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PURPOSE

Thiscommunicationsmanual isprimarily intended tofurnishabasi c operating guidetothose
inexperiencedinthefundamental sof local public safety communications procedure, and to provide a
referencemanual for theveteran operator andfor thosewhoseresponsibilitiesincludethat of training
others. Thismanual primarily addressestheuseof thosecommunicationssystemswhichinterfacewith
the Eastern Shore of Virginia9-1-1 Communications Center and which provideanintegral part of the
public safety and emergency servicescommunicationsnetworksfor Accomack and Northampton
Counties.

Itisintended that theradio operator learn that their communications system is a powerful tool
that must behandled so asto provideauseful andimmediately responsiveserviceto his/her department
or to the overall system. The operator must learn that in public safety work in particular his
communications system is an added tool and that as such it should be used when necessary; otherwise,
it should be | eft alone.

Theseguidelinesareestablishedto assistin devel oping uniform operating proceduresthat will
allow for the effective relay of information among the Emergency ServicesCommunications Officer; the
variousfireandrescuestations, field units; and other agencies. Additionally, informationisfurnishedto
orient publicsafety personnel tothelocal communicationssystem. Thereisaneedfor aninfluence and
meanswhichwill serveto promotethe use of standardized operating procedures, anditistowardthis
end that the Eastern Shore of Virginia 9-1-1 Commission, the Accomack-Northampton Firemen's
Association Communications Committee, both countiesFire/lEM S Commissions, and public safety
officialstrust that their effortsin devel oping and revising thismanual will proveuseful.
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A. The public safety and emergency services communications system for Accomack and
Northampton Counties consists of a wide inventory of two-way radio egquipment, communications
consoles, encoders, decoders, pagers, towers, antennasystems, and tel ephone networks designed to
function as an integrated communications net for the following services:

Accomack County Office of Emergency Services
Northampton County Office of Emergency Services
Accomack-Northampton Firemen'sAssociation and county Fire/EM SCommissions

Eastern Shore Emergency Medical Services Council, asub-areacouncil of Tidewater EM S Council,
comprised of local rescue squads, Shore Memoria Hospital, and other EM S components

Accomack County Sheriff's Office

Northampton County Sheriff's Office

Virginia State Police, Area 31

Town Police Departments, Eastern Shore of Virginia
Accomack County local government agencies and activities
Amateur Radio Emergency Services - Eastern Shore of Virginia
Agencies Affiliated With The Above

Ownership of equipment isdiversified and isthus not listed as a part of thismanual. Radio
equipment is under control of itsowner or legal licensee, unless otherwise assigned. Only properly
licensed radio equipment isrecognized as a part of the system, unless exception has been givenin
writing.

B. Operation of all radiosby agenciesparticipating in thissystem should be in accordance with the
policies and procedures outlined in this Communications Manual and subsequent memoranda of
changesthereto or in accordancewith specific policiesand proceduresof their own agency relativeto
intra-agency communications.

C. The Eastern Shore of Virginia 9-1-1 Commission shall be responsible for the overall
management of inter-agency public safety and emergency services communications on the Eastern
Shore, particularly asit relatesto the dispatching and management of 9-1-1 emergency callsreceived by
its 9-1-1 CommunicationsCenter. The Commissionshall employ or appoint aDirector, Consultant, or
other official toact asthemanager of theoverall public safety and emergency servicescommunications
system. Thisofficial shall beresponsiblefor coordinating the activitiesof all usersof the network and
for providing technical support and supervision of thesystem. Heshall serveasan agent of theEastern
Shore of Virginia9-1-1 Commission, the County of Accomack, and the County of Northampton for the
purposesof managing and coordinating purchaseandinstal lation of new communi cationseguipment and
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mai ntenance to communications equipment located at the Emergency Operations Center or 9-1-1
Communications Center. He shall serveasan agent of the Counties of Accomack and Northampton
for the purpose of submitting, renewing, and/or endorsing applicationsfor Federal Communications
Commission licensing when required.

D. The Eastern Shore of Virginia 9-1-1 Commission, in cooperation with the Fire/EMS
Commissionsof Accomack and Northampton counties, the Eastern ShoreEmergency Medical Services
Council, and other public safety officials, shall establish and/or approve these policies for use by
agencies served by the Eastern Shore of Virginia 9-1-1 Communications Center.

E. Temporary policiesaffecting aspecific segment of usersmay beadopted by thegoverning body
or agency head of that segment when deemed necessary for efficient operationsof theuser segment. If
such policies affect dispatch operations at the 9-1-1 Communications Center, concurrence of the
Commission'sDirector or designeeand affected Fire/lEM SCommission(s) shall berequired.

F. Requests for policy and/or procedure changes should be forwarded to the Commission's
Director or designeein writing by department heads or chiefs of public safety agencies. Complaints
from field users are handled by the 9-1-1 Commission, through its Director or designee. Any
complaints or suggestions should be made to the 9-1-1 Director or designee; the Director or designee
may require the complainant to make such complaint in writing when he determinesthat referral or
documentationisrequired. Any Communications Officer having complaintsor suggestionsmay make
such by contacting their immediate Supervisor. The 9-1-1 Director or designeeis del egated authority to
investigatecomplaintsor initiatecorrectionsto policy viol ationsasaresult of CommunicationsOfficers
complaints. Complaints relative to management shall be made directly to the Chairman of the
Commission.

G. Information and operationsin this Communications Manual regarding the communications

systemisbasic; more detailed information and specifications can be obtained when necessary from
system technicians, the 9-1-1 Director, or Consultant.
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CHAPTER 2 THEEMERGENCY COMMUNICATIONSCENTER

A. Theprimary communicationscontrol and dispatch station, known asthe EASTERN SHORE
OF VIRGINIA 9-1-1 COMMUNICATIONSCENTER, islocated at 23201 Front Street, Accomeac,
Virginia23301. The 9-1-1 Center is an integral part of the EASTERN SHORE EMERGENCY
OPERATIONSCENTER (EOC). TheEOC includestheoperational |ocationsof both counties Office
of Emergency Servicesaswell asthe 9-1-1 Center.

B. The 9-1-1 Center monitorsvariousother radiofrequenciesused by both public saf ety agencies
and the general public. Theaudiolevel of monitored- only channelsaswell asthe activity status of each
will be governed by the amount of traffic and interference present at given times, as well as
demonstrated need for themonitoring given channels.

C The Communications Control Center (consoles) inthe9-1-1 Center serves as aremote control
devicefor controlling radiosinstalled at other locations.

D. Thefollowing Station Designatorsshall beused for radiotrafficto and fromthefollowing radios
at the Emergency Communications Center (9-1-1 Center):

SERVICE DESIGNATOR
Dispatch — FL/F2 “RESCUE”
Tactical Channels “CENTRAL”
Northampton Sheriff Office “EASTVILLE"
Accomack Sheriff Office “ACCOMACK”
SIRS- Statewide Interdepartmental Radio System “ACCOMACK EOC”
E. In the event of disruption to the radio or telephone networks at the 9-1-1 Center, back-up

systems utilizing the secondary control stations will be used. The Communications Officer, in
cooperation with the 9-1- 1 Director, Consultant, and/or Dispatch Supervisor, will takeimmediatesteps
to establish alternative functional systems to serve participating agencies with available back-up
resources. Activation of back-up systems (at locations other than the 9-1-1 Center) will be the
responsibility of respectiveagenciescontrolling such; technical and/or dispatching assistance will be
provided by the Commission upon request.

F. A recorder at the 9-1-1 Center will record both sides of radio and tel ephone conversationson
designated channels and phone circuits handled by the 9-1-1 Center. Review of tapes shall require
approval by the 9-1-1 Director (or designee).

G. An emergency generator at the 9-1-1 Center will automatically start and provide emergency
power in the event of power outage.
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CHAPTER 3 OTHER DISPATCH AND CONTROL STATIONS;,
FIRE AND RESCUE STATIONS

A. Dispatch Station - Accomack County Sheriff's Office

A primary dispatch stationfor Sheriff'sOfficecommunicationsin Accomack County islocated
at the Accomack County Sheriff'sOfficein Accomac, Virginia, andisoperated by Accomack County
Sheriff's Office personnel on a24 hour-a-day basis. Thedispatching personnel areunder control of the
Sheriff of Accomack County.

B. Dispatch Station - Northampton County Sheriff'sOffice

A primary dispatch station for Sheriff's Office communications in Northampton County is
located at the Northampton County Sheriff's Office in Eastville, Virginia, and is operated by
Northampton County Sheriff's Office personnel on a24 hour-a-day basis. The dispatching personnel
are under control of the Sheriff of Northampton County.

C. Fire and Rescue Stations

1. Each fire department, fire department/rescue squad, or rescue squad participating in the
Fire/Rescue Communi cations Systemisassigned acompany number uponwhichitsradio designations
arebased. Thebaseradiosat each station shall becalled by the designation of the number preceded by
theword" Station." For example, thebaseradio at the AtlanticV olunteer Fire Company isdesignated
"Station 4."

2. Thestations areidentified as follows;

STATION COMPANY NAME
1 New Church Volunteer Fire and Rescue Co.
2 GreenbackvilleVolunteer Fire Department, Inc.
3 Chincoteague Volunteer Fire Company
4 Atlantic Volunteer Fire and Rescue Co
5 Saxis Volunteer Fire Company
6 Bloxom Volunteer Fire Company
7 Parksley Volunteer Fire Company
8 Tasley Volunteer Fire Company
9 Onancock Volunteer Fire Department
10 MelfaVolunteer Fire and Rescue
11 Wachapreague V olunteer Fire Company
12 Painter VVolunteer Fire Company
13 Community Fire Company
14 Cheriton Volunteer Fire Company
15 Cape CharlesVolunteer Fire Company
16 Northampton Fire and Rescue
17 EastvilleVolunteer Fire Company
18 Onley Volunteer Fire and Rescue
19 Cape Charles Rescue Service
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20 Oak Hall Rescue

21 Tangier Volunteer Fire Company
25 Wallops Main Base

26 WallopsIdand

31 Northampton County EMS

3. Upon thewritten consent of all involved stationsthe ESVA 9-1-1 Center will initiate changes
to astation(s) district boundary or aspecific fire box. If all involved stations are unableto agreetoa
change, the matter will bereferred to therespective County Board of Supervisorsfor afinal decision.
The underlying consideration should be closest company.

4. Uponrequest, all stationsshall providethe ESVA 9-1-1 Center with acurrent list of station
monitor numbers.

D. Radio — Programming - All radios (transceivers) obtained for used to communicate with the 9-
1-1 Center andfield unitsintheseveral stationswill beapproved at thestationlevel (by theappropriate
officer) and will be purchased using standards established by the 9-1-1 Commission. The
(re)programming of radioswill utilize standards established by the 9-1-1 Commission. The Eastern
Shore VA 9-1-1 Commissionwill establish and publish theminimum standardsaradio must meetin
order to become apart of the communications standards.
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CHAPTER 4 FIELDUNITS

A. A large number of mobile and portable radios exist in the field of public safety services.
Likewise, the radios are owned and operated in a number of different ways. In order to have a
standardidentifying systemfor thesevariousunits, thefollowing designatorswill beused to precede the
radio numbers assigned:

ENGINE - theradioinany fireservicesapparatus equipped with afire pump having aminimum pump
capacity of 500 gpm (at 150 psi), ahose body, awater tank with aminimum capacity of 300 gallons,
and the primary equipment designated for pumpers by NFPA 1901. Such apparatus is generally
known asafire engineor fire pumper.

TANKER - theradioinany fireservicesmobilewater supply apparatus equi pped with awater tank
with aminimum 1500 gallon capacity, afire pump having aminimum pump capacity of 500 gpm (at 150
psi) or a4-inchorlarger dumpvalve, and carrying theprimary equipment designated by NFPA 1901
for mobile water supply apparatus.

ENGINE/TANKER - theradioinany fire services apparatus meeting the requirements of an engine
and tanker.

LADDER/TOWER/TRUCK - theradioinany fire servicesapparatus equipped with an aerial ladder
meeting the general requirementsof NFPA 1901 for such apparatus.

RESCUE - theradioinany fire and/or rescue services apparatus equipped for the primary purpose of
supporting vehicle extrication and rescue activities at the scenes of emergencies, but not including
ambulances. Thisvehiclemay alsoserveasalight attack vehicle, brushtruck, salvagetruck, or engine.

BRUSH - theradioinany fire servicesapparatus equipped for the primary purpose of fighting woods,
brush, and grassfires. Thisvehiclemay also serveasalight attack vehicleor salvagetruck.

SQUAD - theradio used in avehicle designed for non-transport medical assist.

REHAB - theradioinavehicleusedto providerehabilitation and refreshmentsduring incidents.
SALVAGE - theradioinany fireservicesapparatusequippedfor theprimary purposeof supporting
salvage operations at the scenes of fires. Thisvehiclemay also serveasalight attack vehicle, brush
truck, or rescue truck.

CHIEF - any radio of any statuswhen used by thefire chief for other than vehicle statusreports, or the
radioin afire chief's car when used by thefire chief. Thedesignators"DEPUTY","DEPUTY CHIEF",

or"ASSISTANT CHIEF" followed by the station number may be used on thefire-ground to designate
other chief officerswho arefunctioning in command positions.

FORESTRY - theradio of any vehicle of the Virginia Department of Forestry duly licensed and
authorized to operate aradio on thefire frequency.

MEDIC - theradioinalicensed EMS basic or advanced life support ambulance when one of the
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attendantson-board is a Virginia certified EMT Enhanced or Intermediate. Vehicle revertsto the
designator "Unit" when it becomes unmanned by theEMT-E or EMT-I.

EMS - theradioused by an Emergency Medical Servicescoordinator or official employed by either
local government, aregional EM S council, hospital, or other coordinating body for purposesof EMS
coordination. Also used for select EM S non-transport vehicles.

HAZ-MAT - theradio in ahazardous materials response vehicle approved by the Coordinator of
Emergency Services.

UNIT - any radio or receiver used for fire services, emergency medical services, or other emergency
servicesfunctionswhen not otherwiseissued aspecific designator, including:

a. ambulances when not functioning at the MEDIC level (numerical designator endingin 0, 1, or 2)

b. auxiliary fireand rescue vehiclesnot otherwiseclassified
(numerical designator ending in 9 thru 99)

c¢. mobileand portable radios used by individual FD/RS members
d. monitor receiversand pagers used by individual FD/RS members

PARAMEDIC - Theradioinan EMSunit licensed by the VirginiaOffice of EM Sinwhich one of the
attendants on the unit is certified at the paramedic level.

PORTABLE - aportable radio used for on-site communicationsin such applications asjail security,
public works, or emergency services. Thisclassificationwill not beroutinely usedinfireand rescue
services, wheretheindividual'sunit number and the"Unit" prefix will be preferred.

RADIO MAINTENANCE - aradio when operated by acommunicationstechnician or engineer for
testing purposes.

DISPATCHER - a radio operated by the 9-1-1 Director, 9-1-1 Consultant, 9-1-1 Dispatch
Supervisor, or other communications staff in the performance of official duties related to the
administration and coordination of thissystem.

TRAINING - aradiooperated by apublic safety training officer or instructor inthe performance of
official dutiesrelatedtotheadministration and coordination of training programsfor police, fire, rescue,
or other emergency services.

MOBILECOMMAND or MOBILEEOC - aradio operated as a function of a mobile
communications center or mobile command post for purposes of interagency coordination, incident
command, and/or i ntegrated emergency management.

COMMAND POST - aradio operated at the scene of an emergency designated as a temporary

command point for sceneactivitiesalthoughtheradioiscustomarily usedwithadifferent designator in
routine activities. It servesasthe contact point for on-scene communications and as the liaison with the
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9-1-1 Center. When more than one Command Post is in operation, either a station number or a
sequential number shoul d beassigned or used following thedesignator todifferentiatethemultipleposts.

DPS - aradio operated by Accomack County Department of Public Safety personnel.

INCIDENT COMMAND/COMMAND - aradio operated by the officer-in-charge of overal
emergency servicesoperationsat any emergency incident whentheradio commandtitleisnot readily
known or when mutual aid responses indicate the need to identify a specific official or OIC asthe
overall coordinating and command officer. Thisdesignator shall beusedtoidentify theoverall incident
command position inany I ntegrated Emergency Management System or Incident Command System
involving response of other public safety agencies. In someincidents, thisrolewill befilled by Fire
Command, EMS Control, or Police Command; in others, an official of the Office of Emergency
Services or other agencies may serve asthe Incident Command.

ZONE - radio assigned to a non-transport EM Svehicledesignedfor first responseor assist.

Theuse of thedesignators"UNIT" and "CAR" are optional when used within aspecific systemto
whichtheradioisusually assigned. When cross-patching with or communicating on another frequency,
thedesignatorsshoul d beused toavoid conflicting numerical assignments.

B. Inaddition, fireand rescue servicesunitswill utilizenumerical identificationsto further identify
functional classifications. Eachradiowill either useitsrespectivestation number following theabove
designator or acombination of itsrespectivestation number and aunit specifying number. Until such
time as stations operate multiple unitsin either of thefollowing classifications, theofficial designation of
each unit will bethedesignator word followed by the station number:

Classification Example
LADDER LADDER-3
RESCUE RESCUE-8
BRUSH BRUSH-7
REHAB REHAB-16
CHIEF CHIEF-9

Ambulances, engines, wagons, tankers, auxiliary vehicles, andindividual sinthefireand rescue
services will use acombination of their respective station number asthefirst or first and second digit(s)
of their unit number and a unit specification number as the last digit(s) of their unit number. Unit
specification numbersareasfollows:

0 - ambulance
1 - ambulance
2 - ambulance
3 - engine or pumper (secondary use for tanker)
4 - engine or pumper (secondary usefor tanker)
5 - engine or pumper (secondary use for tanker)
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6 - engine or pumper (secondary usefor tanker)

7 - tanker (secondary usefor engine)

8 - tanker (secondary usefor engine)

9 - auxiliary vehicle (crew car, pickup, jeep, €tc.)

10 thru 99 - individual members and/or additional auxiliary vehicles

C. Privately-owned or operated radiosand recei versof firefightersand rescue squad memberswil|
be designated by theword "Unit" followed by the station number and atwo-digit number. A Station 4
member might be Unit 4-10 (410) and a Station 18 member might be Unit 18-26 (1826). Use of the
word "Unit" preceding the number isoptional.

D. All other vehiclesand/or radioswill be designated by the appropriate designator word and an
assigned number, unless a specia assignment isreceived from the 9-1-1 Commission or its agent.

