


• Relevant standards:  National Emergency Number Association (NENA). 
90% of incoming calls answered within 10 seconds. 
95% of incoming calls answered within 20 seconds. 
 

Note concerning call pick-up times: 
The call pick-up time percentages have been modified from prior reports as a result of a software 
error that had affected this statistic since the beginning of the year.  This error was discovered in 
July when we noticed a drop in answering performance.  The DCC’s phone system provider, 
PlantCML investigated the discrepancy and discovered a calculation problem in their 
management reporting software which affected our statistics for all of 2008.  With the correction 
to the software, our statistics have shifted 4-7%  downward at all benchmark points.   
 
The DCC’s goal is to answer 90% of 9-1-1 calls within 10 seconds and 98% within 15 seconds.  
The de facto national standard is 90% in 10 seconds and 95% within 20 seconds.  In response to 
the revised statistics, the DCC is working with our 9-1-1 equipment vendor on call processing 
changes.  We are also watching to see if the recent installation of “non-exclusive” hold on the 
system will improve call answering times. 
 
The current 9-1-1-call pick -up statistics are found on pages 8 and 9 of this document. 

 
2) Call creation in CAD.  The amount of time between the incoming phone call being 

answered and the CAD event being transferred from the call-taker to the dispatcher for 
assignment to a responder. 

• Standard: Priority 1 events3: 85% in 90 Sec. 95% in 150 Sec. 
Priority 2 events4: 85% in 180 Sec. 95% in 270 Sec. 
Priority 3 events5: 85% in 270 Sec. 95% in 360 Sec. 
 

• Relevant Standard:   National Fire Protection Association standard 1221. 
95% of emergency call processing and dispatching shall be 
completed within 60 seconds and 99% within 90 seconds6. 

 
Many variables affect CAD creation times.  Callers may be difficult to communicate with due to 
a variety of factors.  Information needs for responders may be significant.  Incoming call levels 
relative to available staff could require some callers to be put on hold while dispatchers triage 
multiple events and Emergency Medical Dispatch protocol requires detailed information 
gathering for certain events. 
 
The current CAD creation statistics are found on pages 10 and 11 of this document. 

 
 

                                                 
3 Events involving possible immediate threat to life or property. 
4 Events that do not present an immediate threat to life or property, but where response time is related to outcome. 
5 Events that do not have a relationship between response time and outcome. 
6 Does not include 15 seconds allowed for answering 9-1-1 phone lines or 40 seconds for answering administrative 
lines. 



3) Priority 1 dispatch time.  The amount of time between the transfer of the CAD event to 
the dispatcher and the call being assigned to a responding law enforcement, fire or EMS 
responder. 

• Standard: 85% of events within 30 seconds. 
95% of events within 60 seconds. 
 

• Relevant Standard:   National Fire Protection Association standard 1221    
95% of emergency call processing and dispatching shall be 
completed within 60 seconds and 99% within 90 seconds7. 

 
NFPA also provides that the local response authority may determine the definition of priority 1 
events of purposes of this standard. 
 
The priority 1 dispatch statistics are found on pages 12 and 13 of this document. 

 
 

 
User Feeback 
While more subjective than the event processing measures described above, user feedback 
provides important information to the DCC.  The DCC utilizes survey instruments to request and 
gather feedback from the public as well as users from DCC Member agencies. 
 
As a start-up operation, the DCC uses the information gathered to establish a baseline of 
responses in order to observe trends in user opinions regarding the services we provide.  The 
information will be useful in the identification of performance areas in need of organizational 
focus. 
 

1) Public Survey.  Using CAD records, the DCC mails a survey card to every 200th person 
identified as a caller to the DCC.  The survey is easily completed and returned on the 
postage paid form.  The survey does not identify the respondent or incident unless the 
respondent chooses to provide that information. 

 
Results of the public survey are found on pages 14 and 15 of this document 

 
2) Responder Survey.  The DCC has developed a responder survey which is distributed to 

Member agency personnel electronically.  Our distribution goal is to provide all users the 
opportunity to participate in the survey at least twice a year.  Users respond on-line and 
are not identified only by emergency service branch, and general area of responsibility.  
The DCC will not know the specific identity of either the respondent or their agency 
unless the respondent voluntarily provides that information. 

