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I. INTRODUCTION 

Technical assistance was requested by the Mid-Willamette Valley Council of 

Governments to conduct an overview study of the Greater Polk County Communications 

System. The study was to answer several questions related to the ,implementation of a 

county-wide 911 system and to provide suggestions to the following: 

1. Number and types of agencies to operate the 911 answering 
point. 

2. Location of the answering point. 

3. Number and overlap of telephone companies. 

4. Agencies to be served and how they will be served (direct 
dispatch, relay, transfer, referral, other). 

5. Suggested legal arrangements. 

6. Costing information (present system versus 911 proposal). 

7. Advantages versus disadvantages for the Polk County area. 

8. Recommendations. 

The on-site evaluation was conducted by Major Charles R. Connery, Seattle 

Police Department, on January 20-23, 1976, during which time the consultant (a) 

interviewed key representatives from the various jurisdictions involved in the study; (b) 

dev(,ted several hours to on-site inspections and observations of related activities; and (c) 

examined historical data, including service levels of respective agencies. 

Individuals contacted or interviewed during the study included: 

Walter V. Lawson, Police Specialist 
LEAA Region X 

Billy F. Wasson, Criminal Justice Planner 
Mid-Willamette Valley COG 

Henry Hildebrand 
Polk County Commissioner 

1 
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Walt Gjersvold, Chairman 
Polk County Board of Commissioners 

Jack Moothart, Mayor 
Independence, Oregon 

Jack McElravy, City Manager 
Independence, Oregon 

Howard Brandvold, City Manager 
Dallas, Oregon 

Ed Thomas 
Pacific Northwest Bell, Salem, Oregon 

Dan Greer, Fire Chief 
Independence, Oregon 

Donald C. Milligan, Fire Chief 
Monmouth, Oregon 

Jack Stein, Fire Chief 
Dallas, Oregon 

J. E. Panter, Emergency Services Coordinator 
Polk County, Oregon 

Del Johnson, Chief of Police 
Monmouth, Oregon 

Don Purcel, Chief of Police 
Dallas r, Oregon 

Harvey Shellenbarger, Chief of Police 
Independence, Oregon 

Roy Holliday, Chief of Police 
Salem, Oregon 

Jeff Barnes, Director 
R.A.I.N. Regional Automated Information Network 
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II. ST A TEM ENT OF THE PROBLEM 

The Mid-Willamette Valley Council of Governments requ~sted technical 

assistance to examine Central Dispatching and 1191111 services for Polk County. This 

request followed written authorization from the county and primary municipal 

governments to be involved. The need appears to have developed along a two-pronged set 

of pressures: 

1. YamhiH County, bordering Polk Co'unty to the north, is well 
along toward a centralized dispatch facility and 911. While 
the police and fire agencies in Polk County had been trying 
for most of a year to do basic planning leading in the same 
direction, little progress has been made. 

2. There is considerable discontent in the public safety agencies 
with the existing dispatching situation, and concurrent concern 
at the political level with the current and projected costs of 
that situation. 

While several individuals have become familiar with the standards developed in 

California and elsewhere for such service, none were completely aware of the critical 

issues, questions and priorities to be examined or the nature of the trade-ofis required. 

In a luncheon meeting with the listed county commissioners, city managers, 

mayors, and three police chiefs, it was decided that a range of alternatives, including a 

two-county approach, be considered. 

The counties served by the Mid-Willamette Valley Council of Governments (Polk, 

Marion, Yamhill) have some prior experience in setting up a joint-use enterprise in the 

Regional Automated Information Network (R.A.I.N.). In addition, the larger fire 

departments in Polk and Marion counties have been seriously considering a joint fire 

dispatch center in Salem, Marion County. Thus many of the issues to be discussed are not 

unfamiliar. 

Basically, the problems to be addressed relate to two essentially separate issues: 

3 
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1. The feasibility of central dispatching, and which governmental 
agencies should be served; and 

2. The appropriateness and cost of 911 service, with or without a 
central dispatch operation. 

Further breaking these questions down leads us to consider: 

a. An ,-xganizationa! model fostering" a community 
of equals", 

b. distribution of cost with maximum equity, 

c. technical problems created, and their solution, and 

d. maximizing cost/benefit ratios. 
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III. ANALYSIS OF THE PROBLEM 

There are three basic lines of consideration which will prove crucial to the 

success or failllne of any change recommended. The first of these we will call, for want of 

a better term, political. This really refers to the natural gut reactions of persons or 

groups to a new relationship and is concerned with who gains what advantage, are costs 

equitably distributed, and are any disadvantages (real or fancied) equally shared. Fire 

departments naturally worry about centralized dispatch developing a "police orientation", 

while small governments or agencies worry about their needs/concerns becoming 

secondary to those of a much larger counterpart sharing use of a facility or service • 

These concerns, because they are natural, '11ust be faced and minimized through 

appropriate guarantee~ in the beginning. 

The second area of consideration is technical. How does one insure the 

integration of appropriate technology while avoiding excessive or inappropriate hardware? 

Which options in telephone service are truly justified? We believe that any technological 

solution which truly performs a needed function for the persons doing the work, without 

exacting commensurate or unnatural demands on that worker is appropriate. In fact, a 

general rule of thumb in modern economic life is that any capital investment that 

increases worker productivity, reduces error, or avoids worker dissatisfaction is 

profitable. When computing labor costs over a five year span the significance of this 

"rule" becomes apparent. By the same token, equipment manufacturers are kn.own to take 

advantage of what some call the "bells and whistles syndrome" to sell equIpment or 

features of questionable utility. 

The third general concern is operational. It is axiomatic that any service 

provided to two or more "customers" must exceed in quality that which each would 

provide himself. Unfortunately, this is too frequently said and too seldom done. For that 

5 
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reason recommendations made will attempt to explore some standards to assure that the 

service offered in any joint operation will, in fact, be superior to any existing service 

available to Polk County public safety agencies. 

