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CLARK REGIONAL EMERGENCY SERVICES AGENCY
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CRESA Community EXPO 2016

OUR MISSION
We serve as the vital link between our community and our public safety
partners in providing reliable 9-1-1 call-taking and dispatch, regional public
safety radio and emergency management.

OUR VISION
Always here, always ready for our community and partner agencies,
delivering excellent and innovative 9-1-1 and emergency services

OUR VALUES
Dedication, Integrity, Creativity, Passion,
Communication, Concern
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FROM THE DIRECTOR
Welcome to Clark Regional Emergency Services Agency (CRESA). CRESA is a
regional public safety agency that provides 9-1-1 emergency and 3-1-1 nonemergency call taking and dispatch, technology support services, and emergency
management coordination. CRESA's service area includes Clark County and each
of its seven cities - Battle Ground, Camas, La Center, Ridgefield, Vancouver,
Washougal, Yacolt and Woodland in Cowlitz County. CRESA also hosts the Region IV Homeland Security Office, which coordinates Homeland Security efforts
within four SW Washington counties - Clark, Cowlitz, Skamania and Wahkiakum.
2016 was a year of many transitions as well as accomplishments. In June of 2016, Anna Pendergrass retired from the Director position after 12 years of service here at CRESA. Due to the planning and foresight of the CRESA Board, they had named the Deputy Director as the successor nearly a year in advance of Anna’s retirement. This allowed the agency the time and opportunity to make a smooth handoff from one Director to the next. In addition to the Director position, we also went through extensive
recruitment processes to identify and hire a new Operation’s Division Manager and Operations Supervisor to backfill vacancies crated by Anna’s retirement as well as the retirement of a 40-year veteran supervisor. Even with the significant changes at CRESA, the agency remains stable and continues to provide
excellent service to our citizens and stakeholders.
On the technical side, we have been able to make several advancements over the course of the last year.
We have implemented text-to-911 in our center as part of a regional initiative with our neighboring jurisdictions in Wahkiakum County as well as Oregon. We upgraded our Computer Aided Dispatch (CAD)
system as well as the Mobile Data software that will allow us better opportunities to leverage new and
emerging technologies in receiving, sharing and displaying data. Replacement of our public safety radio
system is ongoing and on target. We completed all of the infrastructure installations including the creation of a new geo-diverse redundant back-up location in 2016. Final acceptance testing and cutover to
the new radio system is scheduled for June of 2017.
Our employees are passionate for their profession and continue to live by the mission, vision and values
of the agency. CRESA is Always Here, Always Ready, and I am proud to be a part of this dedicated
group of managers and committed employees at CRESA.
I hope you take the opportunity to review our 2016 annual report and learn more about our organization. For additional information, visit us online at www.cresa911.org.

Dave Fuller
CRESA Director
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OVERVIEW AND GOVERNANCE
LEGAL ORGANIZATION
Clark Regional Emergency Services (CRESA) was first
organized under the Interlocal Cooperation Act of the
State of Washington (R.C.W. 39.34) in 1976 to provide
consolidated public safety communications for Clark
County and the seven cities and fire districts within the
county. In 1985, the Agency also entered into a contract
with the County Department of Emergency Management (DEM), established pursuant to R.C.W. 38.52, to
provide emergency management services for member
jurisdictions.
Under the Interlocal Agreement signed in 2001, CRESA
serves as the regional public safety agency providing 9-11 dispatch services, 800 MHz radio system and services,
and emergency management services for all incorporated and unincorporated areas of member jurisdictions
(see Agencies Served list page 8). CRESA also hosts the
Region IV Homeland Security Office which coordinates
homeland security efforts within the four SW Washington Counties of Clark, Cowlitz, Skamania and Wahkiakum.
GOVERNANCE
CRESA is governed by an Administrative Board
comprised of nine members including the Clark County
Administrator or designee, Vancouver City Manager or
designee, Clark County Sheriff or designee, Small Cities
Representative appointed by the small city mayors,
Police Representative appointed by the Law
Enforcement Council, Vancouver Fire Department
Representative, Fire Chief Representative appointed by
the Clark County Fire Chiefs Association, Public EMS
Provider Representative, and a Citizen Representative
employed in the field of finance.
The CRESA Administrative Board convenes monthly in
regular meetings open to the public in accordance with
RCW 42.30 Open Public Meetings Act. For more information visit www.cresa911.org/about/board

Chair
Representing cities other than Vancouver
Don Chaney
Camas City Council

Vice Chair
Representing Vancouver Fire Dept.
Joe Molina
Chief, Vancouver Fire
Representing local financial institution
Jennifer Larson-Cody
Murdock Trust

Representing Clark County
Mark McCauley
County Manager, Clark County

Representing regional law enforcement
Bob Richardson
Chief, Battle Ground Police

Representing Clark County Sheriff’s Office
Chuck Atkins
Sheriff of Clark County

Representing City of Vancouver
James McElvain
Chief, Vancouver Police

Representing Fire Chiefs’ Association
Jerry Green
Chief, Clark County Fire District 6

