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Winbourne 

Consulting offers 

a full range of public 

safety services, 

including strategic 
planning, systems 

integration, 

specifications 
development, 

solution acquisition, 
and implementation 

project 

management and 

quality assurance.  

 

 

 

 

 

 

 

 
 

The Public Safety Staffing Crisis 

As 2021 draws to a close, many jurisdictions are faced with a crisis in recruiting 

and retaining public safety resources.  Public safety continues to see major 
shortfalls in telecommunicators, law enforcement, fire, and EMS personnel 

across the United States.  This has a ripple effect starting with residents and 

visitors experiencing delays in calling 911 and ending with overworked and 
emotionally exhausted public safety personnel. 

 
When a citizen calls 911 for a medical emergency, a telecommunicator (TC) may 

not have EMS resources to send because they are tied up on other emergencies.  

This means that a TC may have to spend an expanded amount of time with the 
caller, especially if they are providing Emergency Medical Dispatch (EMD) 

instructions.  Imagine the TC trying to convince the wife who is performing CPR 
on her husband that, even though she is exhausted, she must continue CPR or 

her husband will die.  All the while the TC knows that her next available unit is 

still 10 minutes away. 
 

Many law enforcement officers who dealt with civil unrest and the pandemic are 
choosing to retire early and/or simply leave the industry. Those that remain 

may end their shift with calls still waiting simply because they have not had 

time to respond because they are short staffed.   
 

Fire departments across the nation, including full-time, part-time and volunteer 

agencies, are not able to respond with the required units due to staffing 
shortages.  They are not able to meet National Fire Protection Association 

Standards, and even with mutual aid assistance they are still often too 
shorthanded to properly fight a working structure fire. 

 

EMS services have been suffering from a decade-long worker shortage 
exacerbated by the pandemic. EMS agencies are at an all-time low according to 

a survey conducted by the American Ambulance Association, with the turnover 
among paramedics and EMTs ranging between 20 to 30 percent annually.  

 

In response, agencies are turning to innovative approaches to address some of 
these issues.  These include: 

• Consolidation of 911 centers, which may facilitate the creation of a larger 

two-tier center with call takers and dispatchers, which many smaller 

       



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

centers do not have enough staffing to support.  

• Implementing an intelligent hub CAD-to-CAD which allows the call takers 

to be able to share vital information faster with neighboring jurisdictions, 

freeing up time to answer the next call.  

• Placing a nurse in the dispatch center to handle the non-emergency 

medical calls and mental health calls freeing up time for the TCs to 

handle the emergency calls.  

• Consolidation of fire departments, creating a mixture of fulltime, part 

time and volunteer departments. Reestablishing the criteria on what 

incidents they will respond to; for example, instead of responding to all 

medical calls, they are only responding to critical medical calls 

• We are seeing changes in the type of calls that law enforcement 

responds to by sending non-sworn personnel to certain mental health 

calls and setting up online reporting for basic non-emergency reports. 

• Establishing 311 centers with software to support the handling 

appropriate non-emergency calls, requests for citizen services and 

pandemic related questions and services.  This reduces the call volume 

to Emergency Communication Centers.  

 

Other Innovations 
Our industry continues to adopt ever evolving technologies to support the 

effective delivery of services.  Other key public safety technology initiatives 

include: 
• Cloud Based Solutions—Managing the operational, IT Support and 

security requirements of cloud deployments (cloud native, cloud 

hosted, web-based, etc.) and Software as a Service (SaaS).   

• Mobility – Increasing use of mobile devices and social media 

applications will require close network and security integration and 

coordination. 

• Big Data/Analytics - The move to Smart Cites and Open Data 

initiatives increases the need for advanced data analytics and 

reporting capabilities to include the creation of fusion centers and 

real-time crime centers.   

• Cyber Security – Modernizing and deploying security protocols to 

balance business needs with the inherent risks that come with 

increased levels of system connectivity.  

• Artificial Intelligence (AI) – The integration of AI to support analytical 

services, i.e., Crime Analysis and Early Intervention Systems. 

• Drones – The increasing use of drones and other advanced sensing 

and alerting technology to enhance situational awareness and 

command and control capabilities. 

• 311/Customer Relationship Management (CRM)– Providing citizens 

enhanced non-emergency response capabilities and tracking of 

citizen requests and complaints. 

• Body Worn Cameras – Increased adoption of BWC technology to 

increase overall accountability and oversight of direct citizen 

interactions.   

• Build Back Better (BBB) Act, which as we informed you previously, 

includes nearly $500 million dedicated to NG911. Although Senate 

leadership had expressed a desire to have a Senate vote on the BBB 

Act before Christmas, an agreement to do so was not reached prior 

to the Senate recessing for the year. At this time the situation 

regarding the BBB Act continues to be very fluid and uncertain. 
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Funding Crisis 

The paramount issue facing the industry continues to be the need to identify a 

source of reliable and steady funding.  NENA, APCO, NASNA, iCERT and many 
other industry associations, as well as partners in the public safety space have 

actively lobbied for the passage of the Build Back Better (BBB) Act.  It is 
imperative that the nearly $500 million dedicated to NG911 remains intact so 

that it can serve as a down payment on the widely acknowledged significantly 

higher level of funding needed to modernize the 911 network across the 
country. 