In addition to these general concerns, the size and scope of the need to be 

a.ddressed must be considered. The following tables and charts define that size and scope. 
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POLK COUNTY 

Population.o •••• 40,050 less 6,490 (West Salem) 

Area .......•.•.. 709 square miles 

POLK COUNTY LAW ENFORCEMENT 

Population Sworn- Reserves Field 
served Patrol Units 

(max) 

15,255 Sheriffs Office 13 12 3 

71530 Dallas 10 unknown 4 

790 Falls City 1 unlmown 1 

3i500 Independence 5 5 3 

5,94,5 Monmouth 5 unlmown 3 

Total 34 

POLICE COMMUNICATIONS (on1X 24 hour operations listed) 

Location Dispatchers frequency Dispatch 
for 

Polk County Sheriff 5 + (2 ) 155.670 Police 
(Dallas) 155.250 Fire 

Ambulance 

Independence students 155.670 Police 
15502.50 only 
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POLK COUNTY FIRE EQUIPMENT LOCATIONS 

Location Paid full-time Volunteers 

Dallas 1 48 

Airlie (SE Polk RFPD) 1 9 

Buena Vista 1 L" 

Falls City (SW Polk RFPD) 0 26 

Independence (SE Polk RFPD) 1 24 

Monmouth 2 + 3 PiT 40 

Pedee (SW Polk FRPD) 1 15 

Rickreall (SW Polk RFPD) 0 19 

Suver (SW Polk RFPD) 1 15 

Valsetz· 0 49 

All of the above are dispatched on frequency 155.100 from 

Independence, Monmouth, Dallas, and Polk County Sheriff's 

Dispatch. 

AMBULANCE SERVICE 

Total runs 

397 

270 

8 

3,950 
, 

230 

Dallas Ambulance Service 

Monmouth Fire Department 

National Hospital Assoc. (Valset~) 

Willamette Ambulance (Salem) 

Superior Ambulance (Sheridan) 

Affiliation 

Volunteer Fire 

Professional Fire-

Volunteer 

Commercial 

Commercial 
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TELEPHONE EXCHANGES 

POLK COUNTY RESIDENTS ARE SERVED BY THE FOLLO'tqING EXCHANGES: 

Exchange name Company No. Wire Subscribers 
Offices also in ( 

county 

Monmouth/Independence Pacific NW Bell I Marion 

Dallas " II " I none 

Falls City " " " 1 none 

*Grand Ronde United Tel NW 1 Yamhill 

*Willamina " " " 1 " 

*Sheridan 'I 'II " 1 '.1 

-)loAmi ty General Telephone 1 " 

*Salem Pacific NW Bell 2 Marion 

*Albany " " II 1 Linn 

*Kings Valley Pioneer Tel Coop Benton 

*The la.rgest part of these exchange areas, and probably 

the bulk ,of subscribers served, lies outside Polk County. 

MARION COUNTY RESIDENTS ARE SERVED BY: 

Salem Pacific NW Bell 2 Polk 

Woodburn/Hubbard " " " 1 none 

Aurora Aurora Tel Co. 1, ? 

St Paul st Paul Coop I none 

Newberg General Tel NW 1 Yamhill 

) 
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Marion County exchanges continued: 

"_ L '.' Gervais Gervais Tel Co. 1 none 

1~ 
!j 

Monitor Monitor Coop 1 '? · 
I. 

,... I,·, 

) 
'-'··~1_ _-.,-

I Mt Angel Mt Angel Tel Co. 1 '? · 
Silverton Continental Tel NW 1 ? • 

Jefferson Pacific NW Bell 1 Linn 

Aumsville/Turner Continental NW 1 none 

stayton Stayton Coop 1 ? 

Lyons Peoples Tel Co. 1 ? -
and possibly others at the eastern end of the county. 

TELEPHONE COMPANIES SERVING RESIDENTS OF POLK COUNTY: 
~. I 

Company Exchanges County of exchange 
focus 

Pacific NW Bell Salem Marion 

~1 Dallas Polk 
, 

Falls City Polk 

Monmouth/Independence Polk 

Albany Linn 

United Telephone NW Grand Ronde Yamhill 

W'illamina Yamhill 

Sheridan Yamhill 

General Telephone Amity Yamhill 

Pioneer Tel COOP Kings Valley Benton 



4 ... 

~p-

"-~ ! 
,;'-- ~ .... , 

~ 

~I 

E..,,.._ ,~ 

·1 
ii--' 

;l 

.~~I 
t~~ __ ~J 

,J 

I 

---- ----

11 

Given population concentrations in the county, it 

would appear the bulk of the county residents are served by 

Pacific Northwest Bell. 

Conversely, in Marion County the bulJe of the popu­

lation appears served by Pacific Northwest Bell and Continental 

Telephone of the Northwest in the following exchanges; 

Company 

Pacific NW Bell 

Continerrtal Tel NW 

Exchanges 

Salem 

Oounty of exchange 
focus 

Marion 

Monmouth/Independence Polk 

Jefferson 

Silverton 

Aumsvill/Turner 

Marion 

Marion 

Marion 

With the following companies serving a lesser population but 

covering significant geography; 

Aurora Telephone Company 

St Paul Coop 

Gervais Telephone Co. 

Monitor Coop 

Mt Angel Tel Co. 

