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SANTA CRUZ REGIONAL 9-1-1 

Member Carlos Palacios 
representing the City of Watsonville 

Vice Chair Richard Hill 
representing the  City of  Capitola 

Secretary Richard Wilson 
representing the City of  Santa Cruz 

Chairperson  Susan Mauriello  
 representing the County of Santa Cruz 

Board of Directors 

Mission Statement 
Santa Cruz Regional 9-1-1 is dedicated to 
serving as the vital link between the public 
and public safety organizations through 
responsiveness and technical excellence while 
in partnership with its Users and employees. 
 
SCR911 provides 9-1-1 and public safety 
dispatch services for: 
 

County of Santa Cruz  
City of Santa Cruz  
City of Watsonville  
City of Capitola  

Santa Cruz Regional 9-1-1  provides public safety dispatch services, including Fire, Law, and Medical. 

Director Richard Wilson presents proclamation 
to Dispatcher of the Year  recipient Lisa Yee. 
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Report from the General Manager 
 
¢Ƙƛǎ ȅŜŀǊ ƳŀǊƪǎ ŀ ƧƻǳǊƴŜȅ ǘƻǿŀǊŘ ǊŜƴŜǿƛƴƎ ǘƘŜ !ǳǘƘƻǊƛǘȅΩǎ ǇǳōƭƛŎ 
image through the development of a new agency name and logo.  
On January 1, 2010, the Authority began using the new name of 
Santa Cruz Regional 9-1-1.  When we first opened our doors to the 
public in 1996, our member and User agencies shared dispatching 
services for the first time.  Our original name, Santa Cruz 
Consolidated Emergency Communications Center (SCCECC), was 
developed with that in mind, and served somewhat as a mission 
statement, creating a partnership between the member User 
agencies and SCCECC.  On the other hand, it was challenging for the 
public to understand the nature of our Center through that name.  
Therefore, the Authority worked with the Board of Directors, our 
member and User agencies, employees of the Center, and members 
of our community to develop the new name and logo.  We are 
proud and excited to reach out with our new image to our 
community while in continued partnership with our member and 
User agencies. 
 
During 2009, the Authority faced many challenges that presented us 
with opportunities to learn, be creative, adapt, and implement 
solutions to become a more cohesive team of public safety 
professionals. Due to national and local economic crises, we were 
first faced with the challenge of reducing our overall budget by ten 
percent.  Like many of our partners in local government, this was 
the first time that the Center has had to face this challenge.  
However, our staff understood the state of the economy and 
voluntarily collaborated on efforts to reduce the budget through 
reductions in wages and participation in work furloughs.   
Additionally, an in-depth study was conducted of the call volumes, 
resulting in adjustments to staffing levels during peak hours in the 
dispatch center. 
 
Santa Cruz County experienced a major communications outage on 
April 9  that severely crippled 7-digit, wireless telephone, and 
Internet communications.  After swift troubleshooting, it was 
determined that the problem was not from within our Center, but 
instead was with communication services supplied by the local 
telephone provider.  Public safety agencies, in partnership with our 
Center, immediately and creatively notified the public of the 
outage.  Communications were reduced to radio,  9-1-1 telephone, 
and in-person methods.  Law enforcement agencies sent officers to 
make in-person notifications to radio and television stations for 
immediate broadcast to the public.  In the end, it was determined 
that this outage was caused by an intentional act to cut several 
communications circuits. 
 

The  H1N1  influenza pandemic affected 
the 9-1-1 Center by creating issues in 
staffing levels during the fall and winter 
months.  Fortunately, staff had prepared 
for the event with the assistance of the 
County Health Services Authority (HSA), 
and a comprehensive business continuity 
plan was developed.  This plan provided 
methods to prevent the spread of viruses 
between co-workers, an emergency 
staffing schedule, education of staff 
members regarding the influenza virus, 
and the opportunity to be vaccinated 
against the H1N1 virus (as first 
responders). 
 
Looking back at 2009, much was 
accomplished  through the exploration of 
new opportunities for learning, as well 
through evaluating ways to become more 
efficient.  Innovation and adaptation are 
key elements of our success as an 
organization.  I am very proud of our 
accomplishments and equally as excited 
about our goals for 2010.  As we look 
forward to the next decade, Santa Cruz 
Regional 9-1-1 will continue to strive to 
deliver the highest quality dispatch 
services to our customers, as well to be  
known as a leader in the industryτ both 
to our partner agencies and to our 
community. 