Representing public EMS providers
Ben Peeler
Chief, North Country EMS

5

41 YEARS OF QUALITY SERVICE - CRESA HISTORY
1976 - Clark Regional Communications Agency (CRCA) is established
through an interlocal agreement between Clark County and the cities and
fire districts to provide consolidated 9-1-1 dispatch services.
1981 - CRCA, through interlocal agreement, began providing emergency
management services on behalf of Clark and Skamania Counties.
1991 - CRCA implements its first Computer Aided Dispatch (CAD) System to include enhanced 9-1-1 and unit tracking.
1993 - CRCA implements the first Medical Priority Dispatch System that
prioritizes EMS response in Vancouver/Portland area.
1994 - CRCA is accredited by the National Academy of Emergency Medical Dispatch - the fourth 9-1-1 center to do so in the nation.
1995 - CRCA moves into its new facility at 710 W. 13th Street, Vancouver, WA.
1997 - CRCA completes installation of the county wide 800 MHz public safety radio system.
1999 - CRCA implements the first electronic emergency management reporting system in the Vancouver/Portland metro
area.
2001 - CRCA’s name is changed to Clark Regional Emergency Services Agency (CRESA) with a new interlocal agreement
that consolidates all the services provided by the agency.
2002 - CRESA receives Public Safety Communications Accreditation by the Commission on Law Enforcement Agencies
(CALEA) - the second to do so in Washington.
2003 - CRESA becomes the Region 4 Homeland Security Office for Clark, Cowlitz, Skamania and Wahkiakum Counties.
2004 - Mobile Device Computers on emergency responder units are deployed with Automatic Vehicle Location (AVL).
2005 - CRESA establishes a dedicated Emergency Operations Center.
2005 - Implementation of the County’s first Emergency Community Notification System (ECNS).
2007 - CRESA establishes a back-up 9-1-1 center at Washington State Patrol.
2010 - CRESA replaces the original HiTech CAD system with Intergraph CAD system.
2013 - CRESA receives APCO Project 33 Training Program Accreditation.
2013 - Implementation of PulsePoint smart phone app that alerts subscribers to cardiac arrests and locations of public AEDs
2015 - Installation of Next Generation 911 (NG911) digital phone
system capable of providing text-to-911.
2015 - Launch of 3-1-1 non-emergency law enforcement number
to report non-emergency enforcement issues.
2016 - Text-to-911 implemented for callers unable to speak due to
the type of emergency or disability.
2016 - Smart 911 implemented to allow additional information
provided by individuals, schools and business to be flagged to corresponding telephone number.
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MANAGEMENT TEAM
Dave Fuller
Director
Oversees all CRESA Divisions and
Programs

Kris DeVore
Operations Division Manager
Oversees 9-1-1 Operations Division
including training program

Katy Myers
Technical Division Manager
Oversees Technical Services Division
including CAD, E911, radio system and
general agency IT support

Scott Johnson
Emergency Management Division Manager
Oversees Emergency Management Division including the WA Region IV Homeland Security Office

Lana Hobson
Administrative Services Division Manager
Oversees Administrative Services Division including financial services, budget,
payroll, administrative support and HR

Leslie Chapman
Human Resources Manager
Manages human resources including recruitment, labor relations, performance
management and HR training

Doug Smith-Lee
Projects and Grants Manager
Manages planning and quality driven projects within five categories: Quality, Compliance, Innovation,
Funding and Strategic Plan implementation
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2016 - CRESA AT A GLANCE

BY THE NUMBERS


81 employees



408,439 calls answered by
Dispatch Center



1,119 - daily average of incoming calls



1,244 foreign language calls
using interpretive services



150 Emergency Management
Duty Officer responses

AGENCIES SERVED
Battle Ground Police
BNSF Railroad Police
Camas Police
Clark County Sheriff
La Center Police
Ridgefield Police
Vancouver Police
WSU Vancouver Campus Police
Washougal Police
Clark County Fire Marshal
WA State Dept. of Corrections
Vancouver Code Enforcement

Camas Fire Department
Clark County Fire and Rescue
Clark County Fire District #3
Clark County Fire District #6
Clark County Fire District #10
Clark County Fire District #13
East County Fire and Rescue
North Country EMS
Vancouver Fire Department
Washougal Fire Department
Woodland Fire Department
Skamania County Fire District #6
Cowlitz/Skamania Fire District #7
American Medical Response

HR Manager Leslie Chapman at WSU Vancouver Job Fair
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FINANCIAL SNAPSHOT
Expenditures include: 9-1-1 Operations, Emergency Management and Regional Radio
Salaries & Benefits

$8,284,420

Supplies
Services

$42,129 0.4%
$1,370,893

13%

$779,630

7%

Overhead Costs
Total

79%

$10,477,072 100%

All CRESA Program Expenditures for 2016
9-1-1 Operations

$8,938,288

Regional Radio

$892,816

Emergency Management

$645,968

Capital Equipment & Replacement

$753,419

Radio System Replacement

$1,838,046

Region IV Homeland Security

$446,316

CRESA Revenue Sources for 2016
Owner Agencies

$6,301,608

9-1-1 Tax

$3,888,507

Misc Revenue

$597,088

AMR

$389,972

Contract Agencies

$304,556

Grants

$288,101

Total

$11,769,831

Reserves Ending Fund Balances 2016
Working Capital
CRESA Equipment Replacement
CRESA Radio Replacement

$1,000,000
$719,768
$6,142,715
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COMMUNITY OUTREACH
CRESA strives to maintain positive community relationships through
public education and opportunities for staff to represent the Agency and
interact with the community they serve.
CRESA COMMUNITY EXPO
The CRESA Community Expo held Saturday, September 10, 2016 from
11:00 a.m. to 2:00 p.m. attracted a large crowd of 300-400 visitors from
the community. The event featured demonstrations and information
booths sponsored by Clark County Sheriff and Vancouver Police Department K-9 Units, Regional Homeland Security, public safety volunteer organizations, search and rescue groups, and more. The Law Enforcement’s
K-9 Show was a crowd favorite. Food for this event was donated by
community retailers.

Home and Garden Idea Fair

Other offerings included self-guided tours of the 9-1-1 center and Emergency Operations Center, face painting, button making, and the new addition of a kids' game area with different booths aimed at teaching key public safety skills to earn special prizes. 2016 marked the third year of adding
an interpreter for the hearing impaired at this event.
SIT-ALONGS AND TOURS
9-1-1 “Sit-Alongs” provide a working snapshot of public safety communications in action. Sit-along participants wear a headset to “plug in” and
listen to incoming 911 calls and radio traffic, and watch in-progress call
processing and dispatching on multiple computer screens and systems
dispatchers use during their shift. Newly hired law enforcement officers,
fire fighters, and EMT/paramedics participate in sit-along as part of their
training. CRESA also accommodates requests for sit-along from other
agencies and groups including students interested in a career in emergency
communications and volunteers such as Neighbors on Watch (NOW).

