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2017 was a year of additional progress and growth. Spokane
County 911 staff were asked what word came to mind to
describe the year and these words were their answers.

BY THE NUMBERS

TRAINING FOR EXCELLENCE

Training in 2017 was able to grow in the
areas of supplemental and organizational
development. Stability with new hires
provided the time and resources to
efficiently manage personnel changes and
foster professional growth. An increase
of 1,250 total training hours from 2016
allowed Spokane County 911 to devote
time to strengthen the depth and diversity
of training for all staff.

QUALITY IS KING
Having the courage to be
curious is the foundation of
Spokane County 911’s Quality
Assurance program and an
ongoing priority. By taking the
negative stigma out of call
reviews and making it an ongoing process it allows staff to
objectively make improvements. The Association of PublicSafety Communications Officials (APCO) recommends a
minimum of 2 percent of all calls be reviewed for quality
assurance under four main categories. Location verification,
responding party contact verified and entered, safety issues
addressed and appropriate responses. Spokane County 911
reviewed 2.6 percent of calls in 2017 measuring these and
ten additional areas to assure call receivers are doing the best
they can every hour of every day. Quality Assurance is a
cornerstone because it improves service, provides feedback,
reduces liability and increases competency.

PUBLIC RECORDS

FINANCIALS

PREPARING FOR GREATNESS
Work stations line the sides of the Spokane County 911 call receiver
classroom as two new recruits learn what it takes to orchestrate several
programs and become a multi-tasking ninja. In the back corner of the room is
Certified Training Officer (CTO) and classroom trainer Dillon Jacobsen who
often wears a ball cap and smart glasses. His casual attire makes him
approachable and his patience creates a positive learning environment.
Trainees, Rebecca and Melissa work diligently to process Crime Check reports
in their second week of call receiver training. Of the ten CTOs with the 911
center, Jacobsen works with trainees in the classroom and others train on the
call center floor. When asked why he was inspired to be a CTO, Jacobsen said
“I have always been very patient and had good teaching skills.”
911 call receiver training has evolved and adapted to changes in technology, process and staffing challenges
over the last few years. In December 2013 when Jacobsen became part of the Spokane County 911 team,
there were six weeks of classroom training. Today, trainees weave classroom and floor training together in
a hands-on approach.
In 2016 the call center was faced with staffing challenges and used them to re-assess their hiring and training
process. They instituted the LEAN process to streamline the training program and Jacobsen was eager to
be part of the solution because he had several ideas and felt he could add value as a trainer. By adopting
the philosophy of ‘Hungry, Humble and Smart’ trainers are able to shift the focus to selfpaced learning. The result is a training program that is effective and efficient.
Jacobsen’s style for classroom training is similar to the position of his desk. A hub of information, resources
and guidance, but not front and center. “I am not giving them everything. I am helping them build the
cornerstone of their house and I’m giving them the tools to build. I can show them how to use the tools
that I’ve given them and they make the decisions. So, I’m really putting a lot of it on them.”
Crime Check allows trainees to use all parts of the system to train for 911 calls. Twice verification, mapping
locations, talking with public, etc. Everything in the classroom is fixable, giving them the flexibility and
freedom to find their style, technique and multi-tasking process.
“Having a trainer step away from me was what helped me the most,” says Jacobsen. He learned from his
trainers that it is a challenging balance to provide direct instruction along with hands-on experience. “What
I’ve taken from other trainers is that it’s really hard to not hold someone’s hand because you want to help
them. But they’ll never learn if you sit there and tell them what button to click or what question to ask.”
On the wall of the classroom is a whiteboard with trainee names and where they are in their progress.
Incoming call receivers are grouped into teams of two to four and they come up with a team name. “I really
enjoy watching people succeed. They are like my kids…I love to be able to wipe their names off the board.”