E. Vehicles and radios from outside the local system and governmentally or privately owned
vehiclesor radiosauthorized to communicate on thesefrequenciesfor inter-system use will use their
own system's assigned designator supplemented by such words as are necessary to identify or
distinguish an unknown unit. Examplesinclude:

NASA Wallopsfireand rescuevehicles

Nightingal e, Pegasus, LifeEvac, and Med-Flight helicopters and planes

Maryland State Police Helicopter(s)

Fireand rescue vehiclesfrom other jurisdictions

Privatefor Hire Ambulance Services

F. Telephone Callsto Communi cationsduring | ncidents

Non-EMSIncidents(fire, hazardousmaterial, etc.) - Field personnel will not contact the 9-1-1 Center
usingtel ephonelines, withtheexceptionof relaying essential/pertinentinformationrelated toanincident
or in an emergency situation.

EMS Incidents —In addition to rel aying essential/pertinent information related to an incident or in an
emergency, field personnel are permitted to contact the 9-1- 1 Center viatelephoneto advise they are
responding (or not avail abl€) totheincident. Thisinformationwill bebroadcast by the Communications
Officer asindicated in this Communications Manual.

Generally thefollowing telephone callsto the 9-1- 1 Center are not acceptable (related to incidents):
requestsfor firegear to be placed on apparatus, questionsasking if aspecific member isneeded onan
incident, and membersadvising they areresponding to anincident (non-EM Sincidents). Thisisnot an
dlinclusivelist.

Generally thefollowing telephone callsto the 9-1- 1 Center are acceptabl e (related to incidents): calls
providing additional information about an incident, a member arriving at the scene of an incident to
provide on-sceneinformation, any emergency situation. Thisisnotanall inclusivelist.

9-1-1 should not be utilized to contact the 9-1- 1 Center, except in emergencies.

G. Radio Traffic to Communications During Incidents
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Non-EMS Incidents (fire, hazardous-material, etc.) - Field personnel will not contact the 9-1-1 Center
viaradio, with the exception of relaying essential/pertinentinformationrelated toanincident orinan
emergency situation. * Exception - Command personnel are permitted to contact the 9-1-1 Center as
needed during an incident.

EMS Incidents —Inadditionto relaying essential/pertinent information related to anincident orinan
emergency, field personnel are permitted to contact the 9-1-1 Center viaradio to advise they are
respondingtotheincident. Thisinformationwill beechoed by the Communi cations Officer asindicated
in this Communications Manual.

Generaly requests for fire gear to be placed on apparatusarenot acceptable; however information
providing additional information about an incident, amember arriving at the scene of anincident to
provide on-sceneinformation and any emergency situation areacceptable. Thisisnotanall inclusivelist.

H. Addition/Deletion of Apparatus/Units - The 9-1-1 Center shall be formally notified of any

addition or deletion of any apparatusin thesystem. Thiswill allow proper tracking ability (CAD) for
responses of the apparatus.
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CHAPTERS LICENSINGAND THE FCC

A. All radio equipment usedinthissystemwill belicensed inaccordancewith regul ations of the
Federal Communications Commission.

B. Records of al radio licenses related to equipment operated at the 9-1-1 Communications
Center will be maintained by the 9-1-1 Director or Consultant. Copieswill be posted on or near the
base radio equipment and/or inthe 9-1-1 Center.

C. The 9-1-1Director and/or Consultant will monitor thestatusof al licensesof equipment located
at the 9-1-1 Center, aswell aslicensesfor mobileradiosoperating under each associated base station.
Appropriatefilingsfor modificationsand renewal swill bemadeasrequired.

D. Eachfiredepartment, fire company, or rescue squad operating abaseradio at itsheadquarters
shall beresponsibleto license such station and to maintain such license. The 9-1-1 Commission may
providetechnical assistance upon request. Each of the aforementioned shall fileacopy of itscurrent
license with the Commission upon request.

[NOTE: Y oumay occas onally receivemailingsfromprivatefirms(i.e., FCCLicensing, Inc.) regarding
licenseapplicationsand/or renewals. Althoughthenamemay appear to bethefederal agency governing
such, thisis often not the case; these mailings generally seek some monetary feeto fileyour paperwork
for you and may beignored. The FCC will generally send arenewal noticethat you merely signand
return (withfeeor exemption proof). Usually, the private company'smailingis2-3 months ahead of the
official FCCnatice. If you havequestions, contact the Commission'sDirector or Consultant.]

E. Authorizationishereby granted for participating fire compani esand rescue squadsto operate
FCC type-accepted mobile or portable radios on designated frequenciesin accordance with these poli-
cies, when such companies are not independently licensed or lack the necessary number of unit
authorizations.

F. Individual members of fire and rescue companies may be authorized by their companiesto
operate FCC type-accepted mobile or portable radios on frequencies licensed to that company.
Additionally, they may be authorized to operate on frequencieslicensed to the Commission subject to
approval of the company of which they areamember and notification is provided to the Commission.
Such request must be approved and signed by the chief operational officer or his designee of the
company. Authorization may be revoked by the 9-1-1 Commission, the ANFA Firemen's Association,
appropriate Commission, the EM S Council, or the chief operational officer for non-compliance with
these policiesor FCC rulesand regulations.

G. V ehiclesand agenciesfrom outsidethelocal system and governmentally or privately owned
vehiclesor radios providing or requesting mutual aid assistanceto public safety services served by this
system are authorized to operate mobileand/or portabl e radiosand communicate onthe Eastern Shore
system frequenciesfor purposes of inter-agency coordination provided such the operating agency is
eligiblefor licensurein the sameradio service asthe frequency used. This provision does not extend
"dispatching” or "paging" serviceto any private agency.

H. Theuseof theemergency frequencieswill belimitedto communicationsessentia to the conduct
of departmental and agency business. Under rulesof the Federal Communication Commission|T IS
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UNLAWFUL:

1.

Totransmit superfluoussignal sor messagesof apersonal natureby radio.

To use profane, indecent, or obscene language.

Towillfully damage or permit radio apparatusto be damaged.

Tocauseunlawful or maliciousinterferencewithany other radio communications.

To intercept and use or publish the contents of any radio message without the expressed
permission of the proper authority.

Tomakeunnecessary or unidentifiedtransmissions.

To transmit without first making sure that the intended transmission will not cause harmful
interference.

To make any adjustments, repairs or alterations to a radio transmitter, unless under the
supervision of aprofessional radiotechnician, holding afirst or second classlicense.

Todeny accessto any radio equipment if aproperly identified representative of the FCC asks
toinspectit. Theequipment must be made avail ableat any reasonable hour.

10. Totransmitacall sign, signal, code, letter, or numeral which hasnot been assigned.

Communications involving the safety of life or property are to be afforded priority by all

licensees.

J.

FCCrulesrequirethat each station must beidentified by transmitting the FCC-assigned call sign

during each transmission or exchange of transmissionsor at |east once each thirty (30) minutesof the
operating period. Useof either procedureisallowed. To comply with thisrequirement, 9-1-1 Center
Communications Officerswill end at | east one series of transmissions during each half-hour with the
station call lettersfor the associated frequency when the channel isin active use. For frequencies used
onarelatively infrequent basis (i.e., inter-system communications), each seriesof transmissionsshoul d
be ended with the call letters.

K.

All transmissionsmust berestricted to theminimum practical transmissiontime.
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CHAPTER 6 PUBLICSAFETY COMMUNICATIONSLANGUAGES

A. Ten-codes have historically been used for public safety communications. Because of often
transmitted duplicative messages, unnecessary time consumption, and consideration of certain
copyrights, most are being abolished for useinthefireand rescue services. Asan aternative, PLAIN
ENGLISH key phrasesand wordswill beused. Somesuchwordswill be standardized and should be
used inthe standard format; thesewill primarily betheresponse codes. Thefollowing ten-code may still
be used in thefire and rescue services:

10-4 AFFIRMATIVE/COPY (OK) "Y our messageisreceived, understood, and will be complied
with."

B. These standard words and phrases are recognized for use:

ACKNOWLEDGE - Let meknow that you have received and understood the message.
ADVISE (IF) - Givethismessageto, or, provide me with the necessary information.
AFFIRMATIVE - Yes.

AT - Unit hasarrived at adestination other than the original sceneof the call (i.e., hospital,
medical facility).

ASCERTAIN - Find out.

BE ADVISED - Thisistoadviseyouthat .
CHECK - Call and see.

CODE 1 — Emergency Response.

CODE 2 — Non-Emergency Response.

CODE BLUE - Cardiac Arrest.

CODE GRAY - Dead on Arrival (D.O.A.).
CORRECTION - Thecorrect versionis_ .
DESIRE - Want.

EMT - Emergency Medical Technician.

EN ROUTE - Unitisinrouteto agiven location.
ETA - Estimated Timeof Arrival.

FORWARD - Send.

Eastern Shore of Virginia 9-1-1Commission — Communications Manual Page 15



GO AHEAD - Proceed with your message.

IN PURSUIT - Unitischasingavehicleand requiresassistance from other units.
IN-STATION - Unit hasfully completed assignment and hasreturned to the station of origin.
LZ - Landing Zone.

NEGATIVE - No.

NOT AVAILABLE - Unit cannot accept another assignment, but may be ableto be reached by radio.
OBTAIN - Get.

O.K. - Messagereceived, granted, will comply or agreed upon.

ON SCENE - Unit hasarrived on scene of emergency.

PAR- number of personnel on unit

PREPARE TO COPY - Dispatcher or unit isabout to give lengthy message.

REPEAT - Say again.

RESPONDING - Unitisenroute to assignment.

RETURNING TO STATION - Assignment completed. Unitisreturning to station.
SPECIAL ANNOUNCEMENT - Information to follow.

SPELLING - The next word will be spelled out.

STANDBY - Do not transmit until directed or Wait.

TESTING - For radiotests, thedesignator "TESTING" will precedeatest count or alarm.
UNABLE - Can'.

UNDER CONTROL - Situationisunder control when nofurther assi stanceisanticipated.
URGENT - Anemergency message must betransmitted.

WORKING FIRE - A fireat which considerablefire-fighting activity isbeing conducted.
C. Reserved (or re-lettering pending)

D. Reserved (or re-lettering pending)
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E. The standard response scenario of FIRE emergencieswill be asfollows:

RESPONDING - Unitisenroute to assignment.

ON SCENE - Unit hasarrived on scene of emergency.

RETURNING TO STATION - Assignment completed. Unitisreturning to station.
IN STATION - Unit hasreturned to station. Radio will be "off".

F. Thestandard response scenario of EM S'/RESCUE/MEDICAL emergencieswill beasfollows:

RESPONDING - Unitisenroute to assignment.

ON SCENE - Unit hasarrived on scene of emergency.

ENROUTE - Unitisinrouteto agiven hospital or medical facility.

AT - Unitisat designated medical facility. (Out of vehicle.)

RETURNING TO STATION - Assignment completed. Unitisreturning to station.
IN STATION - Unit hasreturned to station. Radio will be"off".

G. Thefollowingtrauma/medical codesareestablishedfor field use.

PRIORITY 1 - Critical injury or critical medical problem requiring immediate treatment by a
physician and/or EM S personnel.

PRIORITY 2 - Moderateinjury or moderate medical problem requiring treatment by aphysician
and/or EM S personnel within one hour.

PRIORITY 3 - Minorinjury or minor medical problem or ambulatory patient.
PRIORITY 4 - Non-emergency/CodeGray

H. Terminology — Stations Requesting Additional Staffing — EM S Incidents — The below language
will beused by field personnel when requesting additional staffing:

REQUESTING A DRIVER - station hasareleased EM S provider (that isnot adriver) and needsa
released driver

REQUESTING AN ATTENDANT - station hasareleased driver (that is not an EM S attendant)
and needs areleased EM S attendant

REQUESTING A DRIVER OR ATTENDANT — station has areleased driver (who isaso a
released EM Sattendant) and needseither arel eased driver or arel eased EM Sattendant

l. Phonetic al phabets shoul d be used for spelling out unusual namesof persons and locations. The
names used after each letter has been found to be the most understandable over theair. They should
adwaysbegivenas: "A - Adam,” "B - Boy" - never "A asin Adam" or "B asfor Boy," etc. The alpha-
betsare easily memorized with alittle use.
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(A) ADAM (J  JOHN (S SAM

(B) BOY (K) KING (T) TOM
(C) CHARLES (L)  LINCOLN (U)  UNION
(D) DAVID (M) MARY (V) VICTOR
(E) EDWARD (N) NORA (W)  WILLIAM
(F) FRANK (O) OCEAN (X)  X-RAY
(G) GEORGE (P PAUL (Y) YOUNG
(H) HENRY (Q) QUEEN (2) ZEBRA
() IDA (R) ROBERT
(A) ALPHA @) JULIETTE (S SIERRA
(B) BRAVO (K) KILO (T) TANGO
(C) CHARLIE (L) LIMA (U)  UNIFORM
(D) DELTA (M) MIKE (V) VICTOR
(E) ECHO (N) NOVEMBER (W)  WHISKEY
(F) FOXTROT (O) OSCAR (X)  X-RAY
(G) GOLF (P)  PAPA (Y) YANKEE
(H) HOTEL (Q) QUEBEC (2) zuLu
() INDIA (Ry ROMEO
J A twenty-four hour clock will beused for public saf ety communicationsand records. Examples
appear below:
2400 Midnight (twenty-four hundred) (Note: Clock may read 0000 or 0:00)
0001 one minute after midnight (zero zero zero one)
0100 one o'clock in the morning (zero one hundred)
0200 2 am. (zero two hundred)
0300 3am.
0400 4am.
0500 Sam.
0600 6am.
0700 7am.
0800 8am.
0900 9am.
1000 10 am. (ten hundred)
1100 11 am. (eleven hundred)
1200 12 noon
1300 1pm.
1400 2p.m.
1500 3p.m.
1600 4p.m.
1700 5p.m.
1800 6 p.m.
1900 7 p.m.
2000 8 p.m.
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2100 9p.m.

2200 10 p.m.
2300 11 p.m.
K. (12-1-08) Interoperability Codes —Virginia Standard Transmission Codes

[ SUPPRESSED IN ON-LINE VERSON — See In-Vehicle or In Sation Channel and Codes Chart
—or- Contact 9-1-1 Director or station commanding officer]
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CHAPTER 7 FIELDRADIOPROCEDURESAND TECHNIQUES - GENERAL

Themanner inwhichradio and tel ephone messages are handled isoften ameasure of the efficiency of
an organization and the attitudeof itsindividual s. Observing simplebasicruleswill expedite message
handling and improve working rel ationshipsamong all concerned. Application of thesegeneral "Do's’
and"Don'ts" plusthe specified procedural examplesshown elsewherewill lead to a professional job.

A. Listen before transmitting to make certain the frequency is clear and organize your thoughts
beforetransmitting.

B. Keep all transmissions brief and to the point.

C. Speak distinctly and pronounce words carefully. Speak at a moderate speed using your
conversational voice. Don't shout! Remaincaminall situations.

D. Make sure the microphone switch isfully depressed and pause briefly beforetalking. Hold
mobile microphones close to and at a dight angle (45°) to your mouth. In mobile relay/repeater
systems, operatorsshould allow about onehalf second prior totalking after keyingthemicrophone.

E. From acold start, different radios require varying amounts of timeto warm up. Be aware of
thisand allow time for the transmitter to stabilize.

F. Avoidtransmitting when sirensand other noiseareat high levels.
G. Useofficial titlesand unit numbersinall transmissions.
H. Do not use preliminary calls simply to establish contact. Unless conditionsrequire urgent

contact as specified in Chapter 6, identify yourself or unit and send your message in one single
transmission.

Good Example: Poor Example:

Unit 13-1 - Rescue, Responding. Unit 13-1 - Rescue.

Unit 13-1, 10-4, WPSJ218, 1345. Unit 13-1, go ahead.
Responding.

Unit 13-1, 10-4, WPSJ218, 1345.

l. All stations and units should assume good signal strength and readability unless otherwise
notified. Unlessone station cannot clearly hear another, or except whentestsare being conducted or
patchcircuitsarebeing established, strength and readability reportswill not berequested.

J Various words, phrases, and signal shave been adopted for usein thiscommunicationssystem,

and should be used when appropriate. They appear in Chapter 6 of thismanual. When unsure of a
code, use plain English.

K. Never use language or terms over the radio which will not be acceptable for public
broadcasting.
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L. Comedy, humor, jargon, or practical jokeswill not be permitted withinthisradio system.

M. All radiotransmissionswill bemadeonly inconnectionwith departmental or agency business
and the performance of official duties.

N. Thestation and unit designatorsidentifiedin Chapters3 & 4 of thismanual and such othersas
shall beissued by the Commission shall beusedwhen calling stationsand unitswithinthissystem.

O. Vehicle/unit response and status will be indicated by the use of appropriate response codes.
When aunit whichisRETURNING TO STATION (without commitment to acall) receivesacall to
respond to another incident, the word "RESPONDING" should be used to verify response to the
second call.

P. When responding to an assignment, or when any vehicle statuschangeismade, all unitsmust
make sure that the Communications Officer acknowledgesthe unit. If after two attempts have been
made during a status change and the Communi cations Officer has not acknowledged, theunit should
assumeeither radio equi pment failureor avery busy CommunicationsOfficer. Inthiscaseeither wait
until the unit is near a telephone and make the status change by public service or wait until the
Communications Officer advisesto go ahead with traffic.

Q. Changesor turnoversof command should betransmitted viaradioin order that all responders
areaware of such changes or designations.

R. (11-2-09) The scanning of multiple channels by responding/on-scene units/personnel is

discouraged. Personnel should operate/monitor using assigned channels, failuretodo somay resultin
missed radio communications.
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CHAPTER 8 FIRE GROUND COMMUNICATIONSAND REPORTS

A. Thefirst arriving unit on any emergency shall report asbeing ON SCENE. Onfireincidentsthe
unit shall giveavisual report. Example: "Engine 18-4to CENTRAL, on scene, smoke showing from
the second story."

B. Chief Officersand command units should advise Central when they are on-scene of any major
fire or emergency.

C. The officer-in-charge (Ol C or Fire Command), after summarizing the situation shall, as soon as
possible, make afire-ground report to the Communications Officer advising the natureand extent of the
situation, any assi stance needed, and any special instructions.

D. When calling for additional alarmsor units, the Ol C should advisewhat isneeded, listen and
verify thealerts, and then advise special instructionsfor theunitstorespond. If no specific instructions
aregivenby theOI C, theresponding unitsshould not ask for instructionson theradio but rather report
to the OIC at thefire ground.

F. On multiple alarm fires, second-in and later companies are recommended to refrain from
attempting communi cationswith the on-scene company or Fire Command until nearing the location.
Avoid necessity to relay through the 9-1-1 Center. Avoid chit-chat and unnecessary conversation
during responses. Listen for instructionsfrom the fire command officer or OIC.

