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Greetings: 
 
 I am pleased to present the 2016 annual report for Virginia Beach Emergency 
Communications and Citizen Services (ECCS). ECCS accomplished many things during 
the year. A few of our accomplishments in 2016: 
 

• Training program was reaccredited by the Association for Public-Safety 
Communications Officials (APCO). ECCS is one of less than 100 of the 6,000 
public safety answering points (PSAP) in the US with an APCO accredited training 
program 
 

• ECCS made significant changes to the recruitment, hiring and retention program, 
including the hiring of 2 employees to lead this important initiative 
 

• Continued to provision our new Integrated Public Safety dispatch system with a 
projected go live in the fourth quarter of CY 2017 
 

• Handled over 800,000  incoming 9-1-1, 311, non-emergency, and outgoing calls 
 

• Dispatched over 418,000 incidents to police, EMS, fire and animal control 
 

While 2016 presented the department with some challenges, the entire team rose to 
the occasion and continued to fulfill our mission of serving the residents and visitors of 
Virginia Beach.  
 

Sincerely,        
 
 
                              Stephen Williams, ENP 
                              Director  

 
 

MUNICIPAL CENTER 
BUILDING THIRTY 

2508 PRINCESS ANNE ROAD 
VIRGINIA BEACH, VA 23456-2506 

 

 

EMERGENCY COMMUNICATIONS & CITZEN SERVICES 
OFFICE: (757) 385-4232 
FAX:  (757) 385-1810 
TTY: 711 
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Department Mission Statement 
 
“It is the mission of the City of Virginia Beach Emergency 
Communications and Citizen Services operations and 
administration to provide efficient, accurate, professional 
processing of emergency, non-emergency and information 
requests.  This is achieved through commitment, teamwork, 
excellent customer service, and a willingness to serve in a 
respectful and professional manner.” 
 

 
 
 
 
 
 
 
 
 

City of Virginia Beach Values 
 
The Virginia Beach Organizational Values provide a guide to 
quality performance.  These values define our desired division 
culture. 

 
• Quality Customer Service 
• Teamwork 
• Leadership and Learning 
• Integrity  
• Commitment 
• Inclusion and Diversity 



5 

 
 
 

 

Organizational Chart 
Virginia Beach ECCS Department 2016 Annual Report 



6 

Fact Sheet 
Virginia Beach ECCS D

epartm
ent 2016 Annual Report 

FACT SHEET 
 

The Emergency Communications & Citizen Services (ECCS) Department 
currently serves an estimated population of 439,907 within an area of 
258.7 square miles of land and 51.3 square miles of water.  Virginia Beach 
experiences an influx of 1.2 million tourists each summer within 310 
square miles of service area.   
 
On-going technological changes directly impact the business of Emergency 
Communications & Citizen Services’ quality of service.  The ever-
increasing rate of technological change will provide both opportunities and 
challenges. 
 
ECCS provides a high level of classroom, online, and practical training to 
its staff, enabling them to keep their skills current.  The level of leadership 
skills and accountability across the organization must continue to increase 
if we are to successfully meet our objectives.   The level of employee well-
being, and job satisfaction, impacts retention, performance, internal 
effectiveness (costs) and our ability to attract and retain the best people. 
 
2016 VB9-1-1 Calendar Year Statistics: 
 
 546,047   Total incoming calls received (Aurora/Contact Center Manager-CCM) 
 418,408  Dispatched calls for service (CARS) 
 146,105    Wireless 9-1-1 calls received (Analytics)  
   72,279  Wireline 9-1-1 calls received (CCM)  
  3,880    Monthly average of 9-1-1 hang-up calls received (CARS)  
   32,645      Monthly average of incidents (P/F/E) processed (CARS) 

 
2016 VB3-1-1 Calendar Year Statistics: 
 
   120,473 Total Contact Center Inquiries Received 
     76,852    3-1-1 
      11,043    Real Estate Assessor 
       2,353     Email 
     13,727     Online Assistance 
       3,691 Walk-Ins  
       7,138 Tows 
       2,433 Public Utilities 
       1,396 Public Works 
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DEPARTMENT WORK PLAN BRIEF 
 
I . OVERVIEW 
 
Emergency Communications and Citizen Services (ECCS) operates      
VB9-1-1 and VB3-1-1.  VB9-1-1 is a centralized primary public-safety 
answering point (PSAP) for citizens to access public safety services.     
VB9-1-1 provides communications/dispatch services for police, fire, 
emergency medical services, and other departments city-wide. This 
Department also manages the activities of the VB3-1-1 Bureau Contact 
Center which provides the public with City information, services, news, 
and events. 
   