General Manager Scotty Douglass 
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Organizational Chart 

Systems Manager

 Amethyst Uchida

(831) 471-1035

amethyst@scr911.org

Support Services Manager

Dennis Kidd

(831) 471-1033 

dennis@scr911.org

General Manager

 Scotty Douglass

(831) 471-1014

scotty@scr911.org

Systems Technician

Nicola Nelson 

(831) 471-1034

nicola@scr911.org

Blue Team 

Operations Supervisor

 Margaret Parker

(831) 471-1024

margaret@scr911.org

Red Team 

Operations Supervisor

 Kevin Fink

(831) 471-1004

kevin@scr911.org

QI/CALEA

Admin. Supervisor

 Anita Miller

(831) 471-1006

anita@scr911.org

Board of Directors

 

Senior Systems 

Technician

Wolff Bloss

(831) 471-1019 

wolff@scr911.org

Dispatcher Staff

 Lead Line: (831) 471-1190

Dispatcher Staff

 Lead Line: (831) 471-1190

Business Division

Sherry Paul

Anne Miller

(831) 471-1000 

Senior Systems 

Technician

Tom Ginsburg

(831) 471-1017

tom@scr911.org

Scheduling Lead/

Custodian of Records

Marsha MillerAyers

(831) 471-1003

marsha@scr911.org

Santa Cruz Regional 9-1-1 

495 Upper Park Road, Santa Cruz, California 

Business Number: 831.471.1000 

Fax: 831.471.1010 

scr911.org 
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Santa Cruz Regional 9-1-1 

Management Team 
Scotty A. Douglass, General  Manager 

 

Support Services Division 

Dennis Kidd, Support Services Manager 
Anita Miller, Administrative Supervisor 
Marsha MillerAyers,  PSD III, Custodian of Records 

 

Systems Division 

Amethyst Uchida, Communications Systems Manager 
Wolff Bloss, Senior Communications Systems Technician 
Tom Ginsburg, Senior Communications Systems Technician 
Nicola Nelson, Communications Systems Technician 

 

Operations Division 

Kevin Fink, Operations Supervisor 
Margaret Parker, Operations Supervisor 
 

Business Division 

Anne Miller, Senior Administrative Assistant 
Sherry Paul, Senior Administrative Assistant 
 

Extra Help Staff 

Steffen Andrews  
Felicia Venezio 

Senior Public Safety Dispatchers 

Kristine Ebersole 
Michael Krakowiak  

Teresa Minogue  
Melanie Sherwood  

Tammy Spath  
Stephanie Zube 

 

Public Safety Dispatchers 

Jodi Boles 
David Brenner 

Hilary Brighton  
William Burnett 

Kristy Cisco-Voorhees 
Karen Clark  

Valerie Conner 
 Meghan Dixon 

Amanda Douglas 
Michael Fairbanks 
Adrienne Heebner 

Abby Hernandez 
Ashley Hiles 

Jo Irving  
Anna Kiff 

Gina Loftin 
Melody MacDonald  

Cat McAllister  
Eric Mello 

Chuck Minuti 
Rosa Puga 

Jim Rock 
Sean Schorovsky  

Cheryl Selden 
Lyndsay Sotelo  

Michele Stevison 
Dave Sumner  

Lisa Yee 

Dispatch Staff 

Justin Keele Memorial Deck 
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Workload and Call Statistics 

Calls for Service -  Agency Comparison 

Calls for Service (CFS) Handled and Processed 

2008  2009  Agency % Annual Change 

86,560 93,730 3ÁÎÔÁ #ÒÕÚ #ÏÕÎÔÙ 3ÈÅÒÉÆÆȭÓ /ÆÆÉÃÅ ɉ3#3/Ɋ 7.6% 

78,132 85,774 Santa Cruz Police Department (SCPD) 8.9% 

65,568 62,985 Watsonville Police Department (WPD) -3.9% 

19,641 19,993 Capitola Police Department (CPD) 1.8% 

23,642 24,128 County-Wide Fire 2.0% 

17,975 18,670 AMR 3.7% 

4,185 6,641 Other 37.0% 

295,703  311,921  Total Calls For Service 5.2% 
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Total Phone Calls Handled and Processed  

2007 2008  08-09% Change  Type of Call  2009 

     

60,196 58,553 -5% Wired 9-1-1 55,542 

35,845 41,880 +12% Wireless 9-1-1 47,805 

336 897 -35% Voice Over Internet Protocol (VOIP) 9-1-1 590 

Total 9 -1-1 96,377 101,330 +2.5% 103,937 

     