 
Results of the responder survey are found on pages 16 through 19 of this document. 
 

 
                                                 
7 Does not include 15 seconds allowed for answering 9-1-1 phone lines or 40 seconds for answering administrative 
lines. 



The goal of performance measurement at the DCC is to assure a high quality of service to the 
citizens and emergency responders in Dakota County.  DCC staff welcomes questions, 
comments and concerns regarding any of the information provided in this document. 
 



Eagan *67 106

Dakota Communications Center Monthly Statistics
2008

Jan Feb March April May June July August Sept Oct Nov Dec Totals

Apple Valley             *49,456
Law Enforcement 3290 2,924 3,183 3,395 3,611 3,777 4,176 3,573 3,472 3,658 3390 38,449   

Fire/EMS 121 125 114 108 98 115 134 118 120 112 97 1,262     
ALF Responses 224 254 238 198 201 219 229 216 220 201 206 2,406     

911 Calls 1,576 1,365 1,381 1,244 1,239 1,217 1078 957 769 725 748 12,299   
Total Events 5,211 4,668 4,916 4,945 5,149 5,328 5,617 4,864 4,581 4,696 4,441 0 54,416

Burnsville                 *61,393
Law Enforcement 3,665 3,737 4,172 4,107 4,780 4,968 5,144 4,493 4,430 4,516 4040 48,052   

Fire/EMS 435 397 443 349 382 402 443 393 352 407 397 4,400     
911 Calls 2,285 2,020 2,425 2,512 2,999 3,055 3299 2938 2824 2972 3266 30,595   

Total Events 6,385 6,154 7,040 6,968 8,161 8,425 8,886 7,824 7,606 7,895 7,703 0 83,047

Dakota County         *20,042
Law Enforcement 3,692 3,721 3,669 3,424 3,512 3,949 4,161 3,746 3,209 3,519 3288 39,890   

ALF Responses 8 6 10 9 7 19 14 19 11 6 11 120        
911 Calls 1,842 1,761 1,917 1,935 2,256 2,354 2716 2420 2173 2053 2,167 23,594   

Total Events 5,542 5,488 5,596 5,368 5,775 6,322 6,891 6,185 5,393 5,578 5,466 0 63,604

Eagan *67 106                       ,
Law Enforcement 3,741 3,294 3,858 3,895 4,127 4,549 4,476 4,271 3,946 4,695 3,947 44,799   

Fire EMS 94 74 69 77 95 86 90 109 77 80 82 933        
911 Calls 2,269 1,701 2,394 2,524 2,769 3,304 3439 2979 2704 2711 3,044 29,838   

Total Events 6,104 5,069 6,321 6,496 6,991 7,939 8,005 7,359 6,727 7,486 7,073 0 75,570

Farmington               *18,589
Law Enforcement 1056 899 1,067 967 1,182 1,235 1,281 1,065 1,015 1,030 1159 11,956   

Fire EMS 57 55 58 52 51 54 55 48 43 47 41 561        
ALF Responses 54 68 71 32 58 43 44 54 57 54 49 584        

911 Calls 211 166 167 161 206 193 226 187 190 152 207 2,066     
Total Events 1378 1188 1363 1212 1497 1525 1606 1354 1305 1283 1456 0 15167

Hastings                   *22,436
Law Enforcement 1,220 1209 1,452 1,473 1,762 1,671 1,817 1,637 1,617 1,568 1476 16,902   

Fire EMS 138 234 214 215 231 224 284 229 228 241 225 2,463     
911 Calls 383 404 424 490 562 522 579 482 415 397 358 5,016     

Total Events 1,741 1,847 2,090 2,178 2,555 2,417 2,680 2,348 2,260 2,206 2,059 0 24,381

Inver Grove Heights *33,608
Law Enforcement 2,015 1,809 2,146 2,071 2,082 2,140 2,341 2,115 2,128 2,022 1899 22,768   

Fire EMS 98 91 72 83 76 71 91 100 112 87 88 969        
911 Calls 551 438 505 429 540 564 510 518 433 362 395 5,245     

Total Events 2,664 2,338 2,723 2,583 2,698 2,775 2,942 2,733 2,673 2,471 2,382 0 28,982



Rosemount

Total Events 1,907 1,627 1,851 2,034 2,125 2,463 2,338 2,172 2,027 2,053 1,988 0 22,585

