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40+ YEARS 
OF SERVICEOUR MISSION

“To serve the citizens of 
Kitsap County through 
professional, timely, and 
effective 911 communications and 
coordination of 
emergency services response.”

CENCOM is a leader in Public Safety Emergency Communications. Over the next five to seven years we will 
strengthen our reputation as the Northwest’s premier 911 dispatch center. We will be a self-sufficient and 
fiscally-stable agency known for good stewardship, strong partnerships, and innovation. We will employ and 
develop highly effective professionals in an employee friendly, service focused environment.

POLICE DEPARTMENTS

• Bainbridge Island Police  
   Department 
• Bremerton Police 
   Department 
• Kitsap County 
   Sheriffs Office 
• Port Gamble Police 
   Department 
• Port Orchard Police 
   Department 
• Poulsbo Police 
   Department 
• Suquamish Police 
   Department

KITSAP COUNTY

• Community Development 
• Code Enforcement 
  & Fire Marshall 
• Coroners Office
• Emergency Management
• Juvenile Corrections

FIRE DEPARTMENTS

• Bainbridge Island 
   Fire & Rescue 
• Bremerton Fire 
   Department 
• Central Kitsap 
   Fire & Rescue 
• Fire District 18  
   (Poulsbo fire) 
• North Kitsap 
   Fire & Rescue 
• South Kitsap 
   Fire & Rescue

OTHER

• Bainbridge Island    
   Ambulance Assn. 
• Department of 
   Corrections
• Kitsap 
  Animal Control
• United States Navy
• Port Gamble Natural    
  Resource

PARTNER AGENCIES

CENCOM was founded in 1973 as an effort to improve emergency 
medical dispatching within Kitsap County. In 1976 CENCOM 
went live as the first consolidated police, fire, and EMS dispatch 
center in Washington state. Callers dialed 911 but the system did 
not include any of the features associated with 911 today. In 1983 
CENCOM became the second dispatch center in Washington 
state to deploy “Enhanced 911” which included a display of the 
caller’s address for the dispatcher.

THE INITIAL INTENT WAS TO PROVIDE:
• A single emergency reporting number (911) for all Kitsap County 
citizens

• Expanded emergency communications network for centralized 
coordination of police,  fire, and medical

• A reduction of response time

• Elimination of 29 seven digit emergency numbers

• Consolidate 12 separate dispatch systems

• The ability for emergency response agencies to exchange information

• Enhancement of overall public safety functions

THE ABILITY TO MEET INCREASED DEMAND FOR SERVICES
The first staff included a director, supervisor, administrative 
staff, and 20 dispatchers to manage the 24-hour, 365-day 
operation. Site design, facility construction, formation of 
operational policy and procedures were completed by the 
end of 1976, as well as installation of the electronics system, 
which included implementation of a “geofile”. By 1993, 911 
had expanded to provide coverage to the entire county and 
dispatch function for all public safety agencies. Ongoing 
funding came from the passage of the telephone tax initiative. 

Continued exploration into ever changing technology and 
broader funding mechanisms along with proactive long term 
planning continue to remain the mainstay of the organization.
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CENCOM is governed by a board of thirteen elected officials representing 
Kitsap County, the Cities of Bainbridge Island, Bremerton, Port Orchard, 
and Poulsbo, and the Kitsap County Fire Commissioners Association. 

The CENCOM Policy Board provides fiscal, strategic, and managerial 
oversight for CENCOM. The Board has final decision making authority 
for matters concerning: (1) the annual CENCOM Operations budget and 
funding, cost share distributions, the Enhanced 911 Tax Revenue Fund 
and Five Year Expenditure Plan, and the accumulated CENCOM Capital 
Reserve Fund; (2) amendment to the Agreement; (3) strategic plan 
adoption; (4) appointment of the CENCOM Director; and, (5) any other 
matter of major importance.

The CENCOM Executive Committee (five Policy Board members plus the 
Chair and Vice Chair of the CENCOM Strategic Advisory Board, as non 
voting members) meets every other month. The Committee exercises 
limited authority to make such decisions as are necessary to ensure the 
efficient operation of CENCOM. These actions may include, but are not 
limited to: (1) providing direction to, and managing the performance of, 
the CENCOM Director; (2) authorizing budget amendments, including 
expenditures from the reserves, provided such amendments do not 
change the amount due by any signer to the Interlocal agreement; and 
(3) providing recommendations to the Board of County Commissioners 
regarding labor agreements; staffing or personnel issues; excise tax levels; 
and other such matters. 

Any action taken by the Executive Committee is reported to the Board, at 
the Board’s next regularly scheduled meeting, or at any special meeting 
convened for that purpose, and incorporated into the minutes thereof. 

CENCOM’s interlocal agreement also delegates some oversight 
responsibilities and duties to the Kitsap County Commissioners.   

The Policy Board appoints the CENCOM Director, who is responsible for 
running the agency. Internally, CENCOM is divided into three primary 
divisions: Administrative (Admin), Operations (Ops), and Technical 
Systems (Tech). 

