LETTER FROM THE DIRECTOR
On behalf of the hard-working staff at the Dallas County 911 Communications Center, I
am honored to present our annual report for 2020. As a full-service Public Safety
Answering Point, Dallas County 911 is responsible for all emergency dispatching,
communications and 911 call-processing within the entire County of Dallas. Since
1999, The Telecommunicators and staff of Dallas County 911 strived to provide the
most efficient emergency service while maintaining professionalism and dedication to
the citizens and visitors throughout Dallas County, Missouri.
As the first point of contact during emergency situations, the Emergency
Telecommunicators of Dallas County 911 are at the forefront of saving lives and
property. Through public support of sales tax funding, and most recently the wireless cell
phone service tax, Dallas County 911 continues to elevate the level of emergency service provided to those
who reside, work, and visit within Dallas County.
Since technology is constantly improving, Dallas County 911 has made it a part of its mission to keep moving
forward with enhancements that will help promote a safer community within Dallas County. Having state-ofthe-art technology at their fingertips, Emergency Telecommunicators are able to assist those in need much
more quickly than ever while using enhanced E911 call-processing equipment, improved radio technology, and
networked computer-aided dispatching software.
During the last year, many challenges were faced by those living and working within Dallas County. Not only
was the health of the economy and workforce threatened, so was the health and safety of those on the front
lines. Despite the ongoing concerns, the Emergency Telecommunicators and staff of Dallas County 911 persist
and operations at the communications center were maintained.
Although in-person training and public events were limited during the last year, Dallas County 911 was
afforded the opportunity to engage in virtualized and in-house training for quality assurance. This included
specialized education in human resources, supervisory, and leadership development, as well as daily
continuing education and call reviews.
As with any emergency communications center, the challenges that are faced by those who dedicate their
lives to public safety on a daily basis can be overwhelming. Each team member of Dallas County 911 makes it
their mission to face and overcome any challenge for the betterment of the community. Through
professionalism, dedication, hard work, and personal sacrifice, each representative of Dallas County 911 is
proud to serve the community of Dallas County, Missouri.
Into 2021, together, we anticipate Dallas County 911 will progress with advancements as the community
grows and will overcome any challenge with which we might face.
Sincerely,
Duane Hamilton
Executive Director

ORGANIZATIONAL CHART

MISSION STATEMENT AND GOALS
The function of Dallas County 911 is significantly important for the daily emergency service
operations within the county. These agencies directly rely on the Dallas County 911 team in
order for them to provide support to the community. As the vital link between the community
and the emergency service agencies, the team at Dallas County 911 strive each and every day
to get the necessary help to those in need.

Our Mission Statement
We will provide effective emergency
communications through teamwork, dedication,
keeping pace with technology, commitment to
excellence, and compassion for the people we
serve.

Agency Goals

❖ Save lives
❖ Protect property
❖ Help ensure the safety of public
safety personnel
❖ Assist outside agencies, when
possible
❖ Maintain professional standards and
performance

STAFFING/TRAINING
In order to achieve effective operations in the communications center, staffing at Dallas
County 911 involves maintaining a minimum of two on-duty Emergency Telecommunicators
24/7. Early 2020, Dallas County 911 was afforded the opportunity to increase staffing with the
addition of one full-time Emergency Telecommunicator. In doing so, this reduced unnecessary
stressors imposed on the staff, which in turn increased the retention rate, increased moral,
and extended the overall level of professionalism of Dallas County 911.

During 2020, training opportunities were still available, but mostly done in a remote setting.
Team members at Dallas County 911 were given the opportunity to engage in courses
specializing in Human Resources and Leadership Development. In addition, continuing
education was on-going on a daily basis with regular peer evaluations and daily call reviews.
Initial training includes a structed, six-week training course, with hands-on learning, skill
development, peer review, and daily observation reports before an Emergency
Telecommunicator is assigned to a shift without direct supervision.

Telecommunicator of the Year
During National Telecommunicator Week in April, Ashlee
Hensley was awarded the title of Telecommunicator of the
Year at Dallas County 911. Ashlee has been dedicated to
serving the community through Dallas County 911 since 2018.
Since then, Ashlee was promoted to a Shift Leader and is
currently responsible for training new personnel and helping
keep the day-to-day operations at Dallas County 911 running
smoothly. Dallas County 911 is very proud of Ashlee and the
accomplishments she has made here.