ECCS recognizes that the City continues to be the largest city in the 
Commonwealth of Virginia and the 39th largest city in the United States. 
It is recognized worldwide as one of the best places to live, work and do 
business with a high percentage of millennials (ages 20-34). We have 
experienced greater ethnic diversity, an aging population, and am 
educated tech-savvy workforce.  Census data indicates a city population 
of nearly 450,000 which is above our 2000 population of 425,257. Our 
population continues to diversify as illustrated by our minority population 
increasing from 13.5% in 1980 to 28.6% in 2000. We expect both of 
these trends to continue. We have 38 plus miles of beaches and almost 
80 miles of scenic waterways.  
 
The changing trends in technology indicate that the workload of ECCS will 
transform in the foreseeable future. We plan to enhance our efforts by 
increasing staffing within our Technology & Support area to progress with 
the intuitive technology platforms demands and its impact on the work of 
our employees.   
 
The Department continues to report an increase in emergency calls of 
8.26%, while also reporting a decrease in hang-ups and associated 
outbound calls. There has been a changing trend of an increase in 
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wireline calls.  This year the department experienced a decrease in non-emergency calls.  
 
We must continue to identify ways to attract and retain quality employees. As our needs 
change and expand, we will continue to request additional resources beyond our current 
130.75 authorized department strength. We expanded our recruitment efforts to a 12 
month year-round effort with the addition of recruitment staff to achieve and maintain a full 
staffing compliment. Recruitment and retention of quality employees continues to be highly 
competitive nationwide. Another continuing major challenge is to develop a workforce that 
closely reflects our population.  
 
The department is responsible for several major project activities and this annual work plan 
is predicated on our department’s strategic plan. 

 
DEPARTMENTAL MAJOR PROJECT WORKPLAN:   
 
1. Title: Department Training Matrix (2016) 

Department Lead: Katie Boone/Sue Frazier 
Estimated Quarter of Completion: Ongoing 
Description: Development of A Training Matrix that will provide career development steps for each 
position class in ECCS. 
Status:  Ongoing  
 

2. Title: Re-Accreditation 
 Department Lead: Stephen Williams/Robin Stamper/ Sue Frazier 
 Estimated Quarter for Completion: 2nd Quarter 2017 
 Description: Complete audit and demonstrate compliance with National Public Safety 

Communications standards as defined by the Commission for Accreditation of Law Enforcement 
Agencies (CALEA). 

 Status:  Ongoing Accreditation Assessment 
 
3. Title:  Fire Department & ECCS Service Committee 

Department Lead: Stephen Williams/Katie Boone/Kathy Moore 
Estimated Quarter for Completion: Ongoing 
Description:  Tandem department goal efforts to improve, review, develop, test, and establish 
standard operational procedures that will reduce call processing and response times.  
Status: Ongoing 
 

4. Title: Supervisor Training Curriculum Development  
 Department Lead: Jada Lee/Katie Boone/Sue Frazier  
 Estimated Quarter for Completion: Ongoing 
 Description: Scheduling leadership and development instructors from outside the department and 

developing Power Point presentations that will provide foundation of leadership knowledge 
applicable to the Operations Supervisor position. 

 Status:  Ongoing 
 
5. Title:  VB Alert (Reverse 911) Vendor Upgrade 

Department Lead: Stephen Williams/Bobbie Almariento/Robert Black 
Estimated Quarter for Completion: 2nd Quarter 2016 
Description: System Maintenance to employee system, citizen “Opt In” options, and cellular device 
options. Work in progress to transiting and expand existing functionality utilizing a phased 
approach. Phase 1:  Existing Functionality; Phase 2:  Member Alert; Phase 3:  Citizen Opt-In; 
Phase 4:  Member Opt-In 
Status:  Completed   
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6. Title:  Integrated Public Safety Project 
Department Lead: Stephen Williams/Jada Lee/Sharon Brady/Katie Boone 
Estimated Quarter for Completion:  2nd Quarter 2018 
Description: Major overhaul of Public Safety Department Software (replacing and integrating 
multiple software packages used by Police, Fire, EMS and ECCS) and related operational 
procedures. Worked on the logistics to implement parts of the updated software system and 
computer hardware. 
Status:  Ongoing 
 

7. Title:  ANI/ALI Database Management & Selective Router 
Department Lead: Stephen Williams/ Sharon Brady/Jada Lee/Katie Boone 
Estimated Quarter for Completion: 4th Quarter 2018 
Description:  Update of 911 database management contract and replacement of Selective Router 
with Next Generation 9-1-1 Components. 
Status:  Ongoing 
 