G. Intheevent of an emergency requiring numerouscompaniesor in specialized situations, it may
become necessary for the Ol C to establish acommand post. Theunit operating asthe command post
will beknown as"COMMAND POST"; if multiple command posts arein operation, the designator
should befollowed by the district number in which theincident islocated. The command post should be
staffed by knowl edgeabl efirepersonnel workingdirectly withthe OI C. Incomingand outgoing vehicles
should report to the command post. All plansfor fire attack or rescue strategy should be channeled
through the command post. Requests for additional assistance should be channeled through the
command post. All radio traffic to and from the Communications Officer should be through the
command post.

H. Intheevent the Ol C or Safety Officer determinesthat immediateand/or emergency evacuation
and retreat of suppression forcesisrequired, such order shall be communicated to all personnel by
radio. In addition, on scene apparatus shall be directed to sound a ten-second continuous blast of al
horns and air horns as an audible warning. This blast shall be known as the "EMERGENCY
EVACUATION SIGNAL" and shall beused when apotential saf ety danger isimminent to fire and/or
rescueforces.
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CHAPTER 9 9-1-1COMMUNICATIONSCENTER OPERATORS
(CommunicationsOfficers)

A. The Eastern Shore of Virginia9-1-1 Communications Center isoperated by the Eastern Shore
of Virginia9-1-1 Commission on a 24 hour-a-day basis. Personnel are employed by and are under
control of the Eastern Shore of Virginia 9-1-1 Commission and its designated managers and
SUPErVisors.

B. CommunicationsOfficersserveasthesystemtel ecommunicators. The Communications Officers
are thepoint of contact throughwhich most informationisreceivedor disseminated. They representthe
9-1-1 Communications Center and all affiliated agencies to all with whom they communicate. In
addition, theincreased use of scanners by the public has put Communications Officersin aposition of
representing public saf ety servicesto personswithwhomthey never communicate. Communications
Officerswill only be as effective astheir owninitiative and sense of responsibility dictates. Themateria
in this manual, nor that in any other, will not compensate for carelessness, lack of sincere effort,
dishonesty, or disregard of established rulesand regulations.

C. Standard operating proceduresshall beused by all Communi cations Officershandling messages
by radio or telephone. The CommunicationsOfficer isresponsibleof maintaining systemdiscipline; for
handling radio and tel ephone message traffic rapidly; for determining the order of priority in which
transmission will be made; and for directing and controlling the use of all frequencies except those
specifically established for field use. The 9-1-1 Director or Consultant shall haveauthority to order the
reassignment of frequenciesif technical and/or legal parameterssodictate.

D. The Communications Officer is aresource manager. They must know the capabilities and
[imitationsof thecommunicationssystemsthat heisauthorized to operate. Hemust befamiliar withthe
administrative organization of hisand other departments so asto be able to route traffic properly, and
beknowl edgeabl e of the equi pment availableto public safety agenciesfor the processof their duties,
both regular and emergency. They must be familiar with the organization and communications
capabilities of cooperating agencies and with applicable rules and regulations of the Federa
CommunicationsCommission.

E. Radio consol esand communi cationsequi pment will beoperated accordingtothesepoliciesand
instructionsissued by the Director and supervisors. Communications Officerswill select the appropriate
transmitter and receiver based upon servicesand/or jurisdiction when communicatingwith field units.

F. Theheadset microphoneswill beworn at all timeswhilecommunicating with mobileunitsand
other base stations. No actionwill betaken by CommunicationsOfficersto circumvent theproper use
of the headset.

G. All switches on the console will be operated by finger control. Use of pens, pencils, feet, or
other devices to operate such switchesis strictly prohibited. Only such pressure asis necessary to
enable aswitch shall be used.

H. Aboveand beyond any cleaning and maintenanceprovided by custodia staff, cleanlinessof the
9-1-1 Center shall betheresponsibility of Communications Officers.

l. Writing surfacesand external cabinetry of theconsol eand other equi pment may becleanedwith
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any mild, non-abrasive cleaner such asamixture of mild soap and water or glass cleaner. Thefront
panels and switches may be cleaned with adampened cloth which has been thoroughly wrung out. Do
not allow fluid to drip into the switch control s at the console positions. Do not use any petroleum based
cleaners.

J Itisrecommended that all communi cati onsequi pment be maintained inaclean environment free
of excessivedust, heat, high humidity, smoke, and other contaminants. Smokingisprohibitedinthe
9-1-1 Communications Center, including the main communications room, offices, kitchen/lounge,
storage rooms, and rest rooms. Aiir filtration and conditioning should bein operation at all times.

K. No magnets shall be used on or near the console, central electronics bank, or recording
equipment. Do not permit magnetsin the main communicationsroom of the9-1-1 Center. Messages,
notes, reference data, etc., will be managed and maintained in a neat and orderly fashion. Notes,
messages, and memoranda should be placed on bulletin boards, clipboards, or other hardwareor in
notebookswhenever possible, and only temporary and/or urgent notes should be affixed to the console.
Thetop of the consolewill not be used asastorage areafor the accumulation of materials other than
essential supplies, equipment, and appurtenances necessary for successful dispatching, except that
temporary decorations (flowers, etc.) shall aso be permitted.

L. Televisions, radios, and audio componentsother than those provided by the Commission shall
not be permitted inthe communications center, unlessprior permissionisgranted by the9-1-1 Director,
Consultant, or Supervisor. Whenever possible, any radio, television, or other audio component installed
for public safety, training, or relaxation will beinstalled so that speakerswill be muted during radio
transmissions; the volume of each device shall berestricted to areasonable maximum level.

M. Communications Officers shall appear in a neat and orderly manner for each shift.
Communications operators working in the 9-1-1 Center shall be dressed in accordance with the
agency's dress code or supervisory instruction. No dispatcher shall be under theinfluence of acohol or
non-prescribed drugs while on duty.
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CHAPTER 10 TELEPHONE PROCEDURESAND TECHNIQUES

A. The telephone is the most available and most important means of accessing the services of
public safety departments.

B. Answer promptly. Treat each call asanemergency. Alwaysanswer emergency linesfirst and
administrativelinessecond. Whennecessary, callersonadministrativelinesor handling administrativeor
non-emergency business should be placed on "hold" so the emergency linesmay beanswered promptly.

C. (12-1-08) Incoming calls on the telephone lines in the 9-1-1 Communications Center shall be
answered using astandard format whichincludesidentification of thereceiving agency or line purpose
and dispatcher's name (non-emergency lines). Asappropriate, the Communi cations Officer may use
their assigned“ Dispatcher Number” (examples —communi cating with alarm compani es, communicating
with other 9-1-1 Center’s, etc.). Thefollowing formats should be used for each of the designated lines:

9-1-1Lines “9-1-1, Whereis Y our Emergency?’

787-4100 "9-1-1, WherelsY our Emergency?'

Non-Emergency Lines “ Eastern Shore Communications, Name”

Accomack EOC Lines “ Accomack Emergency Services, Name”

D. Takeall information. Writeit downor key itin; avoidleaving anythingto memory. If agencies

under dispatching control are not the proper ones to handle a particular call, transfer or advise the
caling party of suchand providethenameand phonenumber of the proper agency tocall. If uncertain
of the agency to handle aparticular complaint, take the caller'sname and number and notify them as
soon asyou can find areferral source.

E. Emergency calls should alwaysbe accepted even when not in your specificjurisdiction. Obtain
pertinent information and relay to the proper agency. Make every effort to handle the emergency.
Never assumethat the caller isinapositionto redial another number.

Although anincident may not appear to bean emergency toyou, the caller may perceivesuchtobean
emergency. In such cases, theimage of 9-1-1 service will best be served by accepting the call and
transferring it to the appropriate agency.

Non-emergency calls such asrequeststo speak to aparticular party, to inquireabout civil matters, or to
reguest publicutility services(other than emergencies) may beterminated by referringthecallertodial
the correct number. Alwaystry to direct the caller to aproper source of information, evenif itisyour
non-emergency number. Passing annon-emergency number through 9-1-1 transfer will build incorrect
usage of the system and istherefore discouraged.

F. The Communications Officer should take charge of the conversation by asking the required
guestionsrather than depending onthecaller to supply anticipatedinformation. Becourteousbutfirmin
dealing with the caller.

G. OnINCOMING EMERGENCY CALLS, theCommunicationsOfficer shall obtainthecorrect
address, specificlocation, typeand nature of theemergency, and thetel ephonenumber and nameof the
person reporting the emergency. For medical emergencies which are supportable by Emergency
Medical Dispatch, additional questionswill berequired. A standardinformationreceivingform/CAD
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display should be used whenever possible.

H. When awire-linesilent 9-1-1 call or 9-1-1 hang-up isreceived (including abandoned calls, if
ANI and/or ALI datais provided), the Communications Officer shall call the number back (prior to
disconnecting the line and calling the residence/busi ness back the Communications Officer should
attempt todetermineifitisaTDD call). If the Communications Officer receivesan answer onthecall
back, they shall attempt to determinewhy 9-1-1 was called. If contact is made with the caller and
public safety assistance is needed, the call will be handled according to standard practices and
procedures. If contact is made with the caller and they indicate there is no emergency and no public
safety responseisneeded thecall may beterminated with nofurther action, unlessthecallerisaminor
(unabletoverify noemergency/problemwithanadult) or the Communications Officer questions/doubts
theinformation obtained (based on background noise, tone of voice of the person, or other information
indicating apotential emergency). If contact is unable to be made with the caller, contact ismade with a
minor only, or the Communi cations Offi cer questions/doubtstheinformation obtained, the appropriate
Sheriffs Officewill benotified. All information from the call will be provided to the Sheriffs Office,
including ANI/ALI information and information from the callback attempt. At no time shall the
Communications Officer advisethecaller that officers are responding to verify the situation. If the
CommunicationsOfficer receivesan answering machine/voicemail, they will not leaveamessage.

At aminimum, Communi cations Officersshould attempt to call back wireless9-1-1 hang-ups/silent calls
to determineif thereisan emergency.

l. Telephone calls answered on the console telephones will be recorded on a Call-Check
Recorder automatically. Permanent recordingsmay bemadethrough theuseof theproper recorder and
interface equipment by authorized personnel.

J. The use of any obscene, vulgar, profane, lewd, or indecent language or the act of threatening
anyoneover thetelephoneor radioisstrictly prohibited. Such may resultindisciplinary actionand/or
prosecution under State and/or Federal laws.

K. Falsealarm callsshould be considered criminal and every effort should bemadeto eliminate
such callswhen possible. Thetelephone company will work with the 9-1-1 Center to trace calls not
recorded by 9-1-1 software or Caller ID. The Communications Officer should refer incidentsinvolving
false alarmsto adispatch supervisor for follow-up action. The Dispatch Supervisor or 9-1-1 Director
will initiatecontactswith security personnel of thetel ephone Company when deemed necessary.

L. Whenever afire or rescue company or alocal police department (which utilizes the 9-1-1
Center or another dispatch station for dispatching services) receivesan emergency call or alarmat its
station, the receiving party should notify the Communications Officer and relay all standard information.
Ingeneral, thestation or unitsshould then beal ertedinthe usual manner to avoid system confusion.

M. No fireand rescue personnel shall call the 9-1-1 Center asking the location of acall or asking if
they are needed unless such call has been requested by the Communications Officer. Personnel are
encouragedtolistento pagers, report tothestation, or gotothecall location. CommunicationsOfficers
will not release the location of acall by telephone, except for security purposeswhen personnel have
been requested to call the 9-1-1 Center.

N. When fireand/or rescue personnel arerequested to call the 9-1-1 Center, such request will be
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communicated by the phrase "Contact Communications' or "Call Communications'. When law
enforcement personnel are requested to call the 9-1-1 Center, such request will be communicated by
the phrase "Contact Communications’, or "Call Communications’. In response to such request,
personnel should dial one of the non-emergency numbersto reach the 9-1-1 Center: Personnel should
not dial emergency lines (9-1-1 and 787-4100)

0. It shall be the policy of the 9-1-1 Center to assure that all Communications Officers and
Supervisors are properly trained in the use of the 9-1-1 TDD interface and re-trained in the use of that
equipment on aregular basis.

Upon the Communi cations Officer receivingaTDD call inneed of transfer to another agency thecall
shall be transferred. If the receiving agency does not have TDD capabilities, the Communications
Officer should remain on the phoneto assi st withthetransfer of information.

P. Upon the Communications Officer receiving a telephone call requesting law enforcement
assistance the caller will be transferred to the appropriate law enforcement agency. (11-2-09) The
CommunicationsOfficer shall notremainonthetransferred call, unlessrequested by thedispatch center
or the Communi cations Officer hassupplemental informationto offer pertinent totheincident (weapons,
injury, location, etc. information). If the incident indicates a fire or EMS response the appropriate
informationwill beobtainedfor dispatchaswell astransferringthecaller/informationtotheappropriate
law enforcement agency. Telephone callsfromfield personnel (assigned/involved inanincident) in need
of law enforcement assistance shall be received and information taken and then relayed to the
appropriate law enforcement dispatch center by the Communications Officer, alowing the field
personnel to remain on the phoneif necessary.

Q. Language Line Services provide interpreter service 24/7/365 for more than 150 languages.
Communications Officersareauthorized to accessthisserviceas needed.

R. Freedom of Information Act - It shall bethe policy of the Commission that all files, tapes,
printoutsand documentsof theESV A 911 Commissionarepublicrecordssubject tothe provisionsof
the Virginia Code, including the Privacy Protection Act and the Freedom of Information Act. The
recordsmaintai ned by the Commissionmay includeincidentinformation, criminal investigationrecords,
and medical information. Release of any of therecords pursuant to either citizen request or subpoena
must be governed by the appropriaterestrictions of the statutes and other applicable authority. In some
casesrel easeof theinformationismandatory (i.e., incident reports); inother casesrel easeisprohibited
(i.e., personal medical information). Recordsof the Commission, includingfiles, tapes, printouts or other
documentsand information in print or digital form shall not be released without the approval of the
Director or hisdesignee. Thisshall includerequestsfor: training and/or personnel records, CAD andall
automated records, tapes, logs, files, or any other type of records, or information about thoserecords,
whether requested by | etter, tel ephone, mail or other means. Should anemployeereceivearequest for
any typeof information, they shall refer therequester to the Director or designee. If all of those officials
areunavailabl e, the Supervisor or Communi cations Officer shall compl etethe Department Request for
Information Formandforwardit tothe Director or hisdesigneeto becompleted asprescribed by law.

The form should be filled out completely and accurately and it shall indicate exactly what type of
information is being requested and all of the associated times and dates; however any request for
informationwill not bedenied if therequestor refusesto completetheform. Upon receiving arequest
for information, subpoena or a court order, the Director or designee shall review the request and
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determineif theinformationisstill availableandif it can berel eased. Oncearequest for information has
been received, the Commission has five (5) working days to respond to the requestor. If it is*not
practically possible” to providetherequested recordsor determinewhether they areavailablewithinthe
fivework day period, therequester will benotified inwriting, with specification of the conditions which
make the response impossi ble and the 9-1-1 Commission will have an additional seven (7) work days
torespond. Thefinal responseto therequest shall be handledin one of thefollowing ways:

- Therequested recordswill be provided to the requester.

- Therequested recordwill beentirely withheld and theauthority for withhol ding therecordsshall be
specified

- Therequested recordswill be provided in part and withheld in part and withheld recordsaswell as
the authority for withholding therecords shall be specified.
- Therequested records do not exist or could not be found. If known, the requestor will be provided
contact information for where theinformation can befound.

Asapart of the review and release process, the Director or designee may consult with the appropriate
law enforcement agency, the appropriate Fire/Emergency Medical Services Department, or other
affected agencies. The Director or designeemay al so consult withlegal counsel prior to therel ease of
information. Upon the release of information from the 9-1-1 Commission, therequestor will verify
receipt in personwiththeir signature. If therequestor isunableor unwilling to receiveinformationin
person, the requested information will be delivered using the United States Postal Service (certified
mail). Thereshall beacharge of .10 cents per pagefor al copiesover five pagesand aflat rate of .25
centsper tapeor other electronic disk. Timespent by the staff in accessing, duplicating, supplying or
searching for the requested records shall be billed at arate of the minimum hourly rate per hour of a
Communications Officer. If theresearch chargesarelikely to exceed $200.00, the requester shall be
made aware of the cost prior to conducting the research and the requester shall be required to enter into
anagreement for payment of thefull amount. A deposit of the estimated cost may berequired.

S. I nquiriesregarding employment referencechecks, whether written or telephonic, arereferredto
the Director or Chairman of the Commission for response. It isthe policy of the Commission to release
only such information which isin the public domain, i.e., classification title, salary, and dates of
employment. Reasonsfor termination and references as to character and performance are not to be
released.
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CHAPTER 11 RADIODISPATCHING - GENERAL

A. The purpose of public safety radio systemsisto dispatch messages and related information
(pertaining only to the official businessof thelicensee) to and between its units.

B. Themobileunitsof eachlicensee, whether or not licensed separately, areunder thecommand of
their related manned base station (in most cases, the 9-1- 1 Communications Center).

C. Communications Officersmust be familiar with stations and units to be monitored. Call
identifiersandlocationsof such stationsand unitsshould beknown by all dispatchers.

D. Communications Officers must listen to the radio before transmitting in order to minimize
interference and comply with FCC regulations.

E. Courtesy can be more aptly expressed by tone of voice and manner of presentation than by
words. Eliminateall unnecessary talking and phrases. Never say "Thank Y ou" or "Please". Never use
salutatory greetings or expressionssuch as"HaveaNiceDay", "Merry Christmas’, and "Happy New
Year". Whilethese phrasesmay be acceptablewhen used by amobileunit, they do not reflect proper
dispatching etiquette for a9-1-1 Center.

F. Words or voice inflections which when broadcast reflect or indicate irritation, disgust, or
sarcasm must not beused. Relationswith other operatorsmust remain cordial at all times.

G. Never use language or terms over the radio which will not be acceptable for public
broadcasting.

H. Comedy, humor, jargon, or practical jokeswill not be permitted withinthisradio system.

l. All radiotransmissionswill bemadeonly inconnectionwith departmental or agency business
and the performance of official duties.

J Beabsolutely impersonal whileontheair. Avoidtheegotistical "I" and concentrate on third
person language.

K. Avoidfamiliarity. Useproper namesandtitlesor unitidentifiers. Whenever possible, identify
partiesby their unitidentifier or title rather than by their name. Avoid addressing units by their name
when communicating by radio.