FROM CLASSROOM TO CALLS
The night is just getting started for Rocky and Marci during the graveyard shift
late on a Tuesday. Both are virtually tethered by wireless headsets to their
assigned trainees Emma and Mariah. Just after Emma finishes up a call, Rocky
asks her how she feels about the call. They discuss various parts of the call and
confirm things done well and areas that could be done differently.
Rocky and Marci are Certified Training Officers (CTO) and are part of a team
of twelve trainers who work one-on-one with new call receivers. Rocky has
been with Spokane County 911 for three years and Marci for five years.
Rocky knew he wanted to become a trainer while he was in training and says,
“I like to always do more and set my goals really far out there and as high as I
can go. I thought it would be a next step.”
Marci’s path to becoming a CTO was not as obvious to her and it took some
recruitment maneuvers to help her see her potential. She was approached by
supervisors to become a trainer, however didn’t feel ready. “I didn’t want to be
a trainer for a long time. I was really overwhelmed by the thought of being a
trainer,” said Marci.
Both paths led them to the same role. CTOs take tremendous pride and
ownership of their positions. Both speak of positive experiences when they
were trained and appreciate the opportunity to “give back” to the positive
environment that made them successful.
Rocky remembers vividly what it was like to be new to the job. “I remember the 3rd or 4th day in the
classroom and it was my first look at just the amount of type codes we have and call for service guides,” he
recalls.
Marci likes being a call receiver for its fast-paced environment and the day to day unpredictability. Every call
is different and can have several outcomes. The knowledge base of call receivers is vast. “Crime Check was
the biggest thing for me to get my head around and I remember feeling really overwhelmed by all of the
type-codes and the geography and the jurisdictions. With time and practice that all came into place,” she
recalls.
Every trainer has their own style. Rocky’s mantra is the ‘Big 2’ when he trains by making sure trainees
understand the difference between policy and preference. “Safety and Customer Service are the things I
focus on the most,” he says.
For Marci, she says “Location, location, location. If we don’t have a location the rest of the information is
useless.”
What’s in it for them? For Rocky it’s about seeing the lightbulb moment. “They may be struggling with
something and then it all makes sense. You see them and they feel accomplished and I feel accomplished.”
Marci enjoys seeing growth from a coach’s perspective. “Watching them get more independent. When they
start processing a call on their own and seeing the look in their eye. I love coaching them to get to that
point. I want them to believe in themselves.”

PART OF OUR COMMUNITY
On September 13, 2017 Spokane became part of a club no community wants to join. Minutes
after 10:00 am on the third Wednesday of the school year, as Freeman High School students were arriving
for a scheduled “late start” day, one of their own opened fire. At 10:08 am calls began ringing into Spokane
County 911 and by 10:13 am, the shooting suspect, a fellow student, was detained. These five minutes
continue to impact the entire community. This critical event provided an opportunity to assess performance,
systems and channels of communication.
A trainee took that first call and because she had excellent training she handled the call efficiently and
effectively. As the chaos unfolded, the need for a separate communication channel for parents presented
itself. The experienced call center staff made the decision to create a separate computer aided dispatch
(CAD) for parental communications to streamline incoming information.
Communication and teamwork between the agencies. Spokane County 911 staff’s performance and
execution throughout the Freeman incident was exemplary. The combined communications center allows
for an efficient flow of information and 911 personnel communicated with fire and law enforcement
dispatchers which meant handling calls from family members was not overwhelming. Due to the quick
containment of the scene, there was a relatively low call volume. This tragic event allowed the 911 team to
evaluate excellent practices and identify aspects that could be improved.
Improvements include working towards technology upgrades accommodating a “war room” within the 911
center. Then, conduct periodic information updates to better coordinate internally and with other agencies.
In addition to developing social media accounts, the Community Outreach Coordinator will be available to
monitor social media for information from the command center to serve as a resource to 911 and agency
partners.
Information and collaboration. Two weeks prior to the Freeman incident, 911 staff had received active
shooter training and provided situational awareness to assess and process incoming calls. New World CAD
allowed for room awareness and those that were unaware of the shooting were notified immediately when
they arrived. Improvement in the ability to collaborate with law enforcement and schools for better
understanding of school lockdown procedures, communication technology and protocol will aid
communications in the future. Emergency Management, Safety Public Information Officers and our
Community Outreach Coordinator will work to get up-to-date information to school resource officers and
other necessary personnel.
Taking care of our own. A debriefing and defusing session was offered to all agency personnel within the
call center to help employees process the incident.
Being part of the growing number of communities who have had to go through a school shooting creates a
bond of support. Spokane County 911 received a meaningful basket of support from Newtown, Connecticut
(Sandy Hook) after the Freeman incident. Spokane County 911 paid it forward by extending a similar gesture
to the 911 center in Las Vegas, Nevada.

GIVING BACK
Spokane County 911 organized a backpack drive to
benefit those in need in the community. The brightly
colored bags were filled with supplies to help kids
from World Relief succeed in school.

ON THE HORIZON
Similar to having a telephone attached to a wall and a landline, most
911 systems were originally built using analog technology. In today’s
digital world emergency response systems across the country need to
be upgraded. This digital based system is referred to as Next
Generation 911 (NG911).
Spokane County 911 was a NG911 pilot site in the state of
Washington. This is a testament to the capabilities of the staff and
infrastructure at the call center and the opportunity means the
communications center can be on the leading edge of the upgraded
technology and provide customized feedback regarding the system’s
development.
The success and reliability of 911 will be greatly improved with the
implementation of NG911, as it will enhance emergency number
services to create a faster, more resilient system that allows voice,
photos, videos and text messages to flow seamlessly from the public to
the 911 network.
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