8. Title: Administration Office Remodel 
Department Lead: Stephen Williams/Patrick Morrissey 
Estimated Quarter for Completion:  3rd Quarter 2016 
Description:  Renovation of Administrative Offices and Small Conference Room.  
Status:  Completed 

 
9. Title:  Evaluation of Department Metrics 

Department Lead:  Kathy Moore/Katie Boone/Jada Lee/Bobbie Almariento 
Estimated Quarter for Completion:  4th Quarter 2017 
Description:  Evaluation of national standards and incorporation in ECCS data collection. Estimated 
completion extended out for 12 months to further explore upgrades to contracted software 
applications. 
Status:  Ongoing 

 
10. Title: Department Bureau Restructure  

Department Lead:  Stephen Williams/Jada Lee/Katie Boone/Bobbie Almariento 
Estimated Quarter for Completion: 4th Quarter 2016 
Description: Analyze and restructure current departmental FTE placement to enhance department 
operations.  Merger of VB9-1-1 and VB3-1-1 under the auspices of one unified Operations Bureau.  
Status:  Completed 
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II . OPERATIONS 
 
VB3-1-1 
 
VB3-1-1 Citizen Services provides Virginia Beach citizens and visitors with 
a single point of contact for city information and services.  This service 
also assists with reducing non-emergency call volume to VB9-1-1 
Emergency Communications. 3-1-1 is a simple, easy-to-remember 
telephone number that connects callers with a Citizen Services Call Taker 
who can assist them with city information, services, news, and events, 5 
days a week.  
 
In December of 2003 Virginia Beach was the first local government in 
the country to implement online assistance technology in a contact 
center operation. Similar to online “chat,” Online Assistance allows Web 
users to communicate in real-time with a VB3-1-1 Call Taker. This 
service provides customers with instant response on their inquiries and 
the forum provides the opportunity to ask follow-up questions for 
clarification, or continue the session with multiple unrelated questions 
without the need for a phone transfer or multiple trips to the municipal 
center.  
 
VB3-1-1 Citizen Services serves as the business operation for the VBalert 
software/telephony system.  This system, similar to reverse 911, is used 
in disseminating public safety and emergency-related warnings, alerts 
and notifications to the public, city employees, volunteers and related 
groups via telephone, email or text.  
  
2016 Accomplishments:  
 Transitioned to form the ECCS Operations Division in tandem with 

VB9-1-1 
 Transitioned to a Monday-Friday 5 day work week (except during 

emergencies and some holidays) 
 Participated in Customer Service Week – October 3-8, 2016 
 SharePoint- ECCS External website (VBgov) transitioned to 

SharePoint with new look and added functionality 
 311 Emergency Training (JIC) provided to VB911 recruits    
 VB3-1-1 Call Taking Training provided to  new staff members and 

contractors 
 Online Assistance/Email Training provided for employee career 

progression and growth opportunities within VB3-1-1 
 Established the “Operations Supervisor” & “VB3-1-1 Exemplary 

Employee” Recognition Awards 
 Muster Refresher Training completed 
 Participation in Public Awareness Events  



 

 11 

o Annual Neighborhood Conference 
o Town Hall Meetings 
o Open House 

 Participation in plan to implement mobile app (SeeClickFix) in the City with VB3-1-1 
functioning as administrator  

 Work plan development changes to utilize WebEOC application as a database for 311  
 Newsletter Committee 
 One Call Taker (CT) 1 promoted to CT2 
 Exemplary Employee Awards 

 
 

VB9-1-1 OPERATIONS 
 

VB9-1-1 Operations is a 24 x 7 operation with responsibility for processing emergency and 
non-emergency police, fire, and EMS telephone calls for service from the public. The center 
uses Emergency Medical Dispatch protocol for processing EMS calls for service, ensuring 
that all callers receive an established standard of care which provides patient care in the 
form of pre-arrival instructions, allowing the call taker to become a part of the emergency 
response system. VB9-1-1 also provides dispatch service delivery to police, fire and EMS 
via radio and a computer aided dispatch (CAD) system, alerting these public safety 
agencies of calls for service, tracking field unit status, monitoring field unit safety, and 
coordination of mutual aid assistance from other City agencies and other local jurisdictions. 
VB9-1-1 Operations component is comprised of the Operations Manager, Senior Operations 
Supervisors, Operations Supervisors, Public Safety Emergency Master Telecommunicator, 
Senior Telecommunicator, Public Safety Emergency Telecommunicator 1, 2, 3 and 4.  

