Plumas County Sheriff’s Office Emergency Communications Center
(PCSO ECC)

Fire and Medical Dispatch Policy and Procedures

1. Purpose & Scope

This document outlines the Plumas County Sheriff’s Office Emergency Communications Center policies
and procedures to be followed in the dispatch of fire agencies throughout Plumas County. This policy
addresses expectations of both dispatch and fire departments individually and collectively.

2. Policy

2.1 CALL TAKING:

The Plumas County Sheriff’s Office Emergency Communications Center is the Primary Service Answering
Point (PSAP) for Plumas County. It is recognized that most, but not all, 911 calls and reports are received
by this Emergency Communications Center. It is the Plumas County Sheriff’s Office Emergency
Communications Center role to fulfill the obligations for fire dispatch services as specified.

Upon receipt of a reported incident, it is the responsibility of the dispatcher(s) to obtain and document
the following information as best possible:

Location of incident

Type of incident being reported

Determine jurisdiction for responders of the incident being reported (ESN)
Callers’ information including call back phone number

Number of victim(s) and accessibility to the victim(s)

Additional resources that may be required

The dispatcher(s) will use the resources that are made available to them to help aid in determining the
proper response. These resources include mapping systems, computer aided dispatch (CAD) databases,
other agencies, and related dispatch policies.

2.2 PAGING:

The Plumas County Sheriff’s Office Emergency Communications Center is responsible for the initial
dispatch of most, though not all, fire departments within Plumas County. For those agencies dispatched
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by the Sheriff's Office, the Emergency Communications Center manages all emergency dispatches
requiring a fire department response.

2.3 EMERGENCY PAGING

Upon receipt of a reported incident, and one jurisdiction is determined, the dispatcher will make the
initial page to the appropriate fire department. It is the goal of this dispatch center to have the first
responders paged within 1-2 minutes of the receipt of the initial call. The Emergency Service Number
(ESN) response areas integrated into the dispatch system determine the appropriate fire agency for each
call. In cases where jurisdiction is unclear—such as incidents occurring near boundary lines between two
fire agencies or when the reporting party cannot provide an exact location—the dispatcher may notify
both departments to ensure a timely response. The responding fire units can confirm the exact location
of the call once on scene and determine jurisdiction with the second department.

Emergency pages will be kept brief with only the pertinent information being transmitted during the
initial page. During this initial page, fire agencies will be provided with the following information on the
initial call:

Type of call

e Location of the call (to the extent to which the reporting party knows their location or to the
best ALl information that comes with the call)

e Time out of the initial page

Additional information may be provided by dispatch to the fire units as they respond. Fire personnel may
also request additional information such as address clarification, cross street, confirmation of responding
medical or law enforcement, and any hazard or safety information related to the call.

2.3.a Patient Symptom Identification
-Dispatchers should avoid using terms like “general illness” as a default symptom description during

pages.

-Dispatcher should provide a brief, accurate description of patient symptoms using standardized
categories such as but not limited to:

Breathing Difficulty
Chest Pain
Unconscious / Fainting
Seizure

Stroke Symptoms
Trauma / Injury
Bleeding

Burns

Abdominal Pain
Allergic Reaction

Overdose / Poisoning
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e Behavioral / Psychiatric
e OB/ Childbirth
o General lliness (use only if no other symptom applies)
o These categories are designed to give responders concise information for

situational awareness while keeping initial pages brief and to the point.

2.3.b Updating Responding Units
e Dispatchers shall provide ongoing updates to responding units as additional information is
received from the reporting party (RP).

e Updates may include:
o Confirmation of a working fire or hazardous conditions
o Clarification of patient condition or priority changes
o Location details, hazards, or safety considerations

e Continuous updates improve responder safety and readiness prior to arrival.

2.4 FIRE ALARM ACTIVATION

When the dispatch center receives a report of a fire alarm activation the call taker/dispatcher will
confirm the following information from the alarm company. The appropriate fire department will be
paged after obtaining this information

1. Commercial fire alarm
e Exact location within the business, ex: FRC — boys’ gym
2. Residential fire alarm
e Exact location within the residence, ex: Living room
3. Elevator alarms
e The Courthouse and the Annex both have elevators with alarms. If there is an alarm
report during normal business hours, the appropriate fire department will be paged to
respond. Dispatch will then attempt to reach courthouse annex security to respond and
confirm whether it is a true alarm or a false alarm. In the event of a malfunctioning
alarm, facility service shall be notified.

