


CAECD Board of Managers | Minutes

10:30 a.m., or upon adjournment of the Executive Committee
Wednesday, April 8, 2026

6800 Burleson Rd, Bldg 310, Suite 165

Lantana Conference Room

Austin, Texas 78744

Present (15)

Mayor Pro Tem Steve Hougen, City of Granite Shoals,
1st Vice Chair

Commissioner Joe Don Dockery, Burnet County,

2nd Vice Chair and Parliamentarian

Commissioner Clara Beckett, Bastrop County,
Secretary

Judge Brett Bray, Blanco County, Immediate Past Chair
Council Member Kerry Fossler, City of Bastrop
Council Member Kevin Hight, City of Bee Cave
Commissioner Clint Sternadel, Fayette County
Council Member Ben Butler, City of Georgetown
Council Member Stephen Chang, City of Leander
Commissioner Steven Knobloch, Lee County

Judge Rob Hardy, Llano County

Council Member Frank Ortega, City of Round Rock
Mayor Jane Hughson, City of San Marcos

1. Call to Order and Opening Remarks by the Chair
Meeting was called to order at 12:45 p.m.

Council Member Cathy Meek, City of Smithville
Commissioner Ann Howard, Travis County

Absent (12)

Mayor Kirk Watson, City of Austin

Judge Bryan Wilson, Burnet County

Judge Hoppy Haden, Caldwell County
Commissioner Walt Smith, Hays County
Mayor Crystal Mancilla, City of Liberty Hill
Mayor Lew White, City of Lockhart

Mayor Doug Weiss, City of Pflugerville, Chair
Judge Andy Brown, Travis County
Commissioner Cynthia Long, Williamson County
Judge Steven Snell, Williamson County
Senator Pete Flores

Representative Caroline Harris-Davila

2. Consider Approving Minutes for the March 11, 2026 Meeting.
Commissioner Long made a motion to approve the March 11, 2026, meeting minutes. Mayor Hughson
seconded the motion. The motion was approved unanimously.

3. Consider Authorizing Extension of Regional Backup Center to March 31, 2028
Andrew Hoekzema, Director of Administrative Services
Commissioner Long made a motion to authorize the extension of the Regional Backup Center to March 31,
2028. Council Member Meek seconded the motion. The motion was approved unanimously.

4. Consider Accepting the Financial Report for the Period October 1, 2025 to February 28, 2026
Silvia Alvarado, Director of Finance
Mayor Hughson made a motion to accept the Financial Report for the period October 1, 2025, to February
28, 2026. Council Member Ortega seconded the motion. The motion was approved unanimously.

5. Adjourn
Meeting was adjourned at 12:51 p.m.

A closed executive session may be held on any of the above agenda items when legally justified pursuant to Subchapter D
of the Texas Open Meetings Act (Texas Government Code Chapter 551).



CAPITAL AREA EMERGENCY COMMUNICATIONS DISTRICT
BOARD OF MANAGERS MEETING

MEETING DATE: May 13, 2026
AGENDA ITEM: 3. Consider Authorizing Priority Dispatch Corporation Services and Support

GENERAL DESCRIPTION OF ITEM:

Emergency Communications Centers (ECCs) throughout the region utilize software-based pre-arrival dispatch
instructions to provide emergency fire (EFD), medical (EMD), and police (EPD) assistance to callers prior to the
arrival of first responders. These programs are designed to ensure Telecommunicators deliver consistent,
protocol-driven guidance while gathering critical information, with ongoing quality assurance processes requiring
management to review performance and provide coaching based on established standards, and agency policies.

The current term for services through Priority Dispatch Corporation (PDC), under the International Academies of
Emergency Dispatch (IAED), is approaching expiration at the end of FY2026 and requires Board consideration for
renewal. The Priority Dispatch System provides structures protocols, ongoing certification, and quality
improvement processes that contribute to improving outcomes and operational efficiency across the region.

Renewal of this system ensures continuity of service for participating ECCs, supports Telecommunicator training
and accreditation, and reinforces the District’s commitment to high-quality, standardized emergency call
handling. At the recommendation of the Strategic Advisory Committee, this item is presented for Board
consideration to approve funding and authorize acceptance of the PDC quote for continued services from FY 2027
through FY 2031.

