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HUMAN RESOURCES 
 

Recruitment 
 

● 911 Call Taker Dispatcher Trainees 
o Three new hires starting 9/7/21 
o Accepting new application 9/8/21 - 10/10/21 

● Dispatch Leads (up to three positions) 
● Quality Assurance & Accreditation Specialist  

 

Current Staffing   

2021 
Approved 
Budget 

Actual 

CRESA Total Headcount   84  78 

911 Dispatch Operations 
Division  

62  59 

Emergency Management 
Division  

6  6 

Technical & Support Division    8  6 

Administration / Executive    8  7 

 
9-1-1 OPERATIONS  
 

Language Interpretation Services 
Voiance calls for service for June 2021 totaled 135 with 101 
for Spanish, 21 for Russian, two each for Ukrainian and Hindi 
and one each for Amharic, Tagalog, Kirundi, Mandarin, 
Romanian, Farsi, German, Cantonese and Vietnamese. 
 

Voiance calls for service for July 2021 totaled 132 with 109 
for Spanish, 21 for Russian, and one each for Cantonese and 
Tigrigna. 
 

9-1-1 Center Telephone Statistics 
 

June  2021 Total 911 calls: 21,441 

Ring time (911 calls) Compliance 

< 15 seconds 83.28% 

< 45 seconds 94.95% 
 

July 2021 Total 911 calls: 23,223 

Ring time (911 calls) Compliance 

< 15 seconds 83.50% 

< 45 seconds 95.19% 
 
Citizen Survey 
Each month, CRESA mails out satisfaction surveys to a 
random selection of citizens who called 9-1-1 or 3-1-1 for 
service. All survey responses are reviewed by the Operations 
Division Manager and Director.   
 

 
For the month of May 2021, 45 surveys were mailed and six 
(6) were returned with responses.  Satisfaction levels reported 
were two (2) “Exceeded Expectations”, three (3) “Satisfied” 
and one (1) “Frustrated.”  
 

For the month of June 2021, 47 surveys were mailed and eight 
(8) were returned with responses.  Satisfaction levels reported 
were seven (7) “Exceeded Expectations” and one (1) 
“Frustrated.”  
 

Public Records Requests 
All requests for CRESA records are processed through the 
GovQA system accessible through the CRESA website,  
cresa911.org. Over the last several years, CRESA has 
experienced a trend of increased public records requests. Total 
public records requests received by the agency 2018 through 
July 2021 are as follows: 
 

2018:  4,668 total, monthly average of 389 

2019:  4,967 total, monthly average of 414 

2020:  5,483 total, monthly average of 457 

2021 YTD:  4,051 total thru July, monthly average of 579 
 

TECHNICAL SERVICES  
 

CAD Upgrade / Back-up Center  
The Hexagon upgrade of the CRESA CAD continues to move 
forward on schedule. Work progresses on the servers, 
interfaces and admin training.  We continue to be on track for 
a January 2022 cut-over.    
 

Telephone System Replacement 
Cutover to the new system occurred on 10/22/20.  We 
continue to work through issues that have been identified with 
the system’s stability for both us and our partners.  
 
PROGRAM MANAGER 
 

Quality Improvement & Accreditation  
 

Commission on Accreditation for Law Enforcement Agencies 
(CALEA)   
CALEA was created in 1979 as a private, non-profit 
credentialing authority to develop a body of public safety 
standards of best practices and recognize professional 
excellence.  Staff has completed a number of requirements for 
CRESA’s seventh re-accreditation.  This included successfully 
passing the on-line review of proofs to the 207 CALEA 
standards that was conducted May 28th through June 5th; and a 
virtual on-site assessment July 12th and 13th.  The final step 
involves a hearing before an Agency Review Committee, 
during the virtual CALEA Conference scheduled in November 
2021. 



Director’s Report – SEPT 2021 
 

Medical Priority Dispatch System (MPDS) Performance: 
The International Academy of Emergency Dispatch (IAED) 
was established in 1988 as a private non-profit standard 
setting body for emergency call-taking protocols, training, 
certification and accreditation.  Staff is currently working to 
fulfill its ninth continuous three year re-accreditation due 
March 2022. 

July 2021 
 

EMD 
Compliance 
Level 

Accreditation 
Standard CRESA No. 

Cases 

High  65% 58 
Compliant  18% 16 
Partial ≤ 10% 8% 7 
Low ≤ 10% 3% 3 
Non-Compliant ≤ 7% 6% 5 

Total   100% 89 
 

Median Call Processing 
Time (CPT*) by Priority 
Level 

Seconds No. Calls 

Echo 34 79 
Delta 61 1,122 
Charlie 76 1,069 
Bravo 77 453 
Alpha 73 1,068 
Omega 71 63 

Total  71 3,854 
*CPT defined as time ProQA opened to take medical call to 
call coded for dispatch 
 

Hands on 
Chest (Non-
Barrier 
Cases) 
Times in 
Seconds 

No. 
Cases 

CA 
ID 

CA ID 
to 

Position 
Pt. 

Position 
Pt. to 
Hands 

on 
Chest 

Total 
Time 

Cardiac Arrest 
Not Breathing 
at All (Fast 
Track) 

5 17 21 20 58 

Cardiac Arrest 
Not Breathing 
at All 

16 31 28 22 81 

Total/Ave. 21 30 26 21 77 
 
EMERGENCY MANAGEMENT 
  

Emergency Management Duty Officer Program  
CRESA Emergency Management is one of two emergency 
management offices in the Portland Metropolitan Region with 
the capability to send Emergency Alert System (EAS) 
messages to television and radio broadcasters throughout the 
area.  During the required monthly test Emergency 
Management staff exposed a critical flaw on the FEMA side 
of the system that would prevent alerts from being delivered 
to the public.  Staff members quickly worked with Everbridge 
support and FEMA to implement a temporary solution to help 
ensure this critical alerting capability remained feasible.  
 