The Strategic Advisory Board, a group of police and fire chiefs, provides 
advice and input to the CENCOM Policy Board and the CENCOM Director 
on policy, technical, and operations issues as well as with 
intra-agency coordination.

BOB MUHLEMAN
Fire Commissioner

CHARLOTTE GARRIDO
Kitsap County
Commissioner

JERRY MCDONALD
Bremerton City Council 

PATTY LENT
Bremerton Mayor

Executive Committee

ROBERT GELDER
Kitsap County 
Commissioner

Executive Committee

TIMOTHY MATTHES
Port Orchard Mayor

GREG WHEELER
Bremerton City Council

DAVID WARD
Bainbridge Island

 City Council
Executive Committee

DAVE ELLINGSON
Fire Commissioner

DUSTY WILEY
Fire Commissioner

Executive Committee

LINDA STREISSGUTH
Kitsap County
Commissioner

STEVE BOYER
Sherrif 

Executive Committee

GOVERNANCE+
MANAGEMENT

BECKY ERICKSON
Poulsbo Mayor
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CENCOM EMPLOYEES

01

02

03

CENCOM’s 76 Employees (including full time, regular part time, and 
extra help) are divided into three groups. 

The CENCOM Admin group maintains CENCOM’s records, handles public 
disclosure requests, processes purchases and contracts.

The Technical Systems Group performs troubleshooting, configuration and 
routine maintenance of all CENCOM’s technical systems including our 911 and 
office phone systems, logging recorder, radio system, tower sites, Computer 
Aided Dispatch (CAD) and other computer systems. 

CENCOM’s largest group, Operations, includes 911 Call Receivers (PCR), 
Emergency Telecommunicators (ET aka Dispatchers), Assistant Supervisors, and 
Shift Supervisors.  

Stephanie Trueblood-Training Supervisor, Dean Heistand-Tech Systems Supervisor, Mary Valerio-Operations Supervisor, Richard Kirton-Director,  
George Hazard-Professional Standards Supervisor, Maria Jameson-Owens-Deputy Director, Stephanie Browning-Administrative Supervisor

CENCOM LEADERSHIP
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RICHARD A. KIRTON
Director

As the 2014 Annual Report goes to print CENCOM is preparing to announce that we are the first 911 center in 
Washington able to receive text messages.  We are live with Verizon, T-Mobile, AT&T, and Sprint using the text-
to-911 GEM client from TCS (Telecommunications Systems).  Carriers that use the Verizon, T-Mobile, AT&T and 
Sprint networks (like Virgin Mobile) may also deliver text messages to Kitsap 911.  

Although we have been preparing for text-to-911 for quite some time we didn’t begin sending our service 
requests to the carriers until December.  The fact that we’re live just a couple of months later is a testament to 
the hard work and dedication of everyone at CENCOM.     

Text-to-911 is an important tool that will help save lives.  Through text we will be able to provide better service to 
individuals who are deaf, hard of hearing, and speech disabled.  Text also provides a safer method of contacting 
911 for emergencies when it is unsafe to make a voice call.  It could mean the difference between a safe outcome 
and a tragedy in emergencies like burglaries and robberies in progress, active shooter incidents, kidnappings, 
and domestic violence calls where the victim cannot safely make a voice call.  

However, text-to-911 does have limitations and is not a replacement for voice calls.  Time is critical in emergencies 
and text can often take longer than a voice conversation.  Texts may be delayed and messages delivered out of 
order.  Also, it can be more difficult for Emergency Telecommunicators to obtain locations and other detailed 
information when communicating via text.  

Text-to-911 is a step toward the modernization of 911 in Washington State but it’s important to remember text-
to-911 is only an interim solution.  It is not fully integrated into our 911 system and does not provide the full host 
of features we will see with full implementation of NG911.  Unfortunately, it now appears that full implementation 
may be delayed.  Many counties, including Kitsap, need help from the state in order to upgrade their equipment.  
That assistance may be in jeopardy as the budget bills currently under consideration by the legislature divert 
portions of the 911 excise tax to other purposes.   

So while we are excited to be the first 911 center in the state to offer this critical service, placing a voice call is 
still the most efficient way to reach help.   Starting today, if you have an emergency in Kitsap County, call if you 
can, text (only) if you can’t.

A few things you should know about Text-to-911

Text-to-911 service is not yet available statewide. If you send a text to 9-1-1 from a wireless carrier or a city/county 
without Text-to-911 service, you should receive a message saying that there is no text service to 9-1-1 available 
at this time.

A few things you should know about how Text-to-911 works currently:

• A text plan with a participating carrier is required to place a Text-to-911.
• Photos and videos cannot be sent to 9-1-1 at this time.
• A group text will cause your message to 9-1-1 to not go through. Do not send your emergency text    
  to anyone other than 9-1-1.
• Text-to-911 is not available if you are roaming. 
• Interpreters are not available for text at this time, text in English only.
• As with all text messages, messages to or from 9-1-1 may have a delay, may get out of order, or may   
  not be received at all.

