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August 28, 2008 F _

SEP -3 2008
The Honorable Francisca Tisher Clerk of the Naoa S .
The Honorable Raymond A. Guadagni B (7 7 vapa supsrior Count
Presiding Judges 2007/2008 y- 1<
Superior Court of the State of California
825 Brown Street
Napa, CA 94559

Deputy

Dear Judges Tisher and Guadagm:

We received your letter dated August 25, 2008 advising us that you had not received our
response to the Grand Jury Final Report entitled “Napa County Office of Emergency
Communications”. I want to extend our apologies for the oversight of not forwarding our
TESPONSE Prior.

The City of Napa received and has reviewed the Findings and Recommendations of the
2007-2008 Grand Jury Final Report on Napa County Office of Emergency
Communications. This correspondence represents the collective response from the
required respondents as called out in the Grand Jury Report. The City Council
unianimously approved the responses, as included herein, in open public session on July
15, 2008.

The City’s staff and Council wish to recognize the effort put into the report by the Grand
Jury members. We took the Grand Jury’s recommendations seriously and dedicated
many staff hours in order to formulate responses. We hope that the Grand Jury will find
this information helpful and that they will consider contacting us if they need
clarifications regarding the attached response.

Respectful bmitted: Napa F;i?fg;g? court
SEP -2 7008
Ci ¥ Manager Court Executve Office
cc: Police Chief Richard Melton Received
enclosure : SEP - 2 2008
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CITY OF NAPA CITY COUNCIL

AGENDA REPORT
ADMIN 1 Calendar
Agenda ltem No. 5A
Date: July 15, 2008
To: Honorable Mayor and Members of City Council
From: Richard Melton, Chief of Police  £.AV\ #°
Prepared by: Steve Potter, Commander, 258-7882
Subject: | Response to 2007-2008 Grand Jury Report — Napa County

Emergency Communications

ISSUE STATEMENT.

Approve the City response to the 2007-2008 Napa Grand Jury Report.
DISCUSSION:

The following are the Grand Jury findings and recommendations along with proposed
City responses. The responses contained in this report are provided as required and in
accordance with section 933c of the California Penal Code. A copy of the Grand Jury
Report is available at the City Clerks office for public review.

Finding 4: The only Napa County PSAP with Emergency Medical Dispatch qual:f ied
personnel is the Napa Central Dispaich PSAP.

City Response to Finding 4: The City agrees with this finding.

Finding 5: Napa County PSAPs have elected not to receive wireless 811 calls directly
from the caller.

City Response to Finding 5: The City disagrees partially with the finding. This
Finding states that Napa County PSAPs have elected not to receive wireless 911 calls
directly. However, in December 2006 Chief Richard Melton advised the California State
" Department of General Services (DGS) that the Napa Central PSAP was interested in
taking wireless 911 calls directly into the PSAP. Napa Central has been working on
upgrading the current telephone system as part of taking wireless 911 calls. In April
2008, in a continuation of implementing the receipt of wireless 911 calls directly, Napa
Central Dispatch began working with wireless providers. Most recently the City has
authorized two additional Public Safety Dispatcher positions to address the anticipated
increase in call volume anticipated when wireless 811 calls are received.
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Finding 6: Napa Central Dispatch places a separate landline call to CAL FIRE ECC
rather than conferencing the call with 911 callers. This action preciudes the ECC from
receiving E-911 Called (Caller) ID information without resorting to additional hardware
or software modifications..

City Response to Finding 6: The City disagrees partiaily with the finding. Whereas
call conferencing is one alternative to attempt to receive caller locations it is not the only
alternative available. Other alternatives include; a regicnal communications center,
separate PSAPs for fire and law enforcement, “rip and run”, paging solutions (pre-
alerts}, and inter-CAD connections are all other alternatives. Additionally, call
conferencing brings on other issues such as: delaying Emergency Medical Dispatch
(EMD) instructions while ECC is being brought into the call, and “dead time" during the
telephone connecting process; adding potential for caller confusion. Aithough receiving
wireless 911 calls directly into the Napa Central Dispatch PSAP will greatly reduce
potential for errors, further analysis needs to be completed to identify a solution to the
issue.

Finding B: The American Canyon Fire Department has “Rip and Run” communications
equipment to receive E-911 Caller ID information from Napa Central Dispatch.

City Response to Finding 8: The City disagrees with this finding. The American
Canyon Fire Department receives “pre-alert” incident notification via pager. This
information includes, in part, the location and nature of the incident. Additionally, this
pre-alert paging notification has been expanded to include St. Helena Fire Department,
Gordon Valley Volunteer Fire Department, Angwin Community Ambulance and Piner’s
Ambulance (for county medical calls). '

Finding 9: The Napa Centrai Dispatch policies and procedures appear to be out of
date and generally in a state of neglect.

