  

 Workstation #1 (Fire) - Furniture + CAD + Radio + VESTA 

 Workstation #2 (Police) - Furniture + CAD + Radio 

 Workstation #3 (Call Taker) -Furniture + CAD + VESTA  

 Workstation #4 (Call Taker) -Furniture + CAD + VESTA 

 Workstation #5 (Call Taker) -Furniture + CAD + VESTA 

The full consolidation initiative will recognize significant cost savings in that Madison County’s 

current VESTA CPE licenses can be transferred to Onondaga County’s Backup Operations Center 

significantly reducing start-up costs. It is likely that this same model would apply to the radio 
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consoles and the CAD positions, as well. (Note that costs of the furniture are included in the 

Facility Costs discussion above). 

Winbourne Consulting has determined that the full consolidation model is financially feasible, 

over a period of time. 

2.4.3.3 Summary, Madison County Financial Impact 

We have provided estimated cost impacts for each model. It is important to note that certain 

costs for the shared services model can offset the costs to a later full consolidation. For 

example, CAD may already be shared as part of the Shared Services phase. 

Table 23. Estimated Madison County Cost Impacts for Each Model 

 
Shared Services 

Model 
Full 

Consolidation 
Neither Option 

Major Technology    

CPE Maintenance $47K ** $47K 

CPE Replacement/Upgrade N/A $50K*** Hardware refresh due in 
2023, $250K - $450K 

_**** 

CAD Maintenance (annual) $40K ** $61K 

CAD Replacement/Upgrade $400K $50K*** $1.5M - $2M 

Recording Maintenance (annual) $15.9K ** $15.9K 

ProQA Maintenance (annual) $4K ** $4K 

Motorola MCCC Radio Consoles  $50k***  

Radio Console Maintenance $55K ** $55K 

Personnel/Staffing $173K (ongoing) ** $173K (required) 

Network Connectivity Between 
Centers 

N/A N/A N/A 

Onondaga County Backup Facility 
Expansion to Include Furniture 
and Software Reconfiguration 

N/A $500K N/A 

Madison County Facility    

Lights and Heat $5K N/A $5100 

Telephone Bills $20.6K ** $20.6K 

Total Estimated Costs $760.5K $650K plus 
shared CAD and 
base charge** 

$2.28M 

** Part of overall reimbursement to Onondaga County for cost of service, based on total cost to Onondaga for all services, pro-rated for the 
% that is attributed to Madison. The exact cost will need to be discussed between the Counties’ leadership and stakeholders 

*** Transfer/reconfigure existing equipment from Madison County to Onondaga BOC. 
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Shared Services 

Model 
Full 

Consolidation 
Neither Option 

**** Depending on the support term, a hardware refresh would cost between approximately $250K (hardware refresh and 1 year of 
support) to $450K (hardware refresh and 5 years of support) 

 

2.4.4 Political Feasibility 

Onondaga County (as represented by the Deputy County Executive for Human Services and the 

Commissioner of the Department of Emergency Communication), and Madison County (as 

represented by the Committee Chairman for Criminal Justice, Public Safety and Emergency 

Communications and the Director of the Office of Emergency Management) have clearly stated 

their commitment to working together in the best interests of the Citizens, First Responders, 

and Staff. 

There is already a strong precedence for the two counties working together, as see with the 

Central New York Interoperable Communications Consortium (CNYICC) model that includes the 

shared digital trunked radio system master site. Onondaga County has the structure in place 

with their PROC and other user groups (e.g., Police Users Group, Technical Status Committee) 

to incorporate the Madison County stakeholders to ensure a collaborative model for 

determining policies and procedures for regional services. 

2.4.4.1 Shared Services Model 

This model represents a clear actionable step toward sharing data and services that will 

enhance the public safety of all first responders and citizens. Sharing services, especially CAD, 

will have immediate benefits for first responders in both counties. In addition, this model could 

be s a phase in a longer-term full consolidation model, expanded as operations and technology 

require, with the support of the Counties. 

This model is widely supported by the majority of the Madison County 9-1-1 staff, and the 

majority of the County’s first responders. Onondaga County supports this model, although the 

benefits to its citizens are not as evident as that of Madison County. Therefore, a clear 

governance structure is important for the stakeholders in Onondaga County. A shared-services 

model, especially with an in-common CAD system, could serve as a graduated stepping stone to 

a full consolidation model. 

The governance model for the shared services requires a Memorandum of Understanding 

(MOU) agreement between the Counties to identify the appropriate governance, roles, 

fiduciary responsibilities, to serve as a framework for governance, sharing policies and 

procedures, training services, network connectivity, and regional shared technology services. 

Winbourne Consulting has determined that this shared services model is politically feasible, with 

broad support from the stakeholder community. 
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2.4.4.2 Full Consolidation Model 

The current Onondaga County governance model includes a Policy Review & Oversight 

Committee (PROC) Technical Status Group, Police Users Group (PUG), and regular participation 

in many professional organizations (e.g., Fire Chiefs Association, Chiefs of Police, and 

Ambulance Directors). If desired, Governance Models may utilize this existing structure in a Full 

Consolidation with either of the following models: 

 Madison County could contract with Onondaga County to provide 9-1-1 answering and 

dispatch services. 

 A Joint County initiative could be created to provide these services and have overall 

authority over the consolidated center serving both Madison and Onondaga Counties. 