 
2016 Accomplishments 
 Transitioned to form the ECCS Operations Division along with VB3-1-1 
 Participated in 911 Telecommunications Week – April 11-15, 2016 
 Attended and supported several Public Awareness Events including -  

o National Night Out 
o Community Town Hall Meetings 
o Open House 
o Citizen Police Academy  

 3 members career progressed to PSET 4 
 12 members career progressed to PSET 2 
 2 members retired from the department  
 Increased work life quality by completing a schedule analysis of work shift and overtime 

to provide three (3) days off for VB9-1-1 operations staff  
 Continued with Public Education Campaign with our VB9-1-1 Mascot - Cell Phone Sally  
 Participated in joint public presentations with the Police/Fire/EMS 
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III . SUPPORT DIVISION 
 
The Support Division is responsible for Business Operations Systems, 
Training & Retention, Human Resources, and Planning & Analysis.  The 
Support Division operates under the auspices of the Operations Systems 
Coordinator. 
 
In 2016 the Operations Systems Coordinator partnered with the 
Department of Human Resources to retool the PSET1 hiring process. 
These efforts resulted in a reduced hiring timeline. Major components of 
the retool included application design/components, interview, testing and 
conditional job offer elements investigation streamlining via web based 
solutions along with the institution of “same day” testing and interview 
completion.  
 
Additionally, the Business Operations Systems section continued its 
efforts to enhance our operations and technology platform.  These efforts 
will improve service delivery throughout the department.  
 
Training, Retention & Policy Development Section 
The Training, Retention & Policy Development Team is responsible for 
assuring the academic education of newly hired Public Safety Emergency 
Telecommunicator 1’s, Call Taker 1’s and the continuing education of all 
staff members of VB9-1-1 and VB3-1-1 to assure the citizens of Virginia 
Beach receive the best possible service delivery. Academy curriculum is 
continuously reviewed to determine validity, time spent and methods for 
teaching various subjects. Radio dispatching instruction is introduced 
following obtaining a “fully released” status from call taking positions. 
The Training Section mandates standards, requiring a minimum score of 
70% or above on all tests in the VB9-1-1 Academy, and instructs or 
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provides instructors for staff certification and recertification of required skills, such as, DCJS 
Instructor, CPR, EMD, VCIN and HazMat Awareness.  The Training Section also provides 
in-house training courses, and coordinates member-initiated learning. 
 
We continue our efforts to retain staff and provide an “Improved Quality of Work Life 
Environment” by identifying personality traits and learning styles when considering and 
selecting mentors and CTOs. CTOs and mentors provide biographies to trainees, a “Recruit 
Quality of Work Life” survey is conducted, individual meetings are scheduled with recruits 
and CTOs and CTOs and recruits assigned to specific supervisors. Additionally, we have 
extra emphasis on the use of “soft skills” in our training efforts. 

 
2016 Training Section Accomplishments & Initiatives Completed: 
  Training Academy Enhancements 
• Academy utilizing a hybrid training model of classroom instruction combined with On 

The Job Training (OJT) Classroom is now 4 weeks, then 6 weeks OJT then they come 
back for 2 weeks to finish the classroom portion 

• Trainees may enter cases into training CAD while listening to actual recordings of calls 
for service to assist in call taking 

• DCJS certified instructors train during the academies 
• Floor trainers provide continuous input on the design of “floor ready” training 
• Floor observation and ride-a-longs to aid in trainees capturing the whole picture of a 9-

1-1 dispatcher 
• Required courses to increase trainee’s knowledge 

  Liaison with public safety agencies and the community through awareness programs in 
the following academies: 
• Police Recruit Academy 
• Citizen’s Police Academy 
• Youth Academy 
• Senior Academy 
• Virginia Beach Sheriff’s Office Academy 
• Communications & MDT Training for EMS Volunteers 
• Senior Educational Events  
• Neighborhood Community Events 

  Certified Training Officer (CTO) Program Enhancements 
• Improved selection process, recruited nine (9) additional trainers 
• Two (2) members completed DCJS Instructor training s 
• Five (5) DCJS Instructors Re-certified 

  Leadership training identified and scheduled for new and senior supervisors in both VB9-
1-1 and VB3-1-1 
• Leadership Course (external)  
• City Leadership Course 
• West Point Leadership Course 

 In-House Training Courses (developed by The Public Safety Group) and monthly 
Continuing Developmental Education training provided to 9-1-1 Employees 