THIS ITEM REPRESENTS A:
|:| New issue, project, or purchase
& Routine, regularly scheduled item
|:| Follow-up to previously discussed item
|:| Special item requested by board member.

[] oOther

PRIMARY CONTACT/STAFF MEMBER: Richard Morales, Jr., Director, Emergency Communications

BUDGETARY IMPACT OF AGENDA ITEM:
Total estimated cost: $5,679,766.00 total, $1,135,953.20 annually
Source of funds: 9-1-1 Fees

Is item already included in fiscal year budget? |Z|Yes |:|No
Does item represent a new expenditure? |:|Yes |Z|No
Does item represent a pass-through purchase? |:|Yes |Z|No

If so, for what city/county/etc.? N/A

PROCUREMENT: This purchase qualifies as a sole source procurement. The Priority Dispatch System is a
proprietary program owned and administered exclusively by the PDC through IAED. No other vendors offer the
same standardized protocols, training, certification, and quality assurance framework; therefore competitive
procurement is not feasible.

ACTIONS REQUESTED: Authorize acceptance of the Priority Dispatch Corporation 5-year quote for continuation of
proposed services.

BACK-UP DOCUMENTS ATTACHED:
1. Staff Memo Regarding Priority Dispatch Corporation Quote



2. Priority Dispatch Corporation 5-Year Quote
3. Priority Dispatch System Informational Documents
4. Memorandum of Sole Source from Priority Dispatch Corporation

BACK-UP DOCUMENTS NOT ATTACHED (to be sent prior to meeting or will be a handout at the meeting): None



6800 Burleson Road, Building 310, Suite 165
Austin, Texas 78744-2306

Ph: 512-916-6000 Fax: 512-916-6001
WWW.CapCcog.org

BASTROP BLANCO BURNET CALDWELL FAYETTE HAYS LEE LLANO TRAVIS WILLIAMSON

MEMORANDUM
May 1, 2026
TO: Chris Miller, CAPCOG Executive Director
FROM: Richard Morales Jr., Director of Emergency Communications
RE: Priority Dispatch Corporation Quote for Continued Services

Emergency Communications Centers (ECCs) throughout the region utilize software-based pre-arrival dispatch
instruction systems to provide emergency fire (EFD), medical (EMD), and police (EPD) assistance to callers prior
to the arrival of first responders. These programs are designed to ensure Telecommunicators deliver consistent,
protocol-driven guidance while gathering critical information, with ongoing quality assurance processes
requiring PSAP management to review performance and provide coaching based on established standards.

The Priority Dispatch Corporation (PDC), under the International Academies of Emergency Dispatch (IAED) has
provided a quote outlining the continued delivery of these services over a five-year period. The quoted services
include protocol licensing for EFD, EMD, and EPD; software and protocol training; certification and
recertification; accreditation support; and ongoing quality performance review services. These components
support consistent call handling, training standardization, and continuous improvement across participating
ECCs.

The quote reflects a total cost of $5,679,766.00 over a five-year service period, with fixed annual payments of
$1,135,953.20. Pricing is established for the full term, October 1, 2026, through September 30, 2031, and
includes system updates, new implementation support and licensure, quality performance review services, and
comprehensive training provided on an as needed basis for all CAPCOG ECCs. Services are delivered under
Priority Dispatch Corporation’s End User License Agreement, and procurement will be completed through
acceptance of the sole source vendor quote, as the Priority Dispatch System (PDS) and its associated industry-
recognized accreditation programs are proprietary and exclusively supported by the IAED, making competitive
procurement not feasible.

By continuing to fund this program at the District level, ECCs benefit from a regionalized cost structure that
reduces the financial burden on individual agencies while ensuring consistent access to standardized protocols,
training, and QA resources.

Staff recommends approval of funding and authorization to accept the PDC quote for continued services.



Quote Priority Dispatch Corp.