City Response to Finding 9: The City disagrees partially with this finding. At the time
interviews were conducted the policies had not been updated. In mid-May 2008 the
policies had heen updated and rewritten. The revised and new policies became
effective June 1, 2008. Additionally, a protocol addressing law enforcement radio
issues was established and became effective July 1, 2008.

Finding 10: The Napa Central Dispatch training materials appear to be inadequate and
seem to consist, in large part, of vendor manuals.

City Response to Finding 10: The City disagrees partially with this finding. At the
time interviews were conducted the training manual was being revised. Currently, the
reference material for the training program is organized and available for Public Safety
Dispatchers use. Additionally, the evaluation form and evaluation criteria have been
updated, the training task sheets for telephone answering and fire dispatching have
been completed, and the task sheets for law enforcement radio dispatching are nearing
completion. Training of the Dispatch Training Officers and completion of the law
enforcement radio tasks sheets remain to be completed. Completion of all remaining
components is expected within the next 3 (three) months.
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Finding 13: None of the PSAP organizations investigated by the Grand Jury have
quality assurance programs, or even the basic elements of such a program, in place.

City Response to Finding 13: The City disagrees partially with this finding. The on-
going Emergency Medical Dispatch training has a quality assurance component built
into the program. This quality assurance component includes a review of EMD

" incidents. Additionatly, during monthly EMD training several medicai calis are reviewed
for quality assurance and training purposes.

Finding 14: Combining existing primary PSAP functions into a single consolidated
PSAP would appear to better serve the citizens of Napa County than the current
system.

City Response to Finding 14: The City agrees with this finding.

Recommendation 2: County PSAP organizations initiate action to receive wireless
911 calis directly.

City Response to Recommendation 2: The Napa Central Dispatch PSAP has
already begun the process to accept wireless 911 calls directly to the PSAP. These
steps include: the December 2006 letter to the California State Department of General
Services notifying them of our intent to accept wireless 911 calls directly; upgrading the
current telephone system to be compatible with wireless 911 information received;
working with wireiess 911 providers to facilitate the acceptance of 911 calls to the
Center; and adding two Public Safety Dispatcher positions to address the increased call
volume created by the acceptance of wireless 911 calls.

Recommendation 3: As ah interim policy, the Napa Central Dispatch PSAP
immediately begin to “conference” the CAL FIRE ECC on fire dispatch or medicalffire
dispatch calls.

City Response to Recommendation 3: The Napa Central Dispatch PSAP believes
this recommendation requires further analysis. The Center has been working with CAL
FIRE to pride the ECC with “rip and run®, pre-alert via paging, and a connection to the
NetViewer dispatch system. Future steps include establishing an inter-CAD connection
so that all pertinent incident information is shared between operating systems, while
continuing to explore call conferencing. Call conferencing does not address the
shortcomings of wireless 911 calis being transferred on the seven digit number or
incomplete telephone company records/information. Additionally, it creates a separate
set of issues including: delaying Emergency Medical Dispatch instructions while ECC is
being brought into the call, “dead time” during the telephone connecting process; and
potential for caller confusion, Lastly, it is anticipated that receiving wireless 911 calls
directly to Napa Centrai Dispatch PSAP and a quality assurance program will greatly
reduce the number of addressing issues experienced in the past,

Recommendation 5: On an urgent basis the Napa County PSAPs institute formal

quality assurance programs, preferably audited by outside third party organizations
qualified in the area of emergency communications.
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. City Response to Recommendation 5. In addition to the current quality assurance
process relating to medical dispatching (Unusual Incident Review} conducted by the
Napa County Emergency Medical Services Coordinating Manager the Center wil! initiate
a Quality Assurance Program within the next six months.

Recommendation 6: The Master Plan be modified to include consolidated Napa
County PSAP and planning be initiated to establish the facility. This initial conversation
will take place within the next six-months.

City response to Recommendation 6: City staff will communicate with County staff
on this recommendation. '

FINANCIAL IMPACTS:
None.

CEQA:

The City Manager has determined that the recommended actions described in this
report are not subject to CEQA, pursuant to¢ CEQA guidelines.