 
 

Public Education 
CRESA Public Education is slowly adding small public 
education events, mostly virtually, to the latter half of this 
year’s calendar.  Most events for the remainder of 2021 have 
been canceled.  CRESA is finalizing the annual 30 Days 30 
Ways campaign for September. This year, the challenge will 
focus on community and preparing together. CRESA has also 
been working with the State of Washington and State of 
Oregon on the materials for the B2WR (Be 2 Weeks Ready) 
project that will roll out in 2022.  CRESA is also working on 
highlighting 9-1-1 messaging campaigns.  Currently work is 
underway in developing a campaign regarding staying on the 
line and not hanging up when calling 9-1-1.  Working with 
other PSAP’s throughout the state, items are being designed 
for: “Stay on the Line, Let us Know You Are Fine” campaign 
which will be launched soon. 
 

Clark County JIC/ Public Information 
In July, the Clark County Joint Information Center (JIC) 
coordinated by CRESA closed as the county and state moved 
to reopen.  The group still meets monthly to help coordinate 
any changing message or concerns.  Key players continue to 
collaborate weekly to determine what needs and priorities in 
messaging are relevant.  In early August, the Clark JIC also 
supported the memorial service for CCSO Deputy Jeremy 
Brown.  CRESA continued to partner through the Clark 
County JIC with partners to provide cooling center locations 
in July and August as well as provide messaging regarding 
heat illness and wildfire smoke. Additional work is also being 
done to update and translate messages used by CRESA related 
to 9-1-1 as well as Emergency Management.  A multilingual 
message library is being organized to ensure messages are 
readily available to be used to better serve the community.  
 

Citizen Corps 
Work continues to meet grant reporting requirements as part 
of the RDPO region.  Over the past month CRESA has been 
looking at our UASI grant allocations from previous cycles to 
ensure we still meet deadlines.  COVID has impacted many of 
the current projects including holding CERT training classes.   
Volunteer Coordinators continue to do check-ins with 
volunteers and have been using Zoom type web calls. CRESA 
continues to have volunteers help process Emergency Worker 
Cards for volunteer groups.  
 

Emergency Transportation Routes 
The Regional Emergency Transportation Routes - Phase 1 
project has been completed and data released to the partners. 
Phase 2 has been approved for funding and will be kicking off 
once the funding becomes available. Washington EMD has 
looked over the data and de-conflicted it with their priority 
routes while also being appreciative of the collaborative 
planning process. 
 

Disaster Fuel Management 
The next phase of the Disaster Fuel Management project has 
been approved for funding. The upcoming phase will focus on 
exercising the plan. 
 

Clark Regional Natural Hazard Mitigation Plan 
The work plan has been created and the project will be kicking 
off in September. 
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State Homeland Security Region IV 
  

SHSP FFY 2018 Grant: The funding amount totaled 
$422,340. The original project timeline was Sept. 1, 2018 thru 
August 31, 2020.  Due to COVID-19, two timeline extensions 
were approved by the State for a revised end date of July 31, 
2021.  Spend down of this grant is complete. 
                                                                          

SHSP FFY 2019 Grant:  The funding in SHSP 2018 went 
from $422,340 to $476,221 for SHSP 2019, an increase of 
53,881. The original timeline was Sept. 1, 2019 to August 31, 
2021.  Due to COVID, an amendment request was approved 
by State EMD to extend the closing date to March 31, 2022. 
Currently staff is collecting SOW (Scope of Work) for the 
projects to be completed. 
  

SHSP FFY 2020 Grant:  The FFY 2020 SHSP grant includes 
newly defined National Priority Projects designated by 
FEMA. The final funding amount came in at $474,853 and the 
contract was received from the State in November 2020. The 
timeline is September 1, 2020 to August 31, 2022. 
Projects/Spending is ready to begin. No terrorism nexus or 
competitive projects were required for this grant. We have 
four National Projects in training totaling $76,000 in 
spending.  
  

SHSP FFY 2021 Grant: The funding for this grant was 
announced in the form of a Notice of Funding Opportunity 
(NOFO) in March 2021. This grant has changed funding in the 
“Enduring Needs” (SHSP Portion) and has become 
competitive funding in newly defined National Priority 
Projects designated by FEMA. Currently there are five 
National Priorities which are competitive between all counties 
in WA State. Projects have been turned in for all five projects 
listed. The Region IV Coordinating Council met and reviewed 
the list to turn in projects. Region IV turned in a total of six 
projects for review and acceptance. We were awarded five of 
the six projects totaling $300,000 making the grant total 
$584,255.00 in projects and planning. This funding will be 
spent on the approved  
 

EMPG 2020: The funding amount is $267,934, which is a 
50% match program supporting four CRESA Emergency 
Management positions and partial funding for two projects. 
This funding ended in August of 2021. 
 

EMPG 2021: The funding amount is $271,751., which is a 
50% match program supporting four CRESA Emergency 
Management positions and funding for two projects. The 
application has been completed and should have a contract in 
September 2021. This grant will be in service until September 
1, 2022.  
 

EMPG 2021 ARPA Supplemental: The ARPA (American 
Rescue Plan Act) program provides federal funds to assist 
State, Local and Tribal in prevention of, preparation for, and 
response to all hazards specific to the jurisdiction’s hazards, 
needs and capabilities. Funding available to CRESA is 
$92,691 through a 50/50 match. CRESA has one employee 
under this grant. This grant is available January 1st, 2022 thru 
December 31st 2022.  
 

SHSP 2022: Planning and application process for the next 
round of grants will begin in February 2022.    
 
 

 