28,757 30,333 -10% 7-Digit Emergency 27,357 

134,098 132,422 -2% 7-Digit Non-Emergency (Law) 129,526 

191,361 181,905 -1% 7-Digit Other 180,496 

354,216 344,660 -2% Total 7-Digit Calls 337,379 

     

450,593 445,990 -1% Total Phone Calls  441,316 

37%

21%

42%

9-1-1 Calls  55,542 Wireless 9-1-1/VOIP 48,395

7-Digit Emergency Calls 27,357

Ratio of 7 -Digit Emergency Calls to 9 -1-1 Calls Handled  
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Summary of 2009 Goals 
Implement a Strategic Plan to address 
fiscal challenges facing the Authority in 
2009.  (ACCOMPLISHED) 
 
In mid-2008, the economic downturn resulted in the 
Authority having to make drastic reductions to the 
budget for Fiscal Year 2009/2010.   Authority staff 
developed and implemented a plan to meet the 
budget requirements for FY 2009/2010, which has 
resulted in an overall savings of $691,641 (a 10% 
reduction) from the previous fiscal year.  
 
By assuming more responsibility (for example, 
increased call volume from police department lobby 
phones due to their closures) our agency was also 
able to provide an increase in service at a reduced 
cost.  Additionally, the agency implemented an 
energy-saving awareness program that encouraged 
all employees to turn equipment and lighting off 
when not in use.  Authority lighting was assessed and 
overall energy use was reduced, resulting in 
approximately $2,400 in savings over the year.  
Operational expenses were reduced by 
approximately $20,000 through cuts in purchases of 
paper, computer replacement equipment, and 
computer software.  
 
Lƴ ƻǊŘŜǊ ǘƻ ƳŜŜǘ ǘƘŜ !ǳǘƘƻǊƛǘȅΩǎ Ǝƻŀƭ ǘƻ ǊŜŘǳŎŜ ŎƻǎǘǎΣ  
dispatch staffing has been reduced by seven 
positions and management was reduced by one  
through attrition, resulting in an overall reduction in 
the workforce by 15%.  Additionally, management 
and administrative staff have participated in the 
Elective Time Off program offered by the Authority, 
voluntarily reducing their wages by  4.4% overall.  
The represented Public Safety Dispatchers voluntarily 
agreed to not be paid for 72 of their 104 hours of 
holiday time and to defer a negotiated fifty-cent 
increase, resulting in a reduction in wages of  4% 
overall. The Training Program has been temporarily 
decertified, resulting in the loss of a training 
premium to the Communications Training Officers 
and Dispatch Academy Instructors. 
 

5ŜǾŜƭƻǇ ŜƳǇƭƻȅŜŜǎΩ ŀōƛƭƛǘȅ ǘƻ ǿƻǊƪ ŀǘ ŀ 
higher level by providing avenues for 
professional development. 
(ACCOMPLISHED/ONGOING) 
 
Because all training academies and continuing 
education courses were cancelled in 2009, staff was 
challenged with developing a method to deliver 
training without additional cost in overtime and 
certify dispatch staff in specific areas of expertise.  As 
a result, Systems Division staff installed and deployed 
a free web-based computer program that provided 
online training through existing computer 
equipment.  This system is very similar to online 
training programs offered by state and local colleges.  
The Support Services and Operations Divisions have 
delivered a total of 96 hours of training through this 
program thus far, certifying 12 dispatchers in the use 
and administration of the emergency notification 
system provided by CityWatch.  Dispatchers are now 
participating in the Civil Procedures and Dispatch 
course which will provide them with higher-level 
skills to assist the public with appropriate civil 
referrals, resulting in an approximate 30% (331) 
reduction of civil calls-for-service to our law 
enforcement agencies.  

59,262 

Pieces of paper saved by sending  

meeting packets electronically. 

Users Committees, 
10890

SCMRS, 4608

Board to Users, 
42364

Narrowbanding, 
1400
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The Technical Operations Advisory 
Committee (TOAC), through collaboration 
with the Systems Division, will research, 
select, and replace the 9-1-1 phone 
system. (PARTIALLY ACCOMPLISHED) 
 