MARIA K. JAMESON OWENS
Deputy Director

Looking Forward...
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The Administrative Group, Office Supervisor Stephanie Browning and Office Assistant Rachelle 
Tate, provides office support to the entire agency and non-dispatch related services to the public 
and CENCOM’s partner agencies. They maintain all CENCOM files and process and manage 
CENCOM’s contracts, purchase orders, Interlocal agreements and other documents.

During a vacancy of our Financial Analyst 
position, the administrative group also performed 
all accounting functions including payroll, 
accounts receivable, budget, and accounts 
payable for CENCOM. They also processed 
Department of Emergency Management (DEM) 
payroll, accounts receivable and accounts 
payable. With the new Financial Analyst in place, 
the administrative personnel continue to assist 
with processing payroll, accounts receivable 
and accounts payable as needed.

The Administrative group provides clerical 
support and retains all public information for 
the CENCOM boards and committees.  

As the Record Custodians they maintain 
all public records and respond to public 
disclosure requests from member agencies, the 
prosecutors office, media and civilian requests. 
The requests are typically for audio recordings 
and computer logs related to 911 calls, police, 
fire, animal control and EMS response. These 
requests continue to steadily increase each 
year. Public disclosure time limes are dictated 
by law. In order to stay abreast of changes, 

the administrative group annually attends the 
Washington Association of Public Records 
Officers (WAPRO) Spring Conference. 

In 2014 the Administrative Group assisted in 
two hiring processes for primary call receivers, 
one assistant supervisor assessment center, and 
one supervisor assessment center. Each process 
takes several months of preparation to complete 
with participation from a variety of different 
personnel at CENCOM as well at Kitsap County 
Human Resources.

It was a busy year within the Administrative 
Group working in a variety of new areas and 
achieving many accomplishments throughout 
the year.   

ADMINISTRATIVE TEAM
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The group consists of eight staff members, led by 
Supervisor Dean Heistand, who are highly trained 
in computer, network, database, radio, telephony, 
and electronics technologies. The staff members 
possess many common technical skill sets, along 
with education and skills that are specialized to 
their individual responsibilities.  As Next Generation 
9-1-1, Computer and Radio System Technologies 
advance, the technical skill set needs increase 
and converge as each of the different technology 
platforms migrate into the digital technological 
world. The staff are in a constant state of training 
and cross training to maintain a sufficient skill set 
depth to keep up with the ever increasing pace of 
newer technology implementations.  

The Technical Systems Group are also responsible 
for the maintenance of tower, radio antennas and 
building facilities, and emergency power systems 
that consists of UPS, battery and generator 
systems.  Some of the tower sites are located on 
2,000 foot and 3,000 foot elevation mountain 
tops where severe winter-weather conditions may 
exist when there is a need to access these sites. 
The group employs the use of several 4x4 vehicles 
that are equipped with road clearing tools for this 
purpose.  The vehicles and sites are equipped with 
emergency supplies and survival equipment in 
the event personnel must remain at those remote 
locations overnight.  

Finally, staff not only maintain a high level of 
technical skills, but in order to best support the 
daily 9-1-1 call receiving and dispatch operation, 
they need to possess a good understanding of 
the operational workflow.  Some of the Technical 
Systems staff actually have previous work 
experience at dispatch floor operations where 
that knowledge, along with the experience of 

other Operations staff, is shared in the training 
of all of the group.  The overall knowledge and 
skill set requirements of the team is diverse and 
multifaceted, and it only continues to increase as 
the role of the dispatch center expands to support 
the increasing public safety mission.

NEW TOWER SITE – CULTUS BAY
CENCOM was able to improve the radio coverage 
in the Hansville and Kingston areas with the 
implementation of a new radio tower site located 
above Cultus Bay on Whidbey Island.  This tower 
already existed as part of the Island County 9-1-1 
Communications Center radio system, and as part 
of a collaborative radio tower sharing agreement 
between Island County and Kitsap County, 
CENCOM is now making use of this tower for the 
North Kitsap County radio coverage improvement 
while Island County employs the use of the 
Hansville tower owned by CENCOM to improve 
coverage along the shoreline of South Whidbey 
Island.  First Responder portable radio coverage 
now has a much higher reliability inside buildings 
in the Hansville area and shoreline properties north 
of Kingston.

DOL PHOTO ENHANCEMENT
The Computer Aided Dispatch and Mobile 
Computer Terminal System Software was upgraded 
to receive Driver’s license photo images.  Prior 
to this, only worded descriptions were received 
from the State ACCESS and DOL agencies.  Now 
dispatchers and Law Enforcement personnel 
receive the actual images that are displayed on 
their computer screens. This will result in a much 
greater ability for facial recognition of wanted 
subjects that are being interviewed in the field. is

The CENCOM Technical Systems Group is responsible for the maintenance and project implementation 
of the dispatch center computer and communications systems.  Those systems consist of Next 
Generation 9-1-1 telephone equipment, radio dispatch consoles, Computer Aided Dispatch, GIS Mapping, 
Mobile Computer terminals installed in approximately 300 Law Enforcement and Fire/EMS vehicles and 
apparatus, audio and digital logging recorders, and over a hundred two way radio base stations located 
at 15 tower sites located throughout Kitsap County, with sites also located in Jefferson, Island Counties 
to the West and North, and Pierce County to the South. 