L. Never changeasinglewordinaformal messagewhichisreceivedfor relay purposes. Record
andretransmitit exactly asgiven. (Originating station should monitor transmission if possible to verify
correctness.)

M. Write out long messages and/or announcements and read over the radio rather than trying to
make up phraseology as the message is being transmitted. Long messages should be broken into
phrases and each phrase repeated once before going to the next phrase of the message.

N. To call amobile unit or another base station use your designated identifier followed by the
identifier of the unit or station to be called. Examples. "Accomac - Car 3", "Central - Engine 18-4",
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"Rescue - Medic 19-1", "Accomac - Eastville". In answering a unit or station, state the unit's or
station's identifier followed by the phrase "Go Ahead". Example: "Station 1, Go Ahead". For
interagency communications, your identifier may precede the acknowledgement; i.e., "Accomac -
Eastville, Go Ahead".

0. At the end of atransmission when areply is expected, the phrase"Go Ahead" may be used.
Whennoreply isexpected or necessary, thetimeand/or call |ettersmay betransmitted. Do not use the
term "ComeIn" when calling aunit or soliciting areply.

P. Any station or unit calling must be answered promptly. Under no circumstances, allow acalling
station to go unheeded. Givea"Standby" if necessary but at least answer the call. Don't take timeto
explainwhy astandby isnecessary. It must behonored without question, unlessemergency assistance
isrequired by the caller.

Q. Under many conditions the radio and telephone traffic at the 9-1-1 Center becomes heavy
enough to prevent immediateanswerstoradio calls. Whenthisoccursthe Communi cations Officer may
advise"All units standby unlessyou have an emergency.” Thismeansthat the Communications Officer
is unable to answer and do not transmit until further notice. Releasethe standby by saying " Dispatcher
Available" or "Emergency Clear."

R. In an emergency or when any unit has urgent traffic for the 9-1-1 Center and when radio traffic
isheavy, theunit shall call the Communications Officer in the normal manner and then add the phrase
"Urgent, repeat Urgent." Anurgent messagewill begiven priority over al other typesof messagesand
should bereserved for critical situations.

S. Be brief and use approved terminology, codes, or signals when practical. Use the phonetic
alphabet and spell out names and words that might be misunderstood.

T. Theinternational distresssignal isthespokenword"MAYDAY". Thissigna isinregular usein
the aeronautical and maritimefields. It should berecognized asan urgent call for aid, and assistance
should be provided as possible. Other phrases indicate emergency conditions, notably the words
"urgent","emergency", and"help" repeated several times. A word suchas"assistance” denotesal esser
degree of urgency. Thesewordsshould not be used in routine dispatching, but should bereserved for

emergency field use only.

U. A Communications Officer may repeat or "echo" important aspects of aunit's transmission
whenever appropriate. A message should be received, key points selected, and acknowledged by
repeating the unit number and key points. Thisconfirmscorrect reception and makes other unitswho
may have not received thetraffic of theunit or situation status. Thismay al so serveasan educational
tool if properly used.

Example: MOBILE: "Engine 9-5 - Central, on scene. Smoke showing from attic.”
9-1-1 CENTER: "Engine 9-5, on scene, Smoke showing from attic, 1422."
V. The 9-1-1 Center will not provide dispatching or paging service for any private agency or

company utilizingsystemfrequencies. All dispatchesof privateservicesshall beaccomplishedthrough
such agency's own dispatch or paging service viatelephonereferral. Unitsauthorized to operate on
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system frequenciesfor inter-agency coordination may be communicated with for such purposesaslong
asthecommuni cationswill not beconstrued to beactual dispatching or paging. Requestsfor dispatch
of these agencies by the 9-1-1 Center should bereferred to the appropriate dispatch service.

W. Special Features — Radio Dispatching

- Simulcasting —featureinitiated by thedispatch center all owing the Communications Officer to
broadcast over multiplechannelssimultaneoudly.

- Cross-Patching —featureinitiated by the dispatch center allowing the joining of multiple channels

- Alert Tones—featureinitiated by the dispatch center to indicate the broadcast of a specific
message (EM Sincident, Firelncident, or Announcement)
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CHAPTER 12 DISPATCHING OF FIREAND RESCUE SERVICES

Itisthe policy of the ESVA 9-1-1 Center to dispatch the appropriate responseto an incident based on
information obtained fromcallers. Thismeaning Communications Officerswill generateanincidentand
dispatch aresponsefor callerswho may be uncertain of what they see (unknown if on fire, but may be),
callerswhowebelieve may not be being truthful (possiblefalsecall), callerswebelievedonot realy
have an emergency, possible brush/woods fire (unattended fire, unknown if a control burn, or
complainant concerned about asafety issue, etc.), someonemay beill or injured (unknown).

All pertinentinformationrelatedtotheincident will berelayed over theradioallowing Stations/Officers
to make appropriate decisionsregarding response and changesto the assignment.

A. Response assignments will be made according to data generated by entriesto the Computer
Aided Dispatch (CAD) system, known as fire boxes, EM S boxes, and routes. Data entered in the
systemisbased on submissionsfrom agencies. Hard copy maps will serve asthe primary backup for
alerting by station zonesor routes. District and fire box changeswill be made by the 9-1-1 Commission
upon written request of all the companies affected. If al involved stations are unable to agree to a
change, thematter will beresolved asdirectedin Chapter 3, Section F. Theguiding principlefor district
boundaries and fire boxes shall be the closest station being dispatched to an incident. Where
submissionsto the Commission of requested data are non-existent or untimely, the Commission shall
generate datawhich it deemsappropriatefor the public safety.

B. The 9-1-1 Center will maintain alisting of apparatus out-of-service which arethus not available
for assignment. Anannouncement of "UnitsOut of Service" should be madetwicedaily at 0900 and
1800 hours, asindicatedin Chapter 14. When unitsmark changesin statusof availability, thedispatcher
should echo or announce such status viaastraight message. Use of paging tonesin conjunctionwith
suchannouncementisnot necessary. Station personnel areresponsiblefor notifyingthe9-1-1 Center
when aunit which hasbeen marked " out of service" isreturned tothe"in service" mode.

C. No unit or company will respond on anincident unless properly dispatched.

D. (2-1-09) Any smoke, odor of smoke/burning, electrical fire/problem, article/product fire
(appliances, furniture, vehicle, etc), or hazardousmaterial incident occurringinside(including bel ow
(basement) and above (roof)) astructure will causeafull aert. * Fuel/gas spill/leak inside aresidence
shall generatea 1 station alert

* Exception —Firealarm activationswill generate atwo station alert
Allinformationrelatedtotheincident will berelayedtofield units/personnel and officers/monitors of the
responding stations/apparatus have the authority to ater (reduce or increase) the assignment or
response.

Thefireinvestigation classification will only be used for the investigation of afirerelated situation
occurring outside of a structure. If the situation/emergency is occurring inside (including roof or
basement) the call should betreated asastructureincident and generateafull alert.

When a caller advises that a previously reported fireisout or isafalse alarm (or upon arequest to
cancel thefiredepartment), the Communications Officer shall advisethefire/rescueofficer-in-charge of
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such whether prior to or whileresponding to theincident location. Thedecisionto cancel unitsrests
solely with the fire officer-in-charge. General practicecallsfor on sceneinvestigation by thefireofficer
or first dueengine/ambulance, eventhough theactual responsemodemay bereduced.

E. (2-10-09) Requests for emergency ambulance should be dispatched to the company in whose
district the patient islocated (regardless of any request).

F. Requests for specialized equipment should be dispatched to the nearest company with that
particul ar equi pment unless predetermined response zones have been established, and the equi pment
needed should be specifically requested during the alert. Example: "Station 9, Air Bags requested,
Accident With Injury at Fisher'sCorner....."

G. Whenacaller (includingfire/rescue personnel) advisesthat therearenoinjuriesat thescene of a
previously reported auto accident or medical emergency, the Communications Officer shall advisethe
EMS or fire officer-in-charge of such whether prior to or whileresponding to theincident location. The
decision to cancel any or al responding ambulances/fire apparatus rests with the EMS/Fire
officer-in-charge or primary attendant-in-charge of the first-due ambulance/fire station; the
Communications Officer should not cancel any response without specific authorization from the
EMS/fire officer. General practice callsfor on scene evaluation by the primary EM S/fireresponder,
even though the actual response mode may be slowed down.

H. Requestsfor escortsor for intersectionsto beblocked for the purposeof allowing ambulances
or fire enginesto passthrough an intersection without yielding right- of-way while enroute to the scene of
any alarm or while enrouteto the hospital should not be made by fire and rescue unitsand will not be
handled by the 9-1-1 Center.

l. When a station (with two or moreavailableambul ances) receivesan additional ambulancecall
while aunit(s) is aready assigned to an incident, the phrase”"SECOND or THIRD AMBULANCE
CALL",asappropriate, should supplement thetypeof call whenthecall isdispatched. Whenastation,
having no available ambulancesremaining, receivesan EM Scall, the station will be dispatched asa
“medical assist” inadditiontodispatchingthenext availableambulanceor station. For stationsstaffed
by daytime career staff, the phrase"VOLUNTEER RESPONSE REQUIRED" should be added to
paginginformationwhenafull career staff isunavailableor isassigned to another call.

J. When additional personnel are required during a call, such request will be transmitted by
paging/radio. Personnel will not asarule be called by tel ephone except when unusual situations demand
privacy, confidentiality, or security. Demandsupon CommunicationsOfficersat thetimeshall betaken
into consideration in granting such request.

K. When additional specialized assistance, such asan AL SProvider, isrequired by an ambulance,
therequest for such assistance shall includethenature of theemergency asreported by theambulance
technician.

L. The 9-1-1 Center will not relay requests or traffic regarding refreshnments made by fire
personnel, auxiliary members, or other sourcesasageneral rule. However, command officer at amajor
fireorincident may initiateasinglerequest for such support if other methodsof communicationarenot
available.
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M. Vocal dispatchesand the sounding of alert toneswill bemadein the same order ascompanies
are dueto respond.

N. If after eight (8) minutes on adispatch for an emergency or non-emergency response (fire or
ambulance) the station/unit alerted has not responded, the dispatcher shall alert the next-due company.

NOTE: If adesignated night ambulancesquadfailsto respondwithintheeight minutesallotted, activate
the daytime paging tones (all-call) for that station in addition to paging the second-due company.
[Pertainsto Stations 9 and 7]

O. Dispatchinformation broadcast at thetimeof al erting/paging of eachincident shall include(1)
the stations due to respond, (2) the type and/or nature of the incident, and (3) the call location. All
medical callsshall includethe patient'snature of illnessor injury asindicated by signsand symptoms
(based on EMD policy). Additional information to be obtained by the 9-1-1 Center Communications
Officer shouldincludethecaller'sname and phone number from which the call was placed, any special
directions, and any supplemental information required by the specific type of emergency (based on
EMD policy).

P. Scene Safety — Staging for Law Enforcement - Ultimate responsibility for the determination of
scenesafety and stagingfor law enforcement restswith fiel d responders. Communications Officerswill
provideall informationrel ated to scenesaf ety tofield responderstoallow for decisionmaking related to
scene safety and staging. When law enforcement is requested to respond for scene safety the 9-1-1
Center will advisefieldresponderswhenthesceneissecurebased oninformationfromlaw enforcement
personnel (law enforcement personnel on scene does not necessarily indicate the sceneis secure —
information must comefromlaw enforcement personnel indicating the sceneissecure).

(7-7-09) When EM Sandfireapparatus stage away from anincident scenedueto scenesaf ety concerns
(generally awaiting scenesaf ety verification by law enforcement personnel), the staging location will not
be broadcast viaradio by field personnel. In addition, Communications Officerswill not request the
staging location viaradio broadcast. If field personnel desirefor the 9-1-1 Center to be aware of the
staging location it will be relayed viatelephone (or other secure means). The overall purpose of the
policy isto minimizethe potential for field personnel to be approached whileat astaging location by
individualsinvolved in theincident.

Q. Medical natureswill generally begiven by describing signsand symptomsrather than providing
adiagnosis, unlessamedical professional hasalready diagnosed the condition. Theterms" Subject
Passed Out" and "Possible D.O.A." will not be used; in lieu thereof, the term "Unconscious Person™
should beused. If not breathing, theterms™UnconsciousPerson - Not Breathing" or "Cardiac Arrest”
should be used. "Code Blue" may be used if so reported by on-scenefire/EM S personnel. If the
person has presumably been dead for along period of time and the ambulanceisbeing summoned for
support assistance, theterm "Code Gray" should be used.

R. Incident Numberswill beassigned for eachincident occurring at aspecificlocation. All alarms
transmitted to different companiesfor thesameincident will receivethe sameincident number (fireand
EM Swill receiveseparateincident numbers). Emergency transfersrecel veaseparatenumber different
from the incident at which the patient may have been originally received. Round-trip ambulance
transportsreceive only onelncident Number even though the ambulanceisrequired to completetwo
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Pre-hospital Patient Care Reports.

S. When afirestationmarksall unitsIN STATION or whenthelast fireunit marksIN STATION
from afire incident or when an ambulance crew callsfrom the hospital for suchinformation or marksIN
STATION fromacall, the 9-1- 1 Center should providethe station or unit with asmuch of thefollowing
information asisavailable at thetime and which hasnot previously been provided: Incident Number,
AlarmTime, TimeOut (Responding), TimeOn Scene, TimeEnroute ToHospital for ambulances, Time
Arrivedat Hospital for ambul ances, TimeA ssignment Compl eted (Returningto Station), and Timeln
(In Station).

T. Personal pagingisprohibited except for pagesof individual officia sassignedindividual paging
tones, except that the 9-1-1 Center may page any chief fireor EM S officer relativeto an emergency
alarm for that station if circumstances require contact prior to alerting and/or paging of the affected
station. Straight messages(broadcast) may be used to summon personnel whenthepurposeisrelated
to fire and rescue services administration. The 9-1-1 Center will not become a personal paging
network and will not be used to serveasasecretary for personnel who merely refusetouseall available
effortsto contact someone without use of the 9-1-1 Center.

U. Announcementsof meetings, special meetings, drills, training sessions, work detail sshall bebrief
and shall conform to the procedure established for Announcements as detailed in Chapter 14 of this
manual.

V. Temporary Changes to Dispatch - Any temporary changeto dispatch must originate from a
line-officer or representative of the Department of Forestry. The request must include the specific details
of thechangeindispatch and thedate/timeto returntonormal dispatch procedures. Examples: requests
to contact an officer prior to dispatch, requests to reduce the standard response, and requests to
increase the standard response.

W. Premise/House Watch — Information for a Specific Address - All premise (attaching information
to a specific address) entries in the CAD must utilize the Premise Form (established by the 9-1-1
Commission). At aminimum the followinginformation must beincluded: address, name, phonenumber,
reason for entry, authority (person requesting entry), and ineffective date. All Premise Formswill be
maintained by the 911 Commission. A premiseentry intothe CAD can beinitiated by afire line-officer,
EMS attendant, 9-1-1 Center personnel, or at the request of a home/property owner. Premise
informationwill bedisseminatedtofield personnel, if indicated.

X. Helicopter Transports — Communications between the 9-1-1 Center/field units and helicopter
transportswill utilize Channel 11 (Tactical Operations1) or Channel 12 (Tactical Operations2). The
dispatch channelswill serve as aback-up/safechannel for communications. (11-2-09) The appropriate
channel information, including frequency and PL code will be provided to the HEL O dispatch center
upon notification. The Communication Officer shall track all helicopter resourcesinthe CAD asother
fire and EMS apparatus. (3-24-09) When ahelicopter isrequested (such asNightingale, Life-Evac,
Trooper 4, etc.) and afireresponseisnot already part of the incident then afire response should be
dispatched to handle the landing zone. If arequest is made for a helicopter and afire response is
already part of theincident you should inquirefrom theincident commander if any additional dispatchis
required to handlethe landing zone. Exception: Incidents at Shore Memorial Hospital (unless a
specific request is made for additional resources).
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Y. Emergency Activations/Mayday - Radio

Activationfrom aradio assigned to personnel involvedin anincident — contact Incident Command and
advise of the activation.

Activation from aradio assigned to personnel not involved in an incident — attempt to contact the
member declaring the emergency and determinesituation. If unableto make contact with the member
declaring an emergency the Communications Officer will contact aline-officer with their station for
direction.

Activation from aradio (not assigned to a member) — attempt to contact the radio declaring the
emergency withageneral broadcast. If unableto makecontact nofurther actionisrequired.

Uponthe CommunicationsOfficer receiving anemergency activation/mayday fromalaw enforcement
unit on achannel, the appropriate dispatch center will be notified with all information.

Z. (11-2-09) —Rel easeof Communi cableDiseasel nformation/Other Sensitivelnformation

In order to provide for both the safety of responding field personnel and the privacy of individuals,
Communications Officers shall observe the following procedures when dispatching fire and EMS
personnel toal ocationidentified asbeing occupied by apersonwithacommunicabledisease: Advise
responding unit(s)/personnel by radio to contact the 9-1-1 Center viatelephone. Upon field personnel
calling the 9-1-1 Center (tel ephone), informati on about the communi cabl e diseaseat thelocation will
bereleased. If responding personnel are unableto contact the 9-1- 1 Center viatel ephone the following
information will be broadcast via radio to responding units/personnel: “communicable disease
precautionsindicated at location” . CommunicationsOfficersshal | not transmit any specificinformation
that isknown about theidentitiesof personsor thetype of communicablediseaseinvolved. The same
policy will apply to other sensitiveinformation rel eased tofield personnel.

AA. (5-8-09) Safety Check —EM Sincidents(not toinclude EM S standbysor other eventswhere safety
of crewsisgenerally not aconcern) — The Communications Officer shall perform asafety check (using
“OK” or “10-4") of each EM Sunit which hasmarked on sceneat ten minuteintervals(field providers
can request the 9-1-1 Center to discontinue safety checks, if desired). At scenes where incident
command has been established, the Communications Officer may conduct the safety check withthe
incident commander. Any EM Sunit may advisethe Communi cations Officer they will be* OK or 10-4"

for acertain period of time (such asloading patient, providing careinwhich case the Communications
Officer may wait that period of time before checking the welfare of the unit). A Communications
Officer, may based on call location, nature, etc. may shortentheinterval for checkingthewelfareof a
unit, however, except as listed above, the Communications Officer may not lengthen theinterval.