Stayton Coop 

Peoples Telephone Coo 

Thus any recommendations made must be predica~ed on dealing with the relative 

impossibility of coordinating all of these, large and small, in one time slice" 
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The state of Oregon, unlike Washington and 

California, does not have legislation mandating 911 

service or establishing minimum standards for its adop­

tion. None-the-less the following Oregon communities 

have implemented 911 phone servi·~e: 

Jurisdiction population Answering 
served point 

Florence 6,100 police 

Hermiston 14,400 police 

Milton-Freewater 8,4·00 police 

Prineville 4,300 police 

Seaside 10,600 police 

The Dalles 19,000 City 

Toledo 4,200 police 

John Day 3,000 police 

Medford 35,000 police 

Currently planned for implementation are: 

Woodburn 

Yamhill County 

7,500 

44,000 

City 

Sheriff 

Telephone 
trunks 

2 

10 

2 

2 

5 

3 

2 

2 

6 

2 

17 

Note that six of the nine currently implemented 

involve a single wire office. None except Medford represent 

I 
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an adequate dispatcher "load". When Yamhill County eventually comes on line, it will 

represent only the second 911 service of adequate size to hope for a professional 

dispatching /phone answering service. 

Unfortunately these facts portend future problems for the 911 concept in 

Oregon. 

Given the size and scope of need, there is no doubt that a centralized public 

safety dispatching operation can represent a significant improvement in service, both to 

the citizens and the individual agencies. Sh0uld the Willamina, Sheridan, and Amity 

exchanges go to 911 directed to McMinnville, a central dispatch operation may be 

necessary to avoid potential mis-routing of some fire calls as they are rerouted from that 

center. At the northeast corner of the county the area encompassed in the Salem 

exchange can only go to a 911 center in Salem, Marion County. While that is not 

immediately contemplated, it will eventually come. This will further require a central 

hand-off point for 911 calls initially answered in Salem. For all these reasons, centralized 

public safety dispatching in some form is recommended. 

The change over to 911 provides a significant benefit to the citizen, offering one 

easily remembered number to call. As this number is implemented in more and more 

exchanges this benefit extends to a single number effective wherever he may be, without 

toll charges. By the same token, public safety agencies gain precious time currently used 

in dialing operator, looking up the appropriate number, or worse, finding change to effect 

a long-distance call from a pay phone . 

Attempting to compare projected costs with current costs gets more complex. It 

would appear that a centralized public safety dispatch center offering 911 service should 

not cost more than the various governments (municipal and county) plus the rural fire 

districts are now spending in total. It may very well cost less. In that the current 
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expenditures are fragmented among four municipalities, six fire protection districts and 

county government, it was not possible to catalog them in the time available. What 

probably will occur is a re-distribution of costs. Should that result in some paying more 

and others less, and assuming the cost apportioning formula chosen is agreed upon as 

equitable, we would conclude that current costs would be shown to be inequitably 

distributed • 
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IV. FINDINGS AND CONCLUSIONS 

Following are standard terms and definitions suggested for adoption: 

Emergency: For the purpose of this discussion, we will refer to an emergency as 

that situation requiring a field response inside three (3) minutes. As a practical matter, 

many emergencies in the area under discussion may rarely see a response in this tim(.:' 

frame. Nevertheless, to distinquish between emergencies, urgent calls, immediate caDs, 

ASAP (as soon as possible) calls and "when convenient" calis, the definition is operable,. 

Note: To place the responsWility for defining nemergency" on the ca11ing 
public is a grievous mistake. r., e find the error rate equally split; as 

many emergencies are downgraded by the public, non-emergencies 
are upgraded. For this reason we prefer to approacll the public in 
terms of fifield response needed" to define those ca1Js rv hich should 
be placed on 911. 

W ire Office: This term is intended to define the snlallest element of the 

telephone operation that could be separately considered for, 911 trunking and phone 

dialing. 

Hand-Off: For a variety of reasons it will often be desirable to connect the 

caller with a specific agency for action. This term will he used to refer to those calls in 

the immediate, urgent and emergency class which are to be connected directly to the, 

responding agency. Given these circumstances, the mechanics of the hand-off operation 

become, at the least, important and frequently critical. We will suggest engineering 

standards for this function at variance with common phone practice. 

Transfer: Where time is not critical and the caller is calm, a transfer procedure 

may be used to connect the caller to the action agency. This will primarily be used for 

those calls which would more accurately have been placed. on the agency business number. 

You will note that the California Standards (Appendix A) do not make this distinction 

between Hand-Off and Transfer. 

Re.lay: In some calls, it may be desirable to accept all the information from the 

caller, disconnect, dial the action agency and relay to them the information gained. This 

16 
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would normnlly be used for the ASAP or lower class calls, rarely for immediate and almost 

never for urgent or emergency calls. 

Referral.- Some calls will be received where the totality of circumstances 

indicates an instruction to the caller of the proper number to dial. A legitimate mode of 

operation under the right circumstances, but subject to over-use and/or abuse at the call 

receiving center, will require careful monitoring. 

Recommended Functional Characteristics of a Hand-Off Line 

We have discussed telephone hand-off, transfer, relay and refe.:ral. To 

adequately serve the purpose in a 911 operation, a hand-off must: 

1. be a dedicated, direct ring-down trunk, AND 

2. be accomplished WITHOUT THE CALLING PARTY'S KNOWLEDGE ... 

To achieve requirement If 2, the initial phone-answerer must be able to activate the 

appropriate direct ring-down trunk without losing contact with the caller. The transaction 

would shift from a two-party call to a conference call without any perceivable break j and 

the 911 operator should then have the option to disconnect without disturbing the 

connection between tl·'J caller and the agency accepting the hand-off. 

Transfer lines may, on the other hand, be th~; typical operation wherein the 

calling party is normally placed on "holdl! while the mechanics of the transfer are 

completed. 

As a practical matter, it may not be realistic to provide both modes to the sam~ 

agency. Where a choice of the two modes Is in order, if any calls requiring the field 

response in the top three classes are involved, the hand-off line must be chosen. The 

difference, however, is in the psychology of the caller. Persons with emergency or urgent 

calls, or calls they think fall in that category (whether we agree or not) become easily 

confused or frustrated. A very real hazard exists of losing contact with such a caller 
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before a normal transfer can be completed. These are referred to as "dropped calls" and 

can result in tragedy. 