TECHNICAL SYSTEM GROUP

PTT-ID/EMER BUTTON
An add-on feature to the existing public safety 
radio system was implemented to allow radio 
ID information to be displayed to the CENCOM 
Computer Aided Dispatch screens.  Before this 
was added, dispatchers needed to rely on the 
intelligibility of the radio audio to identify who 
it was that was communicating with them.  The 
“PTT-ID” feature will now digitally display the radio 
unit to eliminate any confusion that may occur 
because of scratchy signal conditions that may 
exist at the time.  In addition, this feature allows for 
an emergency button to be used on the field radios 
so that if a law enforcement officer or firefighter 
finds themselves in an emergency situation where 
they are unable to speak, the simple press of this 
button will digitally signal the dispatcher that 
assistance is needed.  This feature improves the 
officer/firefighter officer safety communications 
capability.

BACKUP CENTER
In the unlikely event CENCOM needed to evacuate 
the dispatch center, the current back-up facility 
is located in the basement of the Kitsap County 
Courthouse.  This back-up facility was constructed 
25 years ago, and its capacity along with the 
technical capability is completely inadequate 
to handle the emergency call volume that is 
experienced in Kitsap County today.  There’s been 
a multi-year project to relocate this facility to 
another location due to the inability to expand at 
the current location.  In 2014, a site was selected 
near the CENCOM Newberry Hill Radio Tower 
just outside of Silverdale.  A property lease and 
technical design is underway, with a new pre-
fabricated building to be installed in the year 2015.  
It is anticipated that the new more capable back-
up center will be fully operational in 2016.



16 17



18 19

OPERATIONS

One of our newest groups formed at CENCOM is the WA-
TERT group.  TERT stands for Telecommunicator Emergency 
Response Taskforce.  It is the concept of communications-
specific mutual aid between 911 centers to provide trained 
911 personnel during emergency situations.  We had five 
employees submit letters of interest for this role in 2014.  Of 
those five employees, three employees finished the training 
process and were qualified to be deployed.  In March, we 
had our first TERT deployment when the town of Oso had a 
major mudslide that claimed the lives of forty-three people.  
Their local 911 centers reached out to other 911 centers in the 
state for assistance.  We were able to send our most senior 
TERT member Nancy Lemay.  Nancy was instrumental in 
getting this group implemented at CENCOM.  While she 
was deployed, she helped to track the first responders on 
scene.  She was an invaluable resource who worked long 
hours in disastrous conditions to help during the landslide 
recovery operations.   

In May, a workload assessment was completed which had 
an impact to our staffing levels.  Our Deputy Director, Maria 
Jameson-Owens reviewed four weeks of data from four 
months throughout 2013 to gauge our busiest times of day 
for both call taking and dispatch.  It was discovered that 
our busiest hours of the day were 1100-2100 for dispatch 
and 1300-1900 for call taking.  This data shifted our staffing 
levels from increased staffing on Friday and Saturday nights 
to Mondays and Thursdays between the hours of 1300-
1900.  This was a welcomed change to the Operations floor 
and offered needed relief with busy workload.  

As we started in 2013, we continued in 2014 to offer a 
new role of “Acting Assistant Supervisor”.  This role was 
a six-month temporary position within the Operations 
Supervisor’s Group.  The incumbent worked as the 
Shift Supervisor and was trained and exposed to tasks 
the Shift Supervisors complete on a daily basis.  In 2014 
we had one vacancy, with three candidates vying for 
the position.  We held an informal interview process 
to select the top candidate.  A supervisor career path 
is not a straight line, nor is it the same for everyone.  
This interim position allowed employees interested in 
the Supervisory Group the opportunity to work in that 
capacity.

We started the process for selecting a Next Generation 911 
(abbreviated NG911) capable phone system.  NG911 is an 
initiative aimed at updating the 911 service infrastructure 
to improve public emergency communication services in 
a growingly wireless mobile society.  Part of this upgrade 
includes the ability for 911 to receive text messages. We 
also began researching a new radio system console, as well 
as a logging recorder to store our audio files.  While the 
preliminary work was started in 2014 for these upgrades 
and enhancements, the entire process may take two more 
years to complete.  

Responder safety is an important aspect of our job.  In 2014 
we began implementation of Push to Talk or PTT for short.  
It is a safety feature added to our client number and is visible 
to the dispatcher in our computer system.  There are times 
when a unit needs assistance and the transmission does not 
make it across the frequency.  By the unit simply pushing the 
transmit button on his or her radio, the dispatcher at the least 
knows the unit who is calling.  Another key feature of PTT is 
an emergency button activation that is on a unit’s portable 
radio.  When a unit is unable to give his or her location and is 
in trouble, the unit can press this special button and it sends 
a signal to the dispatcher’s computer screen.  An emergency 
event is then created on the dispatcher’s computer screen 
pulling the unit’s last known location via GPS.  This allows for 
the dispatcher to send the appropriate units to the unit 
who activated the signal.  