2.5 SPECIAL EVENT

Special events that necessitate paging will be coordinated in advance with the Emergency
Communications Center and shall have approval pre-authorized prior to the event by the Sheriff or
designee. The Communications Supervisor will arrange for the paging request with the Emergency
Communications Center's dispatch staff or, if deemed inappropriate, will inform the requesting party
that the message cannot be broadcast on the county-wide fire radio system. Fire agencies are prohibited
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from directly contacting dispatch to request the paging of training or non-emergency messages without
prior approval.

At no time will the individual departments initiate a paging sequence without pre-approval from the
Communications Supervisor, or in the case of an emergency, the on-duty Emergency Communications
Center staff, unless exigent circumstances exist (as outlined in the next paragraph).

In the event of a disaster or extended phone and/or power outage, it may be necessary for local users
(fire departments) to self-page via ZETRON or phone paging system or from individual radios that can
generate the paging tones. It is recognized that these situations will be rare, and users will follow all
proper guidelines in doing so, using good judgment.

In every case, all efforts must be made to try and notify dispatch of the intention to page so other
emergency traffic is not covered or delayed.

2.6 RADIO USE:

This policy establishes guidelines for the appropriate use of radio communications on the Plumas County
Fire Net between local fire departments and the Plumas County Sheriff’s Office Emergency
Communications Center.

For the purposes of this policy, the Plumas County Sheriff’s Office Emergency Communications Center
will be referred to as "Fire Control". Fire Control operates a single shared radio channel for paging,
monitoring, and coordination of all fire department activities. To maintain the integrity and availability of
this channel for emergency operations, it is essential that its use is limited strictly to authorized traffic.

2.7 Channel Usage Guidelines

Due to the limited availability of radio channels, the primary Fire Net channel must be kept clear for:
Emergency Communications, Incident Notifications, Training and Meeting Announcements.

Non-emergency radio traffic is strictly prohibited on this channel, as it may interfere with emergency
operations, including paging and response coordination. Dispatch personnel are instructed to
immediately advise fire units if unauthorized communications are detected to preserve channel
availability.

2.8 General Communication Protocols

The following communication standards and best practices are to be followed by all fire agencies and
Fire Control personnel:

e Communications should use plain language whenever possible. Radio codes and signals should
be avoided to ensure clarity and consistency.

e Always communicate in a clear, concise, medium speed, non-emotional voice, keeping radio
transmissions for emergency traffic only. Use simple, short updates for incident information and
resource status.
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e Minimize background noises while transmitting on the radio
Personnel should formulate their message prior to keying the microphone. Open-microphone
thinking is discouraged to ensure clear, concise, and efficient communication.

e [f Fire Control notifies a unit about their transmission being unreadable, that unit will attempt to
troubleshoot the problem prior to retransmitting. The unit will inform Fire Control what
frequency and repeater they are on to try and decipher what the problem is, and switch
frequencies/tones as needed.

e Avoid calling into the Sheriff's Office Emergency Communications Center with incident
information that should be given over the appropriate channel.

e If a unit calls Fire Control and does not get a quick response, assume that dispatch is processing a
new emergency, or talking on a different frequency. Take a pause, then try again.

2.9 Department Tracking:

e Fire Control will track responding departments in the CAD system by agency name, not
by individual apparatus or units. Apparatus may be tracked at the sole discretion of the
Plumas County Sheriff’s Office ECC.

2.10 Unit/Apparatus Response Logging:

e Dispatchers will make every effort to log individual unit/apparatus transmissions in the
radio log attached to the incident. This will be done as time and workload permit but
may not always be possible due to call volume or concurrent responsibilities.

2.11 Required Radio Communications from Responding Agencies
For all incidents, responding fire departments must communicate the following via the Fire Net:

e Acknowledge receipt of the page
e Notify dispatch when unit(s) are responding to the scene
o If dispatch does not acknowledge the unit’s traffic, they should pause and repeat the

traffic.

e Confirm arrival of unit(s) on scene. First unit at scene should establish IC, if necessary and
designate the tactical channel to be used.