Alternatives 10 Be Considered 

OJ Expand Polk County Sheriff!s Dispatch. 

While this takes maximum advantage of "what is", it also perpetuates 
existing problems, both operational and in terms of agency relationships. 

13 Establish Central Public Safety Answering Point and Police-Utilities 
Dispatch; Hand-Off Fire Calls To Central Fire Dispatch Out of Salem. 

This is operationally and politically attractive given the kinds of roadblocks 
historically raised by fire departments and fire rating bureaus to joint 
police/fire operations. Unfortunately, it removes a percentage of the 
financial support from the central dispatch operation and reduces police/fire 
coordination possibilities. 

c Establish Central Public Safety Answering Point and Pollce/Fire Dispatch 
Operation for Polk County. 

This appears to present the fewest barriers (other than money) to 
implementation in the immediate future. 

G Establish Central Public Safety Answering Point (PSAP) and Police/Fire 
Dispatch Serving Both Polk and Marion Counties. 

This would be the most cost-effective 1n the long term. However, it 
represents severe political and operational problems which would require 
extensive pre-planning to insure any real hope for success. Few cities the 
size of those in Polk County could accept a role purporting to make them 
"equalll partners with one the size of Salem (population 74.,120) without 
severe misgivings. At the same time the fire agencies in Marion County are 
moving toward a centralized fire dispatch operation, which may block any 
chance of integration with a planned public safety dispatching operation. 
One sub-alternative would. be to create a two-county PSAP with police 
dispatching and hand-off fire calls to a central, two-county fire dispatch 
center. 

Finally, the amount of address recognition help required to support a phone 
answerer in such an operation represents a formidable barrier to near term 
implementation. 

o Retain the Status Quo. 

This is the easiest to implement. It does, however, perpetuate existing 
problems. 
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Whichever of the alternatives is chosen, some general operational and 

organizational standards apply, These are: 

Ot·anizatlon 

The best assurance of success for any joint operation (ot' service bureau) is an 

organization providing for equal access to services and effective influence of (or 

resolution of grievances about) the service provided to any of the users. We feel thls can 

most effectively be accomplished under Oregon's Intergovernmental Cooperation Act by 

creating a Public Safety Dispatching Bureau jointly owned and operated by the parties to 

the agreement. These "pnrties" should include each government, utility, taxing distri.ct or 

other independently b'udgeted entity to receive services. This Act provides for 

establishment of a "Board of Directors" representing the various governmental bodies. We 

would suggest a separate. board, representing the public 'safety age:ncies served, be 

deputized by the Board of Directors to resolve questions of operational policy. To further 

insure the neutrality and independence of this public safety dispatching unit, we would 

recommend it reside in a facility not now used by any police or fire agency or any county 

or municipal government. It may be necessary, to satisfy Oregon rules for access to 
I 

various law enforcement computer files, to jointly confer police powers to at least the 

director. Existing equipment, base stations, etc. to be utilized in this operation can be 

deeded to it by the current owner with reclamation rights reserved should this unit cease 

to exist. 

In establishing this center, careful attention should be paid to Fire Rating Bureau 

technical requirements for fire dispatch centers (emergency standby power, etc.) to avoid 

problems in that regard. 

Financing 

We see some mistakes being made in Yamhill County which should be avoided 

here .. One of the more flagrant involves charges to the user for phone line mileage rates. 
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The costs of phone trunks from the various exchanges should be absorbed into the overall 

budget for the center, and apportioned out to aLl users on the basis of whatever formula is 

chosen. The rationale for this is that these charges aloe, at least in part, a result oJ the 

choice of location. No user should be penalized or rewarded as a result of that choice. 

Therefore the phone trunk tariffs should be equitably shared by all. 

The apportionment formula may be per capita served, or on the basis of assessed 

.. valuation, or some combination of these. We would recommend consideration of a formula 

which assumes that fire units receive J.5 per cent of the service generated (7 Y2 per cent by 

volume, including medical emergencies. Since they are afforded III priority, and the great 

bulk of their calls must be treated as emergencies, we are doubling that volume 

percentage to arrive at their service demand) and the remainder relates to police. We are 

also assuming that at least the rural fire protection districts are supported through special 

taxing authority outside of municipal or county budgets. That 15 per cent would be 

charged to the various fire agencies on the basis of assessed valuation covered. The 

remaining 85 per cent would be charg~d to the involved municipalities and' county 

government on the basis of population served. If, for instance, the total yearly budget for 

this service was $100,000.00, the combined fire agencies serving Polk 0 County and 

dispatched by this unit would contribute $15,000.00, apportioned among them by total 

assessed valuation covered. The various governments, serving a total population of 

roughly 34-,000 persons, would pay $85,000.00 or roughly $2.05 per capita per year. Thus 

the Counties l1sharell of this $85,000.00 would be $38,137.50 given an unincorporated 
< 

population of 15,255. At this point we must make clear that the above figures are merely 

for the purpose of illustration and are not intended to portray real costs. By comparison, 

the cost to the City of Independence for this mythical service would be $8,750.00 per year 

for the police portion. If they have a municipal fire unit separate and distinct from the 

surrounding rural fire protection district, Independence would pay an additional portion 
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based on their share of the total assessed valuation. If that, for instance, amounted to 10 

per cent of the total f they would be billed $1,500.00 for fire portion of the service. In this 

instance the total bill for Independence (police and fire dispatching) would be $10,250.00 

per year. 

Technical 

As a general rule, there are no bargains. Once the minimal operational and 

technical specifications have been defined, every new piece of equipment purchased 

should be of the highest quality obtainable, with a special view toward minimal 

maintenance requirements. In short, buy nothing but the best. Usually this is only 

obtainable from one of the major suppliers with a significant track record in public safety 

equipment. Beware of the low bid! these silould be painstakingly scrutinized to assure 

specifications will be met and the company bidding has both a reputation to protect and 

resources to make good the operation, do not skimp on such things as modular flooring, 
,., 

sufficient room, lighting, and sound control and a pleasing decor. All of these will return 

dividends in increased employee productivity and minimal job stress. 

