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Welcome to the 2015 Annual Report 

 
This report will outline the accomplishments and activities of the Dyersburg 911 Center and 
Dyersburg Emergency Operations Center.  I hope that you find this report clearly demonstrates 
that our staff is dedicated to our community and to the values of this organization.  We would like 
to thank the Mayor and Board of the City of Dyersburg and the Dyer County 911 Board;  our suc-
cess  is because of your continued support.   

 
Mark Grant ENP/RPL  

          Director  
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Our Staff 

Our employees are our greatest asset. They are the product we use to provide services to our community. 

 

Not everyone can do the job of a 911 operator; more than 50% of potential applicants fail our pre-employment test. 

It takes a special person to be able to deal with the emotional and psychological trauma every day on the job. 

(n.) the most qualified personnel that perform the many challenging tasks of the operation center 



 5 

 
 

D Y E R S B U R G  9 1 1  2 0 1 5  A N N U A L  R E P O R T        

Awards 
DATE AWARD NAME DESCRIPTION 

        

041315 LOC 
Tiffany De‐

Spain 
Recognized for outstanding performance while handling fall call that in‐
volved a family member. 

041315 LOC Chuck Byrd 
Recognized for outstanding performance while handling a child birth call. 
  

041315 
 

Sherry Butler 
For sustained superior performance  in 911 communications work by 
maintaining a yearly average QI of 95+ in Fire/EMS/PD QI 

041315 
 

Chuck Byrd 
For sustained superior performance  in 911 communications work by 
maintaining a yearly average QI of 95+ in Fire/EMS/PD QI 

041315 
 

Tiffany De‐
Spain 

For sustained superior performance  in 911 communications work by 
maintaining a yearly average QI of 95+ in Fire/EMS/PD QI 

041315 
 

Gloria Spence 
For sustained superior performance  in 911 communications work by 
maintaining a yearly average QI of 95+ in Fire/EMS/PD QI 

041315 
 

Debbie Ware 

For sustained superior performance  in 911 communications work by 
maintaining a yearly average QI of 95+ in Fire/EMS/PD QI 
  

041615 LOC Magen Gray 
Recognized for outstanding performance while handling an officer in‐
volved shooting. 

041615 LOC Jessica Arias 

Recognized for outstanding performance while handling an officer in‐
volved shooting. 
  

122615 
 

Magen Gray 
For exceptional work performance in locating an address and phone num‐
ber for a domestic assault occurring out of our jurisdiction. 

 

(n.) an acknowledgement of excellence given to our outstanding employees 

 Medal of Honor Highest award – given for any instance where the 911 operator clearly contributed to saving human life  

  

 Distinguished  Service Award for service where professional performance was exceptional, or sustained superior performance  over 
 a long period of time  

  

 911 Merit For excellence in 911 communications work, including support activities and civic involvement  

 

   LOC      Letter of Commendation Recognition of outstanding performance 

Operator Chuck Byrd at a ceremony meeting the baby that he helped deliver 

through a 911 call, where he provided medical instructions via phone.   
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Dyersburg 911 voluntarily participates in the following standards and accreditation programs 
which certify our agency as meeting and or exceeding national performance standards. 
  

 
Dyersburg 911 is in the self-assessment phase of certification as an APCO Pro-
ject 33 Certified Agency.   
 
The APCO Project 33 Agency Training Program Certification is a formal mecha-
nism for public safety agencies to certify their training programs as meeting  

        APCO American National Standards (ANS). 
 
Dyersburg 911 is a PowerPhone Total Response Accredited Agency, which serves as a 
mark of  excellence in the emergency communications industry. Accreditation is a dy-
namic process that identifies best practices and promotes high quality performance 
measures. Public safety agencies that earn accreditation from PowerPhone validate 
their commitment to quality and accountability in emergency call handling. 
  
 
 

 
The Missing Kids Readiness Project promotes best practices for responding to 
calls of missing, abducted and sexually exploited children. Dyersburg 911 has 
been recognized by the National Center for Missing & Exploited Children® for 
meeting essential training and policy elements demonstrating preparedness for 
responding to a missing child incident.  
 

 
Dyersburg 911 is required to meet the requirements of NFPA 1221 used by the ISO fire 
rating organization. The Dyersburg Fire Department achieved a rating of “class 3”, 
which places the Fire Department in the top 5% rating in the country.   

 
  
We dispatch calls for service for the Dyersburg Police Department, which is a CALEA  
Accredited Agency.  The 911 Center must be incompliance with CALEA performance and op-
erational standards for communications centers. 
 
 
 
 
The agency constantly reviews NENA/APCO operations standards to ensure that we are in 
compliance with their Best Practices.  

Industry Standards  

(n.) Morals, ethics and habits established by NENA and APCO 
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In no other place is high quality service more significant than in the 911 communications center. There is 
so much on the line; peoples lives, potential for liability, and our image. Operators must possess a 
unique combination of skills: communication, listening, problem solving, multi-tasking, a good attitude, 
and patience. So how do we make sure our operators meet the highest standards of quality service? 
Quality Improvement. 

