
Call Volume Report
February 2009

9-1-1 9-1-1 Calls Calls Average Average Personnel
Agency Wire Line Wire Less Transferred Abandoned Answer Time Talk Time Assigned

*1 *2 *3 *4 *5 *6 *7
Colorado Springs 5576 9412 1012 2025 8.4 156 88
El Paso County 1456 566 31 70 3.8 219 35
Teller County 315 0 0 25 3.3 112.1 10
Fountain 188 135 4 27 2.8 167 9
Manitou Springs 74 2 2 5 4.6 161 6
Air Force Academy 66 0 0 4 5 107.5 4
Peterson AFB 97 12 3 6 4.3 55.8 8
Fort Carson 168 89 1 38 4.6 154.3 8
Cripple Creek 86 0 0 4 3.1 254.7 8
Woodland Park 89 0 0 17 4.8 114.9 7

Monthly Totals 8115 10216 1053 2221 183

Yearly Total 38175

*1- Calls received from w ire line telephone devices. *2- Calls received from w ireless devices *3- Calls transferred to another PSAP

*4- Calls w here caller hung up before call w as answ ered. *5- Average time to answ er 9-1-1 Calls. *6- Average time on line w ith caller.

*7- Number of personnel assigned to center. This is both call takers and radio dispatchers, of w hich not all answ er 9-1-1 calls.

In an effort to ensure that everyone has the same 
level of training with the Emergency Notification 
System (GeoCast), it will be required that all users 
attend a certification course. This will be a 4 hour 
hands on course that demonstrates all of the func-
tions within the program, to include generating a 
notification. Users will learn how the system 
works, logging in, creating voice/text messages, 
drawing/editing notification areas, adding/
removing candidates, setting message parameters, 
reading reports, creating pre built notifications and 
stopping an activation. There will be a short test 
and each user will need to demonstrate that they 
are able to generate a notification (within 10 min-
utes.). A passing score of at least 80% must be ob-
tained for a user to receive a certificate and log on 
information. El Paso Teller County E9-1-1 will 
continue to provide training on changes that may 

occur in the program due to future upgrades. 
Classes are offered on the following dates: 

 

 

 

 

 

 

 

 

 

Classes are limited to 9 people per session because 
of licensing. You can sign up on our website at 
www.elpasoteller911.org 

Monday March 30: 7:30a-1130a 
Monday March 30: 1:00p-5:00p 
Tuesday March 31: 7:30a-11:30a 
Tuesday March 31: 1:00p-5:00p 
Wednesday April 1: 7:30a-11:30a 
Wednesday April 1: 4:00p-8:00p 
Thursday April 2: 7:30a-11:30a 
Thursday April 2: 1:00p-5:00p 
Friday April 3: 7:30a-11:30p 
Friday April 3: 1:00p-5:00p 
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Paul Zani was appointed to represent 
El Paso county on the El Paso-Teller 
County Enhanced 9-1-1 Authority to 
serve the bests interests of the citizens 
of El Paso and Teller County and the 
system. He has donated many hours as 
a volunteer member of the Authority. 
Paul Zani’s skills and abilities have 
assisted in the smooth operation of the 
Enhanced 9-1-1 system. 
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North Elementary student honored as 9-1-1 Hero 

At a ceremony held at North Elemen-
tary on February 23, Jason Musgrove 
was recognized as a 9-1-1 Hero. One 
week before Halloween last year Jason 
dialed 9-1-1 for his mother who was ill. 
“Her heart is beating real fast.” he told 
dispatcher Sue Aragon (EPSO), “and 
she’s shaking.” Jason stayed calm and 
followed the dispatchers instructions 
until help arrived. Sheriff Terry Maketa 
presented Jason with a medal, along 
with a coupon from Borriello Brothers 
for free pizza. Maketa commended Ja-
son in front of hundreds of classmates 

for his maturity and bravery during this 
stressful situation. 