Operational 

Two important principles must be followed here. This is a decision-making 

function with some stress attached. It can only be done well by persons chosen for their 

ability to react well under stress and to make appropriate decisions naturally. High 

employee turnover rates are counter-productive, which suggests competitive salary rates. 

Secondly, any function serving multiple masters must have written procedures, 

standards and goals. Without these the employee can be held to no standard, as none 

exists. In addition, any complaint about an alleged procedural mistake is reviewed in a 

vacuum. We will suggest some basic procedur'al musts by way of Appendix B, but these 

are by no means intended to be thought of as complete or all-encompassing. They can 

form a b'eginning point in development of the needed procedural manual. 
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Phone Service 

The concept of 911: and its application, has been badly handled in a number of 

areas of the United States. The most vexing of the problems that have been created is 

over the term "emergency". We have frequently noted various officials lecturing the 

public over the 'necessity of restricting the use of this number to "emergencies", whatever 

that means. The various large telephone companies have been particularly guilty of 

spreading this piece of misinformation . 

The word l1emergency" defies precise definition. Worse yet, we really do not want 

the use restricted to emergencies. What we want, in both police and fire dispatching, is 

for the use of 911 to be routine in any situation requiring some field response, and in some 

cases we also want to use it for crime reporting by telephone. 

Some misdirected calls will be received. For those which are for public safety 

service in an area not covered by this dispatching unit, we must provide hand-off lines to 

complete the routing of that call. Others requiring some governmental response not 

dispatched from this center are especially susceptible to mis-handling. It is appropriate 

for the phone-answerers, after getting the basic information from the caller, to give the 

caller the correct phone number to call. That, however, does not complete the 911 phone-

answerers responsibility. At the first opportunity that phone-answerer must call the 

agency in question and furnish them the information obtained. Service requested, 

location, return phone number and calling party name covers the preferred minimum of 

information to be relayed. 

Within these precepts, common to all the alternatives listed, we have reviewed 

the various considerations affecting an appropdate recommendation for this county at this 

particular time. As indicated earlier in this report, we would have an instinctive 

preference for a combined pollce/fire dispatch operation with 911 service for both Marion 

and Polk Counties based in Salem. Such an operation would, initially, offer 911 service 

only in the following exchanges: 
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1. Salem 

2 . Woodburn/Hubbard 

3. Jefferson 

4. Silverton 

5 . Aumsvill/Turner 

6. Dallas 

7 . Independence/Monmouth 

8. Falls City 

Other exchanges/telephone companies would be invited to extend the service to their 

customers at their own leisure. Only two telephone companies, Pacific Northwest Bell 

and Continental Telephone Company of the Northwest are involved 1n the eight listed 

exchanges, representing nine wire offices. Even though this is an appealing option, We are 

somewhat dubious about the ability to solve the address recognition problem over a two­

county area. In addition, we suspect that this might Involve some significant level of 

negative reaction from the citizenry of Polk County. 

In recognition of these two stumbling blocks to a two-county system at this time, 

we must recommend the course of action outlined in the following section of this I'eport. 
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V. RECOMMENDATIONS 

Final planning should begin for a Polk County Public Safety Answering Point 

(PSAP) offering police, fire and ambulance dispatching for all such services 1n Polk 

County. Investigation of the feasibllity and costs of telephone lines including a 

government switchboard operation in this facility should also be conducted. Public utility 

dispatching should be incorporated as a secondary responsibility on nights, weekends, and 

holidays. 

Location: a location half way between Dallas and Independence/Monmouth would 

be ideal. It should be, at a minimum, separated by at least one block from any exIsting 

fire, police, or government building . 

Organizatiom a service organization jointly created under the Oregon 

Intergc:vernmental Cooperation Act by the affected governments, with a Board of 

Directors to oversee the operation and recomrnend yearly budgets for approval by the 

affected government bodies should be established. 

911 Service: this service should be initially offered to three phone exchanges: 

Dallas> Independence/Monmouth and Falls City. In all the other exchanges lying within 

the county in part, a seven-digit, no-toll number should be offered to reach this PSAP. 

Rather than run special trunks from these exchanges, it would be preferable to be billed 

for long-distance charges on a per call basis to establish a basis for comparison between 

these costs and special trunking costs. Hopefully the phone company (s) can accommodate 

this without making it a la-digit number. 

Refer To The PSAP in McMinville For Architectual/Eguipment Configurations 

In General: we recommend two phone answering/dispatch consoles exactly 

duplicating each other, with the government switchboard (optional) positioned between 

thE-m. A la-channel tape recorder should do. 

24 
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Recurring Costs: 

Te,lephone -- using 8A termination equipment, and including existing police 

and fire alarms (but excluding long-distance tolls) costs should be approximately $1,050.00 

per month. Installation cost should be about $5,000.00; 

Personnel -- assuming a staff of director plus seven, th1s should cost about 

$7,500.00 per month including fringe benefits. 

Eguipm.!(nt Maintenance -- frankly, we have no feel for the probable cost of 

a maintenance contract. The cou~lty should be allowed to obtain bids. For planning 

purposes, assume $1,000.00 per month. 

Total -- total costs should be about $9,550.00 per month plus R.A.I.N. 

terminal costs. Total costs should not exceed $125,000.00 per year, and may possibly be 

up to 10 per cent less. 

Negotiations Should Begin With Pacific Northwest Bell for possible front-end 

loading of their charges, especially relating to the 8A termination equipment. This could 

reduce recurring monthly costs. 