® Report any emergent needs or developments (e.g., request for PG&E, medical helicopter, or
additional resources)

e Notify dispatch when unit(s) are clear and available after the incident
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2.12 Incident Command and Tactical Channels

Upon arrival at the scene, fire personnel will self-designate an Incident Commander (IC). As soon as
feasible, the IC should assign a tactical (tac) channel for operational communications among responding
units. Multiple tac channels (e.g., operations tac, staging tac) may be used if needed.

e The ICis responsible for informing all responding personnel of the designated tac channel(s) and
ensuring they switch to them promptly.

e Fire Control will not assign tactical channels, though dispatchers may remind the IC to do so if
necessary.
o Units going at scene should not transmit “Switching to TAC”, its self-evident.

e Fire Control is responsible for ensuring the primary Fire Net channel remains clear of excessive
traffic.

® Once the IC establishes the tactical channel (TAC channel), dispatch will repeat from Fire Control
the (TAC channel) to be used by all arriving units. This ensures all units copy the instruction of
what (TAC channel) to utilize upon arrival.

2.13 On-Scene Communication
Once units are on scene:

® Only the Incident Commander should communicate with Fire Control on the primary Fire Net
channel, except in case of emergent situations (e.g., secondary incidents, responder accidents),
in which any unit may contact Fire Control directly.

e Fire Control does not monitor tactical channels, and communications on these channels will not
be logged or responded to by dispatch.

2.14 Incident Naming

The on-scene Incident Commander is responsible for naming the incident if a name is deemed necessary.
Fire Control will record the incident name in the CAD system if provided. However, dispatch is not
responsible for assigning incident names, and a name is not required for incident processing.

2.15 Assignments and additional resources:

Dispatch is not responsible for making fire assignments for specific pieces of equipment/apparatus or
special responses.
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During an incident the dispatcher will page for additional agencies or specific resources at the request of
the IC or fire agency that has jurisdiction while responding to the incident. It is the jurisdictional
departments responsibility to make the request for additional resources clear and concise, ex: “Please
dispatch Meadow Valley Fire and Greenhorn Fire to this incident for mutual aid”, or “Please request
water tender from Quincy Fire to this incident”.

Mutual aid agreements between fire departments that determine rules, methods and levels of
assistance offered are not under the purview of these procedures for the Sheriff’s Office. Any liability or
costs associated with the response of fire agencies on a mutual aid basis are the sole responsibility of the
agencies involved. The Emergency Communications Center staff will honor any requests from a fire
agency for dispatching mutual aid.

Auto Aid agreements will be honored by the Emergency Communications Center only if a copy of an
agreement with signatures of both entities board of directors is submitted to the Communications
Supervisor. Once the agreement is in hand, directions on paging responsibilities and needs will be made
for dispatch staff.

Fire agencies will not “self-dispatch” to any call by using the County Fire Net. If an agency is notified
directly of a call to their response area, they will immediately notify the Emergency Communications
Center for dispatching their personnel. If a mutual aid request is made between fire agencies directly, the
agency responding will notify the Emergency Communications Center of the request and need for
dispatching. This allows for proper tracking of fire resources if additional calls for service arise and keeps
the Fire Net frequencies clear for the other emergency traffic.

If an agency is notified of a “new incident”. The unit receiving the information will immediately notify
Fire Control. The unit will use County Fire Net, call Fire Control, identify themselves, and state “new
incident”. Fire Control will acknowledge the unit reporting the “new incident” and the unit will provide
the details. Fire Control will create a “new incident” and page the appropriate department(s) and/or
make the appropriate notifications to the appropriate department(s).

When paging fire agencies to respond to a crime, or unsecured scene, the dispatcher may have the fire
responders’ stage at an appropriate location to wait for law enforcements’ arrival. The dispatcher will
page the department and add ‘Staging required’ into the transmission. It is the dispatcher’s responsibility
to advise responders when the scene is secure.

When an agency requests a helicopter to be dispatched for a medical need, vehicle accident or other
type of incident, the dispatcher will follow the most current HELICOPTER ORDERING SOP.

Individual fire departments shall not, except in emergencies where no other alternatives are available,
individually contact helicopter services for response. If extenuating circumstances require a fire
department to contact a helicopter service directly, that department will immediately notify the
Emergency Communications Center of the helicopter response without delay.