  Training Bulletins/Muster Notes developed and distributed as needed 
  Responsible for registration/enrollment/tracking of all HR and OS classes 
  Completed two DCJS Certified Academies 
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  Conducted two (2) Radio Dispatch Classes 
 VB3-1-1 conducts monthly refresher training 
  

33rd Training Academy 
 

 
 

Left to Right: Maggie Wade, Nicole Shark, Elisabeth Alexander, Ariel Bettis, Amanda Simmons Curtis Bailey 
 

34th Training Academy 
 

 
Left to Right: Barry Brandi, Courtney Nipper, Teresa Scott, Severt Dahl 
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35th Training Academy 
 

 
Left to Right: Aaron Stauffenberg, Peter Cortapasso, Frencesca (Chanel) Mahoney, Brant Schultheis, 

Dinesha (Samone) Redmon 
 
 

36th Training Academy 
 

 
 

Left to Right: Katelyn Norton, Jasmine Clark, Anne Ramer, Nikki Timko  
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Hiring & Recruitment 

 
Our goal is to make ECCS a Public Safety Emergency Communications & Citizen 
Services Employer of Choice. In 2016, this section processed over 550 applications for 
positions within the Department. This section develops recruitment initiatives that 
identify and recruit a highly qualified, diverse applicant pool with the required skills to 
execute, at a high level, a guarantee of efficient and effective public safety services and 
citizen services delivery.  
 
In 2016 the ECCS Administrative Technicians for Recruitment  
 
2016 Accomplishments:  
 
 Addition of an Administrative Technician-Recruiter(2) 
 Job Fairs 
 High School Career Days 
 Advertised and announced openings for the following positions: VB3-1-1 CT1, VB9-

1-1 Operations Supervisor, VB9-1-1 Master PSET, VB9-1-1 Senior PSET, VB9-1-1 
PSET 

 Increased staff involvement in the recruitment process  
 Creation of Public Education & Recruitment Team 
 Initiative to take ownership of new recruit retention 
 Generated more interest at events through “Personal on-the-job” stories 
 Promoted employee referrals with career cards distributed to the staff 
 Improved department awareness by increasing involvement at community events  
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 Partnered with the Media & Communications Coordinator to revise recruitment 
literature 

 Designed new recruitment giveaways to increase interest at events 
 Approximate number of citizens reached through community involvement and 

recruitment events: 1,275 
 Minimized the time from application to hire by 60 days 

 
Business Operations Solutions Section 
 
This section is responsible for file and table maintenance and Department Support 
Systems, such as Building Security, VESTA Telephone System, Computer Aided 
Dispatch, NICE recorder, Building AV/CCTV systems, etc. with a goal of maintaining 
99.9% system availability. 
 
The Public Safety Technology Specialist (Business Applications Specialist II) analyzes 
problems, and closely monitors systems performance, and coordinates the response 
efforts of the departments multiple vendors and service providers.  The liaison also has 
a thorough knowledge of emergency communications systems implementation and 
operation and ensures operations of the department are at the highest levels.    
 
ECCS continues to participate with the ORION Advisory Group (OAG) which was 
formed to facilitate the opportunity to garner operational input for ORION. ECCS 
continues to be instrumental in the development of the Tactical Interoperable 
Communication Plan (TICP) and in the future development of a regional field operations 
guide (RFOG) as an additional tool for first responders.       
 
The City of Virginia Beach and the Hampton Roads Area in Virginia were one of the first 
regional consortiums to develop 700MHz P25 regional shared radio system, known as  
ORION which stands for Overlay Regional Inter-Operability Network. ORION’s function 
is to act as a voice and data network overlaying compatible systems maintained 
individually by the partners for routine operations and to provide supplemental 
interagency and incident management communications.  
 
2016 Accomplishments:  
 Handled over 400 FOIA Requests 
 Coordinated efforts with Public Safety Technology Group (ComIT, Fire, Police & 

EMS liaisons & VBSO) 
 Multiple project requirement, information, and analysis gathering  
 ANI/ALI project RFP development for 2016  
 Establishment of IPS Core team with representatives from all public safety 

agencies (ECCS/Fire/EMS/Police/VBSO) 
 Formation of the NG911 Team to assist with the IPS provisioning and 

implementation  
 Continued with the Integrated Public Safety (IPS) Project Consultant and weekly 

test of the ORION radio system for the participating jurisdictions/agencies 
 Implemented interoperability/mutual aide with neighboring jurisdictions of Norfolk 