Construction Of A Geo-Base Strip File Should Be Developed, using existing 

information within fire districts and augmenting that with virtually a door-to-door ran vas 

conducted by volunteer fire personnel. Each strip should show: 

(a) Mailing address 

(b) X-Y coordinate, using section lines (the spaces between lines will 
have to be assigned arbitrary alpha or numeric "names" 

(c) Nearest cross street, road or highway 

(d) Fire district served by, and "phantom box" number 

(e) Ambulance served by 

(f) Police jurisdiction. 

These strips should then be organized in a standing leaf file in a manner to promote rapid 

search. 
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Concurrently, A Reverse Teleehone Number File (strip file) should be 

constructed so that each strip shows: 

(a) phone number 

(b) X-Y coordinate 

(c) Nearest cross street, road or highway 

(d) Fire district served by, and IIphantom boxll number 

(e) Ambulance served by 

(f) Police jurisdiction 

(g) Mailing address (optional) 

The phone company (s) may be able to help with this, if not constrained by privacy 

considerations. If not, a reverse directory or even the phone book can serve as the basic 

resource. This reverse phone file, coupled with a PSAP operator convention of always 

asking "what is the phone number you are calling from ll can serve as a valuable cross-

reference check on location. 

The Work Already Done In Some Fire Districts To Establish A Pre-Planned Fire 

Response to Each Location/Situation (phantom box system) should be expanded. 

This will assure the dispatcher that appropriate first responses are started. 

A Sequ'ential Dialer should be obtained to augment fire volunteer notification 

systems. Gary Harrison, Communications Engineer in Yamhill County, can make some 

recommendations in this regard, 

It Should Be Insisted That Incoming Trunks, Including Any Special Trunking 

Of The Seven-Digit Number Be Run Thru' A Concentrator to provide no more 

than five (5) trunks coming into the 8A. This trunk concentrator may reside in the nearest 

wire office or in the PSAP, whichever is most convenient. If technically feasible, this 

should include hand-off trunks from McMinnville. Should this concentrator interfere with 

such SA features as called party hold or the optional ring-back feature it is still p~eferable 

to adding another 8A Module. ' 
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STA TE OF CALIFORNIA 
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MINIMUM "911" STANDARDS 

STATE OF CALIFORNIA 

Minimum Operational Standards 

Public Safety Answering Point (PSAP) 

CALL ANSWERING 

1. All PSAPs shall be public safety oriented. 

2. That all calls will be answered within ten (10) seconds. 

(To meet this standard, you must consider lines, answering 

positions, personnel, etc.) This is based upon an average 

busy hour of the busy day. 

PSAP OPERATIONS 

3. The PSAP will operate seven days per weel{, twenty-four 

hours per day. 

4. The terminating trunks from the final central office 

to the PSAP shall provide at least a P.Ol grade of service 

(one busy in 100 attempts during average busy hour) for 

this 911 traffic, assuming a constant holding time and 

speed of answer. 

5. Written procedures and appropriate training will be 

provided to the operators and documentedo 

6. The date and time of receipt for each 911 emergency 

call shall be documented (written or recorded). 
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7. In the "transfer method ll
, the reliability of that 

transfer call being sent through to responding aGency shall 

be maintained. Also, monitoring capability shall be pro­

vided to insure that the call is answered. 

8, Access control and PSAP security shall be designed to 

prevent disruption of PSAP cperations. 

DESIRABLE FEATURES 

The following is a listing of desirable features, 

but ~ not minimum standards. Agencies who ,,_~-ye the 

resources should strive for compliance of these features 1 

1. If all incoming PSAP positions are busy. tbe calls 

waiting should: 

2. 

(a) Reach a recorded message informing caller when 

he has reached the 911 emergency number and an 

operator will answer as soon as possible. 

(b) Be annunciated within the PSAP. 

All incoming 911 telephone calls be recorded and 

maintained for at least 60 days. 

3. That a short-term recording and replay capability 

'be provided for each operator position. 

4. Physical environmental factors affecting human factors 

should be considered; i.e., lighting, acoustics, etc. 
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Minimum Technical Standards 

STANDARD TONES 

Standard tone signals (audible ringing, busy tone; 

and all trunks busy) will be provided to the 911 calling 

party in the normal manner. The tone signal received on 

local calls will be the same on that receiving the 911 

calls. 

TRANSFER 

Whenever the "transfer" method is employed, special 

equipment considerations must be made o This method calls 

for the PSAP attendant to directly connect the incoming 

911 line or trunk to another communication line, to 

signal out on the second line, and complete the call 

through to a third party who will initiate action. 

Whenever the "transfer" method is employed, the secondary 

circuit in the "transfer" shall be properly designed, 

dedicated facility such as a switchboard (PBX) extension 

or a direct tie trunk to the appropriate public safety 

agency (s) • There will be a minimum of two trunks rega.rd­

less of the P level of service. 
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INTERCEPT 

The telephone company will provide mechanical 

intercept of 911 calls from nonparticipating central 

offices contiguous to the 911 serving central offices 

whenever equipment arrangemEmt code conflicts are not 

involved. 

SERVICE MEASUREMENTS 

The telephone company will take regular service 

measurements on the 911 terminating trunk group to 

determine the actual grade of service being experiencedo 

These service measurements should provide a basis for 

corrective action which would achieve the objective 

grade of service. As necessary, the telephone company 

will provide the involved agencies with an appropriate 

report on the grade of service for the terminating trunk 

group. 

SAFEGUARDING OF CIRCUITS 

All facilities associated with 911 service will be 

equipped at all exposed terminations, including central 

office distributing frames, with protective devices that 

prevent accidental workman contact. Each protected 
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termination will be marked so as to make it easy to dis­

tinquish circui.t identity. 

Safeguarded circuits will not be opened, grounded, 

short circuited, or manipulated in any way by telephone 

company worlnnen until the local test deck obtains prior 

circuit release from the 911 PSAP. 