The full consolidation model aligns with both Madison County and Onondaga County goals as 

stated in detail in the Assessment report. 

Specifically, a full consolidation supports Onondaga County’s goals of: 

 Investing in their infrastructure (the 9-1-1 services provided by the County are a critical 

piece of the public safety infrastructure, and can expand into a full NG911 ESInet public 

safety backbone). 

 Ensuring the safety and well-being of the community (improved interoperability with the 

first responders and citizens for the multi-county region will enhance the safety of the 

community). 

A full consolidation also supports Madison County’s goals of: 

 Satisfaction with Service (providing a higher level of service to citizens and enhancing the 

safety of first responders) 

 Fiscal Management (reducing ongoing costs for providing 9-1-1 services) 

 Community Engagement (providing an alignment with a world-class 9-1-1 service) 

 Employee Success (expanded opportunities for call center personnel) 

Full consolidation enjoys the support of both County administrations providing it would 

improve service and/or save money. However, for the full consolidation model to be politically 

feasible, stakeholders, such as the first responders and the 9-1-1 call takers and dispatchers, 

need to be supportive of this model. 

Winbourne Consulting has identified this lack of support of Madison employees and a few first 

responders as an obstacle, albeit, in many cases that lack of support was based on 

misperceptions of the current operational aspects of the 9-1-1 centers. We have summarized 

some of these misperceptions below, based on stakeholder survey comments, and provided 

further information to clarify and educate on each topic. 
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Table 24. Chart of Stakeholder Misperceptions of Consolidation Options 

Misperception of 
Onondaga County 

Clarification 

Onondaga County calls 
go into queue 

Across the country, it is not uncommon for 9-1-1 calls to go into queue 
during peak volume periods when there are more phone lines ringing at a 
PSAP than operators available to answer them. Onondaga County employs 
a queue light and board system that is a management tool used to alert 
personnel at secondary radio positions, shift supervisors, and call takers 
assigned to the New York Statewide Police Information Network (NYSPIN) 
desk of a high volume of 9-1-1 calls. This tool allows these personnel to 
assist in call taking, if they are not busy, enabling Onondaga County to use 
those positions more effectively during periods of peak call volumes. In 
2018, the average call answer speed for Onondaga was just under 
6-seconds (one ring), and 95.2% of all calls were answered in 10-seconds or 
less. This more than exceeds NYS law and NENA standards. 

See Assessment Report, page 27 

Madison County’s call 
volume would 
overwhelm Onondaga 
County 

Onondaga processes 522,250 calls per year; Madison processes 90,400 calls 
per year. Adding Madison calls would increase Onondaga call volume less 
than 15%; to maintain high call answering, as referenced in #1 above, 
Onondaga would staff in accordance with NYS law and industry standards. 

See Assessment Report, pages 7 and 25 

Dispatch of Madison 
County first responders 
would be mingled with 
Onondaga, to include 
viewing assets such as 
ambulances  

Governance and individual public safety agency response would establish 
policies used to guide dispatchers in the assignment of resources. For 
example, NY State Police would determine if, and when, resources can be 
moved from one county to the other. Madison Fire and EMS governance/ 
response would determine if, and when, resources can be re-deployed as 
they do now. Onondaga currently dispatches five police zones (city north, 
city south, county north, county west, county east), two fire zones (city, 
county), and one EMS zone. It is reasonable that the integrity of the 
Madison police and Madison Fire/EMS zones will be maintained utilizing 
former Madison dispatchers. 

Onondaga County 
cannot dispatch based 
on cross-streets 

Onondaga dispatchers are trained to obtain cross-streets whenever 
possible, especially when there are duplicate street names, to avoid 
dispatching to the wrong location. When cross-streets are not available, 
Onondaga encourages dispatchers to utilize other verification techniques if 
practical. 

See Assessment Report, page 91 

Dispatch channels will 
be merged between 
Onondaga and 
Madison 

Channels for radio dispatch for Onondaga and Madison Counties will 
remain separate, as they currently are. If desired, Madison public safety 
agencies may have access to other secondary dispatchers/talk groups (e.g., 
data channel 2, police channel 1 to isolate serious in-progress calls such as 
robberies, shootings, major accidents). 

Counties are very 
different; Madison’s 

Onondaga understands that the communications function is a critical 
component of the service that a public safety agency provides to its 
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Misperception of 
Onondaga County 

Clarification 

unique needs would be 
overshadowed by 
Onondaga’s 

community and is committed to serve all stakeholders. Onondaga 9-1-1 
provides service to more than 90 public safety agencies, some urban, some 
suburban, and some in rural areas. The current governance model includes 
a Policy Review & Oversight Committee (PROC), Technical Status Group, 
Police Users Group (PUG), and regular participation in many professional 
organizations (e.g., Fire Chiefs Association, Chiefs of Police, and Ambulance 
Directors); An open door policy exists for the heads of public safety 
agencies. 

A publicized complement/complaint procedure allows public safety 
personnel and citizens to provide feedback. Callers are asked to participate 
in a Customer Satisfaction Survey; The governance program can be 
expanded or tailored to meet the needs of the Madison County residents 
and public safety agencies. 