Kris DeVore, Robin Bacon and Anthony Vendetti as “Smoky”
at CRESA Community EXPO

CRESA facilitates tours of the agency throughout the year for community
groups, youth organizations, cadets in training and others. Small group
tours of the Agency allow CRESA staff the unique opportunity to highlight services and technology. Tour participants see CRESA services upclose and get to ask specific questions according to their particular interests and perspectives. In 2016, tours were provided for colleges, scout
groups, schools, military, public safety agencies and public officials.
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SPECIAL OUTREACH AND PRESENTATIONS
In addition to the annual Open House, CRESA Staff participated in numerous public education events in 2016.
Just a few examples of these outreach activities are described below:


CRESA gave a presentation on agency services at the Washougal High School Career Day and at the Education Services District 110 School Summit



CRESA attended the Hockinson Heights Community Night, School for the Blind Career Fair, LDS Preparedness Fair, several neighborhood association meetings, and the Clark Multi-Cultural Community Fair



CRESA partnered with WSU-Vancouver on earthquake preparedness presentations and demonstrations attended by well over 1000 people.



CRESA partnered with Clark PUD and created the preparedness booth at the Home and Garden Idea Fair in
April reaching several thousand people.



CRESA hosted four Disaster Movie Nights throughout 2016 (March, June, September, and December) partnering with sponsors to bring these movies into the community.



CRESA attended Open Houses at Fire District 3 in Hockinson and at Fire District 6 in Hazel Dell. We also
participated in the annual Amateur Radio Field Day.



In July, CRESA taught personal emergency preparedness in Vancouver and provided a booth at the American
Cancer Society Relay for Life event.



In August, CRESA attended National Night Out in Ridgefield. CRESA Managers and dispatchers also attended the Safe Schools Summit for Administrators.



For National Preparedness Month in September, CRESA hosted a number of community training events and
participated in a CCSO Open House.



During September CRESA also conducted its 7th annual online preparedness game called 30 Days, 30 Ways
which was once again recognized nationally and internationally.



CRESA also launched a major campaign in September as we rolled out Text to 911 in partnership with the
Portland Metro area. Videos and promotional items were created, and CRESA Public Educators went on the
road to share this information with the entire county.



In October, CRESA attended events including the WSP/WSDOT Safety Fair and Great WA Shakeout



In November, CRESA conducted outreach along the Lewis River area in Woodland.
CRESA “Disaster Movie Night” at Kiggins Theater

Public Education booth on County’s Hazard Mitigation Plan
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9-1-1 OPERATIONS DIVISION AND STATISTICS
OPERATIONS DIVISION OVERVIEW
The 9-1-1 Operations Division answers, processes and dispatches all 9-1-1 calls for Clark County as well as portions of Cowlitz and Skamania Counties. 3-1-1 has been successful in moving non-emergency calls off of the 9-11 line to help prioritize incoming calls at the 911 center and keep 911 open for emergencies. 3-1-1, non-emergency
and ten digit emergency calls are also answered by the same 911 employees. Approximately 408,611 calls were
handled by operations staff in 2016. Approved staffing includes four Call Takers, 50 Call Takers/ Dispatchers, six
Dispatch Supervisors, one Training Coordinator, one half-time Quality Assurance Specialist and the Division
Manager.
STRATEGIC PLAN OBJECTIVES – 2016 PROGRESS & UPDATES
Implementation of Text to 911
In August 2016, CRESA successfully implemented text to 911 along with the Portland Dispatch Communications
Consortium (PDCC) group for the Portland/Vancouver Metro Region. The coordinated messaging to the public
regarding this new service focused on “Call if you can, text if you can’t.” Texting is intended to benefit people
that may not be able to speak due to an emergency such as a home invasion or abusive partner, as well as individuals who are deaf, hard of hearing or have limited speech capabilities. CRESA received 27 text to 911 interactions from August to December 2016.
Smart 9-1-1
In August 2016, CRESA implemented Smart 911 for Clark County citizens, businesses and facilities. Smart 911 is
a service that allows creation of a free Safety Profile for a household or facility that includes any information that
might be useful for 9-1-1 and first responders to have in the event of an emergency. When anyone in the account
profile dials 9-1-1, the Smart911 account profile is immediately displayed to the 9-1-1 call-taker providing additional information that can be used to facilitate the response. Some of the important information that can be included in a Smart911 Safety Profile includes:






Medical conditions like Alzheimer's, severe allergies, epilepsy or diabetes
Physical disabilities
Emergency Contact information
Pets and Service Animals
Location of Hazardous Materials in a business or facility

Operations Procedures Re-Design
There are many procedures and directives that outline dispatch and call-taking procedures. 2016 has been the year
of streamlining how we do business, creating a repository for information, and making it easily accessible. The
redesign and updating of dispatching procedures and directives has begun and will carry in to 2017 as CRESA ensures we are in line with the standards of CALEA and the user groups we serve.
Project 33 Accreditation
In 2017, CRESA is up for recertification through APCO for Project 33, the training standards and guidelines for
how CRESA trains dispatchers. We are currently working to ensure that we are meeting those standards and
providing proofs for how a trainee works through the process to become a fully certified dispatcher and call-taker
for police, fire, and medical dispatch.
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2016 YEAR END STATISTICAL SUMMARY
6
44
0
6
6

Operational Shift Supervisors
Dispatchers
Call Takers
In Training
Dispatch Vacant Positions
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Law Enforcement Agencies

15

Fire/EMS Departments

25

Total Agencies Served

628

466,935

Estimated Service Area (Square Miles Clark Co)
Estimated Service Area (Square Miles NCEMS and Woodland Fire Outside of Clark Co.) (City of Woodland added 6 square miles)
Estimated Population Served

408,439

Total Incoming Telephone Calls Answered in 2016

706

1,119

Daily Average of Incoming Telephone Calls

2016 Comparison of 9-1-1 and Non 9-1-1 Calls

9-1-1 telephone calls made up 66% of the total number of telephone calls received at CRESA, this is down from
75% in 2014. In September of 2015 CRESA introduced 3-1-1 as a non-emergency number to call for law enforcement complaints in an effort to get some non-emergency calls off of 9-1-1. 2016 represents an entire year with 3-1
-1, thus the decrease in 9-1-1 calls.
One measurement of the 911 center’s performance is the abandonment rate for 9-1-1 incoming calls. This shows
the percentage of 9-1-1 calls during which the caller hung up or “abandoned” the call prior to CRESA call-taker
answering the telephone. In 2016 CRESA the average abandonment rate was 7.5% compared to 9.72% in 2015.
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DISPATCHED EVENTS FOR LAW ENFORCEMENT
Dispatched events are created by a dispatcher, generated by a telephone call to the 911 center and a unit was assigned. “XLAW” includes BNSF, DOC and FBI.