Supervision will assure that all telephone company 

employees, whose normal activities may involve contact 

with facilities associated with the 911 service, are 

familiar with safeguarding of facilities procedures. 

EMERGENCY POWER 

Emergency power shall be provided for the PSAP 

environment and telephone equipment commensurate with 

the dispatch centers. There will be emergency power 

available for backup. 

DESIRABLE TECHNICAL STANDARDS 

The following is a list of desirable features, but 

are not minimum standards. Agencies who have the r~sources 

should strive for compliance with these features: 

1 • 911 inter- and intra-exchange trunking sha 11 be 

designed, at a minimum, to provide the same level of 

tl 
I 
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service as exists for the DDD networko 

2. Alternate central office entrance and telephone cable 

routes for telephone communications. 

3. Alternate entrance route for primary power. 

4. Alternate means of communicating with public safety agencies • 

.5 • Underground cable and en'trance to PSAP 0 
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APPENDIX B 

PUBLIC SAFETY DISPATCHING PROCEDURES 
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A. 

PUBLIC SAFETY DISPATCHING PROCEDURES 

TELEPHONE ANSWERING 

1. Every incoming calIon 911 (or its alternative 

7-digit number) should be answered by no later 

2. 

4. 

than the fourth "ring"o At times this may 

require the use of "hold" for active calls, 

or even "call-back" for non-urgent calls. 

The highest priority call is that one yet un­

answered, Each incoming call shoUld be affordod 

up to 60 seconds of time after which it is 

considered interruptable in favor of more 

urgent business. An inexpensive egg-timer 

can be used to help learn that approximate time 

interval. 

If Fire, it will be necessary to find out: 

(a) road on, 

(b) nearest cross street or road, 

(c) flames, or smoke? 

(d) type of structure or material burning (house, 

apartment, car, barn, etc.). 

Alwa~'s ask "what is the phone number of the phone 

you are calling from?", This, of course, assumes 
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8. 

the caller is calling from the scene where field 

response is needed. The intent of the question 

is to make the phone location file usable as a 

cross check for location. 

Attempt, whenever possible, to get a phone number 

for call-bacle (see #4) 0 It may be necessary 

later to get additional location information • 

Initiate either a "Complaint Card" or "Fire 

Run Card" if a field response is indicated. 

Time stamp first. 

No one ever "wonll an argument by phone. Don't 

tryl Remember, these calls are being recorded. 

The caller at the other end doesn't do this very 

often, and may be excited or confused. You are 

the experienced one in this situation. Malee that 

caller feel at ease, confident that the situation 

is now in good hands. 

If this call is misdirected, either 

(a) use the appropriate hand-off routine to 

direct the call where it can be handled. stay 

with it until you are sure connection has been 

made and the caller is talking to the appropriate 

PSAP, or 
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(b) gently give the caller the appropriate number 

to call, saying "I'm going to pass this information 

along, but I hope you will call them direct so 

'you will know wh2.t to expect from them 11 

THEN MAKE SURE YOU DO PASS IT ALONG! 

B. DISPATCHING - PRIORITIES 

1. Any FIRE or possible fire. 

2. Officer needs help. 

3. AID CALL, suggesting medical emergency. 

4. lVIAJOR CRIlVIE IN PROGRESS, or silent alarm, or 

serious injury accident. 

5. Misc. Fire Runs where NO fire. 

6. All other police calls . 

7. Officer request for information from computer files • 

8. Field unit status change (in service, out of service, 

eat, etc.). 

9. All other (utilities radio tra£fic, etc.) 

IT IS IMPORTANT TO NOTE THAT PRIORITY #1 RElVIAINS SUCH SO 

LONG AS AN ACTIVE FIRE EXISTS AND UNTIL FIRE UNITS AT 

SCENE REPORT FIRE IS -"TAPPED". 

Radio traffic is handled in strict priority order with a 

higher priority interrupting a lower. When you are handling 
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both phone and radio traffic, incoming phone calls a.ssume 

priority #3 , with all others bumped (lown one notch. 

C. DISPATCHING - PROCEDURES 

1. Time stamp the complaint or fire run card as 

dispatched after you have dispatched, and been ack­

nowledged by, the proper unit. 

2. On Fire calls, consult the location file for 

fire district responsible and "phantom box" number, 

pull "phantom box" card and dispatch the units 

indicated. Begin volunteer notification routine, 

using both Plectron and sequential phone dialer for 

confirmation of call cut. 

3. Be especially alert for fire radio requests fOF 

"2nd alarm" (additional units) or move upo These,also, 

are priority #1. 

4. While active, complaint or fire run cards will 

be maintained in a conspicuous card minder as a 

reminder of unit status. 

5. When notified of unit arrival at scene, time stamp_ 

6. When unit clears, time stamp as completed. 

7. Mainta.in previous 4 hours cards in time sequence 

as a temporary log. 

-~.-----------,,-
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8, When unit goes out of service for any reason 

other than a field response (eat, coffee, station, 

etc.), initiate. an Administrative Form, Time stamp 

out, again when returned to service • 
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r UNIT I DISPATCHER LOCATION '\ 010 COURT ATTENDANCE 
, 

020 ESCORT PRISONER - COURT 
I 

PHONE NO. 'OFFICER OFF!CER 
025 ESCORT PRISONER - MEDICAL I 
029 HOSPITAL GUARD 

I , j 
030 ERP-MID FOR I 

040 STAKEOUT REi<1A~KS: 

050 WARRANT &. SUBPOENA SERVICE 

. 
060 OUT OF CAR-NO REASON GIVEN .. 
070 NO /\NSWER WHEN CA LLED 

'080 STATION, GARAGE, SO .CAR, ETC. 

090 COFFEE -I . 099 EATINO; -._- - -] 

~-----------~------~~------------
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'REC'D 0 PHONE COMPLAINTANT I II' OPERATOR liDISPATCHER . 
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I !SPECIAL HAZARD~ 
NO fiRE .i FIRE 

UNKNOWN FRAME DWELL. 