DOCUMENTS ATTACHED:

1 Attachment 1: Copy of the December 12, 2006 Agenda Summary Report,
Subject: Wireless 911

2. Attachment 2. Copy of the December 12, 2006 letter to DGS regarding
intent to accept wireless 911 caills.

NOTIFICATION:

RECOMMENDED ACTION:

_City staff recommends that the City Council move, second and approve each of the
actions set forth below, in the form of the following motion stated as:

Move to:
Move to approve the City's response to the 2007-2008 Grang Jury Report findings and
recommendations (as outlined above, and incorporating’any changes made to the

response by the City Council during the meeting), and direcl the City Manager to submit

the response on behalf of the City Council, the City Manager and other City officials as
required, to the presiding judge of the Superior Court.

CITY MANAGER
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ATTACHMENT 1

AGENDA ITEM NO. iﬁ_

Y 1
Retsation: -
(Clty Clork’s Uise Ord

AGENDA SUMMARY REPORT
December 12, 2008

SUBJECT: Wircloas 511
ORIGINATED BY: Chief Msiltcn and Chief Borrnan

REPORT IN BRIEF: The City of Napa's public safety departments wouk MNMWHQN
local 911 wireless phone calls currently routed through Catifomia Highway Paircl.

PASCUSSION:

The City of Napa's pubiic safsty agancies {Police and Fire Departments] strive to provide the highest
level of emargency service to our citizens and visitors. Public safety ‘maponses’ are gsnerated by ona of
two means. The first being an on-view of first hand obsarvation made by a public safety employee. The
second, and more commen, Maans ks whan a citizen reports an incident to a Public Sefety Answerning
Point (PSAF) via telephone.

The City of Napa manageas the local PSAP, as a joint communication center for the Napa Sheriff's Do~
pariment, Napa Police Department and the Napa Fire Department. One of the functions of the local PSAP
is to answer emergency calls for assisiance from the citizens of the City and County of Napa. Currently
the only S-1-1 calls diractly recalvad by the local PSAP are those made on hard wire phones. All local
cafiular §-1-1 calls are directed to the California Highway Patrot Goiden Gate Division PSAP. (This proc-
oss was set up when public safsly officials across the nation recognized the need for celluler §-1-1 ac-
caess lo amergency services. Officials within the steie of California decided this sarvice would fall to the
CHP unbi it couid be turned over to local PSAPs. Eventually all PSAPs will be required to take the wire-
Joss 9-1-1 calis in their areas) The CHP PSAP then screens the calis and, when the incident deais with @
iocallswe.meydaunumhowmanyumeamudnbammmmaWPSAP.

Thealgnﬂbantmsainwluhrphoneownmmpmmadm reduction in the avaliahility of
coin operated pay phones and has made the celiular phone the only telephone connection in many
households. Additionally, the immediate possasaion of a ¢oliular phona ta local residents and to visitors
has becoms commonplace. The reductions In number of hard wire phones coupled with the availability
and access to celluiar phones has caused a shift in how pecple access emergency services. Pecple fac-
ing a crisls or in nead of emergency assisiance are well educated In tha use of the 9-1-1 number and
frequently tum to their celiukir telaphone to place 8-1-1 cafis.

Largely becausa of the wireless 8-1-1 system in place, the City of Napsa has experienced difficulty provid-
ing adequate service to individuals in need of immediste public safaty assistance. Citizen's dissatisfaction
with the cument wireless 8-1-1 system is frequently voiced diractly 1o the Police Department or in the Lat-
ters to the Editor saction of the local newspaper. The dissatisfaction is voiced as it taking too long o have
the PSAP answer the call andg the overall response tims for emergancy services to armive on scene.’

The employees of the Napa Police Department and Napa Fire Department make every effort to

the highast leve! of service to the citizens and visitors of Napa. Tha current wireless 9-1-1 system does
nat provide the most ime efficient means of providing emeargency services to paopla in need. In fact it
creates dalays by requiving one PSAP (CHP) to argwer the call, [ust toc then transfer it to our iocal
PSAP. This transfer time reaults In axtended emergency response times, Fortunatsly sxdsting tachnology
allows for wireless 8-1-1 calls within the callular sectors of Napa to be delivered directly to aur locsl
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ATTACHMENT 1

PSAP. Additionally technoiogy has progressed to the point where reported latitude and longttude and 8
call back number are automsaticaBy provided to the PSAP when a call is made. The abllity to locats the
caller through reported longitude and latitude is known 33 “enhanced wireless®. The abliity to locate the
caller will e¥minate the misdirecting of servicea 0 callrs who sre confused or unaware of their tocation.