Any fire agency requesting a non-medical helicopter response to the scene of an incident will be handled
through the Emergency Communications Center. Dispatchers will then make sure the appropriate
notifications are made to dispatch the needed resources and advise other entities, such as USFS or other
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agencies that may also have aircraft in the air. The Emergency Communications Center does not need to
be notified of requests for helicopters that are responding to specific medical facilities for interfacility
transports.

The Emergency Communications Center will make notifications for emergency responses for
agencies such as utilities, California Highway Patrol, Plumas County Road Department, Caltrans
etc2.16 Hazmat incidents:

Refer to the Plumas County Hazardous Materials Response Manual. Dispatch will page, track and make
proper notifications for hazmat incidents as outlined in the Plumas County Hazardous Materials
Response Manual.

2.17 Arson calls:

Any fire that appears suspicious in nature or appears to be arson related will require investigation. If the
IC at the fire scene believes the scene requires further investigation, they will request a fire investigator
and a law enforcement officer from the Plumas County Sheriffs’ Office respond. The Emergency
Communications Center will contact Susanville Interagency Fire Center (SIFC) to request the closest fire
investigator.

2.18 Calls on USFS property:

Plumas County Sheriff's Office Emergency Communications Center will transfer all non-emergent and
911 calls received for forest fires on National Forest property to the appropriate United States Forest
Service (USFS) dispatch center. This includes, but is not limited to: lightning strikes, vegetation fires,
smoke checks, and parties seeking information or reporting burns.

Notifications to the USFS will be made to their agency when there is any call that occurs on USFS
property. Ex: Search and Rescue calls, fire with threat to vegetation bordering USFS property, possible
escaped controlled burns, missing persons in the forest.

USFS dispatch in Plumas County is not staffed 24 hours a day. For all USFS calls after hours, the USFS
dispatch has their emergency number set to roll to one of their dispatcher’s personal cell or home
phones. In the event they do not answer the emergency line, dispatch will make attempts to notify other
USFS employees or a neighboring national forest Emergency Communications Center.

Responding units should announce to Fire Control if they switch off or leave the County Fire Net for any
reason. If a responding unit switches over to a non-County Fire Net frequency, they should notify Fire
Control and will also notify Fire Control once they return to the County Fire Net. The dispatcher will note
this in the incident log.

2.18.a USFS Dispatch Centers- Areas

This will be used as a general guideline as there will be times when the reporting party does not know
their exact location nor the exact location of the smoke or fire they are seeing.
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e Plumas National Forest
o Dispatch headquarters out of Quincy, CA
o Their coverage area is very large and encompasses most of our county.
o These calls are transferred to Plumas National Forest dispatch.
e Lassen National Forest
o Dispatch headquarters out of Susanville, CA
o Their coverage area in our county is any forested area north of Canyon Dam. These calls
get transferred to Susanville Interagency Fire Center (SIFC)
o This dispatch center dispatches Lassen National Forest, BLM, and Cal-Fire as well as all
the Almanor Basin Fire Departments
® Tahoe National Forest
o Dispatch headquarters out of Truckee, CA
o There is a small portion of Tahoe National Forest that is in the southern part of the
county. This would be the Beckwourth Peak and Carmen Valley just north of the Calpine
area.
o These calls are transferred to the Tahoe National Forest Dispatch.

2.19 Cal-Fire / SIFC

Some areas of our county are not dispatched by the Emergency Communications Center. These calls will
be immediately transferred to their appropriate fire dispatch center.

e Lake Almanor Basin
o Consists of Peninsula Fire Department, Hamilton Branch Fire Department, Chester Fire
Department, Almanor West Fire Department and Prattville Fire Department.
o All of these fire departments are dispatched out of Susanville Interagency Fire
Department (SIFC) in Susanville.
® |a Porte Fire
o Consists of the town of La Porte and Little Grass Valley Reservoir as well as several other
neighboring small areas which are all dispatched by Grass Valley Cal-Fire. The local La
Porte Volunteer Fire Department is in La Porte proper.

2.20 Equipment Failure/ Back-up Plan:

The Emergency Communications Center has primary and standby base stations to access the fire net
repeater system via individual dispatch position radio consoles.

Some fire agencies still have a Zetron type phone paging system for emergency use. The dispatcher can
use these Zetron type phone paging systems as a secondary backup if needed. It is the responsibility of
the individual departments to maintain their Zetron type paging systems and to provide updates
regarding the status of the paging system to the Emergency Communications Center. Dispatch also has a
desktop radio that can be used for paging as a third back-up system.
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If all systems are down, dispatch may resort to cell phones to communicate with fire personnel and
request they use a local paging system.

