
with a broadband air -card, 

provides the MCT with a new 

level of functionality.  Dis-

patchers will be able to for-

ward images as well as text, 

and responderõs vehicle loca-

tions will be available to the 

dispatchers for assistance in 

determining the best re-

sponse. 

User training starts on June 

14th and is expected to con-

tinue until the system goes 

live in August.  Training is 

being supplied to all agencies 

connected to the PSAP,  

which includes the City of El 

Paso, El Paso Sheriffõs of-

fice, Socorro, Anthony, Hori-

zon, and UTEP. 

   

 

The El Paso 911 District is 

implementing a new Computer 

Aided Dispatch system 

(CAD).   This system re-

places an aging, text -based 

system, which has been in 

use since 1989.  The current 

CAD is at the end of its 

software life and no longer 

supported by the vendor, so 

a change was necessary.  The 

project started in 2008 and 

is on -schedule for ògo-live!ó  

this August.  

 The 9 -1-1-District, 

in cooperation with the agen-

cies that rely on the CAD for 

dispatching police, fire, and 

medical assistance to our 

community, selected Inter-

graph Corporationõs product 

to replace the existing sys-

tem.  The El Paso region al-

ready relies on Intergraphõs 

I/Leads product for Law 

Enforcement reporting, and 

the selected product, called 

I/CAD, will complement that 

suite of software tools.  The 

agencies are providing con-

siderable input as to the 

final configuration of the 

software.  The goal of the 

District is to make the sys-

tem as flexible and easy to 

use as possible, and to fur-

nish reporting capabilities 

that will support the needs 

of the users.   

 A component of the 

new CAD is software for 

responderõs mobile computer 

terminals (MCT), which the 

District is supplying.  This 

software, when implemented 

The New CAD System  

 EL  PASO 9 -1 -1  

 D ISTRICT  

NEWS  

Measuring Response -  9- 1- 1 by the 

numbers 

Measure  Jan. 2010  Feb.  2010  Mar. 2010  

Total calls received  89,274  81,127 93,772  

Total  911 calls  47,564  42,127  48,091  

Avg. 911 call length  1 min 13 sec-

onds 

1 min 17 seconds 1 min 15 seconds 
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Post your address  

numbers on your 

home or business 

and make sure they 

are easy to see from 

the road.    A well-

marked location 

makes it much  

easier for law 

enforcement, fire, 

or medical 

responders  to  find 

you in an 

emergency!  

 

Seconds save lives! 

Did you know?  9-1-1 Mapping/GIS 

NG911ð Planning for the future of 911 

New NAED Software for EMD 

The El Paso PSAP provides EMD 

to callers who are dealing with a 

medical emergency. 

EMD, or Emergency Medical 

Dispatch, is a set of protocols 

used by 911 operators to help 

provide medical assistance before 

the ambulance arrives. The 911 

operator can help with diverse 

needs such as  CPR, wound care, 

a choking incident, theyõve even 

assisted a frantic father or two 

with the delivery of his 

baby!   EMD is used in many, but 

not all, PSAPs nationwide.    

The El Paso PSAP is making a shift 

from APCO EMD to NAED EMD, 

a move facilitated by Fire Chief 

Otto Drozd . NAED stands for 

the National Academy of Emer-

gency Dispatch, an organization 

that has been around for over 

thirty years.  The organization 

offers training in Police, Fire, and 

EMD  protocols for answering 

911.    

El Pasoõs 911 operators are com-

pleting their NAED EMD  and 

Fire training now.   The next 

round will be instruction on 

NAEDõs Police 911 proto-

cols.   As the new CAD goes live, 

they will use NAEDõs software, 

ProQA, for  formatting the text 

of police, fire, and medical infor-

mation which is then provided to 

responders, thereby enhancing 

emergency communication effi-

ciency.   

Interim care in the form of EMD 

instructions provided by the 911 

operator has been shown to save 

lives.  Many 911 operators are the 

unsung heroes of the successful 

outcomes of an emergency re-

sponse.    

For more information on the 

NAED programs,  see 

www.emergencydispatch.org. 

  

                

available PSAP, thereby im-

proving emergency response.  

There are many technical 

hurdles that must be cleared 

to make this a reality.  One 

task is to develop a detailed 

GIS-based map that can be 

used by all PSAPS.   This is a 

tremendous undertaking in-

volving, among other ele-

ments,  setting universal map-

ping standards for PSAPS and 

providing a mapping platform.   