 

Our Thanks 
As always, we want to extend our thanks and appreciation to the public safety 

community, our clients and business partners; whether they are first 
responders, government entities, technology and communications agencies, 

private sector firms, or international organizations.  We also want to 

acknowledge the hard work and dedication of our staff, who have adjusted to 
the realities of the pandemic to continue to provide our clients best-in-class 

services and support. 
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Winbourne Happenings 

 

 

MC311, the County’s Customer Service Center, Surpasses One Million 
Calls Since the Start of the COVID-19 Health Crisis.  Winbourne 
Consulting provided Project Management and Subject Matter Expertise 

to Montgomery County, MD, during the implementation of their 311 

system. The implementation of the county’s customer service center was an 
integral part of a comprehensive review of the county’s 911 system conducted 
by Winbourne Consulting. To read more about the county’s customer service 

center and how it assisted the county in dealing with the pandemic visit:  
https://montgomerycomd.blogspot.com/2021/12/mc311-countys-customer-service-

center.html?m=1 

 

 
 

Winbourne Consulting recently completed an assessment of Stafford 

County, VA, Sheriff’s CAD Mobile and Law RMS systems.  As part of the 
project, Winbourne developed a series of findings regarding the current state 

and benchmarked it against the County’s future stated objectives.  The report 

focused on functionality, technology and integration.  Data documenting on how 
new technology would result in significant time savings and officer safety 

improvements was also provided in the final report. 

https://montgomerycomd.blogspot.com/2021/12/mc311-countys-customer-service-center.html?m=1
https://montgomerycomd.blogspot.com/2021/12/mc311-countys-customer-service-center.html?m=1


 

 

 

 

 

 

Our clients include 

city, county, state, and 
federal agencies 
located throughout the 
United States and the 

world, as well as 
countries in Europe, 
the Middle East, Asia, 

the Caribbean, and 
South America. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Winbourne Consulting recently completed its assessment of the Town of 

Mooresville, NC, 911 Dispatch Operations.  Our deliverables included a 
review of options for the resourcing, oversight, and operation of public safety 

communications that play a key role in providing information and dispatching 

the town’s police and fire/rescue services to its citizens, businesses, and 
visitors.  It also included recommendations for improvements in call processing 

between the regional Iredell County 911 center, and the town’s police dispatch 
center. 
 

 

Winbourne Consulting will be assisting Evergreen Solutions in a 

citywide efficiency study for Norwalk, Connecticut. Winbourne Consulting 

will be conducting the public safety component of the project.  

 
 

Public Safety News 

 
NENA Hires Pickett as Education, Training Director 
Vicki Pickett joined the National Emergency Number Association (NENA) staff as 

the association’s education and training director. 
 

In her new role, Pickett will oversee the development and delivery of the 

association’s in-person and online education programs that provide training to 
all 911 professionals, from frontline telecommunicators to supervisors, 

managers, and 911 authority administrators. 
 

"Vicki brings an exceptional skillset and unique vision to the position of 

education and training director,” said NENA CEO Brian Fontes. "Her experience 
in both communications-center management and training will undoubtedly allow 

NENA to grow, enhance, and expand the opportunities for professional 
development that we offer to our members and the greater 911 community.” 
To view the complete article visit: 

https://www.rrmediagroup.com/News/NewsDetails/NewsID/21230 

 

 
 

Industry Events 
 

https://www.rrmediagroup.com/News/NewsDetails/NewsID/21230


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

NG911 Standards & Best Practices Conference | January 17-20, 2022 | 
San Diego. Learn, Collaborate, & Contribute! 

 

#NENASBP (January 17-20, 2022 in San Diego, CA) is a conference unlike any 
other. It is an interactive, informative, attendee-driven event where you not 

only learn about the standards that are spurring the development and 

implementation of NG911 technology and operations best practices, but also 
create the guidelines, resources, and documents that enable NG services, 

systems, and PSAPs to reach their full potential. 
 
For additional info visit: https://www.nena.org/page/sbp 

 

 
 

February 13-16, 2022 | The Ritz-Carlton Pentagon City 
 

911 Goes to Washington brings together hundreds of 911 professionals from 
around the country with policy leaders in our nation's capital to explore and 

discuss today's most pressing 911 and emergency communications issues. 911 

Goes to Washington is the only event where you can learn about the policy 
challenges facing public safety and take immediate action to address them 

through dialog with your elected and appointed officials. 

For additional info visit:  https://www.nena.org/page/gtw 

 
 

Articles of Interest 

 
 

Simple to exploit, Log4j is used in cloud services as well as a wide 

range of programs from software development tools to security tools, 

which makes it easy for an army of bad actors to attack millions of 
systems. 