The amount of change is never ending at a 911 Center.  
While we kept busy with all of the background work 
that keeps us a progressive, forward thinking agency, we 
mustn’t forget the major events our Operations Group 
worked.  Here are just a few.

In April of this year, the US Marshals Office was in town to 
apprehend a burglary suspect.  As the suspect was taken 
into custody, his girlfriend began to ram the Marshal’s 
vehicle head on.  Shots were fired by the Marshal units.  
Several of our member agency units responded to the 
scene to assist the Marshal’s.  This was a priority event 
that had our dispatchers coordinating efforts with our 
user agency personnel and Washington State Patrol.  Our 
call takers also fielded many calls by citizens who were 

Our Operations Group had another successful year.  In 2013, we made it a focus to encourage and support our 
Operations employees to branch out and try new opportunities within the center.  2014 was our year to see that 
work come to fruition.  CENCOM has numerous groups and committees all of which are geared towards helping 
us get the best product out the door.  These special roles have a selection process that interested employees 
must follow in order to be chosen.  Each role also has minimum qualifications employees have to meet in order 
to be considered.  We saw several new additions to core in-house groups and committees in 2014.  We had 
three new additions to our Acting Lead Group.  This group consists of lead dispatchers who manage the daily 
operations of the dispatch floor when the Shift Supervisor is not available.  The Acting Leads must have above 
average communication skills for working with employees, user agency personnel and management.  They must 
also function with the proper scope of authority for the position.  

witness to the event as it happened during the afternoon 
rush hour traffic.  The injuries were minor and all of the 
first responders went home to their families safe and 
sound.

In August, a father called 911 to report his six year old 
daughter missing from his home.  Search and rescue 
crews were called to the scene to look for the child.  
Many volunteers and first responders combed the child’s 
neighborhood in hopes of finding the young girl.  Four 
days later, her body was found in a muddy ravine near 
her family home.  This senseless murder touched us all.   

In December, a vehicle caught fire in the parking garage 
at the Clearwater Casino in Suquamish, Washington.  
The fire quickly spread to other vehicles, burning a 
total of five vehicles.  Smoke from the fire in the garage 
filtered into the casino and set off its fire alarm, forcing 
evacuation.  Once North Kitsap Fire and Rescue units 
arrived on scene, the call was upgraded to a 2nd alarm 
commercial structure fire.  This involved a total of 21 fire 
apparatus that came from as far away as Port Orchard.  
Our dispatch floor handled the tracking of these units as 
well as the radio communications, while continuing to 
field emergencies and non-emergencies from all over the 
county. 

Changing Gears is a plan between CENCOM, DEM 
(Department of Emergency Management), and Kitsap 
County Fire Agencies for resource management during 
states of emergency and/or disaster.  When inclement 

weather or a disaster hits our county, 911 becomes 
inundated with calls.  Our workload can triple in a matter 
of minutes.  The Changing Gears Plan helps us coordinate 
resources, prioritize calls and focus on significant life 
safety incidents.  2014 was a “mild” year when it came to 
weather, as we only had four weather related incidents 
that caused us to change gears.  The first was in February, 
when a strong wind warning was issued for Hood Canal, 
the Puget Sound, and Bremerton.    The second weather 
related incident was in October when a Gale Warning was 
issued for the Admiralty Inlet.  The activity was steady for 
approximately three hours.  In November, an unexpected 
snow storm hit in the middle of the night, impacting the 
north end of the county.  While the length of time we were 
in changing gears was minimal, it made for a treacherous 
morning commute.  In December, we had a wind storm 
that affected different parts of the county.  We eventually 
went to Phase 2 for the north end of the county.  We 
went back to normal operations for the entire county ten 
hours later.  These types of events can make for long, 
busy shifts for our Operations Group.  We up our staffing 
levels to assist with the workload.  We also promote extra 
breaks to keep stress levels manageable.

This is just a snippet of how our 2014 went for our 
Operations Group.  Day in and day out we are heroes!  
We are dedicated to meeting our Mission Statement and 
strive to get the best product out the door.  This is not a 
job to us, it is a responsibility.
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PUBLIC EDUCATION 
COMMITTEE
CENCOM’s Public Education Committee (PEC) consists of seven employees who have volunteered their time to 
develop and present education about 911 to the public.  We attend several annual events throughout the year, as 
well as give presentations to public and civic groups when requested.  In 2014, our members donated over 150 
hours to the committee’s activities.

We had 43 citizen and user agency 
observers visit CENCOM.  Each 
observed floor operations with 
a primary call receiver and a law 
enforcement and/or fire dispatcher, 
to better understand how 9-1-1 serves 
the community.