110 Regent Street, Suite 500 Agency: Capital Area Emergency
Communications District - CAPCOG

Salt Lake City, UT 84111 Agency ID #: 4570

USA Quote #: Q-79112

www.prioritydispatch.net Date: 3/11/2026

Prepared By: Jon Noel Offer Valid Through: 7/19/2025

Phone: (800) 363-9127 Payment Terms: Net 30

Direct: 385-355-0435

Email: jon.noel@prioritydispatch.net Currency: U.S. Dollar

Bill To: Ship To:

Capital Area Emergency Communications District - CAPCOG Capital Area Emergency Communications District - CAPCOG

6800 Burleson Rd Ste 165 Bldg 310 6800 Burleson Rd Ste 165 Bldg 310

Austin, Texas 78744-2325 Austin, Texas 78744-2325

United States United States

o oscbine | av | amoun]

ONE Plan Maintenance Package Medical;Fire;Police| 1.00 USD 1,135,953.20
System License Renewal, Services & Support

ProQA Implementation Support and Licensure

Quality Performance Review Services

IAED Accreditation Application Fees

Academy Analytics Dashboard

Protocol 41: Caller in Crisis training

A.lL SkillLab

Comprehensive Training Voucher

All Inclusive Navigator Attendance

2026-2027 TOTAL: uUsD 1,135,953.20
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ONE Plan Maintenance Package Medical;Fire;Police| 1.00 USD 1,135,953.20
System License Renewal, Services & Support

ProQA Implementation Support and Licensure

Quality Performance Review Services

IAED Accreditation Application Fees

Academy Analytics Dashboard

Protocol 41: Caller in Crisis training

ALl skillLab

Comprehensive Training Voucher

All Inclusive Navigator Attendance

2027-2028 TOTAL: uSD 1,135,953.20

"To lead the creation of meaningful change in public safety and health."
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Quote Priority Dispatch Corp.

ot oscbie |Gy | Amoun]

ONE Plan Maintenance Package Medical;Fire;Police| 1.00 USD 1,135,953.20
System License Renewal, Services & Support

ProQA Implementation Support and Licensure

Quality Performance Review Services

IAED Accreditation Application Fees

Academy Analytics Dashboard

Protocol 41: Caller in Crisis training

A.l SkillLab

Comprehensive Training Voucher

All Inclusive Navigator Attendance

2028-2029 TOTAL: uSD 1,135,953.20

o oschine |Gy | Amoun]

ONE Plan Maintenance Package Medical;Fire;Police| 1.00 USD 1,135,953.20
System License Renewal, Services & Support

ProQA Implementation Support and Licensure

Quality Performance Review Services

IAED Accreditation Application Fees

Academy Analytics Dashboard

Protocol 41: Caller in Crisis training

ALl SkillLab

Comprehensive Training Voucher

All Inclusive Navigator Attendance

2029-2030 TOTAL: uSD 1,135,953.20

o oschine |Gy | Amoun]

ONE Plan Maintenance Package Medical;Fire;Police| 1.00 USD 1,135,953.20
System License Renewal, Services & Support

ProQA Implementation Support and Licensure

Quality Performance Review Services

IAED Accreditation Application Fees

Academy Analytics Dashboard

Protocol 41: Caller in Crisis training

A.L SkillLab

Comprehensive Training Voucher

All Inclusive Navigator Attendance

2030-2031 TOTAL: usD 1,135,953.20

Subtotal USsD 5,679,766.00
Total UsD 5,679,766.00

"To lead the creation of meaningful change in public safety and health."

Page 2 of 3




Quote Priority Dispatch Corp.

Customer Name: Purchase Order ID:

Expiration Date:

Terms and Conditions

This quote is valid for 120 days from date of issue. All prices quoted are exclusive of any applicable taxes, duties, or government
assessments relating to this transaction, which are the sole obligation of Buyer. You can find it here: https:/prioritydispatch.net/
licensin

"To lead the creation of meaningful change in public safety and health."

Page 3 of 3



MEDICAL PRIORITY DISPATCH SYSTEM

MEDICAL PRIORITY DISPATCH SYSTEM
(MPDS) BENEFITS

Establishment of a Unified Standard helps ensure
that each caller receives comparable levels of service
regardless of the Chief Complaint or the calltaker’s
experience. A unified standard also facilitates quality
improvement procedures because each dispatcher’s
performance is objectively evaluated.