& Chesapeake in order to establish an automatic dispatch for addresses at the 

http://www.search.org/programs/safety/podcasts/podcast7/7%20-%20Christman%20Interview%20-%20question%203.mp3
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borders of these two cities- we respond to their city on their 
initial dispatch and they respond to our city on initial dispatch 
for certain Fire nature codes 

 
IV. ADMINISTRATIVE OPERATIONS  
 
Budget 
 
The ECCS Business Center functions entail employing fiscal and 
budgetary policy and procedure to support the department.  Payroll, 
personnel, and financial operations, etc.  This unit provides business 
services, accounts payable, purchasing, personnel, payroll and 
service functions for the department. We provide oversight of the 
departmental budget 
 
Planning, Analysis & Research  
 
Planning serves as the section of the department that completes 
special projects, metrics and analysis as well as reporting for the 
department on behalf of the Director.  This section continues to 
complete monthly, quarterly, semi-monthly, and annual metrics.  
Other city projects included under this scope include inclusion and 
diversity initiatives, strategic planning, CALEA, and policy and 
process plan development. This area  
 
2016 Planning, Analysis & Research Accomplishments:  
 
 Citywide Workforce Development Team 
 Volunteer Resource Management (VRM) 
 VRM Certification 
 Citywide Inclusion & Diversity 
 Annual Report 
 Employee Recognition Awards 
 True-Up Validation 

 
Finance & Purchasing Section 
 
This section manages the day to day accounts payable, accounts 
receivable, coordination of director office special services and 
director employee recognition initiatives. 
 
2016 Financial Accomplishments:  
 
 Computerized financial recordkeeping  
 Computerized personnel tracking and record retention 
 Auditing and processing purchase order/invoices to ensure 

proper budgetary controls and balance 
 Research for successful solicitations and budgetary process 
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 Manage & Audit Pro Card 
 Petty cash fund 
 Procure Goods & Services 
 Administrative support duties 
 Completion of Financial Training for ECCS Business Center Staff 
 Annual Southeastern Food Bank Holiday Food Drive coordination 

 
Payroll & Human Resources Section 
 
This section manages the day to day payroll operations, on-boarding and separation of 
members as well as various departmental personnel matters.  
 
2016 Payroll & Personnel Accomplishments:  
 
 Creation of internal payroll processes to improve efficiency and accuracy 
 Development and implementation of weekly time sheet to accurately track time 

and attendance 
 Development and implementation of leave/overtime slips to accurately track 

leave and overtime reason codes  
 Development and implementation of payroll file system, to include leave records, 

time sheets and payroll reports.  
 Improved handling of time reporting structure to assist with efficiency, accuracy 

and legal document support 
 Continued Leave Record procedural development to improve efficiency and 

timeliness of reporting 
 Continued overpayment reductions 
 Continued implement Internal Controls 
 Overtime report formulation to assist with overtime management and budgeting 
 New member benefit and paperwork processing sessions  
 Retirement, separation, and status change processing 
 Employee Performance Feedback/Annual Evaluation processing and file 

maintenance 
 PALS program 
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V. OFFICE OF THE DIRECTOR 
 
The Virginia Beach Emergency Communications Director is 
responsible for the planning, administration and technical oversight 
of the Virginia Beach Emergency Communications & Citizen 
Services Department with a staff of 130.75 members organized into 
three bureaus. VB9-1-1 provides a centralized public safety 
communications answering point (PSAP) for citizens that deliver 
both emergency and non-emergency resources and services. VB3-
1-1 provides a variety of information regarding inquires of available 
citizen services. The third bureau, which is the Support Division, 
encompasses business applications, planning, analysis, 
recruitment/hiring and training. The ECCS Director performs 
managerial and administrative duties associated with personnel 
administration, research and development of department policies 
and procedures, CALEA, budget, technology assessment and 
procurement for the department.  This office also responds to 
inquiries and investigations from the public and other city 
departments and directs the implementation and management of 
wireless and Enhanced 911 emergency systems and computer 
aided dispatch systems.  The Director coordinates media contacts, 
non-emergency initiatives, and supports the city’s emergency 
operation in the event of a disaster, (i.e., hurricane, hazardous 
material emergency, etc.).   
 
Accreditation Section 

ECCS has continued to embrace national 
accreditation through CALEA (Commission on 
Accreditation for Law Enforcement Agencies).  
Association between CALEA and ECCS reflects the 
accomplishment of meeting the best professional 

requirements and practices for a public safety communications 
center. The purpose of CALEA’s Public Safety Communications 
Accreditation Program is to improve the delivery of public safety 
services, primarily by: maintaining a body of administrative and 
communications standards, developed by public safety executives, 
covering a wide range of up-to-date public safety initiatives; 
establishing and administering an accreditation process; and 
recognizing professional excellence.   