Anytime a Communications Officer is unable to make contact with a unit after 45 seconds, the
Communi cations Officer shall attempt to reach the crew using the call back number provided by the
caller. The Communications Officer must speak with acrew member. If no contact can bemade, law
enforcement shall immediately benatified of thesituationand requestimmediateresponse. Inthiscase
the Communications Officer may utilize the appropriate sheriff’s office radio system and SIRS to
contact a law enforcement unit. In no case, shall another agency other than law enforcement be
dispatched. The Communications Officer shall continueto contact theEM Sunit by all meansuntil law
enforcement arrives on the scene.
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(11-2-09) When contact ismade with an EM S crew (after aperiod of no contact) ageneral message will
bebroadcast ontheoperating channel (generally Rescue) stating positivecontact wasmade (Example —
Ambulance 19-1 is 10-4 by telephone). Thiswill allow monitoring personnel and field supervisorsto be
aware of their status.

(11-2-09) When a period of no contact with an EMS crew resultsin arequest for law enforcement to
respond (to verify their welfare) the appropriate county agency will be notified as soon as practical (in
Accomack County the Shift Supervisor (DPS 3) shall benotified andin Northampton County EM S 10,
followed by EMS5 (if unableto reach EM S 10) shall be notified. Thispolicy shall apply to career,
volunteer, and split (career and volunteer) crews.

BB. Safety Check — Department of Forestry - When requested by Department of Forestry
personnel, theCommuni cationsOfficer shall initiateasafety check of their welfarewhileat incidentsor
fire-standbys. Forestry personnel shall notify the Communications Officer of their [ocation, timethey will
beat thelocation, of themeansto contact them, and expectation of interval betweenwelfarechecks. I
unable to make contact with forestry personnel during a welfare/safety check the appropriate law
enforcement agency shall be notified to respond and verify welfare of the individual. The
CommunicationsOfficer shall continueto attempt toverify thewelfareof theindividual until thearrival of
law enforcement.

CC. (2-1-09) Fire Progress — Time - Communications Officersshall contact theincident commander
(unlessdirected otherwise) of astructurefireat fifteen (15) minuteinterval sand notify themof thetime
into theincident. Example — " Command you are 30 minutesinto theincident.” If the situation isdeclared
“under control” the Communi cations Officer shall di scontinuethefifteen minutebenchmarks(unless
requested to continue).

DD. (2-1-09) Entrapment Incidents — Time —Communications Officers shall contact the incident
commander (unlessotherwisedirected) of anentrapment incident (suchasan MV A with entrapment)at
fifteen (15) minuteintervalsand notify them of thetimeinto theincident. — Example —“Command you
are 15 minutesinto the incident” . Oncethe Communications Officer isadvised all patients/victimsareno
longer entrapped, thefifteen minutebenchmark shall bediscontinued.
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CHAPTER 13 PAGING AND ALERTING FORMATSFOR FIRE AND RESCUE
A. AMBULANCE CALLS
INITIAL PAGE

1. (11-2-09) Select appropriate"RESCUE" channel. (Northampton, Accomack, Mappsville — Dispatch
shouldoccur onall appropriatedispatch channel s (based on stationsdispatched)

2. Determine channel isfree of traffic.
3. Transmit ALERT tones (EMS).

4. (2-10-09) Transmit brief pre-alert information which will includethefollowing:
STATION(S) ALERTED
TYPE OF CALL

5. Activate required stationstones.

Thefollowing stations use night-time tones at the below established times. The Communications Officer
shall usethenighttimetonesasindicated below for EM Sincidents(firstincident only):

Station7—  Night-time tone used between 2100 hours and 0500 hours (all-call tone used for
additional ambulancecalls)
Station 9 — Night-time tone used between 1800 hours and 0600 hours (all-call tone used for
additional ambulancecalls)

Thefollowing station usesaseparatetonefor EM Sincidents: Station 8

The Communication Officer will usethe standard (all—call) tone for any additional EM Sincidents, after
thefirst EM Sincident for astation. Any additional EM Sincidents(after all availableambulancesina
station havebeen exhausted) will bedispatched asa“ medical assist”, inadditiontothedispatch of the
next appropriateambul ance/station.

6. (11-2-09) Transmit theincident information asfollows:

STATION ALERTED (stations not dispatched by the ESVA 9-1-1 Center shall also be
announced — Example — Station 3 should be announced when al erted)

TYPE OF CALL AND NATURE (StatePriority 1, if so classified)
LOCATION (Exact Address If Possible)
ANY SPECIAL RESPONSE REQUIRED

TIME

Any second ambulancecall or incident dispatched asa“ medical assist” will bedispatched assuch on
the radio and any EM Sincident will be announced as volunteer response needed if on—duty career
staff are committed on anincident or are unavailable.

* |f necessary theabove should berebroadcast ontheopposite“ RESCUE” channel.
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REPAGINGUNTIL RESPONDING
1. UseSteps 1, 2, 5, 6, above.
2. Repage after every 2 minutesuntil astationisresponding.

3. After theinitial alert of aStation, they will be re-paged every two minutes. If aStation failsto advise
they are responding by eight (8) minutes after theinitial dispatch, the next duewill be alerted. Any
reguest to not alert the next due station after eight (8) minutes, should not be honored.

CommunicationsOfficerswill not ask stations(including monitors) if they would like to discontinue the
paging of their station or any other station. The policy of the 9-1-1 Center isto continue paging astation
until they advise they are responding. The first due station and all subsequent stations paged will
continue to be re-paged every two minutesuntil oneof thefollowing occur: thefirst duestation advises
they are responding, the 9-1-1 Center is advised to discontinue paging stations by responding
apparatus, or an apparatus arrives on scene. If astation advisesthey are responding, the paging of any
stationsnotifiedafter their dispatchwill bediscontinuedand they will becanceled (unlesstheresponding
unitadvisesdifferently), however other stationsnotified prior totheresponding stationwill continuedto
be paged until one of the above criteriais met.

Any specificrequest to pageastation or continue paging astation will be honored.

(12-1-08) In addition to theinitial broadcast of field personnel advisingthey arerespondingtoanEM S
incident, the Communications Officer will broadcast a list of all apparatus/monitors on scene and
responding when apparatus mark-up (such as, requesting additional personnel), or at therequest of any
field personnel.

CANCELING OTHER STATIONSPAGED ONCE RESPONSE ISACKNOWLEDGED
Once response is generated, transmit a straight message advising other stations (paged after the
responding station) to cancel response, i.e., "Station(s) , Cancel Response, Unit 6-1 Is

Responding, (time)". Thisisnot required if the only station affected would be the first-due company
(company inwhosedistrict theincident occurred.)

B. FIRE CALLS, AUTO ACCIDENTS, RESCUES, HAZ-MAT INCIDENTS, MCl's,
DISASTERS
INITIAL PAGE

1. (11-2-09) Select appropriate”Rescue” Channel (Northampton, Accomack, Mappsville - Dispatch
should occur onall appropriatedispatch channel sbased on stati onsdispatched.

2. Determine channelsarefree of traffic.

3. Transmit ALERT tones (Fire)
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4. (2-10-09) Transmit brief pre-alert information which will includethefollowing:
STATION(S) ALERTED
TYPE OF CALL

5. Activate appropriate stationstones and sirens (house-sirenswill be activated oncefor all incidents
requiring afireresponse)

6. (11-2-09) Transmit theincident information asfollows:
STATION(S)ALERTED (stations not dispatched by the ESVA 9-1-1 Center shall also be
announced — Example — Station 3 should be announced when al erted)
TYPE OF CALL AND NATURE (to provide afull description of theincident)
LOCATION (Exact Address|f Possible)
ANY SPECIAL RESPONSE REQUIRED OR SPECIAL HAZARDS
ASSIGNMENT OF TACTICAL OPERATIONSCHANNEL (number and description)
TIME

7. Activate pre-programmed controlsfor sirenscorresponding with station(s) and/or personnel to be
aerted by siren (if not donein Step 5).

* |f necessary the above should berebroadcast onthe opposite* RESCUE” Channel

(1-5-100 Whenastation (having both fireand EM S service) isonly being dispatched for one aspect of
service, theresponseneeded (engineor ambulanceresponse) should beannounced for each station. I
both services(engineand ambul anceresponse) areneeded, they both should bestatedinthedispatch.

REPAGING UNTIL RESPONDING
1. Use Steps 1, 2, 5 (sirens should not be reactivated), and 6, above.
2. Repage after every 2 minutesuntil astationisresponding.

3. Aftertheinitial alert of aStation, they will be re-paged every two minutes. If a Station failsto advise
they are responding by eight (8) minutes after the initial dispatch, the next due will be alerted. Any
reguest to not alert the next due station after eight (8) minutes, should not be honored.

Communications Officerswill not ask stations (including monitors) if they would liketo discontinuethe
paging of their station or any other station. Our policy isto continue paging astation until they advise
they areresponding. Thefirst due station and all subsequent stations paged will continue to be re-paged
every twominutesuntil oneof thefollowingoccur: thefirst duestation advisesthey areresponding, the
9-1-1 Center i sadvisedto disconti nue paging stationsby responding apparatus, or an apparatusarrives
on scene. If astationadvisesthey areresponding, the paging of any stationsnotified after their dispatch
will bediscontinued andthey will becancel ed (unlesstheresponding unit advisesdifferently), however
other stationsnotified prior to the responding station will continued to be paged until one of the above
criteriais met.

- Any specific request to page astation or continue paging astation will be honored.
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CANCELING OTHER STATIONSPAGED ONCE RESPONSE ISACKNOWLEDGED

During a fire or other emergency response, all alerted companies shall respond unless otherwise
directed by the OIC. Cancellation of responseswill not beinitiated by the 9-1-1 Center.

Pre-Alert Tones
Thefollowing toneswill be used for the pre-alert of fireand EMSincidents:

FireIncident —FIRE ALERT (top bar of the radio consol e/miscellaneouswindow) will be depressed
for three (3) seconds (transmitting a high/low tone) prior to the dispatch of fire related incidents
(including MVA’s).

EMSIncident —EMS ALERT (top bar of theradio consol e/miscellaneouswindow) will be depressed
for three(3) seconds(transmitting aseriesof beeps) prior tothedispatch of EM Srelatedincidents.

Announcement —ANNOUNCE (top bar of theradio consol e/mi scellaneouswindow) will be depressed
for three(3) seconds(transmitting asteady tone) for any announcements(including wesather bulletins).

C. Multiplealarmassignmentsarelistedin Appendix A, "Multiple Alarm Dispatch Directory" orin
CAD assignments.

D. On auto accidents, aert thefire company inwhosedistrict theincident occursfor hazard control
or first responder medical supportin additiontoambulancesal erted.

E. Upon receipt of arequest from a central monitoring station (proprietary company) for fire
response to asystem fire alarm reported to a central monitoring station, the Communi cations Officer
shall alerttwo stations(unlessotherwiseindicatedinpolicy). Any additional aertingrequest or cancella-
tions of companiesalerted will be received from thefire officer-in-charge upon acknowledgement of the
call. If thebuildingisbelieved to be occupied, the Communications Officer will attempt to establish
contact with the occupant(s) to verify alarm status (AFTER DISPATCH OF INCIDENT).

F. Any system fire alarm which generates afollow-up report or confirmation of smoke or flame
fromany sourcewhatsoever shall berebroadcast (full assignment) asastructural fire.

H. Map Page/CoordinatesInformation - The map page and coordinates, cross-streets, and
town/community should beprovidedtoinitial apparatusfrom each stationwhenthey advisethey are
responding or whenrequested. Driving directionsshoul d be provided whenrequested by amonitor or
apparatus. If you are unableto providedriving directions (dueto call volume or other acceptable
reasons) you should advise units of such when therequest ismade.

I. (5-8-09) Tactical Channel Assignment

Whenreferringtotactical channels, thechannel number (ex. Channel 11) and the channel description
(ex. Tactical Operations 1) shall be used.

EMSIncidents (other than MV A’ sand firerelated incidents)
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All incidents should be dispatched using F1 (Rescue Dispatch — Accomack) or F2 (Rescue Dispatch —
Northampton).

Northampton County and Accomack County - Monitorsand apparatuswill utilizethedispatch channel
for theduration of theincident, unlessotherwisedirected.

(5-8-09) Inadditiontotheinitial broadcast of field personnel advisingthey arerespondingtoanEM S
incident, the Communications Officer will provide a list of all apparatus/monitors on scene and
responding when apparatus mark-up (such as, requesting additional personnel), or at the request of any
field personnel.

If needed or requested (by the Communications Officer or OIC), an additional tactical channel may be
assigned. If atactical channel isassigned, thetactical channel of thezonetheincidentisoccurringinmay
be used (F3, F5, F7, F9). If this channel is unavailable, then F11 (Tact Ops 1) should be used. An
additional option isthe use of an adjacent zone' stactical channel (F3, F5, F7, F9) or F12 (Tact Ops
2), however theeffectivenessof using thesechannel swill vary depending onthelocation of theincident.

FirelncidentsMV A’ s’Hazardous-Material Incidents

All incidents should be dispatched using F1 (Rescue Dispatch — Accomack) or F2 (Rescue Dispatch —
Northampton).

Once assigned a tactical channel, monitors and apparatus will not use F1 or F2 to contact
Communications (unlessthey are unableto make contact using their assigned tactical channels).

Monitors and apparatus should use the pre-assigned repeater tactical channel (based on zone) for
communications during an incident. EM S apparatus transporting to a hospital will utilize Rescue
Dispatch (Northampton County) or Channel 11/Tactical Operations 1 (Accomack County) for
communi cations once leaving theincident scene (example — enroute to hospital, at the hospital, clear
hospital, and in quarters).

Pre-assigned repeater tactical channelsareasfollows:
F3 — North Accomack Fire Operations — Incidents Occurring in Stations 1, 2, 4, 5, 6, and 20 districts

F5 —Central Accomack Fire Operations — Incidents Occurring in Stations 7, 8, 9, and 18 (Station 21
will utilize Channel 11 (their Channel 3 asthey have not been reprogrammed)

F7 — South Accomack Fire Operations —Incidents Occurring in Stations 10, 11, and 12 districts

F9 —Northampton Fire Operations — Incidents Occurring inall Northampton stationsdistricts
Multipleincidents occurring inthe same zonewill be assigned the same repeater tactical channel, unless
the Communi cationsOfficer assignsor Incident Commander requestsaseparatechannel for aspecific
incident. If a separate tactical channel is needed, F11 (Tact Ops 1) should be used. An additional

optionisto usean adjacent zone' stactical channel (F3, F5, F7, F9) or F12 (Tact Ops2), however the
effectivenessof using thesechannel swill vary depending onthel ocation of theincident.
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Thelncident Commander retainstheauthority to utilize talk-around tactical
channels as needed (F4, F6, F8, F10).

Tactica Channels— Other

The Communications Officer should use the simul-selecting on a very limited basis. However, the
following messagesshall bebroadcast on thedispatch channel and assigned tactical channel (using the
simul-cast feature):

- Anyreductioninresponse, request to slowdownresponse, or cancellation
- Anyotherinformationrequested to bebroadcast on both channel sby theincident commander

Communicationsto and from the 9-1-1 Center on the dispatch channelswill usethe radio designation of

RESCUE. Communications to and from the 9-1-1 Center on tactical channels will use the radio
designationCENTRAL.

J. Requeststo Deviate from the Established Alert Pattern - |f the Communications Officer receives
areguest to deviate from the established alert pattern (dispatch a specific station or apparatus) the
request should be honored, astherequestor istaking responsibility.

K. Cancellation of Fireand EMS Units

When units have beendispatchedtofireor EM Srelated matters, theultimateresponsibility for canceling
the responding units or theincident iswith the on scene incident commander or appropriate fireand
EMSpersonnel. Exceptionsareasfollows:

e When responding to traffic accidents, fire and EM S units can be cancel ed by the on-scene law
enforcement officer.

e When responding to woodland fires the responding fire units may be canceled by the State
Forestry units.

e Unitsmay becanceled by Fire/EM Sofficialsbased on information received.

CommunicationsOfficerswill not cancel anincident or response; thedecisionto cancel will comefrom
theappropriatefire, EMS, or other public safety personnel.

L. (2-10-09) Dual Alerts—Fire

Two regions of the Eastern Shore of Virginiahave an established dual response protocol for all fire
responses:

- Station 15/14 or 14/15 — 1. areas south of the Cape Charleslight in Northampton County, 2.
dual alert both stationson any motor vehicleaccident in either of their individual firedistrictsin
additionto thejoint territory they cover

- Station 16/17 —Vaucluse Shores areain Northampton County

Both stationswill bealerted for fireincidentsinthese established districts. Multiplestation alertswill

Eastern Shore of Virginia 9-1-1Commission — Communications Manual Page 43



include both stations as two separate stations for the dispatch.
M. (12-1-08) Dud Alerts- EMS

All CodeBlue(cardiac/respiratory arrest) incidentsoccurringin Northampton County will generatea
dual alert.

Northampton County EMS Incidents (including Northampton County EMS district in Accomack
County) — All second callswithin adistrict, where thefirst due ambulance is committed to another
incident, will be dual alerted.

All EM Sincidentsdispatchedin Station8and 4’ sdistrict will requirethedispatch of thefirestation for
amedical assist, inadditiontotheappropriate EM Sambulanceresponse. Station4will only bealerted
for priority onecalls.

(1-5-10) During the hours of 0600 and 1800 (Monday through Friday, except official holidays) the
closest fully staffed ambulancewill be dispatched in addition to the dispatch of all stationsprior tothe
staffed unit being dispatched. Stationsarerequired to contact the 9-1- 1 Center with staffing levelseach
day and any changesoccurring to staffing level sthroughout the day. Stationsutilizing volunteer personnel
tostaff marked up ambulances(outsideof traditional staffedtimes) will contacttheESVA 9-1-1 Center
(noting the beginning and ending staffing times). The Communi cations Officer shall track/notethis
information on the dispatch floor and dispatch the ambulance as a staffed station. Instances when
Northampton County EM S does not have any fully staffed stations (Monday-Friday 0600-1800),
meaning they have one provider at Station 13, 19, and Station 31 (NCEM S office); aslong as Station
3lisavailableto respond with astation provider the Communi cation Officer shall not berequired to
aert to the next fully staffed station.

Station 19 shall be dispatched on all fireincidentsin Stations 14, 15, and 17 districts.

Station 20 will be dispatched onall fireincidentsin Station 1 and 4’ sarea.

Northampton County EMS, if avail able(zonevehicleor closest staffed ambulance) will bea ertedonall
incidentsin Northampton County (including Northampton County EM Sdistrict in Accomack County).

N. Diverting of Fire/EM S Apparatus - The Communications Officer or appropriatefiled unitshave
the discretion to divert apparatus/equi pment as needed. If thereisadiscrepancy onthediversionthe
field unit(s) will provide resolution.