AID CALL CQlm.~ERCIAL 

SERVICE APARTMENT 

STANDBY CAR 

ACCIDENT TRAILER 

GAS SPill OUTBUILDING 

fALSE ALARM I GRASS 
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I FiRE RUN CARD 
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Number 
of 

Space 

1. 

2. 

3· 
4. 

5. 
6. 

7 · 

8. 

1 • 

2. 

3. 
4. 

6. 

RADIO·ADMINISTRATIVE FORM 

EXPLANATION OF USE 

Heading 

9010 thru 9099 
UNIT 

DISPATCHER 
BLANK 

PHONE NO. 
LOCATION 

OFFICER 

REMARKS 

.. 

RECID 

LOCATION 

COMPLAINANT 
BLANK 

NO FIRE - FIRE 

OPERATOR 

In(1ividual 
Responsible 

Dispatcher 

" 

" 
" 

" 
" 

" 

" 

FIRE RUN CARD 

Operator. 
or 

Dispatcher 

" 

" 
\I 

" 

Operator 

Type of Data 

Reason out of servioe 
Radio Call Number of 
Field Unit 
Identity of 
Time Stamp out 
Time Stamp In 
Where Unit can be reached 
If applicable, location 
address of Unit 
Serial Number(s) of 
Officer(s) , 
If will be out for unusual 
length of time, explain 

Means information received 
initiating this run 

Street address plus 
nearest intersection 
What person, alarm system~' 
Time Stamps: 

Received 
Dispatched 
Arrived 
Completed 

Circle any word(s) known 
to apply 
Identity of phone answel.'er I 
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DHUNKElJUgSS 2)0 
Minor Conouming 231 

FnAUD (include bad chocks D bunco, for'gory) 100 

J!~ZARD (NON-'l'RAFl"IC) (350) 
FirG 351 
Water 352 
othol" JIa~.m:·d 35) 

Hl~JJ}' 'l'lIE OPFIC}~:R (El\IEl1GENCY) 510 
HOhlICIDE 010 

KIDNl\P 110 

LI\RG};;ilY (0(.0) 
/\U1;O AG08~lf;od,cs (include tabs) 061 
C R.J" rl.~()'./J. 062 
Pur'iw Snatch (wi thont force) (6) 
SllOPl:i.f''b 061~ 
Oth~r 065 

r~1!~Wl' ;\I) C O;,;PLA 11'1'1' ?20 
t.'JJ;~;Cl~r,l!d;~';CU::; fl:UJJ rY:EAlWH (curfew t Ii t tor, 0 to p ) 

rnSCHIEP on InJIS!d~CB 2.50 

I'EHSOT'lSr .I,O~;'I', FOUiiD, hlISSIllG (360) 
Founc). r~n'F:on 
l-'liss.inG Pcn30n 
RUlltl,',':t;y 

PI1!~r,:lf.3J.':~) c; r=:c!{ 
n~OI),EnrJ:'y' J);\;;ilIGE (130) 

VnndaliGrn 
Othc): r)tOpEH"'l;y D'l.JnD,?;C 

r~OPERTY, LOST, FOUND p MISSING 
PHOWLER 

1.31 
132 
370 
160 

HAPE 020 
HOBI3ERY (030) 

Ji.rmceJ, 031 
Stro1"l[S Ann (.include purGe snatch with force) 

SgX OF1?Ji:N~~E (FXCV.JDJHG HAPE) 
SUICID:': r /\I-m NCi.'Ll.:l'.lS 

. SW;;PIGJOUS (2HO) 
(;0.1:' 
CirC\lli1:.~ tanco G· 
Fcl'f.lon 

1'rU\f'Ji'IG o }\PI\lm()rn'~D CAE 
'.l'H!IlTI C !ICe; l J r ~;Ti' ! JI LJ 1] IiY OH l):~Nl'JJ. 
~PR1\1i'FI C ACG J jJ'.;i-I'J.' t II eN ··lil,IUJ (Y 

1110 
:3tJO· 

, 281 
282 
283 

lno 
J~ ('0 

11-30 

J.70 

0)2 
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TRAFFIC, ~SSI~T MOTORIST 
THJ\1i'FIC, 1),:11 
~~nM?Ti'IC J !,~OVJJIG VIOJJN.P.rON 
rrHliF?IC f rJ\EEli~G VIOL!1'l'ICN 
'NUl.FFIC CO:l/J')W1~, 

'l'IV\PFIC HJ\ZM~J) 

. J.f.I.J.O 
450 
h60 
C1\l1) 
h8Q 
1+90 

VICE (Liquol"Q Gamblingr. Prosti tutiol1 t Narcotics) 120 

WJ\HRl\NT ii.HREST (not from Assigned Warrant SGl:'vice -918) 
WE/\rON I p1.mSOii WP1'H ,( 290) 
, Gun 291 

other Weapon 292 

190 
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A. 
B. 
C. 
D. 

E. 
F. 

G. 
H. 
I. 

J. 

K. 
L. 
M. 
N. 
o. 
P . 
S. 

T . 

U. 
W. 
x. 

MIR DISPOSITIbNS 

A~vised to contact an attorney 
Assistance rendered / assignment completed 

Cancelled by radio 
Case Report, no arrest 
Case Report made with arrest or citation 

Citation issued, no case report 
Civil matter, no case report 
FIR (Field interrogation report) made, no case report 

Follow-up detail, infoimation or evidence obtained 

No police aetion possible and/or necessary 

Peace restored, no case report 
Referred to agency other than APD 

Removed to medical facility 
Retm:-ned to home or family 
Unable to locate incident or complaint, no case report 

Unable to locate suspect, no case report 
Stake out or patrol check completed 

Unfounded 
Warning given, no case-report 
Extra unit in addition to or support of assigned unit 
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