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This monthly report is addressed to the RRECC Administration Board, RRECC Operations Board, RRECC 

employees and other stakeholders. The purpose is to report on RRECC’s performance relative to the 

existing service level agreements with our public-safety partner agencies as well as provide information 

on Com Room workload, staffing, and the status of projects and initiatives. 
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Recognition 
 
Dispatcher McGuinness visited Quabbin Regional High School’s Integrated Public Safety Academy to share 
insights about the vital role of a 911 dispatcher. Students had the opportunity to learn about the 
responsibilities of emergency dispatchers, the critical role they play in public safety, and how they serve as 
the first point of contact in emergencies. Thank you to Quabbin Regional High School for allowing us to 
connect with the next generation of public safety professionals! 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Public Safety Telecommunicators got a hands on experience on Testifying in Court from Judge Richard D. 
Savignano (Ret.) at the Municipal Police Training Committee (MPTC) in Randolph. This experience gives 
students the knowledge on what may happen if they get called to court to testify for a call. This training is 
an amazing opportunity for our students. Thank you to the MPTC for hosting, and for Judge Savignano for 
teaching! 
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Rutland RECC – Telephone Stats Call  

 

Receiver Workload 

Call Receiver workload increased by 73.54% over last year 

The busiest day for call volume in January was Thursday, February 13th with 107 total calls for service. 

The lowest call volume day in January was Saturday, February 1st with 18 total incoming calls. 

 
 

 

911 & Non-Emergency Average Call Volume by Hour 

 
February 911 Calls by Hour February Non-Emergency by Hour 

 
 
 

 

Source: Massachusetts E-911 Office ECaTs 
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Multi-Year Trends 
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Calls by Class of Service 
 

 

Wireless calls may not present with a dispatchable address, requiring the call receiver to obtain the location 

through questioning and/or using mapping and other resources. Call processing times are impacted as 

getting an accurate location is a critical element which is often impeded by the emotional state of the caller 

and/or lack of familiarity of the area. 

 

 

911 Abandoned Calls 
 

 

911 Abandoned calls, also known as 911 Hang Ups, are defined as calls to 911 which are disconnected 

before being answered by the call receiver. The system delivers the abandoned call to the call receiver who 

must attempt to re-establish contact to determine if an emergency exists. Depending on several factors, a 

police unit may be dispatched to confirm the situation. As this effort takes the call taker out of the queue to 

answer incoming calls, this rate is tracked to gauge impact to call answer times. 
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911 Call Volumes – Compared to County 
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Rutland RECC – Police & Fire/EMS Incidents Processed 

 

Police Incidents Processed by Agency 
 

 

Fire & EMS Incidents Processed by Agency 

 

 
 
 

 
 

 

 Source: RRECC CAD data warehouse. 
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Service Level Metrics 
 

911 Call Answering 
NENA-STA-020.1-2020 states: 

Ninety percent (90%) of all 9-1-1 calls arriving at the Public Safety Answering Point (PSAP) 
SHALL be answered within (≤) fifteen (15) seconds. Ninety-five (95%) of all 9-1-1 calls 
SHOULD be answered within (≤) twenty (20) seconds. 
The application of the standard SHALL begin at the time of Call Arrival and extend to the 
time of Call Answer at the point when two-way communication can begin. 

 
The interval between Call Arrival and Call Answer should be evaluated, at a minimum, for 
each preceding month using a full month of data. Determining if a PSAP has successfully 
met the call interval metric of 90% in 15 seconds (and 95% in 20 seconds), should be 
based upon the one-month evaluation. An authority having jurisdiction (AHJ) may measure 
this metric on a weekly or daily basis for a more detailed analysis. 

 
The call answering standard is a requirement of the RRECC Service Level Agreement. The standard is 

tracked internally at the daily level. 
 

 

RRECC is meeting the call answering standard both at the SHALL and SHOULD metrics. Factors in 911 

call answering times include staffing numbers and call receiver availability due to working on other 911 

and non-emergent calls. 
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Fire/EMS Call Processing Times 
Section 3.8.1 of the Fire Agency SLA states: 

 
Total call processing (call answer to dispatch of first unit) for Fire/EMS calls will be 120 seconds or less 

90% fractile and for non-critical calls the time will be 180 seconds or less 90% fractile, both measured 

monthly. The call types have been determined by the Operations Chiefs and RRECC. 
 