Each month the agency evaluates and scores operators performance for 911 telephone call handling to 
ensure that the operator is meeting agency expectation.   These calls are evaluated by certified call as-
sessors. 

 

 

 

 

The chart below represents the agency QI averages for emergency police, fire and emergency medical 
telephone calls.  Our standard is that we maintain a minimum of 90% in each category.  

 

 
QI AVERAGE

90

95

100

2008 2009 2010 2011 2012 2013 2014 2015

A gency
Goal 9 5+

9 0  is R equired  

C ompliance

Police

Fire

EMS

Quality Improvement  

(v.) the act of evaluating and ensuring  agency expectations 
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Training is crucial for organizational development and success. It is fruitful to both employers and em-

ployees of an organization. An employee will become more efficient and productive if he is trained well.  
 

New employees: Tennessee State Law requires new 911 recruits to complete an approved 40 hour cer-
tification course, along with 2 weeks of supervised on the job training. Dyersburg 911 recruit training is 

far more demanding, as the recruit must complete an 830 hour program.  The agency has 5 certified 

trainers who assist the recruits with building their knowledge, skills and abilities.  All recruits must com-

plete the training below and demonstrate the required skills and abilities before assignment as a 911 

Dispatcher: 
 

 65 hours classroom 
 600 hours of on the job training with a certified trainer 
 54 hour APCO Basic Public Safety Telecommunicator course 
 32 hour APCO Basic Fire Communications course 
 16 hour NCIC/TCIC certification 
 FEMA NIMS ICS700 and ICS 100 
 40 hour PowerPhone EMD/PD/FD Call Guide certification 
 CPR Certification 
 TTY and ADA Basics for 911 
 5 hour Missing, Abducted, and Sexually Exploited Children Course 
 8 hour PD and FD Ride Along  
 

 

 
 
 
Recurring training:  Tennessee State Law requires at least 10 hours of in-service every two years. Again our agency 
standard is far more demanding than State Law, as we require  a minimum of 24 hours annually.   
 
 

Employee Training  

(v.) the continual education of each operator to excel in our profession 

Bobbi Permenter, Gloria 

Spence and Jessica Arias 

with Nathan Lee and 

Geoff Weiss; presenters 

of the Denise Amber Lee 

Foundation’s presenta-

tion  of “A Victim’s Plea; 

Meeting Expectations”. 
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 The staff of Dyersburg 911 continually pursues excellence.  Our guiding  
principles are our Customer Bill of Rights and our Agency Mission Statement. 

Dyersburg 911 
Vision Statement 

 
The Dyersburg Public Safety Communications Center exists to serve the community by answering request for police, fire and 
medical services; coordinating response for those requests; and assisting our local emergency service providers in protecting 
life and property. Our vision is to provide the highest possible customer service.  Central to our vision are the values that guide 
our work and decisions.  Our values are characteristic of worth. They are non-negotiable. Although we may need to balance 
them, we will never ignore them for the sake of expediency or personal preference. We hold our values constantly before us to 
teach and remind us, and the community we serve, of our ideals.  
 

Dyersburg 911 
Customer Bill of Rights 

 
We the people, of the Dyersburg 911 Center, in order to provide quality customer service, do ordain and establish these 
Customer Bill of Rights.  

 

Article One 

Answer and process our customer calls as quickly as possible. 

Article Two 

Treat our customers impartially, courteously and respectfully. 

Article Three 

We will listen to our customers; we will give them a chance to speak. 

Article Four 

We will have empathy for our customers; we will have tolerance for a lack of understanding. 

Excellence  

(n.) the state or quality of excelling or being exceptionally good; extreme merit 
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Our community education program works to enlighten the public on the use of 911 in many different 

ways. We host interactive workshops with children throughout the year. This year we conducted Cell 

Phone Sally education at all the City  elementary schools, attended Girl Scout meetings, set up a Cell 

phone Sally booth at the Dyer County fair kids day, attended the safety fair at First United Methodist 

Church Preschool, staffed a Cell Phone Sally booth at Kroger’s safety fair, and donated 911 education 

books to the City library and elementary schools. 

Community Education 
(v.) educating the City of Dyersburg on the importance of 911 

The children of Dyersburg are not the only demographic we focus on educating. We staffed a public    

education booth at the Dyer County fair, developed numerous radio public safety announcements, staffed 

a 911 information booth at Dyersburg State Community College’s criminal justice fair, and staffed a    

public education booth at Okeena Park during the annual Mission Blitz. We want to get the word out on 

how and when to use 911 to keep our community safe! 
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Halloween 

Pictured left to right: Chuck Byrd and family, Magen Gray,   

Julie Jadwin, Patrolman Josh Gardner and family, Jessica Arias 
and boyfriend. 