Paul Zani honored for service to E9-1-1  
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The staff here at 9-1-1 have added a link to our website for you to request feedback on your calls for service 
from the Quality Assurance aspect of things. It has been requested by PSAP Management that you do not 

call our staff directly to ask questions about calls or the protocols. Since 9-1-1 staff are not always available, 
questions can be directed to the website 24 hours a day. When you have a question regarding a call for ser-

vice that you have taken or your agency is having a debate over, please go to our website at 
www.elpasoteller911.org , click on “PSAP Services” then “Special Request Form.” This form is a tool for re-
questing information about the efficiency, accuracy, and effectiveness of the Priority Dispatch System as it 
relates to local call takers and dispatchers. Please report exceptional services as well as errors. All data will 

be e-mailed to a 9-1-1 staff member, then processed and returned to your management staff for your review. 
Here are a few of the questions we have received so far. 
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����������� :  I just had a 
quick question for you to get your take on the issue. Now 
I understand you don’t want a person with breathing dif-
ficulty to be laying down (duh) but yesterday I had a call 
of an elderly female with breathing difficulty who was in 
a wheel chair. Her husband said before he called she was 
getting tired so he took her out of the wheel chair and laid 
her on the bed. So during the call she as she was having a 
hard time breathing she was still laying down. I knew 
that it would probably have been better for her to be sit-
ting up. Eventually the caller on his own put her back in 
her wheelchair but my question is should I have told him 
to sit her up or even put her on her side? And even in 
other situations when a person is having difficulty breath-
ing and they are laying down should we have them sit 
up? It’s not really covered in the protocol other than it 
saying “In conscious patients, breathing may be helped 
by sitting up.” So is it ok that we ask if they can sit up? 
Having medical experience I think can make it some-
times hard EMDing over the phone. It could be very easy 
to cross the line and have them do what YOU THINK 
they should do rather than follow the protocol and keep 
your mouth shut until the real medical personnel ar-
rive….lol. Also in a “Q” aspect of it is that freelancing or 
deviating from the protocol?        
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����������� :  Also I did think 
of another situation. A guy took his meds in the AM and 
inhaled one of the pills. Hours later he called saying that 
he was coughing up blood and having trouble breathing. 
Would you recommend choking or breathing problems? 
It was kind of a weird situation. My partner decided on 
breathing problems and after the call we compared the 
two protocols and with both being priority symptoms we 
did come up with very close determinants for both proto-
cols. Just wanted to see what your thoughts on this were 
and honestly to throw it out there I am not sure that if I 
had taken the call I would have even thought of choking 
at the time.  Ok well I guess this email wasn’t as quick as 
I thought it would be. Thanks though for all your help in 
everything. We can’t thank you guys enough. Talk to ya 
soon! 
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Site of Training: 

El Paso County Sheriff's Office 

Training Academy 

2741 E. Las Vegas St. 

Colorado Springs, CO 
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C.T.O. Training 
Communications Training Officer 

 

EL PASO COUNTY SHERIFF’S 
OFFICE WILL BE HOSTING A C.T.O. 

TRAINING COURSE MAY 6 T H ,  7T H  AND 8TH ,  

2009 IN COLORADO SPRINGS 

 

 

 
 
GOALS AND TOPICS: 
 
Understand and demonstrate leadership role 
in Telecommunications    
 
Identify models of  C.T.O. 
 programs               
                                 
Identify the various evaluation and training 
techniques 
 
Discussion of importance of consistent, 
uniform documentation of individuals 
training 
 
Discussion of Civil Liabilities 
 
Communication Skills 
 
Counseling Techniques 

 

����

 
Instructor:  Lydia Alvarado, Park County 
Communications Director 
 
Past attendees: Exceptional – Leah 
     Excellent - Natalie 

 
 
Tuition:  $50.00  
 
Registration deadline – May 1, 2009 
 
Max. enrollment -  25 
 
Contact Elizabeth Brown for registration: 
 
719-390-2212 
lbrown@elpasoco.com 

Make checks payable to El Paso County Sheriff's Office, 
2739 E. Las Vegas St., Colorado Springs, CO. 80906 
. 
May send in advance to El Paso County Sheriff's Office or 
brought with the trainee. 
 
Reserve your seat early, at this cost, slots will go FAST 
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����������� :  K - so on the sick 
card there is an alpha response for Dizzy/Vertigo.  In the 
Unconscious card, the First Law of Fainting seems to sug-
gest that near fainting is not the same as Dizzy.  I don't want 
to give out the wrong info but I told swing shift last week 
that Dizzy as a chief complaint can be processed on the sick 
card most efficiently...  How are you teaching this now? 
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