Onondaga dispatchers 
would not be familiar 
with the geography of 
Madison County 

This is common concern in any PSAP consolidation but can be mitigated 
through training and technology. Personnel in both counties would need to 
receive familiarization training. CAD would need to be updated with the 
latest street files, maps, and common place names. Oblique aerial imagery 
would need to be updated. In addition, RapidSOS and other supplemental 
location services have been implemented nationwide, as well as in 
Onondaga County, to provide greater location accuracy for call takers. 

Madison County 
workers would lose 
their jobs 

It will be a recommendation that Madison County workers be offered a 
position in Onondaga County. This would benefit all Stakeholders by 
retaining local knowledge of Madison County, and assist in staffing a Police 
zone that would be specific to Madison Police, and a Fire/EMS zone that 
would be specific to Madison Fire/EMS. Onondaga County typically has 12 
primary call taker workstations with typically 8 personnel assigned to those 
positions at any time. The one to two Madison employees not working 
dispatch would be assigned to call taking on a rotating basis. Those 13-14 
call takers would be supported by another 8 dispatchers/supervisors who 
operate secondary radio channels, NYSPIN, and the shift supervisor’s desk. 

 
Winbourne Consulting has determined that this full consolidation model may be politically 

feasible as an end-goal in a phased consolidation approach but would meet with a high level of 

resistance from stakeholders in the short-term unless there were a concerted program as to 

clear up misperceptions and engage and involve stakeholders, and structure a Governance 

model to ensure that Madison County’s needs are addressed. 

2.4.5 Technical Feasibility 

In both the shared services model and the full consolidation model, both Counties both need to 

be on the same platform to be able to share, exchange data, coordinate resources and 

capabilities. This is similar to the Central New York Communications Interoperability 

Consortium, all on the same platform on radio. 
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Table 25. Chart of Madison County and Onondaga County Current Technology 

Technology 
Onondaga County Madison County 

Manufacture Version 
Maintenance 
Renewal Date 

Manufacture Version 
Maintenance 
Renewal Date 

911 CPE VESTA 
7.1 SP1 geo-

diverse 
7/30/2019 VESTA 

7.0 SP1 geo-
diverse 

Dec 2019 

Text Msg 
VESTA 

(integrated) 
integrated  VESTA GEM911 N/A 

CAD Intergraph 9.2 6/30/2019 TriTech 2.1.2.64 Dec 2019 

Mapping 
Hexagon/ 
Intergraph 

9.2 MR6 6/30/2019 
ESRI & Pitney 

Bowes 
ArcGIS 

v10.6.0.8321 
2/12/2020 

Police RMS 

Onondaga 
County CHAIRS 

II (Custom 
Web-based) 

2.1.12 
Onondaga 
County IT 

Spectrum 
Justice System 

(NYS) 
 N/A 

Fire RMS Zoll 5.03 
County IT 

Annual July 
None  N/A 

Voice Radio* 
Motorola 

ASTRO 
7.18 12/31/2024 

Motorola 
MCC7500 

ASTRO 7.18 1/1/2020 

Radio 
Consoles 

Motorola* 
MCC7500 

 12/31/2024 
Motorola* 
MCC7500 

 1/1/2020 

Alerting/ 
Paging 
(Fire/EMS) 

Zetron 

2600 (SFD) & 
2200 

(CFC/EMS) 

Backup paging 
for both 

through radio 
consoles 

3/27/2019 Zetron 
Part of radio 

system above 
N/A 

Logging/ 
Recorder 

NICE 7.1 Yearly Nice 
6.1.0.158 – 

UP1 

Wilmac, 
renewed 

2/12/2020 

Instant Replay 
recorder 

NICE 7.1 SP1 Yearly NICE 
Verify 

6.1.0.158 

Wilmac, 
renewed 

2/12/2020 

Alarm 
interface 

Silent Knight 9800 Yearly Simplex 4100 
Facility Dept is 
responsible for 

contract 

Master Clock SpectraCom NetClock 9483 
No Cost/ 

Cold Standby 
Spectracom NetClock 9483 

Part of radio 
system above 

Generator Caterpillar 

Indoor 500 kW 
w/50 gal day 
tank & 2500 
gal in-ground 

tank 

Yearly Onan DSFV 175kw 
Facility Dept is 
responsible for 

contract 

UPS Liebert 
AP381/ 
125kVA 

Yearly Emerson 
GXT4-

10000RT208 

Facility Dept is 
responsible for 

contract 
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Technology 
Onondaga County Madison County 

Manufacture Version 
Maintenance 
Renewal Date 

Manufacture Version 
Maintenance 
Renewal Date 

Internet 
Connect 

Onondaga Cty 
IT Dept & Time 

Warner b/u 
   Spectrum  

Fiber 

Lightower & 
Level 3 

Communica-
tions 

 County IT  
Northland 

Communica-
tions 

County IT Dept 

Microwave 
Network 

Nokia 

16 site MPLS 
ring config; 

dedicated link 
betwn Center 
& backup site 

Annual    

*Both counties operate a UHF P25 Motorola ASTRO TLMR system with a shared master site core. 

 
2.4.5.1 Shared Services Model 

To share the CAD with Onondaga County, Madison County would need to replace their current 

CAD system and purchase Intergraph/Hexagon’s “spoke” service, running on Onondaga 

County’s “hub” server. This would enable current and future options for Madison County. This 

is similar to the environment in the Town of Poughkeepsie, City of Poughkeepsie, Dutchess 

County 9-1-1, and Dutchess County Sheriff’s Office – all these entities are running the same CAD 

application and platform and are able to transfer data. 