The El Paso 911 District and 

The State of Texas is planning 

for Next Generation  9-1-1.   

òNG911ó will allow PSAPS in 

all parts of the state to share 

information and help each 

other out during large-scale 

emergencies.   The Texas 

Commission on State Emer-

gency Communication, CSEC, 

envisions a state-wide system 

that will allow, for example, a 

hurricane-ravaged community 

in East Texas to share its load 

of 9-1-1 calls with any other 

the Rio Grande Council of 

Governments are part of an 

eight-county  research group 

that is helping CSEC develop 

this mapping platform using 

resources provided by the 

Texas Natural Resource Con-

servation Commission.       

More about NG911 in future 

issues!  

medic, get to you the most 

efficient way possible.    

Larger PSAPS have in-house 

GIS departments and El Pasoõs 

PSAP is no different.   Keeping 

the map up to date is a full 

time job and requires coordi-

nation with the different citiesõ 

development departments, 

County Road and Bridge, 

TXDOT, the Railroads, the 

MPO, and others.  Massive 

databases are kept to track 

information and use it to cre-

ate maps for the CAD,  and 

for other purposes such as 

planning for disaster response.  

The PSAPõs GIS personnel are 

often in the field òshootingó 

coordinates to ensure map 

accuracy so that distances 

involved in emergency re-

sponse measured and timed,  

a factor in the cost of some 

insurances.   

Keeping up with the growth of 

El Paso County is a multi-

faceted, labor intensive enter-

prise!  

Did you know that 9-1-1 op-

erations are very map inten-

sive?   The need to know loca-

tions and the ability to find an 

address may be obvious.  But, 

9-1-1 also keeps track of  

barriers, both natural and man 

made, road closures, known 

hazards, train crossings and 

schedules, river levees, 

ditches, dams, mountains, 

country roads, and our net-

work of freeways, all in the 

interest of helping field re-

sponders, a law enforcement 

officer, a firefighter, a para-

Bringing one in from the helipad 

at University Medical Center  

http://www.emergencydispatch.org
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Ray Perez is the Assistant Director 

of the El Paso 9-1-1 District.   We 

interviewed him about what he 

does for the District. 

Ray, Describe your jobé 

As Assistant Director, I have many 

administrative duties such as  man-

aging contracts, helping with the 

staff, meeting the public, and I also 

manage the building itself. 

How long have you worked at 

your job?  

It will be nine years this October. 

What do you love about your 

job? 

Probably the thing I like the best is 

being able to make people happy 

by resolving problems; my ability 

to do that reflects well on me and 

on the District.  Expeditiously 

solving a problem is what people 

like, and I get satisfaction from 

doing so. 

What would you change if you 

could? 

Thatõs a hard one.  Probably, if we 

go back in time, I would have built 

it from the bottom up.  We 

bought an existing building and 

refurbished it.  With experience 

and a better view of what maintain-

ing the building entails, and seeing 

what other cities have done, there 

are a number of design details I 

would change.  It would have been 

nice to have more room to expand., 

too.  Weõve learned lessons for the 

next time. 

What would you like people to 

know about what you do?  

I would like people to know that 

maintaining a building is much more 

involved and keeps you busier than 

you think!   That, and my adminis-

trative duties make for very full 

 What do you love about your 

job? The thing I really enjoy is do-

ing the programs that talk to kids 

about what we do, from elemen-

tary through high school; I have one 

of those on Thursday as a matter of 

fact.  I also love teaching at our 

Academy, radio communications, 

NCIC, etc. 

What would you change about 

your job if you could?  

I would add more personnel.   As a 

supervisor, I still perform line du-

ties such as call taking and dispatch-

ing, which does not leave much 

time for supervising.   More per-

Art Martinez is a Communications 

Shift Supervisor for the Sheriffõs 

Office. 

Art, Describe your jobé? 

Iõm a Communications Shift Super-

visor for the Sheriffõs office.  I am 

also helping out with the implemen-

tation of the new CAD.  

How long have you worked at 

your job?  

Iõve been at this for a total of 19 

years, Iõve been a supervisor for at 

least ten years. 

sonnel would make for a better 

operation; that would allow the 

supervisors to do a more thorough 

job of supervision.   

What would you like people to 

know about what you do?  