Safe prioritization of Responses enables agencies

to triage responses according to the activity

level of the incident and local needs. This process
mMaximizes resource utility while minimizing the
potential for emergency medical vehicle collisions and
resource depletion.

Certification of Emergency Medical Dispatchers
(EMDs) ensures that competent calltakers are taking
the community’s emergency calls, building trust in
those they serve. Appropriate training always pro-
vides the highest level of return when using the MPDS.

Priority™
Dispatch™

U.S. Patents: 5857966; 5989187, 6004266; 6010451, 6053864, 6076065; 6078894; 6106459; 6607481; 7106835; 7428301; 74369
8294570; 8335298, 8355483; 8396191, 8417533; 8488748; 8494868; 8971501; 8712020; 8670526; 8873719; 9491605; 951

Quality Improvement (Ql) Procedures measure
individual performance against a defined
standard. Ql ensures a high standard of service
for every call regardless of any variable in the
calltaker’s experience.

Reduction of Liability results when agencies work
from a recognized standard of best practices,
prioritize responses, certify calltakers, and maintain
a robust QI program. All of this is available through
the use of MPDS, which provides the most complete
package in liability protection for medical dispatch.

Accredited Center of Excellence recognition

is achieved by maintaining the highest level of
excellence at the dispatch and communication

center operations levels. This accreditation by the
International Academies of Emergency Dispatch is
only given to the very best communication centers
and ensures their communities that they are receiving
the best possible emergency dispatch services.

© 2018 Priority Dispatch Corp., SLC, UT, USA. All Rights Reserved.
. 7645234;8066638; 8103523;
6166 (other patents pending)




MEDICAL PRIORITY DISPATCH SYSTEM
(MPDS) FEATURES

“Help me! My baby has stopped breathing, tell me
what to do!” This caller’'s 9-1-1 communication center
could tell her exactly what to do because they

were using MPDS. The certified calltaker was able

to quickly gather the crucial information needed to
dispatch responders and then, working together

with the mother using overthe-phone Pre-Arrival
instructions, they helped her baby begin breathing
again on his own, even before the paramedics
arrived. The baby made a complete and healthy
recovery. Cases like this one and millions of others are
why the MPDS is the most widely used and respected
calltaking protocol worldwide.

Use of a Case Entry system. The MPDS Protocol
provides a standardized method for answering each
call. Event location and callback numbers are verified
and the appropriate Chief Complaint is selected.

Identification and ordering of Key Questions. The
protocol identifies and prompts the dispatcher to
ask the right questions for each Chief Complaint.
The questions and information are logically
ordered with scene safety first, followed by other
essential information.

Priority™
Dispatch™

Logic-based selection of Response Determinants.
Recommendations for response codes are driven by
onscene event information provided by the caller.
The specific response codes ensure that calls are
triaged according to designated local agency-defined
response policy.

Provides Pre-Arrival Instructions for life-threatening
situations. Based on the information provided by
the caller, the protocol helps calltakers recognize
specific, life-threatening situations such as choking,
childbirth, airway arrest, and others that can benefit
from a Zero-Minute Response. In these incidents, the
protocol prompts the calltaker to give easy-to-follow,
step-by-step Pre-Arrival Instructions to the caller to
support life until field responders arrive.

Provides Post-Dispatch Instructions for callers and
calltakers. These important instructions help the
calltaker direct the caller to improve scene safety
and the effectiveness of the overall response, as well
as providing direction to the calltaker in sending
notification to additional agencies.

prioritydispatch.net | 801.363.9127

© 2018 Priority Dispatch



FIRE PRIORITY DISPATCH SYSTEM

FIRE PRIORITY DISPATCH SYSTEM
(FPDS) BENEFITS

Establishment of a Unified Standard helps ensure
that each caller receives comparable levels of service
regardless of the Chief Complaint or the calltaker’s
experience. A unified standard also facilitates quality
improvement procedures because each dispatcher’s
performance is objectively evaluated.

Safe prioritization of Responses enables agencies

to triage responses according to the seriousness of
the situation and local needs. This process maximizes
resource utility while minimizing the potential for
emergency vehicle collisions and resource depletion.