2014 OBSERVERS:

• Evergreen College Tour - March 14th
• BIPD Citizen’s Academy Tour - 
   March 15th & April 5th  
• Cub Scout Troop #4552 Tour -
   March 20th 
• KCSO Job Shadow Tour – 
   March 28th 
• Olympic High School Tour - 
   April 10th
• Kitsap County Resource Tour with
   Deputy 117 - April 18th
• Silverdale Elementary Special 
   Education Class – June 12th 
• Corvette Club Tour – June 20th 
• Central Kitsap Fire and Rescue EMT
   Students Tour - September 12th 
• NKF&R Reserve Tour – 
   November 11th

2014 PRESENTATIONS AND TOURS:

• CKFR Kids’ Day – June 7th 
• Kitsap Pride – July 20th 
• National Night Out – KCSO - 
   August 7th 
• National Night Out – POPD - 
   August 7th
• Kitsap County Fair - August 21s
   through August 25th 
• Read with a Hero – 
  October 3rd 
• Shop with a Cop – December 13th   

2014 ANNUAL EVENTS 
ATTENDED:

• Project plan developed for overall  
  committee activities and goals for
  the year. 
• Presentation at Summer Training
   Days for committee recruitment.  
• Increased communication 
   efficiency by implementing Outlook
  Calendar and tasks for 
  committee events. 
• Hosted the 1st annual CENCOM
   Spooky Spectacular. 

 2014 GOALS ACHIEVED:

• Develop project plan for overall
  committee activities and goals 
  for 2015. 
• Incorporate SharePoint as a tool to
   increase committee participation
   and Communication.
• Recruit new members for the Public
   Education Committee. 
• Partner with our Member Agencies
   to incorporate 9-1-1 education into
   local outreach Efforts.
• Host the 2nd annual CENCOM
  Spooky Spectacular.
• Develop 9-1-1 education packets
   and presentations for local business
   use.

 2015 GOALS & PROJECTS:

SUMMARY

The Public Education Committee 
accomplished great things this year!  
We incorporated the use of project 
planning to outline our committee goals 
and activities throughout the year.  We 
also presented at the Summer Training 
Days, which allowed us the opportunity 
to educate CENCOM employees about 
the committee and the importance of 
educating our citizens about 9-1-1.  

The 1st annual Spooky Spectacular was 
held on October 25th, 2014.  The event 
provided us the opportunity to improve 
our relationship with Member Agency 
personnel while educating local 
children about 9-1-1.  The committee 
worked diligently to turn the hallways 
and rooms of CENCOM into a festive 
environment.  Our members crafted 
Halloween themed 9-1-1 education 
games and designed individual 
interactive stations with them.  Many 
CENCOM employees also participated 
in the event by donating candy, baking 
treats, and volunteering their time.  
The event was a success!  There were 
several Member Agency personnel who 
stopped by, including officers from the 
Kitsap County Sheriff’s Office, Kitsap 
Animal Control, and the Kitsap County 
Jail.  Along with their families, we had 
over 20 children attend the event and 
learn about 9-1-1.  Our committee is 
already at work planning for the 2015 
Spectacular.
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EMPLOYEE OF THE YEAR

CARMEN BOWER
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QUARTERLY AWARDS

JAMIE S was selected as the Employee of the Quarter for the 1st quarter of 2014! She 
was nominated by a supervisor for the active role she’s taken with different projects 
and committees, as well as her awesome display of teamwork. Jamie had recently 
joined PEC, CAD CCB, and the SOP Committee and had already made significant 
progress in policy work. In addition, Jamie continues to be a resource to her peers for 
her knowledge of policies and procedures and enjoys helping out whenever she can. 
She is always willing to assist co-workers with data, phone call requests or any other 
tasks that need to be completed

RYAN J has been selected as the Employee of the Quarter for the 2nd quarter of 2014! 
He was nominated by his peers for his awesome teamwork on the dispatch floor and 
his skill at screening 911 calls. He routinely jumps in to help out his co-workers, often 
without being asked. From a peer: “In his relatively short time here, he has become 
a valuable asset to the floor. During dayshift and approaching the summer the call 
volume can be chaos, but Ryan is extremely adept at quickly putting his caller on hold 
to screen other calls as they come in. In all my years at CENCOM, I have never seen 
anyone quicker. I have heard many others on my shift also comment on how good his 
call receiving skills are and we truly value him.”

CARMEN BOWER was selected as the Employee of the Quarter for the 3rd quarter of 2014! She was nominated 
by a co-worker for her consistently positive attitude and her willingness to help out whenever needed. “I 
would like to nominate Carmen Bower as Employee of the Quarter. Carmen maintains a positive attitude 
and treats everyone with respect and is a pleasure to work with. She is often the first to answer up when 
someone needs assistance with data and call-outs and maintains a vigilant awareness of what is happening 
on the dispatch floor. She is a successful CTO providing consistent instruction and a great resource. Carmen 
is enthusiastically involved with PEC and volunteers as much as she can. I believe she is a prime example of 
what an exceptional employee should be. “Carmen’s supervisors agreed with this recommendation, adding 
that Carmen consistently sets the example of great teamwork by offering to make phone calls, assisting with 
data, giving guidance to other CTOs when they are looking for tips and resources, derailing negative talk 
on the floor and encouraging others to look for the positive. Carmen has also joined the Acting Lead group 
and, even though her training has been sporadic, has gladly taken any opportunity she can to gain more 
knowledge and skills.