O. Extrication Equipment Response — Motor Vehicle Accident with Entrapment - Upon the
Communications Officer receiving areport of aMotor V ehicle Accident with entrapment they will
dispatch the two closest (based on fire districts) stationswith extrication equipment. A list of stations
with extrication equipment will bemaintained at the ESVA 9-1-1 Center (CAD).

P. Thedispatch of alarms(fireor medical) will occur prior to any attempt to contact aresidence,
business, or institution. If the Communications Officer has enough primary information (address) to
dispatch theincident, it should bedispatched. If timeallowsafter the dispatch, you should attempt to
contact theproperty generating thealarmfor additional information. Any information obtained from the
property owner, key-holder, or alarm-company will berelayed to responding officers/monitorsand
apparatus. A request to cancel fromtheproperty owner or businesswill berelayed over theradiowith
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the final decision to cancel (or not to cancel) resting with the fire or EM S stations. If informationis
obtained prior toany officer/monitor or apparatusresponding, theadditional informationwill berelayed
to apparatus/personnel when responding.

Any cancellation or reduction in assignment will bethe authority of responding officers/monitorsor
apparatus.

If additional information isreceived, indicating afull alert iswarranted on an alarm activation, the
information should be relayed to responding unitsand the assignment upgraded to the full alert for the
structure.

Q. Responseto Train Incidents (derailment or fire) —three stations (including EMS), hazardous-
material team, law enforcement, and natification to the railroad company. Brush and grass fires
generated by trains should be classified assuch, unlessthetrainisinvolved in thefire.

R. Worcester County, Maryland al ertsthe cl oset second duecompany based on Gl Sinformation.
Thismakes unitsfrom stations 1, 2 and 20 second due in areas of Worcester County. The Worcester
Communication Officer shall providethe Eastern Shore 9- 1- 1 Communi cations Officer with the specific
equipment requested, natureand address. The Communi cations Officer shall assigntheresponding units
to channel 3 (North Accomack Repeater). The Worcester Communications Officer will activatethe
patch between their system and channel 3.

S. If the Communi cations Officer receivesinformationfrominitial callersor subsequent callers,
indicating additional resources will be needed other than included in the initial dispatch, the
Communi cationsOfficer may dispatch additional resources(ex. MassCasualty Incident), asindicated
based ontheinformation provided. All information and additional resourcesdispatched will beechoed
to the appropriateofficersand/or field personnel. Final responsibility to continue/cancel additional
resourcesdispatched restswith theappropriate officersandfield personnel. In Accomack County the
on-duty Shift-Supervisor, if available, may be used for direction and in Northampton County, the zone
EMSunit, if available may be used for direction.

T. (2-1-09) Personnel Accountability Report (PAR) —All fire apparatuswill includeaPAR count to
the ESVA 9-1-1 Center when they advise responding to an incident. The Communications Officer will
regquest the PAR count of fireapparatusfailingto providethe PAR count. The Communi cations Officer
will maintainaPAR record for eachfireapparatusand providesuchinformationif requested.

u. (2-10-09) Dispatch of Law Enforcement to Fireand/or EM S Incidents— SCENE SAFETY

Theappropriatelaw enforcement center shall benotified and aresponserequested torespondwithfire
and/or EM Sunitsinthefollowing situationsfor scenesafety (thisisnot anall inclusive list and when
indicated alaw enforcement dispatch should occur). Therequest to the appropriate law enforcement
dispatch center shoul d bedirect and not ambiguous. The Communi cationsOfficer shall clearly statethe
expectation and need of alaw enforcement response.

Any EMS and/or Fireincident...

1.involvingaviolentor potentially violent situationincluding, but not limitedto, shootings, stabbings,
fights, domestics, assaults, suicides, and homicides.

Eastern Shore of Virginia 9-1-1Commission — Communications Manual Page 45



2.involvingamental/emotional/psychologicd situation.

3. involving an overdose/poisoning situation.

4.involving ananimal bite (Animal Control).

5.involving criminal activity or potential criminal activity.
6. involvinga cohol/drug useor potential alcohol/drug use.

7. where, based on information heard onthetelephonecall or other means(yelling, cursing, threats,
etc.), the Communications Offi cer feel salaw enforcement responseisappropriateor may benecessary
for scene safety.

8. where CAD premiseinformation indicatesalaw enforcement responseis needed.
9. when alaw enforcement responseisrequested by fireand/or EM Spersonnel.

Inall cases, theresponding stations/personnel will beprovided all pertinent scenesafety information,
including any notification to the appropriate law enforcement agency. Once notified, the
Communications Officer shall advise field personnel/stationsthat the Sheriff’ s Office (or other law
enforcement agency) hasbeennotified and any other informationthat may beavailable, suchas, but not
limitedto, ETA’ sor delayed responses. Intheevent of asignificant delay inresponseindicated by alaw
enforcement agency the Communi cationsOfficer shall notify theappropriatefield personnel /apparatus
of such information.

Ultimate responsibility for the determination of scenesaf ety and staging for |aw enforcement restswith
fieldresponders. CommunicationsOfficerswill provideall informationrel atedto scenesafety tofield
responderstoallow for decision making rel ated to scene saf ety and staging. When law enforcement is
requested to respond for scene safety the 9-1-1 Center will advisefield responderswhen the sceneis
secure based on information from law enforcement personnel (law enforcement personnel on scene
does not necessarily indicate the scene is secure —information must comefrom law enforcement
personnel indicating the sceneissecure).

ANY SITUATION INVOLVING AN IMMEDIATE THREAT TO THE SAFETY AND
WELFARE OF FIELD PERSONNEL SHALL RESULT IN AN IMMEDIATE REQUEST FOR
LAW ENFORCEMENT DISPATCH, INCLUDING USING ANY LAW ENFORCEMENT
AGENCIESAVAILABLE.

V. (1-5-10) — Boating/Water Incidents

Upon the Communi cations Officer receiving areport of an emergency or individual (s) indistresson
water (Chesapeake Bay, Atlantic Ocean, or other water sources) the appropriateinformation shall be
obtained, usingtheM aritimeDistress/I ncident Call Received Checklist (Ilocated onthedispatchfloor
and in Communications Manual), followed by transferring the caller to the US Coast Guard for
disposition. The CommunicationsOfficer shall provideinformation obtainedtotheUSCoast Guard and
assistasdirected (including thedispatch of any fireand EM Sresources/stations). TheVirginiaMarine
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Police, US Coast Guard (if not already done), and the Department of Game and Inland Fisheries shall
also be notified for incidents occurring in water (Chesapeake Bay, Atlantic Ocean, and other water
Sources).
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CHAPTER 14 ANNOUNCEMENTSAND GENERAL BROADCASTS
FOR FIRE AND RESCUE

Announcementswill be done by the 9-1-1 Center daily at 0900 and 1800. Announcementswill include
alist of apparatus out-of-service, station onvolunteer response(if appropriate), station announcements,
county announcements, systemannouncements, weather bull etins, andthe Communications Officers on
duty (Dispatcher Number). Daily announcementsshould not bebroadcast whileunitsarerespondingto
incidents, rather should beannounced after al unitshavearrived on scene. Also, announcementsshould
be delayed during large scaleincidents. Thiswill allow monitors and apparatusto communicate with
each other or Communicationsif needed whilerespondingtoincidents.

Theformat for the 0900/1800 announcement, whichwill also servetoidentify the9-1-1 Center, isas
follows:

Transmit ALERT tone.

Transmit information:

"EASTERN SHORE OF VIRGINIA 9-1-1 COMMUNICATIONS CENTER."
"(Today's Date)."

"THE FOLLOWING UNITSARE LISTED OUT-OF-SERVICE: (Give unit numbers)."
“STATIONSON VOLUNTEER RESPONSE (if applicable): (list)”

"(Announcements pertinent to public safety).”

Weather Announcements (if applicable)
"WPSJ218". DISPATCHER(S) (give Dispatcher Number(s))."

* Announcements should be transmitted on both towers (Northampton and Accomack), unlessthe
announcementsislimited to only one county or station.

A. Specia announcements may be made as provided herein to transmit information to fire and
rescue personnel. Announcements should begin with the phrase " Special Announcement” and be
preceded by a singlealert tone(three seconds). Announcements pertinent to public safety should be
announced in conjunction with the 0900 or 1800 announcement periods.

B. (1-5-10) Announcementsshould belimitedtothebriefest format possible and should beused
only when considered essential. No announcement shall be for more than three (3) days (the 9-1-1
Director may grant an exemption to the three (3) day time limit) and the 9-1-1 Center shall not
announceindividual station meeting reminders(unlessthereisachange in date or time from the normal
meeting).

C. Announcementsreceivedinwriting and pertaining tofunctionsinvol ving morethan onecompany
may beannounced at suchtimesasdeemed reasonably necessary by therequesting official and/or the
9-1-1 Center. Requestsshould designate preferred announcement datesand times.

D. All announcementsfor evening activitiesshould bereceived by the 9-1-1 Center prior to 1745
hoursfor the 1800 announcementsand by 0845 hoursfor the 0900 announcements.

E. Whenever possible, similar announcements should be grouped if the length of overall
announcements can be reduced.
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F. Paging toneswill not beusedin conjunctionwithannouncementsexcept to notify personnel of
drills, training sessions, work details, or meetings.

G. Units"out of service" will beannounced during the 0900/1800 9-1- 1 Center broadcast.

H. Weather Announcements - Upon the Communi cations Officer recel ving notification of one of
thefollowing weather alertsit will be broadcast on the Rescue Channelsasagenera announcement:
TornadoWarning, Severe Thunderstorm Warning, Flash Flood Warning, Winter StormWarning, Flood
Warning, Coastal Flood Warning, Tornado Watch, Severe ThunderstormWatch, Flash Flood Watch,
Costal Flood Watch, and Winter Storm Watch. Other weather watches, warnings, statementsmay be
broadcast at thediscretion of the Supervisor onduty or CommunicationsOfficer intheir absence.

Thefollowinginformation should be broadcast when awarning or watchisreceived: type of watch or

warning, which county (Accomack, Northampton, or both), timeperiod of watch/warning, andashort
summary of any other information withthealert.
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CHAPTER 15—-EMERGENCY MEDICAL DISPATCH (EMD)

Emergency Medical Dispatch (EMD) is designed to manage EM S resources in an organized and
effectivemanner. EM D al so providesmedi cal assistancetothecaller until trainedfield providersarrive
at the scene.

EMD isanintegral part of an EM S system. It isan extension of the EM S system, in that patient care
begins when the caller dials 9-1-1, as opposed to waiting until field personnel arrive. A properly
operating EM D program enhancestheefficiency and effectivenessof anEM Ssystem.

EMD shall be used for all calls except for those callers and situationslisted in item #4 of thispolicy.
Therefore, thefollowing policy will apply toall callsfor EM Sassi stancereceived by the Eastern Shore
VA 9-1-1 Communications Center.

1. Generd information questions (All Callersinterrogation) shall be asked of dl callers.

2.Vital pointsquestionsshall beasked except aslistedinitem#4 of thispolicy. Vital PointsQuestions
shouldbeusedtoidentify dispatch criteriaand gather additional informationto berelayedtoresponding
units. Once dispatch criteria has been determined, the incident should be dispatched. Additional
guestionsaskedfor the purposeof providing additional informationto responding unitsshould beasked
after giving appropriate pre-arrival instructions.

3. Pre-arrival instructionsshall be provided to al callersexcept aslisted initem #4 of thispolicy.

4. Withthefollowing callersor situations, EMD vital pointsquestionsand pre-arrival instructions may
be modified or not used.
e Thecallerisatrainedindividual, including but not limited to EM S providers, Nurses, and
Physicians
Thecall istomedical facility capable of providing emergency medical care
The caller refuses assistance
The workload of the 9-1-1 center dictatesthat asking vital pointsquestionsor providing
pre-arrival instructionswould causeincoming 9-1-1 lines to be unanswered or adelay in
responding to incoming 9-1-1 lines.
e Thecallerisathirdor fourth party caller not with the patient

5. Calsidentified aspriority onefollowing questioning of the caller shall be dispatched as such. Calls
identified asPriority 2and 3 shall bedispatched without stating such aspart of dispatchinformation.

6. Theshort reportincluding any saf ety i ssuesshall berelayed to responding unitsand personnel.

7. The use of medical abbreviations included in the EMD guide cards should not be used. Only
approved medical abbreviations should be used.

8. Hedlth carefacilitiescoveredinitem#4 shall belimitedtothefollowingfacilities:

e Chincoteague Medical Center 4049 Main Street
e Idand Medica Center Tedl Lane
e Atlantic Community Health Center 8034 Lankford Highway
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e Tyson Foods Health Unit 11224 L ankford Highway
e MetompkinMedical Center 17385 Lankford Highway
e ArcadiaNursingHome 17405 Lankford Highway
e Quail RunAssisted Living 17425 Lankford Highway
e ShorelLifeCareat Parkdey 26181 Parksley Road

e Perdue Wellness Center 22520 Lankford Highway
e Onley Community Health Center 20280 Market Street

e Hermitage of the Eastern Shore 23610 North Street

e ESPS 9524 Hospital Avenue

e Family Practice Associates 9506 Hospital Avenue

e OB/GY N Associates of the Eastern Shore 10243 Rogers Drive

e Kidney Center of the Eastern Shore 9550 Hospital Avenue

e HeritageHall 9468 Hospital Avenue

e Franktown Community Health Center 9197 Franktown Road

e Bayview Community Health Center 22214 S. Bayside Road

e CapeCharlesMedical Center 216 Mason Avenue

e Shore Cancer Center 10085 William F. Bernard Cir
e YMCA Cardiac Rehab 26164 Lankford Highway

9. Thefollowing procedurewill beusedfor any call needing EM Sresponsein anareaserviced by
the Chincoteague PSAP (lacking EM D program):

o Initiateatransfer call to the Chincoteague 9-1-1 Center
Provide the Chincoteague Communications Officer with any information you may have
regarding the call
Chincoteague will handlethe call based on their policiesand procedures
Remain on line and provide any needed pre-arrival instructionsto the caller
Cooperation between the invol ved communications centersand personnel is the key to the
success of this procedure

e Thispolicy shall asoapply to calsfor any PSAPunableto provideEMD
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CHAPTER 16 DISPATCHING FOREMERGENCY SERVICES

A. The Officeof Emergency Servicesfor each County isestablished in compliance with the Code
of Virginiato prepare for and carry out functions (other than those for which the military forcesare
responsible) to prevent, minimize, and repair injury and damage resulting from natural, man-made, or
war- caused disasters, together with all other activitiesnecessary or incidental to the preparation for and
carrying out of theforegoing functions. Thesefunctionsinclude, without limitation, fire-fighting services,
policeservices, medical and health services, rescue, engineering, disaster warning services,
communications, radiological, chemical, and other special weapons defenses; evacuation of persons
from stricken areas, emergency social services, emergency transportation, emergency resource
management, plant protection, temporary restoration of public utility services, and other functions
related to civilian protection.

B. The 9-1-1 Center will coordinate emergency communicationsfor the Office of Emergency
Servicesof each County asdeemed necessary by local Emergency ServicesDirectors/Coordinatorsor
their designees. When a" State of Emergency" has been declared by the Governor or whena"L ocal
Emergency" hasbeen declared by the Board of Supervisors, the 9-1-1 Center will closely monitor and
report pertinent emergencies to the appropriate OES officials upon request or in accordance with
established procedures.

C. Emergency Servicesoperationswill beconductedinaccordancewiththeVirginiaEmergency
Operations Plan and County Emergency Operations Plans, in addition to other Emergency Response
Plansdevel opedincompliancewith law and/or emergency servicesprocedures.

D. Emergency messages from the Virginia EOC directed for each County are transmitted via
teletypeto the Sheriff's Office of each county. When such messages are relayed to the 9-1-1 Center
instead of directly to the OES Coordinator, the 9-1-1 Center Communications Officer shall informthe
OES Coordinator and such other OES personnel asmay be appropriate.

E. The Virginia Oil and Hazardous Substances Emergency Response Plan directs that local
governments(through their Office of Emergency Services) beresponsiblefor minimizing the occurrence
of releasesor threats of releasesof oil or hazardous substancesand that they devel op the capability to
respond promptly in cases of discharge from facilities, vehicles, and vessels. Thisresponseisa
coordinated function of existingemergency resources(fire, EM S, police), other designated agencies,
and OES officials. The plan requiresthe direction of volunteer agenciesby the Local Coordinating
Officer (adesignated government official in charge at the scene of an oil or hazardousincident/ accident
tocoordinateand direct emergency responseactionsor removal efforts) or the Director/Coordinator of
Emergency Services. The Hazardous Materials Officer in each County will serve as the Local
Coordinating Official. The 9-1-1 Center will notify the Hazardous Materials Officer and/or the
Emergency Services Coordinator of the appropriate County of all reported spills or releases of
hazardous substances. Where immediate risks are involved, the fire company in whose district the
incident occursand the County Hazardous M aterial s Officer shall be dispatched; ambulancesand/or
police unitsas may be deemed necessary by the type of incident should also be dispatched. TheFire
Chief will serve as the on-sceneincident commander of incidentsrequiring response of fire and/or
rescue companies. |If the Fire Chief or his designated officer-in-charge failsto establish incident
command and/or appropriate safety actions, the HMO shall take action to assure that proper
management of theemergency iseffected. TheHMO will serveasaresource person to the Fire Chief
during theemergency phaseand will coordinate appropriate reporting and cleanup activitiesfollowing
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theemergency. Safety precautionsmust beconsideredrelativetoall responses.

F. Hazardous Materials Response Teams will be dispatched upon direction of the OES
Coordinator, HazardousMateria sOfficer (HMO), or the VirginiaEOC. See"Emergency Response
Plansfor HazardousMateria sIncidents' for further information.

G. TheVirginiaRadiol ogical Emergency ResponsePlandel egates|ocal direction and control of
radiological emergency responseto thelocal Director/ Coordinator of Emergency Services. Local
response will be coordinated in the same manner as Hazardous Materials responses. The 9-1-1
Center will notify theHazardousM aterial sOfficer and/or the Emergency ServicesCoordinator of the
appropriate County of all reported radiol ogical releases. Whereimmediaterisksareinvolved, thefire
company inwhosedistrict theincident occursshall be dispatched; ambulancesand/or police unitsas
may be deemed necessary by thetype of incident should also be dispatched. Safety precautions must
be considered relativeto all responses.

H. Radiologica Response Teams will be dispatched upon direction of the OES Coordinator,
HazardousM aterial sOfficer, Radiol ogical Response Coordinator, Radiological Safety Officer, or the
VirginiaEOC.

l. Other hazardsor potential hazardswhich may requireintegrated responseof numerousagencies
and/or requestsfor assistanceouts dethat normally avail ablefromlocal responseagencies, including but
not limited tofloods, hurricanes, tornadoes, masscasualty incidents, aircraft crashes, major devastating
fires, andlargecivil disturbances, should bereported to the OES Coordinator or L CO.