So what is this humble piece of internet infrastructure, how can hackers exploit 
it, and what kind of mayhem could ensue? Log4Shell, an internet vulnerability 

that affects millions of computers, involves an obscure but nearly ubiquitous 

piece of software, Log4j. The software is used to record all manner of activities 

that go on under the hood in a wide range of computer systems. 

Jen Easterly, director of the U.S. Cybersecurity and Infrastructure Security 

Agency, called Log4Shell the most serious vulnerability she’s seen in her career. 
There have already been hundreds of thousands, perhaps millions, of attempts 

to exploit the vulnerability. 
 
The full article can be viewed at: https://gcn.com/articles/2021/11/15/police-

transparency-ai.aspx 

https://www.nena.org/page/sbp
https://www.nena.org/page/gtw
https://www.cnbc.com/video/2021/12/16/cisa-director-says-the-log4j-security-flaw-is-the-most-serious-shes-seen-in-her-career.html
https://www.zdnet.com/article/log4j-flaw-attackers-are-making-thousands-of-attempts-to-exploit-this-severe-vulnerability/
https://www.zdnet.com/article/log4j-flaw-attackers-are-making-thousands-of-attempts-to-exploit-this-severe-vulnerability/
https://gcn.com/articles/2021/11/15/police-transparency-ai.aspx
https://gcn.com/articles/2021/11/15/police-transparency-ai.aspx
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National 911 Program Releases Telecommunicator Reclassification 
Toolkit 

 
Public-safety telecommunicators currently are defined as “office and 
administrative support occupations” by federal, state and local classification 
systems. Due to a lack of objective evidence documenting the current, complete 
duties of telecommunicators, the U.S. Bureau of Labor Statistics, the Standard 

Occupational Classification System has been unable to reclassify the position. 

The current classification, which generally covers workers who perform clerical 
duties, falls far short of providing public-safety telecommunicators the 

recognition they deserve for the work they do. 
To read the complete article visit:  

https://www.rrmediagroup.com/News/NewsDetails/NewsID/21219 

 

 
FirstNet’s Public-Safety-First Approach To 5G And Evolving The First-
Responder Network 

Written by Edward Parkinson / FirstNet 

 
You would be hard-pressed to read the news today and not find a headline 

about 5G. It has been an exciting year for the telecommunications industry as a 

whole, with initial 5G services becoming more available on smartphones and 
tablets — including some of the devices our first responders use during 

emergencies and everyday operations. 
 

Unlike previous technology upgrades, when public-safety users were mostly an 

afterthought, they are now a critical market to consider in technology rollouts. 
At the First Responder Network Authority (FirstNet Authority), we are pleased to 

see a robust marketplace for public safety expand and reach new heights in just 
our fifth year of the public-private partnership with our network contractor 

AT&T. 
To read the complete article visit: https://urgentcomm.com/2021/11/10/verizon-

survey-first-responders-most-dependent-on-smartphones-not-lmr-on-daily-basis/ 

 

Where Do 911 Fees Go? Key Statistics From The FCC’s Annual 911 Fee 
Report  
Each year for the past 12 years, the Federal Communications Commission has 

gathered information from states and territories about their 911 fee collection, 
distribution and general operations and put it together in a report to Congress. 

Usually published in early December of each year, the most recently available 

report from 2020 covers the calendar year from January 1- December 31 of 
2019. 

 

Here are some of the key statistics from the 2020 annual 911 fee report, related 
to 911 funding around the country for the more than 5,300 Public Safety 

Answering Points (PSAPs) that answered more than 211.1 million 911 calls 
during the course of 2019. 

 

-States and territories reported collecting more than $3 billion in 911/E911 fees 
during 2019; however, the total estimated cost to provide service in 39 states 

and four territories was nearly $5.2 billion (not all jurisdictions gave the FCC an 
estimate of their total service costs). 

 

http://www.winbourneconsulting.com/
https://www.rrmediagroup.com/News/NewsDetails/NewsID/21219
https://urgentcomm.com/2021/11/10/verizon-survey-first-responders-most-dependent-on-smartphones-not-lmr-on-daily-basis/
https://urgentcomm.com/2021/11/10/verizon-survey-first-responders-most-dependent-on-smartphones-not-lmr-on-daily-basis/
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-When asked whether 911/E911 fees were combined with other funding sources 
to provide 911 service, 27 states said they did not, and 12 states plus Guam 

and Puerto Rico said they relied solely on state 911 fees to cover 911 service 

costs. Twenty-three states, the District of Columbia and the U.S. Virgin Islands 
said that they combined the 911/E911 fees with other funding sources in order 

to provide 911 services. 
 
The full article can be viewed at:https://www.rcrwireless.com/20211214/public-

safety/where-do-911-fees-go-key-statistics-from-the-fccs-annual-911-fee-report-part-2 
 

 

We Are Interested in Your Thoughts on the Above Topics. 

To share them with us, please: 

 

  Email:  info@w-llc.com   

or 
Twitter:  https://twitter.com/winbournellc  

 
 

For more information about our services and solutions, visit our website at: 
www.winbourneconsulting.com  
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