Winbourne Consulting examined the feasibility of Madison County becoming a remote off 

Onondaga County’s geo-diverse Motorola VESTA call handling platform. Madison County 

upgraded to a geo-diverse Motorola VESTA call handling platform in late 2017, at a cost of 

approximately $500K. Were Madison County to become a “remote” site off the Onondaga 

County VESTA server, there would initially be savings for the ongoing maintenance contract, 

and longer-term (3-5 year) cost savings when the current system is ready for a hardware 

refresh, but the majority of the cost for the 2017 upgrade would be not be recoverable. 

In addition, there are significant challenges with this option of a revised VESTA configuration 

that reduce the benefit. The existing 9-1-1 trunks that currently terminate in Madison County’s 

primary and backup centers would need to be moved to Onondaga County; Madison County’s 

non-emergency calls would be delivered to Madison via dual redundant gateways. Another 

consideration is that the current New York State 9-1-1 Tariff on the CAMA (9-1-1) trunks 

includes 48 “free” as part of the law, for each agency; if these trunks are moved to Onondaga 

County, it is not clear if these “free” trunks will now be billable to Madison County. 

As Next Generation 911 (NG911) is being rolled out across the U.S. and is likely to be rolled out 

in New York State over the next 3-5 years, if not sooner, the costs associated with moving the 9-
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1-1 CAMA trunks now from Madison County to Onondaga County will not be recoverable. 

NG911 will provide an Emergency Services IP network (ESInet) with Core Services to enable IP 

call delivery for 9-1-1 connectivity and the current 9-1-1 trunks will be turned down. At that 

point, Madison County can then migrate their VESTA positions to Onondaga County. 

Winbourne Consulting has determined that this shared services model is technically feasible. 

2.4.5.2 Full Consolidation Model 

In many ways, implementing a full consolidation model is ultimately simpler from a technology 

perspective as both centers will be merged and sharing the technology of the Host 9-1-1 center. 

Onondaga and Madison already share some technology, as seen in the chart, above, such as the 

same 9-1-1 telephony and dispatch equipment, radio system/master site, as well as logging and 

recording. This will enable easier training for the 9-1-1 staff; the Madison County staff will be 

incorporated in to the training cycles for Onondaga County. 

Winbourne Consulting has determined that this full consolidation model is technically feasible, 

over an extended period of time (2-4 years). 
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2.5 Recommendations 

Winbourne Consulting recommends Madison and Onondaga Counties gradually work toward a 

full consolidation of their 9-1-1 Centers. Our research indicates that efficiencies in both 

operations and cost will be realized, and the safety of First Responders, and the ability to 

provide excellent emergency response service to citizens, will be improved with a full 

consolidation. 

We also realize that given the political and operational concerns surrounding a full 

consolidation, it is probable that this recommendation will take between two – four (2-4) years 

to implement. Therefore, we are recommending a multi-phased process, to be implemented 

over time, providing near-term benefits with operational improvements and shared technology, 

and longer-term cost savings and service level standardization among the Counties. 

We have outlined the multi-phase approach that we recommend for Madison and Onondaga 

Counties, to be accomplished roughly in this order: 

2. Implement immediate Operational Changes in Madison County 

a. Develop and Train to a more comprehensive Policy Manual to improve operational 

best practices in Madison County. Madison County currently has a Policy Manual but it 

is not complete and is not followed consistently across all shifts and all personnel. Based 

on the feedback from Madison County first responders, as outlined in the Phase One 

Assessment and Gap Analysis Report, there appears to be some lack of consistency and 

application of “best-practices” in Madison County’s operational procedures. Therefore, 

to ensure the safety of the County’s first responders, and to maximize emergency 

response for its citizens, we recommend the following specific actions: 

i. Update current policies. We recommend that Madison County review Onondaga’s 

CALEA-certified policies and update to reflect the best-practices as identified by 

NENA/APCO/NFPA/CALEA2 standards. Emulating Onondaga County’s call answering 

and dispatch Policies and Procedures, where appropriate, will provide Madison 

County citizens, call takers and dispatchers, and first responders with the 

opportunity to benefit from Onondaga County’s CALEA-certified operations. 

ii. Create additional polices. A side-by-side comparison of the Onondaga County Policy 

Manual with the Madison County Policy manual is recommended (and beyond the 

scope of this study) to determine the gaps and the potentially inadequate depth of 

content for some of Madison County’s Operational policies. At a minimum, the 

                                                 

2 National Emergency Number Association (NENA); Association of Public Safety Communications Officials (APCO); National Fire 

Protection Agency (NFPA); Commission on Accreditation for Law Enforcement Agencies (CALEA) 
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following Policies/Procedures were identified as missing in the Winbourne 

Consulting Phase One Assessment and Gap Report:  

 NENA 56-002 – Guidelines for Minimum Response to Wireless 9-1-1 Calls 

 NENA 56-005 – Standard for NORAD/FAA Notification: Airborne Events 

 NENA 56-006 – Emergency Call Processing Protocol Standard 

 NENA 56-007 – Pipeline Emergency Operations Standard Model 

Recommendation 

 NENA 56-505 – Guidelines for Handling Calls Regarding Missing and Exploited 

Children 

 NENA-STA-013.2-2016 – PSAP & Railroad Interaction Standard 

 NENA-INF-022.2-2017 – Protocol for Handling Calls Regarding Human Trafficking 

 NENA-INF-017.2.2015 – PSAP Disaster & Contingency Plans Model 

Recommendation – to assist in updating your current policy 

 APCO/NENA ANSI 1.107.1-2015 – Standard for Establishment of a Quality 

Assurance and Quality Improvement Program. Also, see NFPA 1221-23 – Review 

to ensure your current policy covers everything in these policies. 

