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JOE SCHELSTREET, EXECUTIVE DIRECTOR
It should go without saying that the greatest challenges we faced in 2020 were
unanticipated. Similar to the rest of the country, the impacts of COVID-19 here
were rapid and dramatic. Internally, we adjusted to the need to take precautions
to protect the health of everyone here and that of those who provided services
to us. Visiting by people outside of our organization was limited to only those
who had to perform critical services including repair or maintenance of
technology or the facilities. Like most organizations, we signed everyone in, took
temperatures before entering, wore masks while we here, washed our hands
incessantly, used hand sanitizer by the gallon and cleaned everything in the
building over and over again. Temporarily, we also had a firm that provided
special sanitization of the facility. Fortunately, while we had a few close calls
with exposures we did not have any cases of COVID reach those who were
actively working. Indeed, we met each test in turn and still managed to continue
operations, implement new technology, hire staff, and begin a major capital
improvement project.
The change over from our UHF and VHF radio platforms to the StarCom21 radio
network was completed and, while we had bumps along the way, we have moved
both our Police and Fire agencies to the system. We are continuing to complete
projects to maximize the benefits of StarCom21. The interoperability
demonstrated during the riots of the summer and the encryption of a certain
number of Police talk groups serve as two noted enhancements in the ability to
work effectively. We are currently waiting for both KaneComm and QuadCom to
adopt the StarCom21 network. We believe that this will occur in the first half of
2021 and will lead to further interoperability enhancements.
The upgrade of the Intrado VIPER 9-1-1 Call Handling System was completed with
the installation of the new hardware, staff training and a good deal of internal
programming work. This project was completed in partnership with KaneComm
and funded by State of Illinois grant monies. It was done as part of our
preparations for the implementation of Next Generation 911 (NG911) as initiated
by the State of Illinois. This equipment should last us for approximately 5 years.
This past year, the Board of Directors voted to assume a loan for $725,000 in
order to remedy the water infiltration issue that has been plaguing the
basement training room, generator room, and other locations for some time.
FGM Architects was selected for the project design and Reef Contractors won the
bid for the work. The summer was busy with a great deal of construction
activity. We are currently looking forward to wrapping up the project with the
completion of the generator connection and landscaping work in the spring of
2021.
A significant change was made to our entry level training program and it has
been very successful. We are altering the way that we deliver the initial phased
instruction and our ability to move people through the program has been
enhanced. I believe that we are on our way to achieving a much higher retention
percentage of people in the program and normalizing staffing levels. We have
also now filled all of our administrative positions. With the addition of Andrew
Kunstler as our Training Coordinator and LaToya Marz as the Deputy Director, we
are now progressing rapidly towards achieving our goal of continuous
improvement and professional excellence. There is a great deal to look forward
to in 2021!
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LATOYA MARZ, DEPUTY DIRECTOR
Our team of Telecommunicators and Supervisors work as the 24/7/365 frontline
response for receiving both emergent and non-emergent requests for Police, Fire
and Emergency Medical Services within the districts of the thirteen agencies we
serve.
In 2020, Tri-Com staff were tasked with bolstering staffing levels, as well as
embracing technology upgrades and infrastructure improvements both inside and
outside the Center.
The challenge to increase staffing levels included the development of a formal
Supervisor promotion process. This involved researching numerous offerings for
a standardized test component and resulted in the selection of National Testing
Network as our independent test vendor. The promotion process involved a
written exercise, a written standardized exam including a custom exam based on
Tri-Com Directives, and an oral interview. At the end of the process, we were
pleased to announce the pending promotions of two internal candidates,
bringing our authorized Communications staffing level to 17 Telecommunicators
and 4 Supervisors.
In response to the new promotion process, work began to develop a one-day
training for new Supervisors and Telecommunicators-In-Charge (TICs), led and
taught by our Training Coordinator and Deputy Director. This training is meant
to assist staff as they graduate into these respective roles, and supply them
with the tools and empowerment to be successful in their new positions.
Tri-Com is dedicated to our mission and as part of achieving that mission, we
are constantly evolving, upgrading, and embracing new technology. During this
past year, our member agencies made the transition to the digital STARCOM21
radio platform and continue to adjust as technology and service needs fluctuate.
While facing unprecedented challenges involving space requirements and health
concerns during 2020, the need for additional fully functioning dispatch
positions was evident. We received authorization from our ETSB to upgrade and
outfit two additional radio consoles at our backup/training positions housed in
our Training Room. This authorization means that upon project completion, we
will have a total of nine fully functional dispatch positions that include phone,
radio and computer aided dispatch capabilities, providing us with not only added
space but with the ability to train on a fully functional console. This upgrade is
anticipated to be completed in Spring 2021.