2012

2013

2014

2015

2016

BGPD

6,057

5,922

6,147

6910

6,735

CCSO

44,344

41,960

42,787

47,021

46,351

CPD

4,329

4,502

4,549

4,743

6,343

LCPD

804

824

830

884

922

RPD

980

1,002

1,040

1,285

1,205

VPD

62,254

60,796

60,480

67,707

67,041

WPD

4,480

5,241

6,411

6,380

6,509

WSU

40

33

40

34

38

XLAW

20

10

10

121

0

Total

123,308

120,290

122,294

136,172

115,968
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FIELD GENERATED LAW ENFORCEMENT EVENTS
Field Generated events include events that were created by a dispatcher, but generated by an officer (i.e. traffic
stops) and events created and generated by an officer on their MDC.

2012

2013

2014

2015

2016

BGPD
CCSO
CPD
LCPD
RPD
VPD
WPD
WSU
XLAW

7,239
31,272
7,424
2,364
3,715
35,465

7,198
30,720
7,663
1,911
3,602
35,690

8,330
28,090
7,404
1,447
3,371
43,644

7,758
28,859
6,357
852
3,067
49,761

8,190
27,582
6,575
1,634
2,775
41,189

3,787
23

3,755
16

3,409
8

3,686
9

3,700
21

88

24

47

107

0

Total

123,308

120,290

95,750

100,456

91,666

CANCELLED OR REFERRED LAW ENFORCEMENT EVENTS
Includes events created by a dispatcher but not dispatched to a unit. These calls are either referred to another
agency, to an online reporting system or did not require further assistance.

2012

2013

2014

2015

2016

BGPD

1,725

2,049

2,999

3,159

2,646

CCSO

20,239

25,700

39,318

39,458

33,982

CPD

1,306

1,640

2,433

4,706

2,296

LCPD

305

381

640

610

505

RPD

319

394

779

746

685

VPD

30,635

36,978

55,432

59,614

47,175

WPD

1,254

1,644

2,788

2,581

2,371

WSU

97

79

156

184

84

XLAW

115

115

201

353

19

Total

55,995

68,980

101,594

109,411

89,763
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TOTAL LAW ENFORCEMENT EVENTS
Total created events are those that are created by both dispatch and field units and include those where a unit was
not dispatched

2012

2013

2014

2015

2016

BGPD
CCSO
CPD
LCPD
RPD
VPD
WPD
WSU
XLAW

15,020
95,855
13,059
3,473
5,014
128,354
9,521
160
223

15,169
98,380
13,805
3,116
4,998
133,464
10,640
128
161

17,220
108,649
14,108
2,859
5,116
157,861
12,181
202
224

17,827
17,571
115,338 107,172
13,806
15,211
2,346
3,062
5,098
4,668
177,082 156,603
12,647
12,580
227
142
581
19

Total

270,679

279,861

318,420

344,952 317,028

DISPATCHED EVENTS - FIRE / EMS

2013

2014

2015

2016

FD #3
FD #6
FD #10
FD #13
FD #26
FD #7
CWFD
CCFR
ECFR
VFD

1,089
5,827
575
407
43
130
2,820
4,518
595
22,343

1,194
6,346
627
416
49
141
2,953
4,911
649
22,897

1463
7003
759
521
54
168
3,285
5440
787
26,224

3375
6981
736
507
56
210
3,416
3,431
734
25,512

TOTALS

38,347

40,183

45,704

44,958

* Dispatched Events are based on event jurisdiction not the agency which responded

2016 was not the fire year that 2015 yielded, as weather did not have the same impact with heat and dry conditions.
In 2016, the City of Battleground contracted with Fire District 3 instead of Clark County Fire & Rescue resulting
in respective changes for both districts.
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RADIO TRAFFIC
Law enforcement agencies are divided among three radio channels. Vancouver Police operate on Control 3
24/7/365; the remainder of the law enforcement agencies operates on Control 2 for ten hours of the day. For the
other fourteen hours, the outlying agencies split away from the county to their own frequency, Control 1. The data channel is open for 18 hours of the day: 09:00 until 03:00. All the fire agencies in Clark County operate on Fire
Com, which is open 24/7/365.

9-1-1 Dispatcher Operations Supervisors and Manager - Back L to R: Andrew Walker, John Gaylord, Julie Walker, Kelly Henderson
Front L to R: Jodi Gaylord, Kris DeVore, Lynn Walker
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ADMINISTRATIVE SERVICES DIVISION
ADMINISTRATIVE SERVICES DIVISION OVERVIEW
Administrative Services provides vital support services for the agency in the areas of finance, budget, accounts payable/receivable, public records management, human resources, payroll and employee retirement funds. The program also provides staff support for the CRESA Administrative Board and the CRESA Management Team.
In 2016 CRESA’s expenditures exceeded $13 million of which $2.5 million was related to the new radio system
replacement. Each year CRESA receives an audit by the Washington State Auditor’s Office; CRESA has received
22 consecutive years of clean audits.
CRESA’s finances are reviewed and direction provided by a five-member Financial Subcommittee. The Finance
Subcommittee consists of financial representatives from Clark County, City of Vancouver, Other cities in the
County, Fire Districts within the County, and CRESA management staff. The group meets regularly to review
CRESA’s long-range Financial Plan, funding resources, equipment replacement, capital debt and ongoing operations. The Subcommittee, in turn, submits their recommendations to the CRESA Administrative Board for consideration.
STRATEGIC PLAN OBJECTIVES - 2016 PROGRESS & UPDATES
Revision to CRESA Funding Model
A revision to CRESA’s funding model was successfully completed in 2016 and a new owner/customer structure
was adopted by the CRESA Administrative Board. This new structure will allow for a level of service approach
that reduces workforce constraints.
Reserve Fund
The goal of developing a reserve/contingency fund for the agency continues to be discussed with the Finance Subcommittee. This objective will become a focus of the Subcommittee once the radio replacement project is completed (expected project completion by end of 2017) and actual remaining fund balances are known.
OTHER ACCOMPLISHMENTS & HIGHLIGHTS
Public Records
The Administrative Services division responds to all requests for 9-1-1 and other CRESA public records from user
agencies, attorneys, media outlets, and the public. The most commonly requested records are CAD information
and 9-1-1 call audio recordings. Over the last five years, CRESA has experienced a significant increase in requests
for public records. In line with trends statewide, we anticipate the demand for public records to continue to increase. In 2016, the following was accomplished in the area of Public Records:


Total of 4,032 individual requests for public records received and processed in 2016



Development of a new online Public Records Request Portal with vendor GOVQA to streamline process
and go to a paperless system for requesting public records (new site launched 02/16/16)

Citizen Survey
The Administrative Services division mails out a monthly satisfaction survey to 45 randomly selected citizens who
called 9-1-1 or 3-1-1 for service. In 2016, the response rate was 29% with 96% indicating their interaction with 9-1
-1 was positive. 67% of those who responded felt their call was answered within the first three rings. All returned
surveys containing comments or negative scores are reviewed by the Operations Division Manager for follow up.
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HUMAN RESOURCES PROGRAM OVERVIEW
CRESA’s Human Resources program administers recruitment and selection, classification and compensation programs, employee performance management, employee and labor relations and negotiations, and benefits and leave
programs. The HR Manager works closely with all managers and supervisors and serves all CRESA employees.
STRATEGIC PLAN OBJECTIVES - 2016 PROGRESS & UPDATES
Develop a career development plan for leadership positions within the Agency
Succession Plan/Career Development - Develop an internal development track for individuals with aptitude for
supervision/management.
 High level rough draft of succession planning and potential tracking tools completed
 This will continue to be a priority objective in 2017
Leadership Development
Formal and informal leadership training that focuses on Personal Leadership, Result Leadership, Leadership of
Others and Strategic Leadership
 Internal leadership training provided this year for Dispatch Supervisors and Emergency Management Division staff.
 CRESA sends current and future leaders to Leadership Clark County for development opportunity. In
2016, Leslie Chapman and Eric Frank participated in this program.
 Implemented and trained non-represented employees on SMART goals
 Created new performance evaluations for non-represented employees that aligned with CRESA Values and
leadership areas
 Leadership Development will continue to be a priority in 2017
Create and support a positive culture that values collaboration, a can-do approach, and positive nurturing of partner
relationships
Labor & Management Relations - Implement a strategic plan to improve labor/management relations
 This year the Director, Operations Division Manager, HR Manager and Guild eBoard attended training
facilitated by PERC about understanding communication styles and improving communication.

Administrative Services Division staff - L to R: Leslie Chapman, Debbie Butchard, Megan Whitman, Lana Hobson, Janette Anderson
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OTHER ACCOMPLISHMENTS & HIGHLIGHTS
Recruitment
This was an active year of recruitment for Dispatch Operations 911 Call Taker Dispatch positions while we
worked to replace headcount from 2015 along with the board approving increased headcount of four Call Taker
positions and four Dispatch Float positions early in 2016.
Total Hired in 2016

911 Call Taker Dispatcher

Total Applicants
232

1602-03

911 Call Taker Dispatcher

237

4

1611-06

911 Call Taker Dispatcher

370

In Progress

Posting #
1508-06

Position

4

We started the year with some open positions that were filled by highly qualified external candidates:
 Kris DeVore, Operations Division Manager
 Anthony Vendetti, Emergency Management Coordinator
 Andrew Doughty, IT Senior Support Specialist
 Zach Hunter, Radio Technician
Employee Recognition and Health & Wellness
Retained and promoted CRESA core values utilizing the friendly nomination process for Employee of the Year
and realized a 133% increase in nominations. We also were able to recognize two employees for 2016:
Derek Pullings, Dispatcher
Megan Whitman, Finance & Administrative Assistant
15 employees were recognized with length of service awards in 2016:
Years of Service
5
5
10
10
10
10
15
15
15
20
20
20
25
25
40

First Name
Janette
Jaclyn
Jamika
Anne
John
Carrie
Roxanne
Derek
Julie
Kirstin
Lisa
Jodi
Dawn
John
Lynn

Last Name
Anderson
Wall
Criss-Lawson
Quinn
Roughton
Johnson
Da Corte
Pullings
Walker
Cole
Dobbs
Gaylord
Floyd
Gaylord
Walker

Position
Office Assistant
Dispatcher
Dispatcher
Dispatcher
CAD Administrator
Dispatcher
Dispatcher
Dispatcher
Dispatcher
Technical Services Specialist
Dispatcher
Dispatch Supervisor
Dispatcher
Dispatch Supervisor
Dispatch Supervisor