 NENA 53-001 – PSAP Contingency Plans 

 NENA-STA-007.1 – Hearing Standard 

 CALEA – states to review your policies once per year 

 NENA 56-005 – Call Answering Standard 

 CALEA 6.2 – Call Taking Standard 

 NFPA 1221, Section 7, deals with various Fire Standards 

iii. Train and comply with all Policies. It’s not enough to simply update or develop 

Policies for the Center; Madison County must consistently comply with those 

policies. This is best addressed with a consistent and improved training process for 

current and new hire call center personnel. Onondaga County is able to have an 

expansive call taking and dispatch training program for new hires, encompassing 

approximately nine (9) months; it is not reasonable or possible for a small center, 

such as Madison County’s 9-1-1 Center, to staff, or fund, such a lengthy training 

program. However, Madison County could take advantage of training programs 

offered by Onondaga County: 

 Madison is already included in APCO Communications Training Officerxxvi (CTO) 

training in Onondaga County 

 Madison County could participate in Onondaga County’s Emergency Medical 

Dispatch (EMD) ProQA training 
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b. Improve communications between Madison County Dispatchers and First Responders. 

In addition to the above recommendations, Winbourne Consulting recommends specific 

improvements designed to enhance ongoing interactions with Madison County first 

responders and encourage a professional environment that will benefit all stakeholders 

immediately. Specifically, we suggest that Madison County Dispatchers: 

 Increase information given out over the radio  

 Develop consistency in the type, method, and detail of information provided to first 

responders 

 Utilize professional, standardized radio etiquette in all communications 

 Increase status checks and possibly consider using a timer 

 Utilize a Dispatch Record number (DR#) so calls can be tracked with all information 

and notes 

 Broadcast Officer safety information over the air and not by MDT 

 These improvements can be accomplished with increased training, potentially from key 

Onondaga County personnel. This can also be accomplished with some formal and 

informal feedback among the Dispatch staff and representatives from the First 

Responder community. 

 Madison County may wish to consider a ride-along/sit-along program that would 

encourage a mutual understanding of the dispatcher and the law enforcement 

responsibilities and environment. 

c. Implement a good Quality Assurance/Quality Improvement (QA/QI) program for 

Madison County Police and Fire incidents, based on the NENA and APCO standards for 

QA/QI. This is a logical follow-on to recommendation 1) a. iii., above, validating 

compliance with policies. A good QA/QI program for law enforcement (and fire) will 

evaluate and improve performance for 9-1-1 call answering and dispatch services. 

 According to the APCO/NENA Standard for the Establishment of a QA/AI Program for 

Public Safety Answering Points (PSAPs),xxvii QA/QI should be done for Police, Fire, and 

Emergency Medical Dispatch (EMD). Madison County has recently implemented AQUA 

Ascentxxviii case review software from Priority Dispatch, which will track correct 

emergency medical dispatcher action, as well as errors made. Although AQUA can also 

provide QA/QI for fire and law enforcement dispatch, Madison County is using this for 

EMD only; Winbourne recommends the implementation of a QA/QI program for law 

enforcement and fire dispatch services. 

 Importantly, when the QA/QI Evaluator monitors a call, they also need to review their 

policies, and ensure that the policies are being followed. 
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 We believe that the role of QA/QI Evaluator is best assumed by the shift Supervisor. 

d. Increase staffing to add position for Assistant Director – Operations, and two 

Supervisor Positions to meet National Fire Protection Association (NFPA) standards. 

Winbourne Consulting recommends increasing staffing to add one new position for 

Assistant Director – Operations, with responsibility for QA/QI, and training. The current 

Assistant Director position could migrate to Assistant Director – Technology. 

 Consider adding two shift Supervisors to meet NFPA standards to ensure one supervisor 

is on duty for each shift. NFPA has published standards that apply to law, fire and 

medical PSAPs, and states that “Supervision shall be provided when more than two (2) 

telecommunicators are on duty.”xvi Madison County has only one “supervisor” who is 

present during the day shift on weekdays. There is tremendous longevity and 

experience on the other two (2) shifts and weekend shifts, however, there is no official 

Supervisor role assigned during that time. 

 We have estimated the cost to adding the needed 3 personnel for these roles at 

approximately $173K annually, which may be funded by the potential cost savings with 

implementing shared services for the Computer Aided Dispatch (CAD) (see 

Recommendation #3, below). 