I have pastimes outside of this job, 

which is very necessary for keeping 

a balance.  I am a varsity umpire, 

Iõm an EMT and sometimes pick up 

a shift with one of the local con-

tract ambulance services, I spend 

time traveling with my family, and 

my passion is karaoke! 

Processor, I took police reports 

over the phone.  I moved to call 

taker then to dispatcher.  In 1997 I 

became a supervisor, so 22 years. 

What do you love about your 

job? 

I love watching people grow in their 

job.  They start from having no idea 

about life in a dispatch office and 

slowly they become professionals;  I 

like the excitement of being in-

volved  in that process; I like help-

ing them find success! 

What would you change if you 

could? 

I would love for our people to 

receive more of the positive feed-

back given to other public safety 

professionals; they deserve recog-

nition for what they do. 

What would you like people to 

know about what you do?   

That what we do is tough, but we 

always  support each other and 

there is always someone to help 

you through a difficult call.  

Rosario Galceran is a Public Safety 

Shift Supervisor for the City.. 

Chayo, Describe your jobé? 

As training supervisor, I am respon-

sible for the scheduling, content, 

and following up of training for new 

and established Public Safety Com-

municators. 

How long have you worked at 

your job?   

Oh!  I started in 1988 as a Word 

RAY PEREZ 

Rosario Galceran  

Art Martinez  

R. Galceran, Training Supervisor  

Art Martinez, Shift Supervisor  

Ray Perez,  911 Asst Director  
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Irvin High School Students visited 

the Center in three groups, from 

May 3-6, 2010.  Their Criminal 

Justice and Fire Science instructor 

Steve Ingraham brought in a total 

of 180 students to tour  with the  

objective of  teaching the students 

about dispatching and how the 9-1-

1 center works.  Students were 

given a brief overview on what 
services are provided by our Public 

Safety Answering Point, the com-

puter and radio equipment in-

volved, the job requirements, pay, 

hours and shifts, and other related 

topics.   

Students were allowed to observe 

the day shift employees as they 

worked.  In between calls, employ-

ees talked to the students and ex-

plained what they were doing.   All 

of the employees were happy to 

answer questions and talk to the 

students.  The students expressed 

how impressed they were with the 

professionalism and dedication of 

the employees.  

We are pleased that everyone at 

the center,  Call Takers, Police 

Dispatchers, Fire Dispatchers, and 

Sheriff Dispatchers,  are such great 

ambassadors for their profession 

and we would like to recognize and 

offer our gratitude for all the hard 

work they do.   

skills were needed, their pay scale, 

their dress code, discussed how 

many calls were received on a 

monthly basis, and any other ques-

tions the children asked.   

They coordinated as a team how to 

handle the presentation and ques-

tions and advised that they would 

enjoy doing any other presentation 

when needed.  These employees did 

a great job of reaching out to their 

community and becoming positive 

role models for future genera-

On 5/13/2010, PSCs Rudy Armen-

dariz, Isabel Francia and Monica 

Valdez participated in Ernesto 

Serna Elementary School, Socorro, 

for Career Day.   

The presentation was from 0800-

1200 and involved several classes 

from second grade to fifth 

grade.  The 3 employees worked as 

a team and taught the children 

about 9-1-1, told them what their 

duties were, what type of training 

was involved in their jobs, what 

tions.  Weõre very proud that they 

represent our center!  

 

 

 

 

 

(Information on presentations and com-

munity visits to the center were  provided 

by Rosario Galceran, Training Supervi-

system.  The presentation went so 

well that the class drew thank you 

letters for her and told her how 

much they loved her visit and how 

much they had learned. Great job 

Margie! Thanks for helping us with 

9-1-1 outreach for  our commu-

nity!  Employees at the center of-

ten volunteer their time to make 
community presentations about 9-1

-1.   They are to be commended 

for their dedication to the work 

On 5/7/2010, PS Communicator 

Margie Garcia gave a 9-1-1 presen-

tation at Elfida P. Chavez elemen-

tary school.   Margie often presents 

9-1-1 training for the schools as 

they are always looking for òreal 

worldó topics to present.  Margie 

did some research and found a Red 

E. Fox video on the state website 
to help her teach the children 

about when to use 9-1-1.   Red E. 

Fox is the mascot of the 9-1-1 

   EP Chavez Elementary School  

   Ernesto Serna Elementary 

Thank you cards from the stu-

dents at Elfida P. Chavez Ele-

mentary hang in the PSAP  

Rosa Lowry works òChannel Oneó

 

Community Visits. . .  