Certification of Emergency Fire Dispatchers (EFDs)
ensures that competent calltakers are taking the
community’s emergency fire calls, building trust in
those they serve. Appropriate training always provides
the highest level of return when using the FPDS.

Priority™

V==

Dispatch™

Quality Improvement (QIl) Procedures measure
individual performance against a defined standard.

Ql ensures a high standard of service for every call
regardless of any variable in the calltaker’s experience.

Reduction of Liability results when agencies work
from a recognized standard of best practices,
prioritize responses, certify calltakers, and maintain a
robust Ql program. All of this is available through the
use of the FPDS, which provides the most complete
package in liability protection for fire dispatch.

Accredited Center of Excellence recognition

is achieved by maintaining the highest level of
excellence at the dispatch and communication

center operations levels. This accreditation by the
International Academies of Emergency Dispatch is
only given to the very best communication centers
and ensures their communities that they are receiving
the best possible emergency dispatch services.

© 2017 Priority Dispatch



FIRE PRIORITY DISPATCH SYSTEM

(FPDS) FEATURES

“Help me! My friend and | were working on a car
and now his clothes are on fire!” This caller’s 9-1-1
communication center could tell him exactly what
to do because they were using the FPDS. The
center quickly gathered information to dispatch
responders. Then using pre-arrival instructions
giving the caller step-by-step lifesaving
information to extinguish the fire and keep the
person safe until responders arrived on scene.

Use of a Case Entry system. The FPDS Protocol
provides a standardized method for answering each
call. Event location and callback numbers are verified
and the appropriate Chief Complaint is selected.

Identification and ordering of Key Questions.
The protocol identifies and prompts the
dispatcher to ask the right questions for each
Chief Complaint. The questions and information
are logically ordered with scene safety first,
followed by other essential information.

Priority™

=

Dispatch™

Logic-based selection of Response
Determinants. Recommendations for response
codes are driven by on-scene event information
provided by the caller. The specific response
codes ensure that calls are triaged according to
designated local agency-defined response policy.

Provides Pre-Arrival Instructions to improve both
caller and responder safety while providing a
Zero-Minute Response in time-critical situations.
In these incidents, the protocol prompts the
calltaker to give easy-to-follow, step-by-step Pre-
Arrival Instructions to the caller to support life
until field responders arrive.

Provides Post-Dispatch Instructions for callers
and calltakers. These important instructions help
the calltaker direct the caller to improve scene
safety and the effectiveness of the overall response,
as well as providing direction to the calltaker in
sending notification to additional agencies.

© 2017 Priority Dispatch
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POLICE PRIORITY DISPATCH SYSTEM

POLICE PRIORITY DISPATCH SYSTEM
(PPDS) BENEFITS

Establishment of a Unified Standard helps ensure
that each caller receives comparable levels of service
regardless of the Chief Complaint or the calltaker’s
experience. A unified standard also facilitates quality
improvement procedures because each dispatcher’s
performance is objectively evaluated.

Safe prioritization of Responses enables agencies

to triage responses according to the seriousness of
the situation and local needs. This process maximizes
resource utility while minimizing resource depletion.

Certification of Emergency Police Dispatchers (EPDs)
ensures that competent calltakers are taking the
community’s emergency police calls, building trust in
those they serve. Appropriate training always provides
the highest level of return when using the PPDS.

P;iori‘y' -
Dispatch™

Quality Improvement (Ql) Procedures measure
individual performance against a defined standard.

Ql ensures a high standard of service for every call
regardless of any variable in the calltaker’s experience.

Reduction of Liability results when agencies work
from a recognized standard of best practices,
prioritize responses, certify calltakers, and maintain a
robust QI program. All of this is available through the
use of the PPDS, which provides the most complete
package in liability protection for Police dispatch.

Accredited Center of Excellence recognition

is achieved by maintaining the highest level of
excellence at the dispatch and communication

center operations levels. This accreditation by the
International Academies of Emergency Dispatch is
only given to the very best communication centers
and ensures their communities that they are receiving
the best possible emergency dispatch services.

© 2018 Priority Dispatch Corp., SLC, UT, USA. All Rights Reserved.