Total Events 2,382 2,115 2,512 2,320 2,785 2,838 3,059 2,820 2,856 2,806 2,653 0 29,146

911 Calls Transferred to DCC 1333 1164 1295 1375 1248 1457 1628 1474 950 1,113 1,047 14,084 

911 Total** 13,105   11,210 12,961 12,927  14,276 15,423 16,162 14,265 12,239 12,277 13,067 147,912 

 46,851 42,888 44,665 43,061 -       494,099 

Jan Feb March April May June July August Sept Oct Nov Dec Totals
Lakeville                  *53,829

Law Enforcement 3902 3516 3134 3378 3453 3971 3978 3555 3274 3484 3530 39,175   
Fire EMS 106 94 87 100 106 108 117 100 91 100 90 1,099     

ALF Responses 138 138 129 135 136 144 138 136 118 126 121 1,459     
911 Calls 1,477 1,207 1,238 1,105 1,141 1,192 1206 1039 677 718 692 11,692   

Total Events 5,623 4,955 4,588 4,718 4,836 5,415 5,439 4,830 4,160 4,428 4,433 0 53,425
Mendota Heights      *11,752

Law Enforcement 641 660 785 827 843 807 911 890 728 778 654 8,524     
Fire EMS 15 16 22 15 21 29 36 28 16 20 21 239        
911 Calls 153 153 156 172 182 218 211 189 134 122 151 1,841     

Total Events 809 829 963 1014 1046 1054 1158 1107 878 920 826 0 10604
Miesville Fire

Fire EMS 4 2 3 2 4 8 12 3 7 5 2 52          
911 Calls*** 4 2 3 2 4 8 12 3 7 5 2 0 52
Total Events 8 4 6 4 8 16 24 6 14 10 4 0 104

Randolph-Hampton Fire
Fire EMS 15 10 7 10 11 11 16 16 9 10 6 121        

911 Calls*** 15 10 7 10 11 11 16 16 9 10 6 0 121
Total Events 30 20 14 20 22 22 32 32 18 20 12 0 242

Rosemount               *20,917               20,917
Law Enforcement 1,326 1,276 1,408 1,370 1,504 1,406 1,455 1,370 1,141 1,398 1225 14,879   

Fire EMS 77 74 70 50 79 67 75 73 46 52 42 705        
911 Calls 294 231 271 284 301 374 349 300 253 250 251 3,158     

Total Events 1,697 1,581 1,749 1,704 1,884 1,847 1,879 1,743 1,440 1,700 1,518 0 18,742
South St. Paul          *20,135

Law Enforcement 1,385 1,190 1,378 1,545 1,596 1,860 1,863 1,726 1,655 1,661 1553 17,412   
Fire EMS 190 155 160 153 175 193 152 149 139 153 162 1,781     
911 Calls 332 282 313 336 354 410 323 297 233 239 273 3,392     

West St. Paul           *18,914
Law Enforcement 1,765 1,588 1,805 1,767 2,105 2,081 2,276 2,139 2,166 2,116 1991 21,799   

Fire EMS 237 221 242 205 216 213 213 215 222 242 202 2,428     
911 Calls 380 306 465 348 464 544 570 466 468 448 460 4,919     

Law Enforcement Total 2   7,698 25,823 28,057 28,2  19 30 ,557 3 2,414 33,879 30,58 0 28,7 81 30 ,445 28,152 -       324,605 
Fire EMS Total      1,587 1,548   1,561   1,4    19 1   ,545   1,581 1,718   1,58   1 1,4   62 1   ,556 1,455   -       17,013   

ALF Responses      424   466      448      3       74     402    425    425      42      5       406     387  387      -       4,569     
Total CAD 2   9,709 27,837 30,066 30,0  12 32 ,504 3 4,420 36,022 32,58 6 30,649 32 ,388 29,994 -       346,187 

Total Events 42,814   39,047 43,027 42,939  46,780 49,843 52,184



Dakota Communications Center Monthly Statistics
2008

Jan Feb March April May June July August Sept Oct Nov Dec Totals

Law Zone 1
Law Enforcement      8,357 7,494   8,449   8,6    60 9   ,242   9,732 10,107 9,21   4 8,5   59 9   ,751 8,562   -       98,127   