Employee morale is a major focus for operations.  We promote a variety of activities/operational prac-

tices in an effort to maintain a positive work place, to ensure that employee morale thrives and to foster a 

team atmosphere.  We recognize our employees with birthday celebrations, employee performance 

through the Heroes Program, and celebrating and recognizing employees who have received awards 

during National Telecommunicator Week. We are more than just co-workers, we are an extended first 

responder family. We celebrated many holidays together including a family Easter celebration, dress-

ing up and handing out candy for Halloween, and sponsored a Christmas dinner for our employees and 

their spouse/guest. 

Morale 

Hot Wing Cookoff 

 
Pictrured left: Jessica Arias,  

Gloria Spece, Julie Jadwin and 

her neice and nephew 

 

Pictured right: Bobbi Permenter, 

winner of the Golden Tongs for 

best wings 

We held several employee potlucks and hosted a Hot Wing Cookoff for our Public Safety Responders to 

promote unity between our deptartments. We also promote an organizational structure with a TEAM ap-

proach, which allows ownership in operational decisions and direction of the organization. 

(v.) Maintaining a positive atmosphere in a demanding work environment for the betterment of 

our employees 
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Heartfelt Contributions 
(n.) Giving back to our community is a way of life 

Our employees believe in each other and our community. They generously give of their time and 

money whenever a need arises.  

Other organizations we donated time and money to include but are not limited to Relay for Life, the    

United Way campaign, the March of Dimes March for Babies, we sponsored a DCS family at Christmas, 

and baked cookies for hospice patients. We baked cupcakes for the police department for Law Enforce-

ment Appreciation Week, donated candy to the fire department for Firefighter Appreciation Week, gave 

chocolates to DCSO & Newbern PD 911 operators for National Public Safety Telecommunicator Week,  

and snacks to EMS for EMS Appreciation Week.   
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Customer Satisfaction 

Our goal is ZERO Complaints  

 

Customer satisfaction is job 1 for our organization.  One of the 
tools we use to ensure high performance is the tracking and 
analysis of all customer complaints.  

All complaints are thoroughly investigated; allegations which 
are substantiated have corrective action taken. The complaints 
are then analyzed to identify patterns or trends.  

Based on industry practices, the agency has established a 
complaint benchmark of .5% or less allegations vs work pro-
ductivity.  

The percentage is determined using the following formula: 

 

External  Customer Complaint %  
= substantiated allegations by public divided by inbound tele-
phone calls 
 

Internal  Customer  Complaint % 
 = substantiated public safety allegations divided by public 
safety CAD events 
 

Note - there is a difference in a allegation vs a complaint.  A 
single complaint may contain 3 allegations. 

Total Complaints by Customer

0

0

0

1

0 5 10

Police

Fire

EMS

Public

Complaint  Rate 
Goal is less than .5%

0 . 0 8 3

0 . 0 10

0 . 0 0 0 0 . 5 0 0 1 . 0 0 0

I nt e r na l  Cust ome r

Ex t e r na l  Cust ome r

Total Allegations:  1 

Substantiated: 0 

Unsubstantiated: 1 

(n.) to keep the public happy with the service they recieve 
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Performance Stats 
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911 Call Answer Standards 
NFPA Standard answer 95% <15 seconds 
NFPA Standard answer 99% <40 seconds 

NENA Standard answer 90% <10 seconds during the busy hour 

(n.) the review and analysis of the calls handled 
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Performance Stats 
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The Emergency Operations Department has 2 separate functions;  one is 911 communications, and the 

other is disaster preparedness.  To help achieve our disaster preparedness goals, we adopted the 

“Ready Dyersburg” program in 2012.  It is a multi year strategy designed to improve agency/community 

awareness, preparedness, as well as improving the City of Dyersburg response and recovery efforts.  

Below are the strategies that we accomplished in 2015.   

 

 distributed disaster education and preparedness flyers to every Dyersburg Gas/Water customer 

 provided radio ads throughout the year promoting a specific theme for community preparedness/safety 

 conducted a Church Safety and Surviving Active Shooter workshops for businesses, medical community, schools, industry and 
churches 

 continued our use of social media as a tool to educate the community and disseminate important information  

 

 

 

Our Presence on the Web 
 

Dyersburg Emergency Operations Department:  www.dyersburgtn.gov/emergency 

Dyersburg 911:  www.dyersburgtn.gov/public_safety/ 

 

Dyersburg 311 Citizen Service Request Portal:  http://www.dyersburgtn.gov/nonemergency/ 

 

 

City of Dyersburg on Facebook: www.facebook.com/dyersburgtn 

 

Dyersburg Emergency Operations Education and PSA Channel: www.youtube.com/user/dyersburgemergops 

 

 

Community Preparedness 

Dyersburg Fire Department Haz-Mat Exercise 

(n.) the state of readiness in the face of possible catastrophe 
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Dyersburg 911 
“being the difference in our community” 
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