In 2016 we added a Employee Health and Wellness initiative under the Employee Recognition Committee. This
year they distributed a quarterly newsletter, implemented two weight loss competitions and a one million step challenge. Training was also provided on healthier habits while performing sedentary work.
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QUALITY ASSURANCE & ACCREDITATION
QUALITY ASSURANCE & ACCREDITATION PROGRAM OVERVIEW
The Quality Assurance (QA) and Accreditation Program leads the agency’s planning and quality driven projects
assigned by the Director within five categories: Quality, Compliance, Innovation, Funding and Strategic Plan Implementation. Program staff includes the Projects/Grants Manager and QA Accreditation Specialist.
Currently, much of the quality and compliance activity of this program follows the industry best practices such as
those established by the Association of Public Communications Officers (APCO); and accreditation standards established by the Commission on Accreditation of Law Enforcement Agencies (CALEA) and International Academy of Dispatch (IAED) accreditation standards. The planning and innovation projects are guided by the agency’s
strategic plan and Continuous Quality Improvement/Lean program.
STRATEGIC PLAN OBJECTIVES – 2016 PROGRESS & UPDATES
Agency Strategic Plan
Staff coordinates the update of CRESA’s Strategic Plan each year. The Plan has a “Blue Print” that is updated annually making the CRESA Strategic Plan an evolving and adaptive document. The Strategic Plan Blue Print is organized in a work plan format so that CRESA can efficiently review accomplishments and establish new goals for
each upcoming budget cycle.
Governance/Funding Model
Over this past year, staff has coordinated revision of the CRESA Interlocal Agreement (ILA) to allow for an owner/customer structure. The amendments to the ILA included a new funding model that takes into account the
owner/customer structure. In the process of amending the ILA, it was determined that CRESA should also explore the feasibility of being established as a special purpose quasi-municipal corporation known as Public Development Authority (PDA). PDA’s allow cities, towns, and counties to establish public corporations, commissions,
or authorities.
Overhaul of Agency Written Directives
Staff has worked with the management
team to revise the agency’s definitions
and templates for written directive policy, procedures and memorandum to
better match Commission of Law Enforcement Accreditation (CALEA)
standards. Starting in 2016, this project
launched with the following objectives:
1) reflect current practice; 2) ensure
compliance to related CALEA standards; 3) condense, simplify and allow
for flexibility. By the end of 2016,
close to 70 percent of the over 200 directives were revised to meet these objectives.

Robin Bacon, QA Accreditation Specialist and Doug Smith-Lee, Project/Grant Manager
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Continuous Quality Improvement/Lean
In September 2016, through a professional services contract, CRESA completed a Continuous Quality Improvement (CQI) and Lean Culture Implementation Plan. The three objectives of this plan are to: 1) Identify Core Services, especially in light of customer/owner governance and funding models; 2) conduct workflow analysis in key
areas across the organization; and 3) advanced CQI and Lean training for key CRESA staff. During the remainder
of 2016, staff focused on building CQI/Lean sustainability within the agency through formation of a team with
members from all agency divisions to implement CQI/Lean projects.
Grant Administration
In 2016, there were no requests from Divisions in applying for new grants.
OTHER ACCOMPLISHEMENTS & HIGHLIGHTS
Agency Quality Management Policy and Guidelines
In March of 2016, CRESA’s Quality Assurance and Accreditation Specialist and Project/Grant Manager began
working under the same program to develop a more holistic approach to quality management. One of the first
projects completed was the development of a Quality Management Program directive and Quality Management
Program Guidelines. The directive and guidelines are based on CALEA Public Safety Communications Accreditation Standards, International Academy of Emergency Dispatch (IAED) Accreditation Standards and APCO/
NENA Standards for QA Programs for PSAPs.
Emergency Operations Plan
In 2016, staff provided training and orientation on the Emergency Operations Plan (EOP) and Departmental Operations Center (DOC) to managers, supervisors and at an all staff in-service.
CALEA Accreditation
The Commission on Accreditation of Law Enforcement Agencies (CALEA) Public Safety Communications Accreditation Program provides communications centers with a process to systemically review and internally assess
operations and procedures. Since CRESA was first awarded CALEA Accreditation, this program has become the
primary method for the agency to voluntarily demonstrate its commitment to excellence.


Staff coordinated documentation or proofs for the next CALEA re-accreditation in 2017 for the evaluation
period of 09’15 – 08’17.

IAED Accreditation
CRESA’s accreditation by the International Academies of Emergency Dispatch (IAED) as an Emergency Medical
Dispatch Center of Excellence, ensures the agency’s 9-1-1 dispatchers determine appropriate emergency response
and provide quality patient care over the phone. This is accomplished through an independent evaluation of
CRESA meeting the IAED’s “20 Point of Excellence” some of which include:





Proper Emergency Medical Dispatcher (EMD) training and continuing education
Appropriate evaluation and feedback of EMD performance
EMD protocol compliance against a national standard of care developed by industry experts and supported by the National Association of EMS Physicians
Participation in an international database for furthering EMD research.

CRESA originally received IAED Accreditation in 1993, becoming the fourth emergency dispatch center to do so
in the world. Earning IAED re-accreditation demonstrates that CRESA is committed to the international practice
standards for emergency medical dispatch.
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STANDARDS & PERFORMANCE
CALEA – Emergency Line Performance
The agency has established performance measurements for processing times for all incoming emergency lines.
The agency conducts a documented quarterly review of the performance measurements as required by CALEA
standards. The review addresses and documents policy, training, and remedial actions, if necessary.
 The review of call processing times is conducted by the Operations Division and is reported to the CRESA
Board in the monthly Director’s Report.
CALEA – Quality Checks of Call-Taking and Dispatch Performance
Per CALEA standard, the CRESA quality assurance program includes: a) documented quality checks of employees'
call taking and dispatch performance; b) frequency and quantity of quality checks; c) process
for telecommunicator feedback; and d) management reporting and review process.
 In 2016, the continued focus of quality checks has been on meeting IAED accreditation standards for
emergency medical dispatch (see EMD protocol compliance below). This process includes: 106 monthly random
EMD call taking case reviews, approximately 10 monthly CPR case reviews requested by the Medical Program Director, five monthly EMD case reviews of each new dispatch trainees; and any EMD inquiries
based on IAED compliance standards. Once completed the case reviews are posted for dispatcher review
and opportunity to Q & A. Monthly compliance reports are provided to management and supervisors.
Figures 1 and 2 that provide a summary of EMD call processing times and protocol compliance.
EMD Call Processing Times (Case Entry to Completion of Key Questions)
All EMD Chief Complaints*
Levels

# Cases

Avg. Time to Queue

Omega

139

01:25

Alpha

2148

01:23

Bravo

1119

01:27

Charlie

2113

01:27

Delta

2672

01:09

Echo

176

00:47

8367

01:20

Totals
IAED
Standard

2016
High Compliance
Compliant

CRESA
Performance
64%

805
338

Partial Compliance

≤ 10%

7%

87

Low Compliance

≤ 10%

1%

10

Non-Compliant

≤ 7%

2%

27

100%

1267

Total
2016
IAED Deviations Accepted
CRESA Performance

IAED – Emergency Medical
Dispatch Protocol Compliance
Point 9 - Monthly average case
evaluation compliance levels for
the communication center with
compliance levels at or above accreditation levels.