911 Total      4,139 3,297   4,046   4,0    52 4   ,309   4,895 4,866   4,23   6 3,7   26 3   ,686 4,043   -       45,295   

Law Zone 2
Law Enforcement      8,623 8,152   8,373   8,4    52 9   ,415 1 0,174 10,403 9,11   3 8,7   19 9   ,030 8,729   -       99,183   

911 Total      3,973 3,393   3,830   3,7    78 4   ,346   4,440 4,731   4,16   4 3,6   91 3   ,842 4,165   -       44,353   

Law Zone 3
Law Enforcement 1   0,718 10,177 11,235 11,1  07 11 ,900 1 2,508 13,369 12,25 3 11,5 03 11 ,664 10,861 -       127,295 

911 Total      3,660 3,356   3,790   3,7    22 4   ,373   4,631 4,937   4,39   1 3,8   72 3   ,636 3,812   -       44,007   

East Fire
Fire EMS      697   729      720      6       83     734    749    804      74      0       733     758  706      -       8,053     

West Fire
Fire EMS      890   819      841      7       36     811    832    914      84      1       729     798  749      -       8,960     
ALF Total      424   466      448      3       74     402    425    425      42      5       406     387  387      -       4,569     

911 Calls Transferred to DCC      1,333 1,164   1,295   1,3    75 1   ,248   1,457 1,628   1,47   4       950 1   ,113 1,047   -       14,084   

Total Events All Zones 4   2,814 39,047 43,027 42,9  39 46 ,780 4 9,843 52,184 46,85 1 42,8 88 44 ,665 43,061 -       493,926 

*Population as of 04/01/2007 Metropolitan Council Population estimate (www.metrocouncil.org).
**911 call stats from MESB-normally 2 month lag time-Reported by PSAP.  Non-PSAP Cities totals will be reportable after consolidation.
*** Per Board policy, Each fire call in Hampton-Randolph or Miesville is assumed as one 9-1-1 call, to be subtracted from Dakota County 9-1-1 total.

Law Zone 1:  Apple Valley, Eagan & Rosemount Police Departments

Law Zone 2: Burnsville, Farmington & Lakeville Police Departments

Law Zone 3: Hastings, Inver Grove Heights, Mendota Heights, South St. Paul , West St. Paul Police Departments and Dakota County Sheriffs Office

East Fire Zone: Hastings, Inver Grove Heights, Mendota Heights, Miesville, Randolph-Hampton, and South Metro Fire Departments

West Fire Zone: Apple Valley, Burnsville, Eagan, Farmington, Lakeville, Rosemount Fire Departments and ALF Ambulance



DCC 9-1-1 Call Pick-up Performance 

 

   
Total 911 
Calls   

Percent within 
7 Seconds   

Percent within 
10 Seconds   

Percent 
within  

15 Seconds 

  Percent 
within 

20 Seconds 
Standards        80%  90%    98%     
Jan     13101    85.2%    90.9%    94.9%    96.5% 
Feb    11210    73.4%    82.3%    88.8%    91.6% 
Mar    12961    74.7%    84.3%    90.5%    93.6% 
Apr    12927    72.8%    84.1%    91.3%    94.8% 
May    14276    75.9%    85.4%    92.2%    95.7% 
June    15423    76.4%    87.0%    93.7%    96.7% 
July    16162    72.3%    83.8%    91.6%    94.9% 
August    14265    70.6%    83.4%    91.8%    95.2% 
September    12239    75.2%    86.2%    93.5%    96.5% 
October    12277    79.5%    88.6%    94.2%    96.7% 
November    13067    78.8%    88.2%    94.1%    96.3% 

 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 

 
 
 
 
 
 
 



DCC Call Creation Performance 

   
Priority 1 Create 
Times     

Priority 2 Create 
Times     

Priority 3 Create 
Times 

  Avg 
w/in  
90 sec 

w/in  
150 sec    Avg 

w/in  
180 sec 

w/in  
270 sec    Avg  w/in 270 

w/in 
360 

Standards     85%  95%      85%  95%      85%  95% 
Jan  98  50%  84%    92  89%  96%    88  97%  99% 
Feb  93  54%  87%    88  90%  96%    91  96%  99% 
Mar  93  52%  88%    92  89%  96%    93  96%  99% 
Apr  95  51%  83%    82  91%  97%    74  98%  99% 
May  93  49%  84%    81  91%  97%    77  97%  99% 
June  89  52%  87%    77  92%  98%    73  98%  99% 
July  89  52%  89%    77  92%  98%    73  98%  99% 
August  88  53%  88%    75  93%  98%    74  97%  99% 
September  92  51%  88%    78  94%  98%    80  98%  100% 
October  91  51%  88%    77  93%  98%    81  97%  99% 
November  92  52%  90%    75  93%  98%    79  97%  99% 
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DCC Priority 1 Dispatch Performance 