U.S. Patents: 5857966; 5989187, 6004266; 6010451; 6053864, 6076065, 6078894; 6106459; 6607481; 7106835; 7428301, 7436937, 7645234; 8066638; 8103523;
8294570; 8335298; 8355483; 8396191; 8417533; 8488748; 8494868; 8971501; 8712020; 8670526; 8873719; 9491605; 9516166 (other patents pending)



POLICE PRIORITY DISPATCH SYSTEM
(PPDS) FEATURES

“Helo me! | was drinking with this guy who lives in

my apartment building when he started an argument
with me out by the pool. He hit me several times
before running towards his apartment. He said he

was going to get a gun and finish me!” This caller’s

9-1-1 communication center provided the caller with
instructions to separate from the suspect and go to

a safe location to wait for the police to arrive. The
suspect’s description and location of travel were critical
pieces of information allowing officers to respond with
appropriate event details providing improved officer
safety and an accurate account of the persons involved.

Use of a Case Entry system. The PPDS Protocol
provides a standardized method for answering each
call. Event location and callback numbers are verified
and the appropriate Chief Complaint is selected.

Identification and ordering of Key Questions. The
protocol identifies and prompts the dispatcher to
ask the right questions for each Chief Complaint.
The guestions and information are logically
ordered with scene safety first, followed by other
essential information.

Priority™
Dispatch™

Logic-based selection of Response Determinants.
Recommendations for response codes are driven by
on-scene event information provided by the caller.
The specific response codes ensure that calls are
triaged according to designated local agency-defined
response policy.

Provides Pre-Arrival Instructions to improve both
caller and officer safety while preserving the crime
scene for further investigation.

Provides Post-Dispatch Instructions for callers and
calltakers. These important instructions help the
calltaker direct the caller to improve scene safety
and the effectiveness of the overall response, as well
as providing direction to the calltaker in sending
notification to additional agencies.

prioritydispatch.net | 801.363.9127

© 2018 Priority Dispatch
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AQUA

AQUA quality assurance/quality improvement
software from Priority Dispatch Corp. (PDC)
automates the entire emergency dispatch case
review process. It assists agencies in everything from
data entry, to compliance scoring, to record keeping,
to reporting, and more. With the power of AQUA, you
can measure and document the quality of service
that your calltakers/dispatchers are providing to
callers while also evaluating your agency’s level of
compliance to International Academies of Emergency
Dispatch (IAED) standards.

AQUA works seamlessly with ProQA, the world’s
premier protocol-based calltaking software.
Certification training is available for communication
center staff, software specialists, and emergency
dispatch quality assurance staff (ED-Qs).

Complete Control: AQUA’s powerful statistical
formulas crunch your communication center’s raw
operational data and present the information to you
in easy-to-understand tables, charts, and reports.
Monitoring trends in calltaker performance is simple,
SO you can reward superior performance and course
correct when necessary. AQUA stores information

in an electronic database so accessing and saving
strategically important records is effortless. With
AQUA, you're always on top of your center’s
performance management.

Improved Efficiency: Measuring performance
accurately and consistently is an essential part of any
successful quality assurance/quality improvement

Priority™
Dispatch™

program. The ability to obtain this information quickly
is a must in today’s fast-paced world. AQUA helps you
maintain accurate records of calltaker performance
based on criteria that is applied consistently from
calltaker to calltaker, from shift to shift, and from center
to center. AQUA also helps you review cases faster. In
some cases, centers have reported that AQUA’s ProQA
data import feature has cut case review time in half.

Quality Assurance: In today’s world, public safety
agencies simply must have a quality assurance/quality
improvement program that measures, analyzes, and
helps them improve, protects them from liability
lawsuits, and a ensures that their citizens are receiving
the safest and best possible dispatch service. AQUA’s
Incident Performance Report details each case and
the calltaker’s compliance to protocol during the call.

Individual/Shift/Agency Performance Reports give you
a clear understanding of your agency’s compliance

to protocol and help you precisely tailor your center’s
continuing dispatch education (CDE) training.

NOTE: An agency must be a current medical
Accredited Center of Excellence (ACE) to use the
Emergency Communication Nurse System (ECNS)
and LowCode.