ECCS was first accredited in 2005 and received a favorable review 
and re-accreditation in July 2008, August 2011 and July 2014.  
ECCS continues to work to maintain compliance with seven chapter 
topics with 212 national public safety communication standards.  

The section implemented department wide proof collection utilizing 
Power DMS.  Training was conducted with staff and Accreditation 
Team Members to enable staff members to provide their own proofs 
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via the Power DMS software in an effort to streamline the proof collection process. The 
Accreditation Manager began collecting data and proof documents for maintenance in 
the accreditation files to ensure that sufficient proofs of compliance were on hand to 
meet the intent of the standards. Various ECCS sections were tasked with providing 
information pertinent to the section function. Compliance of standards is dependent on 
the quality of the information provided.  As such, our goal is to provide proofs of the 
highest level of compliance. The Accreditation Manager must ensure that files are 
compiled, reviewed, and finalized for assessor review. A mock assessment was 
completed resulting in valuable feedback.  

2016 Accomplishments:  
o Prepared for Re-Accreditation Assessment in April 2017  

 
Strategic Plan 
 
We believe that our greatest strengths and assets are our highly motivated, committed, 
dedicated and professional staff.  In 2016 ECCS continued the task of discussing 
existing departmental goals and outcomes as defined by the strategic plan.  The 
department needed an updated Strategic Plan in place.  This provided an opportunity to 
ensure our goals/outcomes are in line with the City’s Strategic Plan and Envision 2040.  
The process encouraged us to think “outside the box” and consider alternatives. We 
challenged ourselves to: 
 Measure some of our outcomes: 

 Qualitative versus quantitative  
 Determining what should be measured 
 Identified the need to improve how we measure items 

 Reinforce what we are doing right 
 Highlight the importance of securing some sense of how well we are responding 

to our customers from our customers 
 
During the process ECCS developed a series of “outcomes” to be achieved by the 
department and developed measures for each outcome. These measures will be 
presented to City leadership on a regular basis.   

 
ECCS Team Members 

Bob Black 
Cathy Blair 

Katie Boone 
Sharon Brady 
Sue Frazier 

Renee Johnson 
Jada Lee 

Kathy Moore 
Stephen Williams 
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We believe that the community is best served when commitment, dedication and 
compassion flourish in the Department.  We are guided by our Organizational Values, 
which define our organizational culture. ECCS will continue to pursue strategies to 
achieve the following Desired Outcomes. 
  
 Strive for Workforce Excellence  

o Develop Professional Workforce 
 Enhance Training Program  

o Develop and implement an enhanced CTO program  
o Develop supervisor development program  
o Execute ECCS Training Program 
o Develop user training curriculum  
o  Expand Quality Assurance Program 

o Assess, develop and improve current Quality Assurance Program  
o Evaluate existing Quality Assurance Programs 
o Perform Gap Analysis  
o Implement approved recommendations  

 Retain Professional Workforce 
 Enhance Employee Satisfaction 
 Evaluate existing work life  
 Create team-building opportunities 
 Modify shift structure  

 Delivering Quality Customer Service  
o Provide reliable and effective technology 
 Ensure technology is current 

o Develop technical refresh plan 
 
2016 Accomplishments:  
 Successful transition to a unified Operations Division of VB9-1-1 & VB3-1-1 

Operations 
 Successful reorganization of the ECCS Support Division 
 Successful reorganization of the ECCS Administrative Operations Division 
 Benchmark Portal Call Center Management Certification 
 Multiple promotions and progressions of VB9-1-1 Operation Division employees 
 Establishment of additional key positions within the Support Division  
 True Up Validation Process – Virginia Beach awarded $1,700,000 + revenue return  
 Grant Submission to Wireless Board – Education & Training Workstation Expansion 
 ECCS participation in City Budget Open House event at the convention center 

(April 2016) 
 CIP Submissions – CRM & SMART 911 
 Relay for Life Team 
 United Way Campaign 
 2016 Minority Business Council Conference and Expo Exhibitor 
 Annual Southeastern Food Bank Holiday Food Drive  
 Children’s Hospital of the Kings Daughters (CHKD) Jeans Day 
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Aw
ards &

 Recognition 
 

 
 

 
 

 
 