  Avg 
w/in  
30 sec 

w/in  
60 sec 

    85%  95% 
January  81  26%  54% 
February  57  37%  68% 
March  51  44%  73% 
April  48  48%  78% 
May  45  51%  78% 
June  45  51%  79% 
July  46  51%  79% 

August  45  51%  79% 
September  42  55%  83% 
October  44  55%  82% 
November  40  59%  84% 
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Memorandum 
 
To:   Kent Therkelsen; Diane Lind 
From:  Jenny Hildebrandt 
Date:  November 3rd, 2008 
Re:  October, 2008 Resident Survey Results 

 
Each month I am tasked with surveying every 200th CAD caller.  At the beginning of each month I receive 
a CAD list of contact information for every 100th CAD incident from the Training Coordinator.  From that 
list I remove any calls with incomplete address information or addresses that may not apply such as cell 
phone companies.  I then take ½ of the list and send surveys to all of those residents or businesses.   
 
On November 3rd 40 surveys were sent out to Residents of Dakota County.  As of December 1st, 2008, 6 
or 15% had been received back and were tallied.  Results are as follows: 
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The next survey will be sent out on December 1st. 



November, 2008 Survey

1. Do the call takers adequately document call details in CAD to assist you in responding to the calls?

 
Response

Percent

Response

Count

Never 2.9% 1

Rarely 20.6% 7

Usually 67.6% 23

Always 14.7% 5

 Comments 9

  answered question 34

  skipped question 6

2. Do you feel the dispatchers follow through on requests for additional assistance? (Ex: additional officer, calls for tows, 

running CCH's, etc.)

 
Response

Percent

Response

Count

Never   0.0% 0

Rarely 10.3% 4

Usually 56.4% 22

Always 35.9% 14

 Comments 5

  answered question 39

  skipped question 1
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3. Do DCC dispatchers convey a professional tone on the radio or phone?

 
Response

Percent

Response

Count

Never   0.0% 0

Rarely   0.0% 0

Usually 59.0% 23

Always 41.0% 16

 Comments 2

  answered question 39

  skipped question 1

4. Do the dispatchers respond promptly to you when you call on the radio?

 
Response

Percent

Response

Count

Never   0.0% 0

Rarely 5.1% 2

Usually 71.8% 28

Always 25.6% 10

 Comments 4

  answered question 39

  skipped question 1
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5. Do you find it necessary to request additional information from the dispatcher on call assignments?

 
Response

Percent

Response

Count

Never   0.0% 0

Rarely 57.9% 22

Usually 36.8% 14

Always 7.9% 3

 Comments 7

  answered question 38

  skipped question 2

6. Is the information you receive for call assignments adequate for the situation at hand?

 
Response

Percent

Response

Count

Never   0.0% 0

Rarely 20.5% 8

Usually 76.9% 30

Always 7.7% 3

 Comments 6

  answered question 39

  skipped question 1

7. Give a specific example of where the DCC might improve its services to you.

 
Response

Count

  23

  answered question 23

  skipped question 17
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8. What type of responding agency do you work for?

 
Response

Percent

Response

Count

Emergency Medical 2.6% 1

Fire 34.2% 13

Law Enforcement 65.8% 25

  answered question 38

  skipped question 2

9. I am a...

 
Response

Percent

Response

Count

Front Line Responder 77.8% 28

Front Line Supervisor 19.4% 7

 Other (please specify) 5.6% 2

  answered question 36

  skipped question 4

10. Contact Information (Optional. If you are willing to discuss your survey results with a DCC representative.):

 
Response

Percent

Response

Count

 Name 88.9% 8

 Email 77.8% 7

 Telephone 88.9% 8

  answered question 9

  skipped question 31
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