3. Establish governance model for sharing data. In preparation for Recommendation #3, 

below, it will be necessary to establish a governance model to address the sharing of CAD 

data. Specifically, both Madison County and Onondaga County need to engage in 

discussions to: 

a. Determine Naming conventions for responding units (both Counties’ assets need to 

have unique names within the CAD system, although the common-place identifiers can 

be used in communication). 

b. Coordinate all code tables including call types, call priority and event types. Specifically, 

for event types such as Active Shooter implementing a coordinated response plan will 

benefit interoperability by establishing change control processes for both Madison 

County and Onondaga County to keep each other informed of any shared code table 

changes, additions or deletions. This will enable future virtual and/or physical 

integration 

c. Develop processes to work toward a regional map that includes Madison and Onondaga 

Counties. As part of this process both Counties can start by sharing mapping updates 

including centerlines, oblique aerial imagery with Pictometry and other relevant map 

layers 
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d. Establish policies and procedures for making mapping changes and working toward a 

regional multi-county mapping environment. Start by incorporating each other’s 

boundaries and shared edges to enable a shared response to incidents requiring 

resources from both Counties 

e. Establish support expectations in a shared CAD environment. For example, CAD support 

can be provided 24/7 from Onondaga County with Onondaga County technicians dialing 

in, or, optionally, with on-site support. 

4. Implement shared Computer Aided Dispatch (CAD), utilizing Onondaga County’s 

Hexagon/Intergraph solution, in accordance with a detailed Implementation plan. 

Madison County is currently using an outdated CAD system with limited functionality, as 

discussed in the Phase One Assessment and Gap Analysis Report. Stakeholders surveys of 

Law Enforcement personnel in Madison County specifically cited the need for the following, 

to improve officer safety and service to citizens:  

 More timely and accurate information shared with officers in the field 

 More data delivered to the officers’ mobile data terminals (MDTs) 

 Knowledge of what is occurring in both Madison and Onondaga Counties 

 Integration of Records Management System (RMS) into CAD 

The Hexagon/Intergraph solution, as implemented in 

Onondaga County, provides multiple options for a smaller 

dispatch center, such as Madison County, to share 

resources with a larger dispatch center. The Intergraph® 

Computer-Aided Dispatch (I/CAD) solution that Onondaga County is running is a top of the 

line CAD system with integrated capabilities for call handling and dispatching, intelligent 

mapping, field communications, data reporting and analysis, and application integration. 

Madison County can take advantage of the “hub-and-spoke” configuration which allows 

agency collaboration but, importantly, keeps each agency running their dispatch operations 

independently. While Madison County would share Onondaga County’s hardware and 

infrastructure, the CAD system will be set up and configured to the exact specifications of 

Madison County. Whether Madison County selects the I/CAD or the new browser based 

OnCall Dispatcher environments, there are significant savings and advantages to utilizing 

the Onondaga County I/CAD solution, as outlined in section 4B and 4C1) of this report. 

 Over 62% of the Law Enforcement respondents to the survey provided during the Phase 

One Assessment and Gap Analysis said the current data capability was inadequate. In this 

shared CAD environment, Madison County will have access to multiple options in regards to 

mobile computing, as requested by the Madison County Law Enforcement community, 

based on Onondaga County’s CAD system. Improving the Automatic Vehicle Location (AVL) 

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&ved=2ahUKEwiSyp382oTiAhWsg-AKHR9IBBIQjRx6BAgBEAU&url=https://www.officer.com/command-hq/technology/computers-software/crime-analytics/press-release/21026256/hexagon-safety-infrastructure-public-safety-and-security-software-hexagon-launches-intergraph-insight-public-safety-data-visualization-and-analytics-software&psig=AOvVaw2dQimrOwAYBf2u_2OotPe8&ust=1557156708723786
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and Mobile Data Terminal capabilities in Madison County, to match that of Onondaga 

County, will improve officer safety and increase efficiency of Dispatch. The AVL currently 

used in Madison County is not adequate for this purpose, and the MDT’s currently in use in 

Madison County provide limited value. Additional capabilities that may be appropriate for 

Madison County to consider include: 

 Intergraph Mobile for Public Safety provides first responders in the field with the insight 

they need to handle any incident, by making event details, location, and other data 

available to field personnel to improve situational awareness and safety and ensure 

accurate communications. The Intergraph Mobile Dashboard simplifies workflows and 

improves productivity by allowing field personnel to see the nearest events, view how 

many calls are associated with an agency or dispatch group, run license plate searches, 

and perform other common queries from a single screen. They can pinpoint responders’ 

vehicles on the map. With more information on responder locations, dispatchers can 

better manage resources and enhance safety throughout the incident life cycle. 

Onondaga County has Mobile for Public Safety on their officer’s MDTs. 

 Intergraph Mobile Responder extends the capability of Intergraph Mobile smartphones 

and tablets to provide constant access to I/CAD, enabling field personnel to create 

events, view incident details, receive and acknowledge messages, update status, query 

databases, and more. Available as a native app for Microsoft® Windows® tablets, 

iPhones, iPads, and Android devices, it incorporates native device capabilities, such as 

push notifications, GPS, and camera imagery. (Note: Onondaga County does not utilize 

Intergraph’s Mobile Responder at this time, and has no plans for implementing this in the 

near-future. It is included here as a future consideration only, as Madison and Onondaga 

Counties would need to determine if this functionality is required). 

 Automated Vehicle Location (AVL) uses the GPS (Global 

Positioning System) signal from a field unit’s vehicle to provide 

real-time location updates to Dispatchers who are tracking an 

incident. In addition, AVL provides field officers using smart 

devices with information on the location of their fellow officers 

and responding units. (NOTE: Onondaga County is not tracking 

individual officers at this time, but does use AVL for the vehicles.) Likewise, Incident 

Commanders are able to view their assets from the scene and make better-informed 

decisions. 