J. Emergency services operations will be conducted on local government and such other
frequencies asdeemed efficient for each operation.
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CHAPTER 17 NOTIFICATION OF OTHER AGENCIESBY 9-1-1 CENTER

A. 9-1-1 Center Communications Officerswill notify VirginiaState Policeof all auto accidentsnot
investigated by County or local law enforcement agencies. Notification will be provided as soon as
possible after receipt of thecall and dispatch of other emergency units.

B. 9-1-1 Center Communications Officerswill notify fireinvestigators(V SP) of firesfor which
investigations are requested by the Fire Chief or officer-in-charge or upon the request or referral by a
law enforcement agency.

C. 9-1-1 Center Communications Officers will notify amedical examiner of deaths requiring
investigation when requested by apublic safety unit.

D. 9-1-1 Center Communi cationsOfficerswill notify appropriatepublicworksagenciesand utility
compani esof damaged equipment or premisesasrequested.

E. 9-1-1 Center Communications Officerswill notify the appropriate hospitals of any reported
Mass Casualty Incident or disaster which may require added hospital support as soon as practical
following therecei pt of thea armand dispatching emergency units.

F. Mutual aid assistancewill berequested onapriority basisupon request of command officers or
inaccordance with written agreements.

G. Other requested notificationswill bemadewhen deemed aproper public safety or public safety

communicationsfunctioninapriority assigned by supervisory personnel, command officers, and/or the
9-1-1 Center Communications Officer.
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CHAPTER 18 9-1-1CENTER SECURITY AND SECURITY PROCEDURES

A. The 9-1-1 Center will serve asthe hub of emergency communicationsfor the Eastern Shore.
The Center will receiveinformation for various public saf ety agencies. It will maintain confidential and
proprietary data. Such dataand information shall bemaintainedinasafeand securemanner.

B. The doors of the 9-1-1 Center shall remain closed and locked at all times except when access
to or fromisbeing provided. Communicationsoperators (dispatchers) and 9-1- 1 staff will be the only
personnel permitted inthe communications center unlessthereisabonafide reason requiring access.
Visitorsmay be permitted provided permission hasbeen obtained from the Dispatch Supervisor, 9-1-1
Director or Consultant, or Commission Chairman.

C. Only duly authorized Communications Officers and 9-1-1 Commission employees shall be

permitted to dispatch and/or answer incoming callsinthe9-1-1 Center, unless otherwise authorized by
the 9-1-1 Director or Consultant.
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CHAPTER 19 ALARM SYSTEMS

A. Dedicated linefireaarm systems serving governmental, non-profit, and/or specifically approved
buildings and institutions which either has high occupancy or other special hazards and dedicated
security systemsin support of the National defense may be authorized by the 9-1-1 Commission to
terminate in the 9-1-1 Center in accordance with established standards. Theseaarmswill bemonitored
and appropriate notificationsmadeto designated fire companiesand theowner or agent. Eachalarm
installation must be maintained without cost to the Commission by aqualified alarm company. The
Commission assumesno responsibility for equipment malfunction.

B. Intrusion, robbery, burglary, panic, and residential or commercial fire alarms (excluding

exceptions noted above and thoselocal alarms providing security and safety infacilitiesfor whicha
Sheriff isassigned responsibility) will not be monitored inthe 9-1-1 Center.
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CHAPTER 20 DISPATCH FLOOR OPERATIONS

All employees shall conduct themselves in a professional manner at al times. Employees shall be
courteousand orderly intheir dealingswiththe publicand membersof user agencies. They shall perform
their dutiesquietly, avoiding harsh, violent, or profanelanguageand alwaysremainin control of their
behavior regardless of provocation; however, employees are not expected to take abuse from the
public or members of user agencies. If abuse occurs, a Supervisor should be notified immediately.

A. Dispatch of Incidents—Only Information provided is Post Office Box

Uponthe Communi cationsOfficer receivingacall for servicewith only apost officebox providedfor
the addressthey shall attempt to obtain aphysical (9-1-1) addressfromthecaller. If aphysical (9-1-1)
address (or other location information) isnot provided the Communications Officer shall attempt to
obtain other information, such asnameand tel ephone number, to determineinformationto dispatch the
appropriate response. If the caller is unable to provide the necessary information and adispatch in
unableto occur, the Communications Officer will advisethecaller that additional informationisneeded
to dispatch the proper response. Anattempt to contact thelocal postmaster for additional information
will occur if needed.

B. Reguestsfor Out-of - State Response/Request to Deviate from Standard Dispatch Policy
Communications Officers will dispatch incidents and resources based on adopted polices and
procedures. Requestsfrom acaller for aspecific station to respond will not be honored. Callersfrom
outsideof Accomack and Northampton Countiesrequesting dispatchwill bedirectedto contact their 9-
1-1 Center for service.

C. Posting/Transferring of Apparatus

Field personnel shall notify the 9-1-1 Center when apparatus/units are (or need to be) being posted or
transferred to promote better coverage and responseto incidents. The Communications Officer may
inquire to the affected stations or theincident commander for authorization to post or transfer units;
however theultimateresponsibility restswithfield personnel.

D. Request for Fire Investigator

Upon the Communications Officer receiving arequest for afireinvestigator the Virginia State Police
shall benotified. Therequestor shall benatified of theresponseof the State Policeand ETA’s.

E. Notification of VirginiaDepartment of Forestry Personnel

The ESVA 9-1-1 Center will maintain contact information for Virginia Department of Forestry
personnel. If needed or upon request the Communi cations Officer shall contact Forestry personal using
their contact information or assigned tone pagers(if applicable).

F. Notification of Hazardous-Material Response Team — Eastern Shore

The ESVA 9-1-1 Center will maintaincontact informationfor theHazardousMaterial Response Team
on-call personnel. If needed or upon request the Communi cations Officer shall contact the Hazardous
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Material Response Team for response or direction.
G. CallsFrom/About Aircrafts
THEVIRGINIA STATEPOLICEWILL BENOTIFIED OFALL AIRPLANECRASHES.

It shall be the policy of the 9-1-1 Center to handletel ephonecallsfromaircraftsor about aircraftsusing
thefollowing guidelines:

Procedures:

The NORAD 9-1-1 Emergency Response System consists of relaying possible airborne terrorism
information from a9-1-1 caller tothelocal PSAPto NORAD Air Defense Sectorsin atimely fashion.
Itisparamount that all PSAP callsto NORAD belimited to serious potential airborneterrorism matters
only. Thisprocesswill befollowedinreporting any crucial aircraft events, such asEmergency Calls
from AirborneAircraft, SuspiciousAirborneObject or Aircraft, Crop Dusting Aircraft, Aircraft Theftin
Process or just occurred.

Emergency Call froman Airborne Aircraft

Whenever acell phonecall isreceived fromapassenger or crewmember aboard anairborneaircraft the
CommunicationsOfficer will obtaintheinformation by utilizingtheappropriatecall classification.

1. If awirelesstelephone, what isthetelephone number?

2. What is the wireless telephone carrier, (i.e. Cingular, Nextel, Verizon, Sprint,
Ntelos, etc.)?

TheNameof theAirlinethepersonisflyingon, (i.e. American, Northwest, Delta,
etc.)

The Flight # of the airplane.

What |ocation theflight last departed from.

What isthe next destination of theflight?

Dothey know wherethe planeiscurrently located now, (i.e. somewhereover the
mountainsof Virginiaapproaching Norfolk)?

8. What isthecaller' sname?

9. What seat arethey in, (i.e. 17-C, 29-F, etc.).

10. Arethey calling from awireless/cellular telephone or an on-board telephone?

11. What is the on-board emergency?

w

No ok

Contact shall bemadewith Norfolk International Airport Control Tower andtheappropriateNORAD
Air Defense Sector to begin reporting the event, whilethe call-taker keeps the caller on theline.

Call Taker should attempt to obtainadditional informationfromthecaller by askingthefollowing:

1. Doyou know theintentionsof theindividual(s)?

2. Ifthecaller relatestheintent isto useaircraft asabomb or missile, ask: “Do you
know the possible target?’

3. Maintain contact with the caller aslong aspossible.

4. Initiatelocal proceduresinvolvingterrorismnotification
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5. Ask caller for further details regarding the incident, (i.e. “Tell me exactly what
happened.”)

6. Advisecallerthat appropriate agencies arebeing notified, stay calm, and stay on
the phone aslong aspossible.

7. Ask Sector Staff if they would like the caller conferenced in. If staff responseis
YES —tell the caller that you are going to conference them in with the military.
Advisecaller if disconnected they will be called back.

8. If Sector response is NO — continue obtaining information from the caller:

9. “How many individualsareinvolved?’

10. “Do they have weapons or bombs?’

11. “Arethey in control of the cockpit?’

12. “ Arethey holding any individual hostages?’

13. “Hasthere been any violence?’

14. “Canyou tell what languagethey are speaking?’

SuspiciousAirborne Object or Aircraft

Whenever acall isreceived about asuspiciousairborneobject or aircraft, the Communications Officers
shall first screenthecall to ensureasbest aspossiblethatitisnot a“false” report. Obtainthefollowing
information from the caller:

1. Name
2.
3. Locationof object or aircraft. (Note: ageneral locationisOK, i.e. over north Exmore).

Phone number

If caller reports an exact address and verification of the address to a latitude and
longitudeispossible, then relay to Sector Staff.
Planetype and FAA ID number on aircraft with description of plane, (i.e. twin engine,
single engine)
Ask direction and heading
How highisit abovetheground? (For caller reference, advisethecaller that thetal l est
commercial ground radio towersaretypically 1000 feet)
How fast is object or aircraft moving?

Call Taker should attempt to obtain the following additional information by asking the following

questions:

1.
2.
3.

How many aircraft/objectswerethere?
What did the aircraft/objectslook like?
If an aircraft, ask the following:
a. Wasit aplaneor ahelicopter?
b. Highwing or low wing? (High wing: wing above fuselage, Low wing: wing
below fuselage)
What color wasit?
Did it havejet or propeller engines?
How many enginesdid it have?
How big wasit?

~ooo

Eastern Shore of Virginia 9-1-1Commission — Communications Manual Page 59



g.

Didit have any distinguishing marks? (Name on fuselage, tail number, stripes,
etc.)

4. What timedid you observeit?
5. What wastheaircraft/object doing that was suspicious?

Note: If, after obtaining the above information and there is a high reasonability of suspicion, then
NORAD Air Defense Sector should be contacted and conferenceinto the call.

Aircraft Theft in Progress or Just Occurred

TheCommunicationsOfficer should attempt to obtainthefollowinginformation:

g wdNpE

a

b
C.
d.
e
f.

0.

Caller name

Phone number

Wherewas aircraft taken from?
When was it taken?

Aircraft information:

Wasit aplane or helicopter?

. What color?

Didit havejet or propeller engines?

How many enginesdid it have?

How big wasit?

Didit haveany distinguishing marks? (Nameonfusel age, tail number, stripes,
etc)

Have you notified any other agencies? (FAA, Airport Tower, Coast Guard,
FBI, etc)

Contact thecorrect NORAD Air Defense Sector and providetheminformation

regarding the theft.

Crop Dusting Aircraft or Other SuspiciousAirborne Object

Whenever acall isreceived for these types of activities, the Communications Officer should follow these

additional procedures:

1. CropDusting Aircraft

If Agricultural Sprayingisbeing conducted contact theNorfolk Control Tower and
inquire if they are aware of the aircraft. If not, ascertain if they will contact
NORAD.

2. Other Suspicious Airborne Objects

a. ContacttheNorfolk Control Tower to determineif they areawareof and have

identified the object.
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b. If objectisnotidentified and reason of suspicionishigh, notify theNORAD Air
Defense Section immediately.

NOTE: Virginiaislocated withintheNortheastern Air Defense Sector (NEADS)

Contact informationis. NUMBER MAINTAINED IN CAD (if another sector refer to NORAD
CONUSRegion Sector Map phonelisting). Itisabsolutely essential that thetelephone numbers NOT
be given out to the general public. If the incident requires aresponse by Fire, EMS and Law
Enforcement then dispatch the appropriate unitsusing the appropriate CAD incident typeand fol low
proper notification procedures. 1f no responseisnecessary anincident shall also becreated inthe CAD
immediately using the appropriate CAD type.

H. Suspi cious Substance/Packagel ncidents

Upon the Communications Officer receiving areport of asuspicious package or substanceit shall be
handled as a hazardous-material call and dispatched appropriately. Theappropriatelaw enforcement
agency shall benotified for responseand direction aswell.

l. BorderlineCalls/ChangelnLocation

Upon the Communi cations Officer receiving afireor EM Srelated incident and the call happensto fall
ontheborderlinebetweentwo or morestations, the Communi cations Officer shall dispatch all stations
involved at the border.

In the case of astation being dispatched dueto poor directionsor asignificant changeinlocation, from
thecaller, thentheproper station should bedispatched. Shouldthestationthat wasinitially dispatched
becloser, thenthey shall continuetheir response, in additionto notifying thecorrect station.

J Specia Response — Location(s)/Incidents

Thebelow location(s) havethefollowing specialized responses:

1. Accomack Manor Apartments — 26463 Metompkin Rd, Parksley

Commercial StructureFire—Six Stationsand Two Aerial Apparatus— Stations 7, 6, 8, 9, 18, 4
and Truck 2 and Worcester 100 (Tower 1)

2. Church Fire—All churchesthorough-out the ESVA 9-1-1 Dispatch Area

Commercial Structure Fire—In additiontotheaert of 5 Stationsthefollowing will be notified:
county sheriff’ soffice, VirginiaState Police, FBI, ATF, and 9-1-1 Supervisor on-call.

3. Bomb Threats — Any Bomb Threat throughout the ESVA 9-1-1 Dispatch Area
Dispatch will include 1 station (onefire and one EM S unless both out of same station). The
paging of an officer to provideinformation (not given over radio) will occur and theincident will

bealertedinthemanner requested by theofficer. Theappropriatelocal law enforcement agency
and Virginia State Police will be notified.
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K. Request for Law Enforcement Response

Upon the Communi cations Officer receiving a request for a law enforcement response from field
personnel they shall notify theappropriatel aw enforcement agency and providetherequestor withany
necessary information or ETA.

L. Specialized Apparatus

(11-2-09) Thefollowing apparatus are considered specialized apparatus and will be dispatched upon
request:

Marine 2, Truck 2, Rehab 7, Air 7, Engine 9-6 (aerial device), Tower 14, Truck 15, Rehab 16
M. Poison Control

Uponrequest the Communi cations Officer shall providethe public with the tel ephone number to Poison
Control. If requested the Communi cations Officer shall contact Poison Control for field providers.

N. Emergency Response Guidebook

The ESVA 9-1-1 Center will maintain a current copy of the Emergency Response Guidebook and
provideinformationto field personnel upon request.

0. Red Cross Notification

The 9-1-1 Center shall, upon request by unitson scene, notify the American Red Cross.

P. 9-1-1 ANI/ALI Data/Verizon Database

1 It shall be the policy to use the 9-1-1 ANI/ALI datafor handling 9-1-1 emergenciesonly.
Performingan®ALI request” isprohibited, unlessitisdeemedthatitisanimpendinglifeor safety risk to
acitizen or field personnel.

Thereareadditional resourcesfor obtaininginformation on wirelessand landline numberslocated on the
Vesta. Below isalist of theresourcesand what i nformation can be obtained:

e Verizon Quick Look* PSAP 2038 - Thisresourceisused toretrieve additional information on
Verizon land line phone numbers in an emergency situation.

e VerizonWirelessEmergency - Thisresource is used to retrieve additional information on
Verizonwirelessphone numbersin an emergency situation.

e Sprint/Nextel Wireless - Thisresourceisusedtoretrieve additional information on Nextel or
Sprint wireless phone numbersinan emergency situation.

e Cingular WirelessEmergency - Thisresourceisused to retrieve additional information on
Cingular wirelessphonenumbersinan emergency situation.
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The telephone numbers to contact the above resources are located on the phone system and CAD
Phone Directory.

For al of theaboveresources, except for Quick L ook, they will fax you paperwork tofill out and fax
back informationrelatedtotherequest. Generally theaboveorgani zationswill walk you through on how
the processis done.

THIS IS TO BE USED FOR EMERGENCY PURPOSES ONLY
Q. Equipment/Information Problems

In an effort to correct equipment and information issuesthat occur in the 9-1-1 Center the following
forms shall be used to document any problems.

9-1-1 CAD/Radio/Mapping/System Problem Report Form — Should be used to document any
issues/problemswith any equipment in the 9-1-1 Center or any information/datathat isincorrect and
needs to be corrected. This includes, but is not limited to: CAD problems, mapping
problems/inaccuracies, phonesystem problems, or radio system problems.

ANI/ALI Correction Form - Should be used to document any ANI/ALI information that isinaccurate.
Please compl ete the form with as much information as possi ble and forwarded to a Supervisor or the
Director. A copy of theANI/ALI information received should beattached to theform.

Equipment/information problems/issues should continue to be documented in the pass-down log;
however by filling out theformsit will provideamechanismto attempt to promptly correct any issues.

R. Law Enforcement Channel —Monitor

L ocal law enforcement agencies channelsand SIRS are monitored inthe ESVA 9-1-1 Center, when
possible. These channels should be used to assi st law enforcement agencieswhen requested or during
emergency situations.

S. Supervisors — Console/Third Position

TheThird Position (SupervisorsConsole) will beused by Supervisors. Theonly exceptionwill bewhen
needed for use by Communications Officersfor call-taking and dispatching (high volume of incidents,
three officers on duty, etc.)

T. I nspection of Equipment

Communi cations Officersareexpectedto performregul ar inspectionsof equi pment maintainedinthe9-
1-1 Center to assurefunctionality. Theinspectionswill bepreformedat differentintervalsand by various
CommunicationsOfficersasdirected by SupervisorsandtheDirector. Problemswiththefunctionality
of equipment should bereported asdirected in the specificinspection.

U. Staffing on Dispatch Floor
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Proper staffing on the dispatch floor to provide the proper level of serviceto the publicisrequired.
Minimum staffingisat least two Communications Officersonduty at all times.

Two Communi cations Officers should be on the dispatch floor in astate of readinessto answer/dispatch
calsasoftenaspossible. Itisunderstood therewill betime CommunicationsOfficerswill needtoleave
thedispatch floor (meals, restroom, smokebreaks, etc.), however it must be done with the least amount
of impact ontheoperationsof thedispatch floor and theremust al waysbe one Communications Officer
on thefloor.