With approval from our ETSB, we are also replacing the console furniture for our
nine dispatch positions in Spring 2021, including an overhaul on the electrical
plan and technology connections under our raised access floor. This project
includes a room redesign to maximize space and storage, accounting for
technology needs both present and future, and providing an improved, more
sanitary and ergonomic work environment for our staff. We are looking forward
to installation completion and the new comforts and enhancements this
furniture will provide.
As we look to 2021, our team of dedicated professionals continue to perform
above and beyond for our member agencies and the communities we faithfully
serve.
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TAMMY KLEVENO, CAD SYSTEMS ADMINISTRATOR
The CAD Administrator’s main responsibility is managing the Computer Aided
Dispatch System and Mobile Computer software utilized in the communication
center and in the field. The Administrator manages the permissions and access
of devices and user rights and works closely with the IT staff for each member
agency to assist with installations, updates, maintenance and troubleshooting.
The following illustrate progress or completion of projects managed by the CAD
Administrator in 2020:
Decommissioning, onboarding and reclassification of apparatus for the fire
agencies.
Configuration changes for downgraded responses for minor vehicle
accidents.
Development, configuration and implementation of a demand ambulance
response plan that allows agencies to utilize a 6th ambulance on given days
and hours of the week.
Developed and produced hard copy configuration manuals and resources for
each fire agency.
Produced documentation for a CAD Administrator Training Program.
Conducted several training sessions on Freedom Application for multiple
police agencies to setup, learn and leave with a functioning mobile device
allowing mobile access to active calls, AVL and NCIC. Also developed a
training video for the Fire departments on how to utilize Freedom during
severe weather events; this video and other resource documentation was
made available to our agencies through our file share website for their
training purposes.
Custom Reports, configuration changes, CPE configuration and support were
all a part of the daily duties of the CAD Administrator. Weekly reports on
positive COVID-19 screenings were distributed and a daily upkeep of
flagging addresses know to have a resident with a positive COVID-19
infection was done to ensure that first responders were aware and able to
use PPE sparingly and effectively where necessary during times when
supplies were scarce.
Designed and conducted web development of Tri-Com's new Intranet. This
portal allows staff access to hundreds of resources at the click of a mouse
including Human Resource access, continuing education, training resources
and various widgets to make their lives under the headset easier.
The CAD Administrator also serves as Tri-Com's in-house Art Department.
Along with the new Intranet design, a financial brochure, new employee ID
cards and business cards were designed.
Although 2020 saw the cancellation of the annual CAD User Conference, several
online training opportunities were accomplished along with recertification in
Emergency Fire Dispatching, Emergency Medical Dispatching, CPR and NIMS.
Looking on to 2021 there are many new projects and changes on the horizon for
our agencies, and I am honored to serve and be a part of them all.
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MARK MARZETTA, IT MANAGER
Assisted in the hardware refresh project of our Intrado/West Viper Phone
system. This included working with an Intrado engineer in replacing the
existing rack of servers, workstations and peripherals and the migration of all
circuits/connectivity to new hardware.
Replaced old Trendmicro antivirus server with new server running Windows
Server 2019. Old server was running on Windows 2008 R2 which is now end-oflife and no longer supported. Configured new server and migrated all existing
client PCs over to new server. Antivirus definitions configured for real-time
updates and critical software patches are installed on new Trendmicro server
and all clients monthly.
Replaced old Tri-Com Intranet server with new server running Windows 2019.
Old server was running on Windows 2008 R2. Configured new Intranet server
with XAMPP, Apache and MySQL. Migrated all relevant data over from old
server and worked with CAD Administrator to configure new Intranet website.
Upgraded EMnet and OnGuard systems to Windows 10. Both the EMnet
(emergency notification system) and OnGuard (manages the badge/access
control system) were running on Windows 7, which is now end of life.
Configured a new virtual Windows 10 system for OnGuard and upgraded EMnet
PC from Windows 7 to Windows 10. Worked with vendors to migrate/update
settings to run under new Operating System.
Upgraded or reinstalled all eligible Windows 7 PCs with Windows 10. All
existing Windows 7 PC’s were either upgraded to Windows 10 or replaced with
new systems running Windows 10.
Provided employees with ‘work from home ability’ during the quarantine
period of the pandemic. Configured VPN access and spare PCs for Admin
employees to take home. This allowed them to remotely connect to their work
PC and access all apps as if they were in office.