Onondaga County’s AVL is integrated with mobile communications through 

Hexagon/Intergraph’s CAD. In order to realize regional resource allocation efficiencies 

and reduce response time, Madison County should consider incorporating AVL 
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technology in all resources including police vehicles, ambulances, fire apparatus. A 

regional AVL implementation can also take advantage of other resources such as private 

ambulances, snow plows, buses, etc., that can be added to the system by integrating 

their AVL. Nearly 60% of the Madison County First Responders surveyed for the Phase 

One Assessment and Gap Analysis report stated that they believed that AVL would be 

extremely valuable to have in their vehicles. 

 Madison County should also be provided access to Onondaga County’s Records 

Management Systems (RMS), to include the potential for CHAIRS or its replacement. 

 The cost of the Madison County mobile applications outlined above can potentially be a 

“joint purchase” with Onondaga County to affect volume discount pricing, the actual cost of 

these services would be borne by Madison County, solely. This is further detailed in section 

4C1) of this report. 

 Implementing a shared CAD environment has immediate benefits to Law Enforcement and 

Citizens, and positions Madison County for the ultimate goal of a Full Consolidation with 

Onondaga County. 

5. Expand Onondaga County’s Backup Operations Center (BOC) In a full consolidation, 

Onondaga County’s Primary and Backup Operations Centers (BOC) will become the primary 

and backup centers for all calls to 9-1-1 and non-emergency lines from Madison County. 

Winbourne Consulting identified, in the Phase One Assessment and Gap Analysis report, 

that the BOC, based on its current configuration, does not have adequate room in the 

current space to accommodate the additional 3 positions (two radio for dispatch, and one 

phone position for call answering) needed to include Madison County’s 9-1-1 call answering 

and dispatch requirements. 

 In preparation for the full consolidation recommendation, #6 below, it is recommended that 

further discussions occur between both Counties on the desired options for expanding the 

BOC. Once in agreement, both Counties should begin the process of securing potential grant 

funding through NYS Department of State’s Municipal Restructuring Fund grant to cover 

these non-recurring costs associated with expanding the BOC to accommodate the 

consolidation of Madison and Onondaga Counties’ 9-1-1 operations. 

6. Develop Governance model for full consolidation. One of the most critical aspects of a 

shared technology or services project is developing an effective governance model to 

ensure that stakeholders have input on the amount of control, expectations, and outcome 

of a Consolidation project. Therefore, we recommend that Madison County establish a 

County 9-1-1 Board, under Emergency Management. The responsibilities of this Board 

would include: 
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a. Assume ultimate responsibility for 9-1-1 services to Madison County residents, and first 

responders 

b. Ensure the appropriate receipt and distribution of the state-wide grant funds, such as 

the Formula Grant funds,  

c. Solicit input from the first responders on the use of the Formula Grant funds, and other 

expenses that are Madison-unique that need to be approved. Specifically, Madison will 

need to make decisions on technology and expenditures for items such as AVL, Mobile 

Data Terminals, and other issues impacting ongoing radio interoperability, for example. 

d. Determine the full cost of services from Onondaga County; we have identified that 

Madison County will contribute roughly 15% of call volume in a consolidated center. It is 

important to establish the baseline for the components of Onondaga County’s budget 

for 9-1-1 services that will be relevant as a potential shared cost between Madison and 

Onondaga Counties. 

 Onondaga County has established the PROC (Policy Review and Operations Committee) to 

ensure that Stakeholder agencies served by Onondaga County Department of Emergency 

Communications has input into agency policies and procedures. Madison County would 

provide representation on the PROC. At this point in the phased consolidation plan, 

Madison County will begin to participate in the PROC. 

 In addition, it would be appropriate to begin integrating Policies and Procedures between 

the two Counties. Some of these policies would need to be reviewed by the PROC. 

7. Implement Full Consolidation – Winbourne Consulting believes that the stakeholders in 

Madison County will be best served by a Full Consolidation of Madison and Onondaga 

Counties, implemented over a two – four (2-4) year time period during which the 

preceding steps can be accomplished in preparation. This timeframe also coincides with 

the expected full hardware refresh of Madison County’s 9-1-1 call handling system, VESTA, 

at which point Madison County call taking positions can be migrated to Onondaga County. 

 The exact timing of this consolidation should also align with the implementation of Next 

Generation 9-1-1 in New York State, to ensure the most efficient upgrade of technology in 

both Counties, and to maximize cost avoidance associated with the transfer of 9-1-1 trunks. 

 We recommend that salary and benefits be reviewed to make sure that neither County’s 

personnel is harmed in the process of fully consolidating. 

 We recommend that following the full consolidation, Madison County dispatchers still 

continue to dispatch Madison County Police and Fire for a period of time to maintain 

consistency of service. Lateral movement can occur later in the process, but for initial 
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period, their knowledge of local area will benefit citizens and the first responder 

community. 

 We further recommend that a complete line by line budget comparison for each center be 

conducted prior to agreement to move to full consolidation. This would determine:  

a. The services currently provided by Onondaga County and compare those services to 

needed Service Levels by Madison County. Currently, there’s a difference in service 

levels between the two counties. 

b. What costs would Madison County still retain? For example, it could be determined that 

if Madison County wants to upgrade their radio system, how would that be handled?  

c. How capital projects that only affect Madison County could be handled? 