KYLE B was selected as the Employee of the Quarter for the 4th quarter of 2014! 
He was nominated by his supervisory team for his handling of a DV call in which 
the female caller was under duress and couldn’t speak freely. When Kyle answered 
the phone and asked what the caller was reporting, the first thing she said was that 
she wanted to order a pizza. Kyle confirmed that she knew she’d dialed 911 and then 
began asking her questions, telling her to ask for pineapple if it was physical and 
olives if weapons were involved. By continuing to question in this way, he was able to 
get help to her without the suspect knowing she’d called and also get officer safety 
information for our responders. The caller later asked law enforcement to thank Kyle 
for his excellent customer service. Great work, Kyle, and congratulations!
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APCO INTERNATIONAL 
SUPERVISOR OF THE YEAR 
NOMINEE: MARY VALERIO

APCO INTERNATIONAL 
TRAINER OF
THE YEAR NOMINEE: 
CARMEN BOWER

APCO WASHINGTON 
TELECOMMUNICATOR OF 
THE YEAR FOR SUSTAINED 
PERFORMANCE NOMINEE: 
SHAWN HANDEL

EMPLOYEE RECOGNITION

Our last award announcement is for the APCO Washington Team award. The event selected was the Water Rescue 
on 11/19/2013 and the nominees were:

SARAH PORTREY JASON MEEDER

MONNET CUMMINGS 

STACEY BUGG 

JILL CLANCEY TAMI COWAN 

THE MAURICE COURTRIGHT AWARD: 
RICHARD KIRTON 
This award is not about deeds, or numbers, or accomplishments, nor has it 
anything to do with financial successes, or chairmanships, or most anything 
else normally used to measure a person. The award does speak volumes 
about the inspiration behind those deeds, numbers, accomplishments and 
successes of that person’s associates. The Maurice Courtright award is 
bestowed upon those individuals having a positive, caring attitude who 
believe that to elevate and make great the individuals in an organization 
will make the organization vastly greater and stronger for the benefit of 
all. Thus making significant contributions to the NW (now Washington) 
Chapter of APCO through personality, persuasion, caring, and efforts of 
helping others outside of the normal work assignments.

For the Maurice Courtright Award, we must seek out those candidates 
who lead without being a leader, who influence others to accomplish great 
deeds via a caring attitude and who inspire others to greatness beyond 
the limits they themselves ever imagined. “The spark plug of life,” so to 
speak. Or. To put it another way, “the heart and soul” of the Washington 
Chapter of APCO. Those candidates are there. We have but to observe 
and seek them out.
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TRAINING ACCOMPLISHMENTS
This year there was a strong focus on training our trainers.  In April, the entire Certified Training Officers 
group attended Advanced CTO training, provided by the Criminal Justice Training Commission.  During 
this course, the group learned advanced adult learning methods, Situational Leadership, the Triune brain 
theory, the Multiple Intelligence theory, and many other topics on how to be effective trainers.  

This year there was a strong focus on training 
our trainers.  In April, the entire Certified Training 
Officers group attended Advanced CTO training, 
provided by the Criminal Justice Training 
Commission.  During this course, the group learned 
advanced adult learning methods, Situational 
Leadership, the Triune brain theory, the Multiple 
Intelligence theory, and many other topics on how 
to be effective trainers.  

In November, a select group of CENCOM employees 
attended a two-day workshop on Peer Support 
and Critical Incident Stress.  This group is now in 
the development phase of agency wide training 
and implementation. Once implemented, CENCOM 
employees will have access to peer support 
provided by those they trust and who work side by 
side with them on a daily basis.  

We have also been working closely with our Law 
Enforcement agencies within Kitsap County on 
the Crisis Intervention Officer program.  Crisis 
Intervention Officers receive specialized training on 
how to deal with citizens in crisis; be it mental health 
related problems or drug and alcohol addictions.  
Two CENCOM employees attended the 40-hour 
Basic Crisis Intervention training in October, and 
are incorporating the materials into our Primary 
Call Receiver Academy curriculum.  Once fully 
integrated, all current and new employees will be 
trained on best practices in dealing with callers in 
crisis, de-escalating those callers, and providing the 
most relevant information to responding officers.  

In addition to these specialized trainings and 
projects, we also provided training throughout the 
year to the various groups and committees within 
our organization. 

• All Operations employees completed 40 hours of 
continuing education.  Some of the topics covered 
were on how to improve teamwork, data, Unified 
Command, drug taskforces, and Amber Alerts.

• During the fall quarter, each Operations employee 
completed a 3-hour online class on the handling 
of missing and exploited children, provided by the 
National Center for Missing and Exploited Children.  

•The Supervisor’s group attended two 10-hour 
workshops geared towards improving communication, 
leadership, and project management skills. 

•Select TSD and Operations employees attended 
three different forums throughout the year, hosted 
by APCO.  During these forums, they learned about 
industry specific challenges and best practices 
to handle those challenges.  Those employees 
brought the information back to CENCOM to share 
and incorporate into their day-to-day jobs.  