MINIMUM SYSTEM REQUIREMENTS
Processor: Intel or AMD

RAM: 2 GB (recommended 4 GB or more)
0OS: Windows 7 or newer

Disk space: 20 MB

© 2017 Priority Dispatch



Priority Dispatch

PROTOCOL 41: CALLER IN CRISIS
(1" PARTY ONLY)

An answer for first-party callers in crisis and the EMDs who serve them.

With suicide ideation and risk on the rise, Emergency Dispatchers are handling more and more severe mental
health calls. Protocol 41: Caller in Crisis (¥ Party Only) provides them with the necessary tools and training to
help callers undergoing a mental health crisis. These calls can take a heavy toll on the Emergency Dispatchers
who help them. Burnout and stress caused by these calls are hard to navigate and manage. Protocol 41: Caller
in Crisis addresses both the needs of callers in your communities and the EMDs who serve them.

MAKE A DIFFERENCE IN YOUR COMMUNITY AND CENTER

IMPLEMENTATION IS SIMPLE FOCUS ON WHAT THE CALLER NEEDS

Is your agency or communication center already Protocol 41: Caller in Crisis (15t Party Only) helps

using MPDS? Turning on Protocol 41: Caller in Crisis Emergency Dispatchers focus on the specific needs
(15t Party Only) is as easy as reaching out to your of the caller. The EMD has expanded options to
Regional Account Manager and getting your EMDs dispatch the right help for the caller’s situation,

set up with a short, self-paced training on using including Determinant Codes to send mental health
Protocol 41 to its full potential. professionals when appropriate.

POWERFUL TRAINING FOR EMD INCREASED SAFETY, LOWER RISK

Using the Protocol 41: Caller in Crisis (1 Party Only)
interrogation process, EMDs with proper training
can assist the patient and de-escalate the potential
for violence so the agency can better respond with
appropriate mental health professionals.

Protocol 41: Caller in Crisis (Ist Party Only) is powered
by a short training designed by the IAED to get
Emergency Dispatchers ready to use Protocol 41

to its fullest potential. Four, one-hour modules

show Emergency Dispatchers the fundamentals of
Protocol 41, how to use its Mental States Menu, how
to implement the protocol at a higher level, and how
to build emotional resilience so these heavy calls
don't burn them out.

‘I think that is one of the huge benefits of this protocol, the ability for us to turn these
questions [JAQs] on and off to find out what works best in our area. | think that is huge, and
it isempowering not only to the dispatchers, but also to the agency to find out what works
best.”

- Meghan Monaco, Quality Assurance Manager, Hendricks County Communications Center

© 2025 PDC & IAED. All Rights Reserved. Tof2 19 September 2025



Priority Dispatch

POWERFUL MENTAL HEALTH TRAINING

Protocol 41: Caller in Crisis (1*t Party Only) includes a training

© 2025 PDC & IAED. All Rights Reserved. 20f2

FAQS

WHAT IS PROTOCOL 41: CALLER IN CRISIS
(1STPARTY ONLY), AND HOW DOES IT WORK?
Protocol 41: Caller in Crisis (1t Party Only) is the
industry’s only targeted emergency dispatch
protocol for first-party callers experiencing
suicide ideation and risk. It equips Emergency
Dispatchers with the necessary tools and
training to ensure the best possible outcome
for the caller.

IS THE TRAINING MANDATORY FOR
EMERGENCY MEDICAL DISPATCHERS?

Yes, a self-paced training session of roughly
four, one-hour modules is mandatory for
Emergency Dispatchers before Protocol 41:
Caller in Crisis (1 Party Only) is activated. This
training ensures they are fully prepared to
handle mental health emergencies.

DOES THE TRAINING COUNT TOWARD CDE?
Yes! Protocol 41: Caller in Crisis (15t Party Only)
training counts toward your Continuing
Dispatch Education.

HOW DOES PROTOCOL 41: CALLER IN
CRISIS REDUCE RISK TO PATIENTS

AND RESPONDERS?

Protocol 41 provides specific instructions to
manage safety risks upon arrival, including
the separation and securing of weapons,
increasing the safety for all involved.

19 September 2025
































































