2.21 Lake Almanor Basin/Chester Area

If Plumas County Fire Net radios go down, this should not affect the Almanor Basin as they are paged via
SIFC in Susanville on separate frequencies. We have the capability in this dispatch center to page all the
Almanor Basin fire departments. This is for backup only.

2.22 Dispatcher Training:

Fire dispatching is a critical part of all new dispatcher’s formal training and is covered under the
requirements of the dispatcher training program. The Communications Supervisor may contact fire
agencies to facilitate a ride-along for the trainee. This will help the new dispatcher to better understand
the fire department’s needs during an incident, gather a better understanding of the fire department's
response area and create better working relationships with all agencies involved.

The Plumas County Sheriff’s Office Emergency Communications Center will also facilitate the training of
new fire personnel. This is often done as a group tour during the local fire academy and should be
scheduled through the Communications Supervisor.

2.23 Reporting:

The Communications Supervisor will work with all Plumas County Fire agencies to assist in completing
their ISO report by providing information captured within the Emergency Communications Centers CAD
system.

Any request for reports on statistics or copies of CAD incidents will be requested through the
Communications Supervisor. Fire agencies should coordinate their requests for information to assure, to
the extent possible, to times when the Emergency Communications Center has no other emergency
incidents in progress. It is the responsibility of the on-duty dispatcher to advise the fire department
requesting information to recontact the Emergency Communications Center later for the needed
information.

2.24 Incorrect Address Reporting Procedure:

If a fire agency is dispatched to an address that is determined to be invalid, the responding fire units
should advise dispatch of the correct address as soon as possible. The dispatcher shall confirm receipt of
the corrected address and advise other responding units accordingly. This information should be noted
by dispatch personnel in the CAD call and forwarded to the Communications Supervisor for follow-up
and needed correction to related databases. The Communications Supervisor may contact the fire
agency responsible to request follow-up information on incorrect addresses in their jurisdiction.
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2.25 Incorrect Emergency Services Number (ESN) or Jurisdiction Reporting Procedure:

When determining which fire agency is responsible for a call for service, dispatchers will rely on the tools
and information available to make an immediate decision on which department to page. These resources
may include the MSAG (9-1-1 ANI/ALI information for landline calls), cellular location data, the dispatch
mapping system with ESN layers for law, fire, and medical response, and information provided by the
reporting party.

ESN Correction Procedure

e In cases where these sources provide conflicting or inconsistent information, the dispatcher will
use their best judgment to select the most appropriate fire agency.

e If fire personnel believe the incorrect agency has been dispatched, they must immediately notify
the dispatcher, who will then page the alternate agency as requested.

e Dispatchers will document the discrepancy and provide a report to the Communications
Supervisor for follow-up and possible corrections to databases.

e Dispatch and fire personnel must recognize that incorrect jurisdictional paging may occur due to
inaccurate or incomplete information received by the Emergency Communications Center.

® Resolution of jurisdictional or ESN boundary issues will take place after the incident, once
community emergency needs have been met; jurisdictional disputes will not be resolved during
active incidents.

e Fire agencies requesting follow-up on ESN response areas shall contact the Communications
Supervisor directly, as on-duty dispatch staff are not responsible for resolving such matters.

e |[f a department requires an update or changes to an ESN, they will follow the procedure and
policy outlined in the MOU - Coordinated Use of Countywide Fire Radio Communication System.

2.26 Complaint Procedure:

The Plumas County Sheriff's Office Emergency Communications Center strives to provide the best service
to the citizens and first responders. With that, there is an awareness that mistakes can be made based
on incomplete or inaccurate information available during the initial response and decision process made
on every emergency call. If mistakes occur, the incident will be reviewed and evaluated as needed to
mitigate any errors or omissions and the Communications Supervisor will work to make any needed
corrections. No complaint will be taken lightly, and all will fully be investigated.

Any fire agency requesting to file a complaint regarding dispatching or how an incident was handled by
the Emergency Communications Center will contact the Communications Supervisor. The
Communications Supervisor will provide a copy of the complaint form to be completed and returned for
investigation. Once an investigation is completed, the Communications Supervisor may advise the
agency making the complaint about the outcome.
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