Thefollowing arerequired whenworking the dispatch floor:

- If you will be away from your position you must inform your partner.

- Timesoff thefloor (outside, smoke breaks, meal preparation, etc.) should belimited
asmuch aspossi ble and Communications Officersmust returnto their position
immediately if needed.

- When there are more than two Communi cations Officers working (example —
Supervisorson administration shifts) you should coordinatebreaksassuringthereare
alwaysat least two Communications Officersonthefloor. If abreak isneeded you
should ask the Supervisor to relieve you during your break.

- Theworkload must be shared between both Communi cations Officersworking. Each person
should do their best to sharetheworkload in an appropriate way.

V. Medialnquiries

It shall be the policy of the 9-1-1 Commission to inform the news media, if they inquire, of any major
newsworthy incidentsthat may beoccurring at thetime. However, only thefollowinginformation may
bereleased: location, time, natureof incident, departmentsdi spatched (handlingtheincident), and name
of Officer in Charge or Information Officer.

W. Shift Relief/Information to Relay

The Shift Information/Pass-Down Formwill beused when shift relief occurs. Thisinformationtransfer
mechanismisdesigned to providethe necessary transfer of information fromthe previous shift to the
incoming shift. The Shift-Information/Pass-Down Formisalist of the minimum information that needsto
berelayed; other information that ispertinent from ashift should berelayed.

X. Sign-1n CAD/Phone Equipment

CommunicationsOfficersshall signinto the CAD and Phone System at the beginning of each shift and
sign out of the CAD and Phone System when ending their shift.

Y. Standard Abbreviations

All Communications Officersareexpected to befamiliar and use (asneeded) thefollowing
abbreviationsfor operationson thedispatch floor.

SOB —  Shortness of Breath
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HX — History

SZ - Seizure

MI — Myocardial Infarction
C/O—-  Complaint Of

POV —  Persond Vehicle

CVA — Stroke

N/V —  Nauseaand Vomiting
LOC - Lossof Consciousness
PT — Patient

Z. Severe Weather Notification —Accomack County Emergency Management

(3-24-09) When Communi cations Officers(dispatchers) receiveinformationindi cating severeweather has
significantly impacted the Eastern Shore (including heavy incident call volume, injuries, fatalities, or
significant damage or power outages from severe weather), Accomack County Emergency
Managementwill benotified, and EOC activationlevel scan bedetermined. Emergency Management
notification will beinthefollowing order: DPS 3 at 757-710-4001; if no response, notify Public Safety
Director at 757-710-4000; if no response, notify Deputy EM Coordinator at 757-710-2101. In
addition, the on-call Supervisor for the ESVA 9-1-1 Center should be notified.

AA. Accomack County Public Safety — Supervisor (DPS3)
(1-510) The Accomack County Public Safety Shift Supervisor (DPS3) will mark on-duty at the start of
their shift (generally 0800). Thisinformationwill bemaintained onthedispatchfloor. If thereisnoDPS

3 reporting to duty for the next shift, the 9-1-1 Center will be notified no supervisor will beon duty (until
aspecific date and time).
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CHAPTER 21 COMPUTER AIDED DISPATCH (CAD)
A. (11-2-09) Control Burns

Upon the Communications Officer receiving areport of an authorized control burn they shall document
the information in the CAD (advisories). The Communications Officer shall obtain the following
information from callers: location of the open-burning, expected starting and ending time, name of
responsible person conducting operation, and acontact tel ephonenumber. Thisinformationwill remain
inthe CAD until thecontrol burniscompl eted. Inadditiontodocumentingtheinformationinthe CAD,
the control burn should be announced on the appropriate tower to the affected district as a generd
announcement. Thisannouncement shouldincludethefollowing: district thecontrol burnislocatedin
and general location of the control burn. Daily (during dayshift) the 9-1-1 Center will verify al
previoudly listed control burns by contacting the contact information provided for the location of the
control burn. If the Communications Officer isunable to make contact with aresponsible party (to
verify if the control burniscompleted or not) after three attempts (days) the following shall occur:

Accomack County L ocation —Notify the Shift Supervisor (DPS 3) and havethem visit thelocation and
report back to the 9-1-1 Center the disposition (notethisaction and any other pertinentinformationin
the CAD).

Northampton County L ocation — Notify the Sheriff’s Office to have a deputy visit the location and
report back to the 9-1-1 Center the disposition (notethisaction and any other pertinentinformationin
the CAD).

When asked by citizensfor information related to open-burning regulationstheappropriateappendix in
this Communications Manual should be used as areference. If additional information is needed or
requested by thecaller (related to burn regulations) the Communi cations Officer shouldrefer themto
one of the following sources (if necessary obtain their contact information to relay): A. Accomack
County — On-Duty DPS Supervisor (DPS 3) using the following process - 1. Business Hours (Mon-
Fri) —Refer to Department of Public Safety, 2. After Hours/Weekends — Refer to Department of Public
Safety through Shift Supervisor onduty, or if not aShift Supervisor on duty, to the Director of Public
Safety, 3. If unableto contact arepresentativefrom ACDPS, theappropriatefireofficer for thedistrict
will be contacted for direction --- B. Northampton County —affected station’ sofficer, the Northampton
Sheriff’s Office, or local town police. The Department of Forestry may also be utilized to provide
additional direction or information.

B. Classification of Incidents

Upon the Communi cations Officer being notified (by the appropriatefire or EM S personnel) that an
incident needsto bereclassified fromitsinitial classificationit will bedone. Thischangewill a'sobe
noted and explained in the narrative/notes section of the CAD for theincident.

C. (11-2-09) Tracking of Response Times - Fire and EM S Apparatus
EMSINCIDENTS-EMSAPPARATUS

The Communications Officer shall track all necessary timesfor all EM Svehiclesrelated to anincident
response. Thesetimesinclude, but arenot limited to thefollowing: dispatch, responding, on-scene, to
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the hospital, at the hospital, clear the hospital, and in quarters. Upon aunit marking in station, it shall be
cleared fromthe CAD with the appropriate disposition code.

FIRE INCIENTS—FIRE APPARATUS

The Communications Officer shall track all necessary times for each station related to an incident
response. Thesetimesinclude, but arenot limited tothefollowing: dispatch, first apparatusresponding,
first apparatus on-scene, last unitto clear scene, last unitin quarters. Although thetracking of timesfor
all apparatusfrom each stationisnot required the Communi cations Officer shall know thestatusof all
apparatus and relay thisinformation to field personnel upon request. Upon aunit marking in station, it
shall be cleared fromthe CAD with the appropriate disposition code.

If there is a discrepancy in any time reported by the ESVA 9-1-1 Center to field personnel/stations
(field responder feelstime(s) are inaccurate) it shall be handled asfollows: 1. the Communications
Officerwill direct thefield personnel to contact their Supervisor or other appropriate Station officer, 2.
Thestation/agency supervisor/officer shall contacttheESV A 9-1-1 Center and discuss the matter with
aSupervisor for resolution (if aSupervisor isnot on duty amessage shall be obtained and forwarded,
however if the matter is urgent the on-call Supervisor shall beimmediately contacted), 3. If needed,
appropriate correctionsto response times shall be made by a Supervisor.

THEABOVEPROCEDURE SHALL NOT APPLY WHEN THERE ISNO DISCEPANCY WITH
THE TIME(S) AND A CAD CORRECTION FORM IS USED (the Communications Officer and
field personnel agree atime in the CAD in inaccurate and it will be changed utilizing the CAD
Correction Form).

Itisfield personnel/unitsresponsibility toverify thecommunicationscycleiscomplete. Whenengagingin
radio traffic (such as marking responding on on-scene) the cycle is complete with an acknowledgement
from the ESVA 9-1-1 Center. Without this acknowledgement the message should be repeated until
acknowledged. Itisunderstood theremay beradioinfrastructureissueswithfield equipment andradio
system equipment and well as times when (due to call load in the 9-1-1 Center) an immediate
acknowledgement from the 9-1-1 Center may not occur. Thisis why it is imperative for field
personnel/unitsto have acknowledgement from the 9-1- 1 Center after radio transmissions. A field unit
requesting to alter atime, without legitimate reason, should not occur.

D. Tracking of Response Times — Staging of Apparatus

Uponthe Communi cations Officer being advised of an apparatusstaging (waiting for law enforcement
to declare the scene safe) the time will be recorded as the on-scenetime. Thetimethe apparatus
actually arriveson scenewill benotedinthenotessection (CAD) or commentssection (incident card)
of theincident.

(11-2-09) The EM S nature code (EOSTG) should be used when ambulances are staging/posting. Any
unit responding to anincident and then cancel ed and requested to stageinan areashoul d stil| becleared
from the original incident. An incident should then be created in the CAD (using the best possible
location/address when the posting is occurring) using the EOST G nature code. It should becleared as
other incidentswhenthestaging/postediscompleteand unitsareintheir station. Thiscreatesaseparate
incident when ambulancesarerequested to stage/post in an areafor coverageor other issues.
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E. Multiple Incidents— Same Location

Thedetermination of whether multi pleincident numbersshoul d begenerated from multipl e patientsat
the samelocation restswith the type of incident (nature/event). If the multiple patientsare generated
from the same event, the same incident number shall be used. The best examples for this case are
MV A’ sor afirewithmultipleburn/smokeinhalationvictims. If themultiplepatientsaregenerated from
different eventsat the samelocation, different incident numbers shall be used. The best examplefor this
caseisan incident from anursing home for two patients (perhaps one with an injury from afall and
another with breathing difficulty —unrelated but at the same location).

Ultimately the Communications Officer will haveto make ajudgment call asto whether theincidentsare
two unrelated EM Sevents (at the samel ocation) or rel ated to the sameincident.

F. Assignment of Incident Numbers — Non-Dispatched Events/Incidents

Upon the Communications Officer receiving arequest to generate an incident for anon dispatched
event/incident (stand-by, walk-in, etc.) therequest shall be honored and an incident generated.

G. Disposition Codes

Upon the Communications Officer clearing aunit/station from an incident the appropriate clear code
shall be used indicating the correct disposition of theunit/station related to theincident (handled call,
back-up assist, transport, patient refusal, etc.)

The primary unit needsto be aunit from thefirst due station, however if aunit from thefirst due station
doesnot respond or responds after the next dueisdispatched, then the unit that respondsand handles
theincident isthe primary unit.

H. (12-1-08) Out-of-Service/In-Service Apparatus

Upon the Communications Officer being notified of apparatus out-of-service or in-servicethis shall be
notedinthe CA D and announced asageneral announcement onthedispatch channel.

l. (2-10-09) Alpha-Paging (Text)— CAD availablewith station approval
When incidentisdispatchedinthe CAD, atext messageistransmitted (using acellular/pager provider)
with incident information. This information should not be used as the primary source for incident

information. Thisfeatureisdependent oncellular providersand information can change frominitial entry
(shouldrely on radio communicationsas primary sourceof information).
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APPENDIX A
(2-10-09) ALARM DISPATCH DIRECTORY

FIRE INCIDENTS

Bomb Threat — 1 Station (ambulance also dispatched)

Brush Fire— 1 Station

Carbon Monoxide Incident — 1 Station

Electrical Equipment Fire— 1 Station

Explosion (no fire) — 1 Station

Field Fire— 1 Station

Hazardous Condition — 1 Station

HazardousMaterial Incident — 1 Station

Fire Investigation — 1 Station

Marine Boat Salvage — 1 station

Motor Vehicle Accident — 1 Station (ambulance al so dispatched)
Public Service— 1 station

Fire Recall — 1 station

Fire Standby — 1 station

Smoke Call — 1 station

Spill/Leak — 1 station

Trash Fire— 1 station

TreeFire—1 Station

VehicleFire—1 Station

Woods Fire—1 Station

Boat Fire —2 Stations (HazardousMaterial team and US Coast Guard notified)
Marina Fire —2 Stations (Hazardous M aterial team notified)
AirplaneIncident — 3 Stations (Hazardous Material team and V SP notified)
FireAlarm(residential, commercial, institutional) — 2 stations
Residential Fire—4 Stations (exception —chimney fireis 2 Stations)
Commercial Fire—5 Stations

Ingtitutional Fire — 6 Stations

Train Incidents — 3 Stations (Hazardous M aterial team notified)

* Any smoke, odor of smoke/burning, €l ectrical fire/problem, article/product fire (appliances, furniture,
vehicle, etc), fuel/gas leak/spill, or hazardous material incident occurring inside (including below
(basement) and above (roof)) astructurewill causeafull dispatch (alert) for the structure.

NOTESAND EXCEPTIONS:

(1) Inal cases, the company in the district where the incident occurs will be alerted as the primary
response agency. Unless otherwise specified, the next closest companies will be aerted to fill the
multipleassignments.

(2) Where alarms are specified as one company responsesin the area shared by Stations 14 & 15,

both companieswill bealerted asif they were one company. The samewill apply inthe area shared by
Stations 17 and 16.
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(3) InDistrict 21 (Tangier), multipleassignments(fire) arenot applicable.
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APPENDIX O

Eastern Shoreof Virginia9-1-1 Commission
M obileand Portable Radios
I nterim Procur ement and Compatibility Guidelines(Effective 2-10-09)

e Mobile and Portable Radios Operating under the ESVA911 Fire-EMS Frequency Plan are
VHF modelswith frequency range coverage 146-174 MHz, with apeak requirement between
150 MHz and 160 MHz. Current radio operationsare anal og voice without data transmissions.

Digital and trunking technology isnot yet deployed.

— Mobileand Portabl e RadiosNeedto Be Narrowband Capable, MDC1200 Compliant,
and capabl e of tone or digital coded squelching

— New radioswill be manufactured per FCC regulations and will meet the narrowband
requirement.

— MDC1200 isthe signaling standard adopted by ESVA911 which allows for the
encoding and decoding of afour-character assigned codein each radio, thus permitting
the identification of acalling unit (radio user) by code or alias. It aso permits the
transmissionand processing of theemergency “mandown” featureon compatibleradios.

— Continuous tone coded squelch system (CTCSS), aso known as Private Line (PL),
Channel Guard (CG), and other manufacturer nomenclaturesisused to minimize audible
interferenceby filtering out other system userson the samefrequency through useof a
sub-audibletone. Digital tonecoded squel ch, morecommonly referredto as” Digital
PL” or DPL, isadigital methodology which will be deployed withinthe ESVA911
system to meet expanding filtering needs.

— Mostradiosoffering morethan 16 channel sblock the use of those channel sin banksor
zones of 16 channels each. Having additional zone capacity allows for more
interoperability optionsand/or transitional program zones. However, the complexity of
programmingisincreased asisuser training/understanding.

e Mobiles45W, 16 Frequency Minimum
— TheGM300' sin servicethroughout much of thefleet will be phased out not | ater than
2013... these radios are not configured for narrowband. Purchase now only for
immediate needs as a new standardized mobile will beidentified in the next several
years.
— Recommended M obileRadios(Professional Public Safety Tier):
e MotorolaCDM 1250 (64 channel, or 4 zones of 16 channels each)
e MotorolaMOTOTRBO XPR™ 4300/4350* Numeric Display MobileRadio
(32 channel) —system betatest (must coordinatewith ESVA911)
e MotorolaMOTOTRBO XPR™ 4500/4550 Display Mobile Radios (160
channel) — system betatest (must coordinate with ESVA911)
* Kenwood TK790 (160 channel) — must add MDC1200 board
e Kenwood TK7180H (512 channel) — must add MDC1200 board
— Other MobileRadios(Low Tier, Light Duty, and Personal Use):
e MotorolaPM400 (32 channel)
e MotorolaCM300 (32 channel)
— Mobile Antennas
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e 3dB Gain Antenna(typical base coil and whip) if allowed by height

e Unity Gain Antenna (short whip)

e Low ProfileAntennasonly if height constrained

e If unsure, ask for comparative specs and pros/cons

* Remember that the antennaisacritical part of the mobileradio system which
needsto beroutinely checked to assure proper functioning

» Portables5W, 16 Frequency Minimum

— TheMotorolaHT1000 has served asthe backbone portablein the system since 1994.
Itisnarrowband capabl e and continuesto meet the required specifications.

— Inaddition to theMDC1200 signaling requirement, users may need to determineif a
portable radio can decode Quik-Call |1 tonesif theradio will be used to receive station
pages (aerts) in conjunction with calls.

— Emergency “Man Down” Button recommended for firefighting use

— Recommended Portable Radios (Professional Public Safety Tier):

e Motorola HT 1250 (128 channels— 8 zones; 14-character alphanumeric
display; emer gency button)

e MotorolaHT750 (16 channel; emergency button)

e MotorolaHT1000 (16 channel; emergency button)

e Motorola EX500 (16 channel; emergency button; not recommended for
firefighting use)

e MotorolaMOTOTRBO XPR™ 6300/6350* Non-Display Portable Radios
(32 channel) —system betatest (must coordinatewith ESVA911)

e MotorolaMOTOTRBO XPR™ 6500/6550 Display Portable Radios (160
channel) —system betatest (must coordinatewith ESVA911)

» Kenwood TK2180 (512 channel; must add MDC1200 Options Board @
approx. $200)

— Other PortableRadios(Low Tier, Light Duty, and Personal Use) — not recommended
for firefighting use:

e Motorola PR400 (available 16, 32, 64 channel models, 8 character
aphanumeric display)

e MotorolaCP200 (16 channel)

— BeSureBatteriesAreln Good Condition

e Motorola 3-Digit Date Code —“YWW?” where Y equalsyear and WW equals
weekK... i.e., 425 equals 25th week of 2004... batteries 3-5 years old are
candidatesfor replacement if not functioningwell

e Other batteries (non-Motorola) typically have adate code available

e Programming of Radios

— ESVA911 maintains programming capabilitiesfor most Motorolaradios

— ESVA911 programming vendors provide programming for most Motorola and
Kenwood radios

— Whileprogrammingistheresponsibility of theradioowner, ESVA911 will assist when
possible

— For new radio orders, ask ESVA911 if a“codeplug” exists that can be modified and
copied to your new radio. Thiswill provide standardization of radios at least for the
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basic operations. Additionally, assurethat an MDC codeisassignableto your radio
and matched to aconsolealias (unit name). The codeplug can be sent to your dealer
for programming your radio.

OTHER

1. These standards are designed to provide guidance and recommendations for immediate
purchasesof radiosthat may be necessary by the several stations. It should be understood that
in the future (as additional radio infrastructure options are explored), there guidelines and
recommendations may change.

2. Any requests or proposals to add, delete, or otherwise change any of the above radio
recommendationsand guidelinesshoul d be brought to the attention of the 9-1-1 Commission,
through the 9-1-1 Director.
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