Finally, no training year at CENCOM is complete 
without Primary Call Receiver academy for new 
hires, a Law Enforcement Dispatch academy 
for call-takers interested in dispatch, and a Fire 
Dispatch academy for qualified Law Enforcement 
dispatchers.  

These training accomplishments would have been 
possible without the dedication of CENCOM’s 
instructors, CTOs, and academy facilitators, as well 
as the countless employees who volunteered their 
time to assist within these roles.   



STATISTICS & PERFORMANCE MEASURES

TOTAL EVENTS DISPATCHED: 1993 - 2014

2014:    214,200 LE;   32,731 Fire/EMS;   3,692 other.    
2013:    209,424 LE;   29,914 Fire/EMS;   2,231 other. 

2014 total events dispatched was 250,623 an increase of about 3.6% 
over 2013.    

2 0 1 4

28

2 0 1 4

29

165000

195000

225000

255000

1994 1996 1998 2000 2002 2004 2006 2008 2010 2012 2014

LAW ENFORCEMENT FIRE MISCELLANEOUS

CALLS PROCESSED BY THE DISPATCH FLOOR
911 10 DIGIT NON-EMERGENCY OUTGOING

2009 2010 2011 2012 2013 2014

0

5000

100000

150000

200000

250000

300000

350000

11806 13448 12043 12576 12745
13382

60847 58301 65333 5242969008

67248 62258 62707 59984 63387

66387

54646

Answer 95% of all 911 
calls within 15 seconds 
or less (nfpa 1221)

Answer 90% of all 911 
calls within 10 seconds 
or less (CENCOM goal)

97.25%

2008 ACTUAL

87.79%

2009 ACTUAL

98.56%

93.34%

2010 ACTUAL

98.97%

95.85%

2011 ACTUAL

99.43%

96.66%

2012 ACTUAL

99.21%

95.85%

2013 ACTUAL

99.24%

95.72%

2014 ACTUAL

99.18%

95.05%

GOAL: MEET OR EXCEED NATIONAL AND LOCAL TIME STANDARDS FOR 911 CALL PROCESSING
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REGULAR REVENUES

Sixty-Eight Percent (68%) of CENCOM’s regular funding comes from 
dedicated 911 taxes (the 1/10th of 1% sales tax and 911 excise tax on 
wireless, wireline, VoIP, and Prepaid Wireless telephone services). We also 
receive revenues from our customer agencies, contract partners, grants 
and othter miscellaneous sources. In 2014, we will received $242,839 by 
leasing unused space on our radio towers. 

TELEPHONE TAX

CUSTOMER FEE’S

OTHER

SALES TAX

MISC. ONE TIME REVENUE

27%

7%

22%

41%

3%

CENCOM BUDGET

CENCOM’S 2014 operations expenditures  and debt service payments 
total $8,113,174. CENCOM’s Technical Improvements total $263,149. 
stitutes the bulk (70%) of our expenditures.  The sup-plies & Services 
(21%) categories contain our day to day operating costs.   
 
CENCOM pays Kitsap County for providing support services such as 
payroll, contract review, etc. If CEN-Com did not receive these services 
from Kitsap County, we would have to contract with another agency or 
perf-form these functions internally.

OPERATING SUPPLIES & SERVICES

21%

TECHNICAL IMPROVEMENTS

3%

BOND DEPT

6%

PERSONNEL

70%

EXPENDITURES



VALUES STATEMENTS

As critical members of the public 
safety team we are defined by the 

following attributes:

INTEGRITY
We are honest and consistent with colleagues 
and customers. We hold ourselves accountable 
to the highest standards of moral and ethical 
conduct.

SERVICE
We are dedicated to exceeding the standards 
set for our profession by providing excellent, 
professional, and responsive service. We provide 
high quality results on or ahead of schedule.

PRIDE
We take pride in ourselves, our profession, and 
our colleagues.  

TEAMWORK
We promote partnerships with internal and 
external customers.  We treat one another with 
respect and communicate openly. We foster 
collaboration while maintaining individual 
accountability. 

OPEN COMMUNICATIONS
We discuss potentially contentious issues directly 

and quickly. We take responsibility for our own 

communication and conflict resolution. We do 

not triangulate or spread rumors.    

INNOVATION
We thrive on creativity and ingenuity.  We seek 

the innovation and ideas that can change our 

profession and improve our service delivery.  

We are flexible and learn from our experiences. 

We encourage the best ideas to surface from 

anywhere within the organization.

DIVERSITY
We value our community’s diversity and work to 

reflect and respect that diversity in our staff and 

in the delivery of our services.  

POSITIVE WORK ENVIRONMENT
We maintain a positive work environment 

which supports our employees and enhances 

job quality. We embrace the principles of 

participative management and personal 

responsibility and accountability.

KITSAP911.ORG

911 CARVER ST. BREMERTON, WA 98312
T 360.307. 5800 E INFO@KITSAP911.ORG