2.5.1 Summary 

Winbourne Consulting believes that full consolidation between Madison and Onondaga 

Counties’ 9-1-1 Centers provides significant service level improvements to Madison County 

citizens and first responders. We recommend a phased approach with specific steps that will 

realize immediate benefits, both on their own merits and as part of a transition to a full 

consolidation. Winbourne Consulting believes that this phased approach will benefit all the 

stakeholders, enabling the jurisdictions to become more familiar with one another; develop 

standardized training and procedures; develop standardized mapping updates and dispatching 

processes, and establishing the necessary governance agreements for the longer term 

consolidation of the two 9-1-1 centers. 
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Appendix A – Onondaga County Department of Emergency Communications Organizational Chart 
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Appendix B – MCOEM 2019 Line of Effort 
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Appendix C – Onondaga County Policy Review and Oversight 
Committee 
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Appendix D – Madison County 9-1-1 Floor Plan 
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Appendix E – Onondaga County Primary Center 
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Appendix F – Onondaga County Backup Site Layout 
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Appendix G – Madison County Radio Tower Roadmap 
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Appendix H – Survey Results 
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Endnotes 

End Notes: 

i https://www.madisoncounty.ny.gov/2280/911-Study 
ii https://www.weather.gov/bgm/pastSevereAugust222017 

iii http://www.ongov.net/911/comps.html 
iv Madison County NY Success Plan: https://www.madisoncounty.ny.gov/DocumentCenter/View/4730/Madison-
County-Success-Plan-?bidId 

v http://www.ongov.net/about/governmentalOrganization.html 

vi http://www.ongov.net/executive/ 

vii Per the 2017 Onondaga County E911 Annual Report: 

http://www.ongov.net/911/documents/2017E911AnnualReport.pdf 

viii ibid 
ix https://www.criminaljustice.ny.gov/ojis/sjsinfo.htm 

x NG911 is an industry/government initiative to modernize the nationwide 911 public safety emergency 

communications system in light of the evolution of mobile consumer communications devices and applications. 

NG911 will expand users’ ability to call 911 from a phone and to transmit text, images, video, and data to the 911 

PSAP. In addition, the NG911 system will provide a dedicated emergency communications and data transfer 

capability among public safety agencies. 

xi https://www.legis.nd.gov/files/committees/64-2014%20appendices/17_5152_03000appendixc.pdf 

xii https://www.legis.nd.gov/files/committees/63-2013nma/appendices/15_5163_03000appendixd.pdf 

xiii http://gotdsi.com/bexar-metro-article/ 

xiv https://www.cnbc.com/2014/10/22/globe-newswire-weber-area-9-1-1-to-host-a-spillman-system-for-multi-

county-data-sharing.html 

xv New York State Association of Counties. 9-1-1 Services Report; Funding 9-1-1 Services in NYS, May 2018 

vihttp://ocgov.net/oneida/sites/default/files/E911/Funding911Services/Funding%20911%20in%20NYS%20-

%20NYSAC%20Report%20-2018%282%29.pdf 

 

xvii Discussion with, and information provided by, Onondaga County Commissioner William Bleyle 

xviii https://transition.fcc.gov/pshs/911/TFOPA/TFOPA_FINALReport_012916.pdf 

xix https://www.fcc.gov/public-safety-and-homeland-security/policy-and-licensing-division/911-

services/general/location-accuracy-indoor-benchmarks 

xx https://transition.fcc.gov/pshs/911/TFOPA/TFOPA_FINALReport_012916.pdf 

xxi April 2019 Winbourne Consulting Newsletter 

xxii https://transition.fcc.gov/pshs/911/TFOPA/TFOPA_FINALReport_012916.pdf 

xxiii https://www.intergraph.com/assets/plugins/sgicollaterals/downloads/MobileDispatchPubSafety_AppSheet.pdf 
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xxiv http://www.calea.org/  
xxv National Emergency Number Association, Center Manager Certification Program (CMCP) at www.nena.org 

references National Fire Protection Association (NFPA) Standards. The course is called Center Manager 

Certification Program (CMCP). 

 

The National Fire Protection Association (NFPA) has published standards that apply to law, fire and medical public 

safety answering points (PSAPs) and emergency communication centers (ECCs). 

NFPA Standard 1221, Section 7.3.4 speaks specifically to supervision, detailed below:  

7.3.4* Supervision shall be provided when more than two telecommunicators 

are on duty. 

7.3.4.1 Supervision shall be provided by personnel located 

within the communications center who are familiar with the 

operations and procedures of the communications center. 

7.3.4.2 The supervisor shall be allowed to provide short-term 

relief coverage for a telecommunicator, provided that the telecommunicator 

does not leave the communications center and 

is available for immediate recall as defined in the policies and 

procedures of the Authority Having Jurisdiction (AHJ) 

 

xxvi https://www.apcointl.org/training-and-certification/disciplines/communications-training-officer/ 

xxvii https://cdn.ymaws.com/www.nena.org/resource/resmgr/Standards/APCO-NENA_ANS_1.107.1.2015_Q.pdf 

xxviii https://prioritydispatch.net/aqua/ 

 

 

http://www.calea.org/
http://www.nena.org/
https://www.apcointl.org/training-and-certification/disciplines/communications-training-officer/
https://cdn.ymaws.com/www.nena.org/resource/resmgr/Standards/APCO-NENA_ANS_1.107.1.2015_Q.pdf
https://prioritydispatch.net/aqua/