Installed new Wi-Fi to provide visitors and employees personal devices access
to Internet. Configured a pair of Cisco WAP150 Access Points (main floor and
basement) to provide public Internet access throughout the building. Previous
visitor/employee Wi-Fi routed through Tri-Com network. New Wi-Fi
configuration is completely external and removes the risk of a non Tri-Com
device spreading malicious cyber activity to the Tri-Com Network.
Purchased and configured five new laptops for Director, Deputy Director,
Training Coordinator, Shift Supervisor and Dispatchers. These replaced
several laptops that were upwards of eight years old and running Windows 7.
Old laptops were all completely rebuilt and will be utilized for Disaster and
Contingency scenarios.
Worked with Kane County and Tri-City Network Engineers to add redundant
fiber at Tri-Com. Construction at the corner of Bricher and Peck Roads would
be affecting Tri-Com's connectivity to the InterGov fiber network. An
additional fiber run was established that provided redundancy into the
InterGov fiber and allowed Tri-Com to avoid loss of connectivity during the
construction.
Completed online training for VMWare vSphere version 6.7 and Intrado/West
Viper support.
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KRISTINA RORHBACH, GIS ANALYST
SharePoint continues to be used to keep track of any Help Desk tickets and
projects here at Tri-Com. In 2020, there were a total of 622 GIS SharePoint
tickets that were added into the system. The SharePoint system was expanded to
be able to track all of the FOIA’s, audio requests, etc. that are requested. In
addition, the CAD Administrator built a new in-house Intranet site. A GIS
SharePoint site was built, and all of the previous maps on the former Intranet
site were moved to the new GIS site.

FIG 2. ELBURN FIRE HYDRANT DASHBOARD

Outside of projects, GIS routine day to day tasks here at Tri-Com include address
point and street centerline corrections or additions, basemap updates, such as
updating the building footprints or business names whenever a new business is
either added and/or changed. In addition, keeping all of the CAD layers updated
whenever a response change is needed, and keeping all of the law layers up to
date whenever any annexation occurs.
In 2020, there were numerous applications that were created by the GIS Analyst
not only for us here at Tri-Com, but for other member agencies, as well. A fire
hydrant application was created for Elburn Fire, which allows them to collect all
of the fire hydrants using ESRI ArcGIS for Collector and mark which ones were
missing tags, etc. during their yearly inspection. To this date, all of the Elburn
fire hydrants have been collected, totaling of 311 fire hydrants. To keep track of
the progress, a dashboard was created. Once all of the hydrants were collected,
the GIS fire hydrant layer was updated with the hydrants and brought into CAD,
so that we now have an accurate hydrant layer for Elburn.
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In 2019, a live 9-1-1 active incident dashboard was created, which shows all of
the active 9-1-1 police and fire calls as they come in, in addition to showing all
of the active units and their location. In 2020, this dashboard has seen a lot more
use among member agencies, and has undergone several changes to suit different
agencies needs. For example, St. Charles Fire is now using the dashboard on all
of their monitors at each fire station instead of Ops CAD, and a customized
dashboard was created showing only St. Charles Police and Fire calls.
A MABAS Box Card interactive map was created, which shows every agency's box
cards. During an incident, every agency is able to quickly go to that incident on
the map and quickly pull up the box card for any incident type.
COVID-19 kept many GIS professionals very busy as many dashboards were
created to keep track of the total number of reported cases. A dashboard was
created for Tri-Com, to keep track of the total number of cases by agency, as well
as the total number of cases in the Tri-Com dispatch area; this data was updated
whenever new lists were received.
During the pandemic, more people were enjoying outside activities and using the
bike trails. There were several emergency calls that occurred on the bike trails in
which the caller gave a mile marker as the location. We currently did not have
any mile markers in CAD, only the address ranges for the major trails. A lot of
research was done to see if anyone had mile markers that we could acquire and
add in, but we had very little luck finding the information. Therefore, a bike path
mile marker application was created for every fire department to go out to the
trails and collect the mile markers. A dashboard was also created to keep track
of the process. In total, 136-mile markers were collected, in addition to access
points on the trails, and added into the GIS address points, and then added into
CAD. Now, if a caller gives a mile marker on the trail, it will plot directly to the
address point and help reduce the amount of time it takes to find the emergency.
In addition to the bike path mile markers being added, train track mile markers
were also added to the GIS data and into CAD.