 

 

While we strive to meet the 120 second goal, there are many elements that influence call processing 

times, most of which the Call Receiver has little, if any, control. These include the emotional state of the 

caller, the language spoken, the quality of the connection, and availability of a dispatchable address. 
 

 

Service Level Metric – Quality Assurance 

Ideally, 2% of all calls for service are reviewed, and all catastrophic calls as defined by the Agency are 

reviewed. 
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Projects and Initiatives 

Internal to RRECC 
Collins Center Study (District Model) - The Collins Center is conducting a comprehensive review of the 

hosted model dispatch center under Massachusetts General Laws (MGL) Chapter 40, Section 4A, and 

the potential transition to a Regional Dispatch District under MGL Chapter 6A, Sections 18P to 18V. This 

assessment aims to determine whether a district governance model would better serve the Rutland 

Regional Emergency Communication Center (RECC) and its stakeholders by enhancing operational 

efficiency, financial sustainability, and service delivery. The study will evaluate governance structures, 

funding mechanisms, and long-term benefits to ensure the most effective and sustainable model for 

regional emergency communications. 

Collins Center Study (Site & Facility Analysis) - The Collins Center is conducting a site and facility 
analysis for the Rutland Regional Emergency Communication Center (RECC) to identify a suitable 
location for expansion. As the center looks to accommodate additional communities within the 
potential district, a new site is necessary to support increased operational capacity and enhanced 
emergency communication services. This analysis will assess infrastructure needs, geographic 
suitability, and logistical feasibility to ensure the future facility meets the growing demands of public 
safety in the region. 

Business Line Phone Provider Replacement – The Rutland Regional Emergency Communication 

Center (RECC) is exploring the option of switching its business line phone provider from Crocker 

Communications to the AT&T Business Phone system. This transition aims to enhance customer 

service, improve redundancy features to maintain operations during network interruptions, and 

provide greater scalability to support future growth. The upgrade would ensure more reliable 

communication for emergency operations while optimizing efficiency and service quality. 

 

All Services 
CAD Replacement– The Rutland RECC CAD conversion to Hexagon and ESO will have an initial strategy 
meeting on February 12, 2025, with the Program Manager to begin the initial paperwork and setup 
requirements. This meeting will establish the foundation for a smooth transition, with the project set to 
go live later in the fall. 

 

Fire/EMS Service 
Nothing to report. 

 

Police Service 
P25 Transition - As part of our ongoing efforts to improve communication reliability, Rutland RECC is 
planning to transition from an analog radio frequency to a P25 digital radio frequency. This change will 
provide several key benefits:  

• Enhanced Audio Quality: P25 technology reduces background noise and improves clarity, ensuring 
critical information is transmitted and received accurately. 

• Interoperability: P25 systems enable seamless communication between different agencies and 
jurisdictions, fostering better coordination during multi-agency responses. 

• Improved Security: P25 radios offer encryption capabilities, enhancing communication security and 
preventing unauthorized access. 

• Scalability: The system is designed to grow with our needs, providing long-term reliability and 
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adaptability. 
We are targeting July 1, 2025, for the completion of this transition. However, before moving forward, 
Rutland RECC must conduct an extensive radio equipment survey throughout the district to ensure all 
equipment currently in use has P25 capabilities or can be upgraded to meet these standards.
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Staffing Levels 

Com Room Staffing 
Our department is currently fully staffed, with one full-time dispatch trainee nearing the completion of 
training and scheduled for release by April 1, 2025. Additionally, we have three part-time dispatch trainees 
who are approximately halfway through the training program. Their integration into the schedule will help 
mitigate overtime expenditures. 
Upon completion of training, the department will have a total of 10 full-time dispatchers and 5 part-time 
dispatchers. The minimum staffing requirement remains at two dispatchers per shift, with the 3:00 PM to 
11:00 PM shift increasing to three dispatchers once the full-time trainee is released. However, as call 
volume continues to rise, current staffing levels indicate that the agency remains understaffed. 
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Guidelines to Defining and Staffing the Dispatch Position 
  
There is no equation or formula to estimate the most appropriate ratio of dispatcher to unit, dispatcher to 
number of channels or number of units per channel. The RETAINS 2018 study addresses several factors 
affecting dispatcher ability to serve units assigned to a dispatch position. When trying to discern the differences 
in workloads by center size, agency type, even time frame of individual dispatch shifts, it is important to closely 
review the non-radio responsibilities of individual positions. 
 