Letters of Commendation
At any given moment, a Telecommunicator may become involved in an incident that involves a
threat to life or property and because of their intervention, were able to help save a life or
minimize a potential threat. During 2020, the following team members were recognized for
their unique actions and responses during each specified event:
In May, Telecommunicators Morgan Hodakowski and Marcie Rodgers were on duty during an
active severe weather storm that affected the majority of Dallas County. During the event, the
Dallas County 911 Communications Center became a target and was in the direct path.
Without any regard for their own safety, both Morgan and Marcie continued operations from
their consoles and maintained emergency communications through the event.
In July, Telecommunicator Ashlee Hensley was involved in the peaceful apprehension of a
wanted suspect who was armed with a firearm and threatening suicide by law enforcement.
During the extended phone conversation with the subject, Ashlee managed to keep the him
calm though the use of negotiation skills. Subsequently, the suspect surrendered to law
enforcement without any further incident.
Later in the year, Telecommunicators Taylor White and Heather Brown were involved in a
massive multi-agency pursuit involving shots fired toward law enforcement. Throughout the
incident, Taylor and Heather managed to maintain the officers’ status and help them navigate
through several different counties before the suspect was apprehended.

EQUIPMENT OF DALLAS COUNTY 911
Technology
Using advance, state-of-the-art technology, Telecommunicators
of Dallas County 911 are able to maximize the use of their
resources with user-friendly interfaces, technological software
programs, and sophisticated equipment to help deliver the
much-needed help to the citizens and visitors of Dallas County
much faster than in previous years.
Advanced technology involved in
the day-to-day operations include
Next-Generation E911 networked
phone connectivity, NextGeneration 911 mapping and
tracking, networked computer
aided dispatching software, and
digital VHF radio communications
just to name a few. As with any
form of technology, these services require constant monitoring,
regular maintenance, and extra redundancy in order to help
provide a seamless operation in any emergency situation.

Upgrades
2020 presented itself with many opportunities for improvements,
such as the finalization of a digital VHF radio system project, migration to a new CAD system
that allows for instant communications with local law enforcement agencies, new anti-static,
low-maintenance flooring throughout the dispatch area, and expansion of a third fullyfunctional PSAP console position.

OPERATIONS
Inside the Communications Center
There is no such thing as a typical
day in dispatch. Although some
events may appear similar, there
are too many variables that create
unique situations from one day to
the next. Operations at Dallas
County 911 must be uniform and
policies are in place for guidance.
Additionally, an Emergency
Telecommunicator must be able to
adapt to any type of incident and
range of intensity. The ability to work efficiently and make rapid decisions based on
standardized training and professional experience are strong qualities necessary to be a
successful and professional Emergency Telecommunicator.

Daily Operations
At the beginning of a new shift, a briefing is conducted and important information is passed
along to the relieving Telecommunicator in preparation for their shift. Each Telecommunicator
logs into their terminals in preparation for call processing and CAD documentation. Each
Emergency Telecommunicator is responsible for monitoring pending and active events,
documenting in CAD, assisting all other agencies, monitoring weather alerts, and prioritizing
any other inbound emergency or non-emergency event or request. Constant training and
continuing education is vital for the skill development and performance maintenance for
Emergency Telecommunicators. Between daily call reviews, continuing education, in-house
training, and in-person training, the Telecommunicators of Dallas County 911 are afforded the
opportunity to gain necessary education, improving personal skill development in order to
provide effective and professional service to the community, all while adhering to strict
policies and procedures.

COMMUNITY OUTREACH
School Outreach and Education
As with many other entities, the wide-spread effects of the pandemic placed limitations on
attendance and various opportunities with our school district during 2020 that would normally
not have been the case. Due to these safety concerns, public outreach was limited during
2020.

Shop with a Hero 2020
Each year, in collaboration
with local law enforcement
agencies, other emergency
service agencies, and WalMart, as well as the support
from private donations,
several children and their
families were provided the
opportunity to shop with a
local emergency service
hero before the holiday
season. This year, over forty
children participated in the event and the team members from Dallas County 911 were
especially honored and humbled with the opportunity to help.

Agency Relationships
Not only did 2020 place a unique strain on
the community, in many aspects, it also
brought a community closer together. Dallas
County 911 and its staff worked hard to help
protect and serve the different emergency
personnel entities that the community
depends on through training,
implementation of new equipment and
updates to operation guidelines.

STATISTICAL INFORMATION
Dallas County 911 maintains annual statistical information that includes a vast array of call
category types, 911 call types, and other relevant information to help provide research data
and agency insight.
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