Two local ingidents jump ta mind regarding concems with the curment wireless system. One Incident that
remains fresh in our minds is the murder of two young females in south west Napa. A surviving roommate
callad for help using a cellular phone. Because she calied from a cefiutar phone the calls were directed to
the CHP PSAP. The calls then had to be transferred to the Nepa Communications Centar for handling.
Ancther incldant showing the need for Enhanced Wirelass 5-1-1 service was a whan a firefighter's son
called him to find out why the Fire Department was not responding to a structure fire in Napa. It tums out
that the homeowner's cellular 9-1-1 call was answarsd at the CHP PSAP. Due to street nama confusion
the call was transfamed to the City of Santa Rosa PSAP. Santa Rosa sent their Fire Department not
knowing the call had been misdirected. Thesa cafls are just two exampiles of extended smargency re-
sponee times crsated by the curvent system. Many othar examples of delayed responss due to the cur-
rent process axist.

Accepling wirsless calls (o aur PSAP will present challenges. Experts estimate the increase in call volume
o a iocal PSAP accepting enhanced wireless 9-1-1 calls to be approximately 30%. PSAPs currently ac-
capting wireless 9-1-1 calls also experience an increass in 'spikes’ (brisf periods when several calls are
receivad) when a greater number of people report the same incident. The increased call volume and spik-
ing will impact our abilty to provide the highest level of service 1o our citizens and visttors. However, In
order to anawer the wireless 8-1-1 calls in a more time efficient manner and to maintain an ovarall ac-
ceptable of an improved response time, wireless §-1-1 calls should be delivered directly to our local
PSAP. Tha process to take over wireiess 8-1-1 calls requires the local PSAP to dsliver a nonbinding letter
of intent to the Stats of California, Departmant of Genera! Servicag. After six months, from the date that
the State of Calfornia DGS receives the lelter of intent, a local PSAP may take over soma or ali of the
wiretoss 8-1-1 calls.

The Napa Pgiice Department and Napa Fire Depariment seek Council cirection on two points.

1) ARV T : RNG DV I00E Wirnliess = 1] 8

the State of Callfornia DGS witi not the City of Napa under any obligation to bagin taking wirelasa &-
1-1 calls. This notification will allow the State of California DGS to relaase funds In the amount of
$75,000 to purchass GIS mapping equipment/software for future wireleas 8-1-1 caller locating. The re-
jaase of these funds will coincide with the replacemant of the Communications Centar's amergency
phone 3ystem which is currantly in process.

2) Explore revenue sources, Although the City of Napa wouid be undar no obligation to begin taking the
wireless 9-1-1 calts immediately, the financial zapects of implementing and sustaining wireless 8-1-1 in
our PEAP nead to be explorad in detall. Since all cther cosls associated with accepting wireless 8-1-1
ara covered by the Stats of California DGS, the City of Napa would need 1o assess potential staffing in-
creasos and funding for such. ]

DOCUMENTS ATTACHED: None

COUNCIL ACTION REQUESTED: (1) Authority for the Police and Fire Chiefs to notify the State of
Catifornia Departiment of Gensral Services of aur intent to eventually accapt the local 911 wireless calls to
our Public Safely Answering Point. {2) Explore potential funding sources prior to full implementation.

ClerkRet: (staffinitial&lastname)
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i PCHICE DEPARTMENT
1539 First Street

CITY of NAPA o S e 94559

_ TVY {707} 253-4344
www _cityofnapa.org

December 12, 2006

Dapnne Rhee, Chief

California 9-1-1 Emergency Communications Office
Department of General Services, Telecommunications Division
601 Sequoia Pacific Boulevard

Sacramento, CA 95814

Dear Ms. Rhoe:

The City of Napa grants to the State of Califernia, Department of General Services,
Telecommunications Divigion, California 9-1-1 Emergency Communications Office, otherwise
known as the California 9-1-1 Emergency Communications Office (9-1-1 Qffice), this letter of
agency to represent the City of Napa on all matters pertaining to the planning, procurement,
and implementation of Enhanced Wireless 9-1.1 ("Wireless E9-1-1") service in the City of
Napa, as defined by the Federal Communications Commission Docket (FCC) 94-102. This
letter of agency will remain in place until such time as rescinded by written notice from an
authorized representative from tha Cily of Napa. :

The City of Napa point(s) of contact for this project is Sherri Furniss, Communications Manager
at the Napa Police Department, 1539 17 Street, Napa, CA 94559, phone number of (707} 257~
9533. We understand the primary point of contact for the Wireless E9-1-1 project 1s Donna
Pena who can be reached by phone at (216) 657-6116 or email at donna.pena@dgs.ca. gov.

By signing this lefter, | submit that | am an employee of the City of Napa Palice Department with
signature authority on all matters pertaining to Wireless E8-1-1 within the City of Napa Police
Department jurisdictional boundaries.

Sincerely,

Richard Melton
Chief of Police

g Julie Arita, Request for Service Coordinator
8-1-1 QGffice Consultant
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