Number of
Cases

27%

Figure 1:
Source - Master Dispatch Analysis, ProQA
(Note: January thru May
not included due to
software upgrade and
inability to transfer data)

Figure 2

Critical

Major

Moderate

Minor

3%

3%

3%

3%

.18%

.56%

.63%

1.60%
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TECHNICAL SERVICES DIVISION
TECHNICAL SERVICES DIVISION OVERVIEW
The Technical Services Division manages the agency’s technology systems and equipment including:
 Computer Aided Dispatch (CAD) system
 Database administration and programming
 800 MHz radio system and the VHF radio system
 NG911 phone system including the Master Street Address Guide (MSAG)
 Voice logging recorder system
 All hardware computer components for the 9-1-1 Dispatch Operations Center, the EOC and administrative
offices
The division employs a total of eight personnel including the Technical Division Manager. Four of these are dedicated to the CAD and IT support, three are dedicated to supporting the radio system and program.
STRATEGIC PLAN OBJECTIVES – 2016 PROGRESS & UPDATES
CAD Upgrade
This complex project, lasting more than a year, involving dozens of staff members, contractors and vendors; the
upgraded CAD system went live October 11, 2016. The upgraded system features many functional and operational improvements over the previous CAD version including improved unit recommendation performance and better support for radio integration and unit tracking. CRESA continues to push Hexagon/Intergraph technology to
the limits, and is often cited by Hexagon as an example of one of the more demanding customers in terms of number of interfaces and expectations of performance.

Technical Services Division Staff - Back L to R: Stacey Fritz, Andrew Doughty, Zach Hunter, John Roughton
Front L to R: Jim Cole, Elizabeth Kalik, Katy Myers, Kirstin Cole
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Help Desk Implementation
2016 saw the selection, procurement, installation and training of a new agency helpdesk. The selected software is
sophisticated and multi-functional, providing the team with tools to improve communication with internal and
external users, automate and accelerate issue resolution, promote large issues to a greater level of visibility, as well
as manage asset tracking, technology changes and project management. Since the launch of the new tool in September 2016, it has been used to track more than 3,000 issues, as well as numerous problems, changes and projects. Tech staff entered more than 170 new solutions into the support library and management enjoys the enhanced analytics included in the solution.
Project / Change Management
In 2016, we built on the progress made in 2015 using the Project Management SharePoint site to track the CAD
upgrade, Text-to-911 and Smart911 projects.
Future IT Funding
Changing technology and increasing customer demands for technology updates continues to make forecasting for
the cost of new and updated technology a challenge. The Technical Services Division began working in 2016 to
develop a roadmap for the primary technology used by CRESA and its partners. This technology roadmap will be
an on-going project with the goal of informing budget decisions for the future.
OTHER ACCOMPLISHMENTS & HIGHLIGHTS
Staff Turnover
As the CAD upgrade and the radio replacement projects ramped up, the Technical Services department had staffing changes and brought on two new team members. Andrew Doughty, IT Specialist, joined our team with a
strong skill set in hardware and software delivery and maintenance, network security and monitoring, desktop and
server support and phenomenal customer service interaction. Andrew has proven to provide excellent department coverage while simultaneously delivering a well-developed expertise unique to him. We also welcomed
Zach Hunter to the radio department as a Radio Services Technician. Zach came to CRESA from Day Wireless
and jumped into the position with enthusiasm and a thirst for learning the new system and has proven to be a
great addition to the team.
800 MHz Radio System Replacement Project
In November of 2014 CRESA entered into a contract with Motorola to replace our current analog radio system,
which is at its “end-of-life”, with a new digital P25 compliant system. Final completion of this project is scheduled for 2017. Below are milestones that were accomplished in 2016.









Received and installed new shelter at WSDOT
Orchards communications sites
Completed FNE cold installation at all radio sites
with the exception of Nicolai, Rainier, and Cascade Locks
Completed installation of new microwave hops
(WSDOT Orchards and Speelyai)
Initiated fire station alerting installation at Livingston, Yacolt, BPA, and Goose
Installed new power systems at Simulcast sites
(BPA, Ludlum, Ft. Vancouver, Goose, Prune,
and Livingston) and Yacolt
Started creating hybrid codeplugs and reprogramming user agency subscriber units

Radio staff Erik Halverson, Zach Hunter and Chris Fuller with Sean Kearns at CCFR
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EMERGENCY MANAGEMENT DIVISION
EMERGENCY MANAGEMENT DIVISION OVERVIEW
CRESA’s Emergency Management Division is the local comprehensive emergency management organization for
Clark County and the Cities of Battle Ground, Camas, La Center, Ridgefield, Vancouver, Washougal and the
Town of Yacolt, as required under RCW 38.52 and WACs 118-09 and 118-30. The 2016 staff consisted of a division manager and six coordinators assigned to EOC Operations, Mitigation and Recovery, Grants Administration,
Training and Exercise, Public Education and Comprehensive Planning. EM Staff serve as department duty officers on a 24/7 rotation providing our partners with a minimally staffed, on call EOC around the clock. In addition
to federal grant funding, the program is supported by a per-capita contribution of .8557 cents for each of the eight
participating jurisdictions in Clark County.
Services provided to our partners in 2016 include:











Establishment and maintenance of an emergency management organization as required by ordinance or
resolution
Fiscal and administrative procedures to manage day-to-day operations of the division
Fiscal and administrative plans to assist in the managing of disaster operations
Coordinating the creation and maintenance of Comprehensive Emergency Management Plans
Maintaining and operating a public alert and warning system
Coordinating the creation and maintenance of hazard analysis and assessments
Coordinating the creation and maintenance of a hazard mitigation plan
Coordination of training, exercises and drills to evaluate and enhance emergency plans, systems and emergency personnel response
Work with jurisdictions to have plans, procedures and resources to support effective incident management
Provide an Emergency Operations Center (EOC) and duty officers to assess and support incident response and recovery

The Emergency Management
Division also includes a Homeland Security Program which
receives and administers State
Homeland Security Program
grant funds for Washington
State Region IV comprised of
Clark, Cowlitz, Skamania and
Wahkiakum counties.