ECCs offer a range of public services. These include essential emergency services, such as law enforcement, 
EMS, and fire, as well as a host of supplementary non-emergency services (e.g., animal control, public utilities 
assistance, and weather notifications). Some ECCs provide both calltaking and dispatch for their services, while 
others only provide dispatch. PST workload levels result from the combination of how many units, channels, 
and frequencies are monitored. These, in turn, are highly dependent upon factors such as call, incident volume, 
dispatcher experience, and total staffing.  
 
Virtually all ECCs provide both calltaking and dispatch services for law enforcement (97%), fire (88.3%) and EMS 
(81.2%). Most ECCs also provide administrative calltaking and dispatch (92.9%), and many also provide 
calltaking and dispatch for animal control (75.7%) and after hours calls (62.1%).  
 
Survey findings from the RETAINS 2018 study underscore the differences between dispatcher work 
requirements in centers of different sizes and settings. Specialization is a very important consideration because 
PSTs covering a variety of disciplines are likely to experience greater job complexity. In terms of specialization, 
small ECCs have a rate of specialization of 13.87 percent, medium ECCs specialize at a rate of 10.61 percent, 
and large ECCs average a rate of 42.96 percent.  
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One difference that presents itself here is that small ECCs have seemingly increased their rates of specialization 
since the last report. In 2017, 40.1 percent of ECCs report that their dispatch positions cover only one discipline 
at a time, such as law enforcement or fire, meaning that close to 60.0 percent of ECCs—a sizeable majority—
have their dispatch positions handle multiple disciplines at a time. Here, too, there are significant differences 
between ECCs of different sizes.  
 
Nearly all large ECCs (91.7%) report that their dispatch positions only focus on one discipline at a time. A 
majority of medium ECCs report this to be the case (55.5%), although less than a quarter of small ECCs indicate 
this to be true. Indeed, in small ECCs, fully 76.0 percent of dispatch positions are working with multiple 
disciplines at one time compared to 44.5 percent of medium ECCs and just 8.3 percent of large ECCs. These 
findings echo those of the 2009 report, where 71.0 percent of large ECCs, 47.0 percent of medium ECCs, and 
17.0 percent of small ECCs had their dispatch positions handle only one discipline at a time. 
 
It is clear from the data that there is a strong positive relationship between increasing ECC size and increasing 
rates of specialization. Given the data on the quantity of disciplines covered by ECCs and the divergent rates of 
specialization within ECCs of different sizes, it is important to examine the quantity of units that PSTs handle at 
a given time to determine the average workload for the dispatch position.  
 
 
There are statistically significant differences between the average workloads of the dispatch position across 
ECCs of different sizes. PSTs at large ECCs handle a higher proportion of both law enforcement units and fire 
units at once, averaging 26 and 14, respectively. PSTs in medium ECCs average 16 law enforcement units and 
11 fire units at once, and PSTs in small ECCs average just 8 law enforcement units and 5 fire units at once.  
 
 

Staffing Retention & Turnover 
Since 2022, the Rutland RECC's retention rate has steadily increased, reflecting improvements in 
workplace culture, training, and employee support. By 2024, this upward trend has leveled off, 
indicating a period of stability in staffing while maintaining a strong and committed workforce. 
 

• Our ECC’s Retention Rate 66% 

• RETAINS 2018 Retention Rate 71% 
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Overtime and Leave Stats 
Com Room OT and leave used information below is through February 28th, 2025. 
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Training Department Report 
 

Full-Time Dispatcher Thomas Hazel 
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Part-Time Dispatchers – Briana Pingitore, Amy Savasta, Jillian Tessier 

 
 

All four trainees are on track and meeting department expectations and standards. 
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RRECC Budget Details 
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RRECC Meeting Calendar 
Meetings are held as hybrid in person and via Microsoft Teams. Contact director@rrecc.us for meeting 

link information. 

Upcoming: 

RRECC Administration Board – April 15, 2025, at 10:00am.  

RRECC Operations Board – April 16, 2025, at 10:00am.  

Future: 

Quarter 2 - April 1, 2025 – June 30, 2025 
RRECC Administration Board – July 15, 2025, at 10:00am.  
RRECC Operations Board – July 16, 2025, at 10:00am.  
 
Quarter 3 - July 1, 2025 – September 30, 2025 
RRECC Administration Board – October 14, 2025, at 10:00am.  
RRECC Operations Board – October 15, 2025, at 10:00am.  
 
Quarter 4 - October 1, 2025 – December 31, 2025 
RRECC Administration Board – January 13, 2026, at 10:00am.  
RRECC Operations Board – January 14, 2026, at 10:00am.  
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