2016 Telecommunications Officers of the Year Awards 
 

2016 Telecommunicator of the Year 
2016 Calltaker of the Year 

 
Deborah Mounce 

 
2016 Training Officer of the Year     2016 Dispatcher of the Year  

    
    Edward Walter             Heather Davis  

    
2016 Operations Supervisor of the Year  

Mohamed Zerrad 
 

2016 VB3-1-1 Operations Award Winners 
VB3-1-1 Exemplary Employee 

 

                                                                                                 
      Linda Watts    Brenda Jordan 
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Retirements 

 

 
          Kathleen Murray       Sue Frazier      
          December 2016              December 2016 
      27 years             26 years 
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Letters of Recognition 
 

Collin Anderson 
Melissa Andrews 

Tia Asper 
Matthew Berg 
Amanda Bitner 
Sharon Brady 
Kari Buechner 

Christina Christie 
Lori Clause 

Heather Davis 
Genine Duffy 
Megan French 

Janet Hill 
Rebecca Hooker 
Amanda Jackson 

Renee Johnson 
Tanya King 
Lisa Lesinski 

Angela Chrabot McCaskill 
Nathan Moore 

Michelle Moulton 
Deborah Mounce 
Kathleen Murray 
Candace Ochalik 

Jillian Parnell 
Victoria Paul 
Anne Potwine 
Storm Probst 

Sharon Rehmert 
Elizabeth Roach 

Amanda Rhodes 
Nemo Rui 

Aimee Smith 
Ryan Smith 

Frank Stapanowich 
Lee Anne Storey 
Melissa Thomas 

Monica Hinton Torres 
Sharon Turner 

Carmen VanVoorhis 
Edward Walter 

Asia Wilkin 
Jamie Wyss 

Jamie Zensen 

 

 
 

EMS Life Saver Awards 
 

Tia Asper 
Curtis Bailey 

Amanda Bitner 
Christina Christie 
Heather Davis 
Tracy Dove 

Sara Hammond 
Rebecca Hooker 

Renee Hunt 
Amanda Jackson 
Dorothy Johnson 

Adam Juma 
Tanya King 
Starr Land 

Amanda Laughead 

Lisa Lesinski 
Deborah Lockett 
June Mathews 

Angela McCaskill 
Megan McMahan 
Johathan Mohr 
Nathan Moore 
Amy Morgan 

Michelle Moulton 
Deborah Mounce 
Kathleen Murray 
Holly Nicholson 
Jillian Parnell 
Victoria Paul 
Trinity Penny  

Michael Perrigo 
Roger Preece 
Storm Probst 

Amanda Rhodes 
Nemo Rui 

Amanda Simmons 
Ryan Smith 

Frank Stapanowich 
Lee Anne Storey 

Samantha Thomas 
Melissa Thomas 
Edward Walter 
Patricia Westby 

Jamie Wyss 
Jamie Zensen 
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VB9-1-1 Bureau Call Statistics 
Virginia Beach ECCS Department 2016 Annual Report 
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VB3-1-1 Bureau Call Statistics 
Virginia Beach ECCS Department 2016 Annual Report 

Calendar Year 2016 Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec FY Totals
311 4,477 4,709 5,013 4,732 6,951  7,822 6,534 7,970 7,302 9,817 5,782 5,743 76,852
Real Estate Assessor (9-4-07) 872    1,041 1,312 1,064 1,001  1,065 765    901    754    771    775    722    11,043
Tows (9-7-04) 719    676    898    885    922        677 425    410    318    618    301    289    7,138
Public Utilities 393    317    289    242    285        192 85      81      124    233    110    82      2,433
Public Works 222    150    77      117    159        168 70      47      162    173    34      17      1,396
Emails 129    142    117    108    204    238    271    242    243    307    207    145    2,353
Walk-Ins 231    263    247    287    304    262    219    444    216    678    325    215    3,691
Online Assistance (12-1-03) 1,387 1,548 1,622 1,486 1,658  1,406 844    934    816    781    690    555    13,727
VBWorks (12-1-14) 96 96 107    118 127 246 187 158 192 266 133 114 1,840

Monthly Totals 8,526 8,942 9,682 9,039 11,611 12,076 9,400 11,187 10,127 13,644 8,357 7,882 120,473
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Director:    Stephen C. Williams 
Project Manager:   Kathy Moore, Public Safety Analyst 
Photographs Provided By:  ECCS Administrative Support Team  
    ECCS Operations Team 
    ECCS Training & Retention Team 
    ComIT/Multimedia Services 
Statistical Analysis Provided By: ECCS Administrative Support Team & Training & Retention Team  
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