FIG 5. BIKE PATH MILE MARKER DASHBOARD
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Many programs that are used either by the dispatchers or outside agencies run
using GIS data. Many boundary shapefiles had to be exported and provided to
the companies so that the program can run efficiently. Some of the programs
include Rapid SOS for the dispatchers, and a ticketing-permitting software for
Sugar Grove Police.
2020 was also a very busy year for the NG911 project. A majority of the GIS
layers have been submitted to the state for the project, with the final road
centerline submission occurring in April 2021. Numerous required ESRI training
courses were taken by GIS to be certified as the local data steward, as well as
the data maintainer. The ESRI NG911 ArcGIS Hub site has been created by the
State, and is now up and running. In order to submit the GIS layers onto the
ArcGIS Hub site, GIS has been asked to be a test user for the ArcGIS Pro
workflow that has been created by the NG911 Committee, along with ESRI. GIS
has provided feedback to the committee and ESRI regarding the process.
GIS continues to stay on top of the current GIS technology by attending
numerous training seminars and conferences. In 2020, GIS attended the ESRI
Midwest User Conference in Chicago, the ESRI virtual user conference, and the
virtual annual ILGISA conference. In addition, GIS was part of the Illinois GIS
Association (ILGISA) governance committee.

2021 will continue to be a very busy year for GIS, as the NG911 project continues
to move forward; in addition to building and enhancing GIS applications in the
ArcGIS Portal, and working with North Aurora and Sugar Grove Fire with verifying
addresses in their district.
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ANDREW KUNSTLER, TRAINING COORDINATOR
Training and retaining new hires has always been one of the biggest challenges
faced in the 9-1-1 industry. National numbers show that there is nearly a 29%
turnover of Emergency Communications Center (ECC) staff every year with typical
tenure only being one to three years. High turnover rates make it very difficult to
develop necessary skills and keep staffing levels at an adequate level. After
discussions with the Communications Training Officers (CTOs), Shift Supervisors,
and Administration, Tri-Com understood the need to implement creative thinking
and approach new methods to accelerate the training process for new
Telecommunicators and ensure their success.
These changes led to shortening the initial training period to last approximately
four months instead of six. The new hires still receive the standard three-week
classroom phase in which they take the APCO Public Safety Telecommunicator
Course 7th Edition and obtain multiple other required certifications. The new
hires are then able to acclimate themselves to the CAD system, phones, and radio
before going to the ECC floor. The classroom phase also allows trainees to learn
the various technologies utilized at Tri-Com as well as learn all the policy and
procedures that are executed within the scope of their position.
After the classroom phase, new hires receive a month of Call Taking in training.
Once the initial month of Call Taking is complete, our Shift Supervisors and CTOs
slowly start to integrate Police Dispatch into the training process. For the
remaining three months, trainees are being cross-trained in both phone and
police disciplines. Once the trainee has met all of the ECC goals for Call Taking
and Police Dispatch, they have a soft release from training and can work on the
ECC floor as a Call Taker or Police Dispatcher, counting towards minimums and
building their confidence in this profession.
Fire dispatching is one of the more complex aspects of being a Telecommunicator
at Tri-Com, and can be overwhelming to learn on top of still developing skills in
call taking and police operations. Our intention is that the soft release from
training allows the new team member to independently develop their skills and
become more comfortable as a Call Taker/Police Dispatcher while also providing
some scheduling relief for the rest of the team. Before their release from
probation, trainees receive one-on-one Fire Dispatch training from myself as the
Training Coordinator, Shift Supervisors or CTO. While the changes in our training
program are still a work in progress, we have received positive feedback thus far,
from trainees, CTOs and other members of staff. We look forward to continued
progress and success over the next year.
Our Shift Supervisors and CTOs have devoted their time and energy to helping
new Telecommunicators develop the necessary skillset needed to succeed in their
new career. Over the course of 2020, our dedicated training team provided over
4,500 hours of training to new hires at Tri-Com. We have developed an in-house:
one-day Supervisor Training Class; a Telecommunicator In Charge class; and a
Communications Training Officer Class. Telecommunicator Aimee LoSasso recently
completed her certification and coursework to become a valued member of the
training team and is now a full-time Communications Training Officer. We have
also worked to revamp and reinvigorate the QA/QI program and ensure our team
is receiving timely and relevant feedback. This also allows us to catch our team
providing excellent service while under the headset and celebrate and recognize
those moments with them.
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Training has been and will always be one of the most important parts of Tri-Com.
We look forward to hiring and training new Telecommunicators in 2021 and for
years to come while also providing our experienced dispatch staff with
opportunities for career growth and additional training and professional growth
opportunities.
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