Emergency Management Division Staff - Back L to R: Jason Hetherington, Anthony Vendetti, Tamie Cody, Brian Landreth
Front L to R: Eric Frank, Cindy Stanley
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STRATEGIC PLAN OBJECTIVES - 2016 PROGRESS AND UPDATES
Cascadia Rising Exercise
From June 7 - 10, 2016 Emergency Operations Centers at all levels of government in multiple states activated to
conduct a simulated field response operation for the Cascadia Rising Exercise. The simulated scenario was a large
magnitude earthquake along the Cascadia Subduction Zone and a resulting tsunami.
CRESA’s role in the exercise was to serve and support first and secondary responders, as well as elected officials
and critical decision makers, to build situational awareness in the initial hours following a catastrophic earthquake
scenario. Face-to-face, computer and telephonic communications flowed within CRESA’s Emergency Operations
Center (EOC) and between our local exercise players and their department operations center (DOC). The exercise
had an EOC to DOC focus while maintaining communications with State and Federal agencies. Simulated or actual Incident Command Posts were used to facilitate actual on-scene incident communications. Additionally, CRESA exercise staff invited the administrative and technical staff to participate in pre-assigned EOC staffing positions.
In support of this exercise, CRESA staff completed the following:









Facilitated multiple training and planning meetings throughout 2016
Assembled the Clark County Ground Truth Document with 100 + exercise-related damage points
Assembled the Clark County master scenario events list with 100 + individual exercise injects
Developed exercise player and controller staffing plan
Planned, designed and led Simulation Cell (SIMCELL) training sessions for six person SIMCELL teams
and set up all SIMCELL equipment
Liaised and met extensively with Idaho National Guard in anticipation of exercise play
Played as controller/lead SIMCELL positions during exercise
Collected and organized after action report input

Emergency Community
Notification Upgrade
Staff researched and held several
meetings and demonstrations with
partner agencies in 2016 on the options for an enhanced Emergency
Community Notification System
(ECNS). Transition to a new system will be an ongoing project in
2017.
Clark County Hazard Mitigation
Plan
A final plan version was approved
by FEMA in November 2016 and
is now being reviewed and approved by all participating jurisdictions. Final acceptance of the plan
is expected by June 2017.

Cascadia Rising Exercise in the CRESA EOC
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OTHER ACCOMPLISHMENTS & HIGHLIGHTS
EOC Operations
In 2016 we focused on building a more versatile EOC space by upgrading and updating the audio/visual capabilities in the EOC We worked towards meeting our goal of being self-sufficient for the first 96 operational hours of
an incident within the county. In the area of EOC readiness and operations, the following was achieved in 2016:
 Installed a wireless-multi screen projection system in the EOC
 Recruited and trained 20 EOC volunteer staff members in 2016
 4 day EOC activation exercise in June 2016 in support of FEMA Region IX exercise CASCADIA RISING
 Completed Clark County Natural Hazard Mitigation Plan and received both state and federal approval
Duty Officer Responses
CRESA Emergency Management staff members serve as Duty Officers
for the Agency. Duty Officers monitor hazardous situations, conduct
notifications as outlined in the emergency response plans and provide
coordination assistance for hazmat, search and rescue, weather-related
situations and anything else as requested.
Response to a duty officer call may involve hours of phone calls and
support coordination, much of which occurs after hours for Emergency Management staff who receive no additional pay due to their salaried
status with the agency.
In 2016, the six Emergency Management Duty Officers responded to
150 requests for support. We worked on improving Duty Officers
tools while adding standardization to our response procedures.

2016 DUTY OFFICER RESPONSES
Search & Rescue
within Clark County
Mutual Aid
Dive Team/Water Rescue
Police/Evidence Search

50 total
10
30
2
8

Hazmat Response
within Clark County
Mutual Aid

57 total
54
3

Severe Weather Events

10 total

Flooding / Storm / Wind
Other Severe Weather

5
5

Other Calls
Community Notification
Tsunami Debris
9-1-1 / Communication Outages
Fire/Smoke/Burn Ban
Law Enforcement Support
Other

19 total
2
1
3
6
5
1

Grant Activities
CRESA is the Administrator/Sub-Recipient for Washington State Military Grants including the State Homeland Security Program Grant
(SHSGP) and Emergency Management Preparedness Program Grant
(EMPG). Grants provide funding to support training, exercise, and
planning. SHSP Grants for Washington State HLS Region IV supported the following in 2016:







Providing Region IV Strategic Planning
Providing Mutual Aid agreement for Regional Resources
Supporting regional staffing in Clark, Cowlitz, Skamania and Wahkiakum: 4 staff positions, 1 Regional
Training position and 1 Regional Coordinator
Development with local and regional jurisdictions on evacuations plans
Supporting Citizen Corps/CERT program within the region
Multiple training opportunities and exercises throughout the year, for example:
 Rapid Response Active Threat training for Ridgefield School District, Ridgefield Police Department, Clark County Fire & Rescue and CRESA dispatchers.
 Conducted IS-700 training for more than 90 Clark County Public Works employees
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V A L U E

S T A T E M E N T S

Dedication is a commitment to our task and purpose. We are dedicated to the organization,
each other, our families, and the community we serve.
Integrity is the cornerstone of our profession. We value ethical conduct and public trust. We
are people of character and principle that are committed to upholding our position of trust.
Creativity is thinking broadly and strategically. We are inventive and innovative yet practical
when creating solutions to difficult challenges.
Passion is driven by a desire for excellence. We care deeply about the people that need our
help. We inspire the best of our colleagues and ourselves.
Communication is required to effectively serve. We are part of a community. We consider
all to be valued partners in our drive to fulfill our mission.
Concern is a desire to support others. We know others may depend on us during times of
high stress and naturally give them our support.

CRESA - Always here, always ready.
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