¢ƘŜ !ǳǘƘƻǊƛǘȅΩǎ ŎǳǊǊŜƴǘ ф-1-1 phone system has 
come to the end of its life and is in need of 
replacement.  As a result, in December 2008 the 
State of California authorized the purchase of a new 
9-1-1 phone system and provided the Center a 
Customer Premise Equipment (CPE) allotment in the 
amount of $430,000.  The Systems Division and the 
Technical Operations Advisory Committee (TOAC) 
spent the last year researching and comparing 
available systems. During that time they created a 
specifications document, invited vendors to 
demonstrate their products and visited sites with the 
products installed in order to choose the best system 
for the Authority. The Team unanimously chose the 
Positron VIPER voice over IP (VoIP) system as the 
ǎȅǎǘŜƳ ǘƘŀǘ ōŜǎǘ ƳŜŜǘǎ ǘƘŜ !ǳǘƘƻǊƛǘȅΩǎ ƴŜŜŘǎ ŀƴŘ 
selected AT&T as the new 9-1-1 phone system 
vendor. December was a flurry of activity as AT&T 
delivered the system and installed it in our facility. 

Positron Viper 

Obtain re-accreditation 

from the Commission on 
Accreditation for Law 
Enforcement Agencies (CALEA) 
through self-assessment, 
independent audit, and formal 
CALEA Commission Review. 

 

Develop a comprehensive All-Hazards Plan 

to better prepare the Authority to respond to 
catastrophic events such as natural disasters, acts 
of terrorism, pandemic diseases, and more. 
 

Conduct an Employee Satisfaction Survey, 

analyze and publish the results. 

Statement of Goals for 2010 
Complete the implementation of a new  

9-1-1 telephone system and determine efficiencies 
gained by the new technology. 
 

Redefine the Quality Improvement (QI) 

Program.  This will be accomplished through the 
following: 
¢ƘƻǊƻǳƎƘ ǊŜǾƛŜǿ ƻŦ ǘƘŜ !ǳǘƘƻǊƛǘȅΩǎ ŜȄƛǎǘƛƴƎ 
reporting systems 
In-depth analysis of new reporting capabilities 
obtained by newly available data from our 
upgraded Computer Aided Dispatch (CAD) 
system and new 9-1-1 telephone system. 

During the first six weeks of 2010, system 
installation will be completed, the software will be 
configured and training will be provided to agency 
personnel. The new system is currently scheduled to 
go live on February 9, 2010. The final stages of the 
project will require the participation of all personnel 
to successfully complete this transition. This will be 
the first time that the Authority has completely 
replaced its 9-1-1 phone system and will represent a 
significant change to operations as call handling 
transitions from traditional handsets to a computer 
system with on-screen call handling.   
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coordinating with User and allied 
agencies, Office of Emergency Services, 
and media organizations, and activated 
the Alternate Site in Watsonville.  A 
short time later it was determined that 
the Alternate Site was also affected by 
the outage and was not a viable means 
of telephone communications so it was 
deactivated. 
 
Within hours, AT&T reported that critical 
fiber optic lines in Santa Clara County 
had been deliberately severed, causing  
widespread interruption in service 
throughout the Bay Area.  Repair work 
continued throughout the day and 
service was ultimately restored by the 
early evening hours. 
 
An after-action report later praised the 
/ŜƴǘŜǊΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ŀƴŘ ǘŜŀƳǿƻǊƪ 
(with local government agencies).  It also 
was determined that there had been no 
known reports of any lost 9-1-1 calls to 
the Center, nor any known delays or 
failures to respond to emergencies 
within the County.   The events of that 
day did, however, provide several 
learning opportunities for our agency, 
including the development of an 
Emergency Action Plan that will enhance 
ǘƘŜ /ŜƴǘŜǊΩǎ ǇŜǊŦƻǊƳŀƴŎŜ ŘǳǊƛƴƎ ŦǳǘǳǊŜ 
crises. 
 
 

Operations Supervisors  Kevin Fink  
and Margaret Parker  

Operations Division  
 
The Operations Division continues to be responsible for 
providing critical emergency and routine public safety services, 
including radio, telephone, 9-1-1, and Computer Aided Dispatch 
(CAD) functions to our Users and the public. 
 
Thirty-five public safety dispatchers and two operations 
supervisors are assigned to the division, providing coverage 
24/7.  The division is comprised of two teams; the Blue Team 
staffs the Center Wednesday through Saturday and the Red 
Team staffs the Center Sunday through Wednesday. 
 

2009 Significant Events 
 
Although dispatchers processed and handled thousands of 
emergency calls-for-service during the past year, there were a 
few that had a greater impact on operations, dispatchers, Users, 
staff, and the community.  Some examples of those significant 
events are highlighted here. 
 
During the late night hours of January 4, dispatchers began 
receiving 9-1-1 calls of a fully involved structure fire in a business 
complex on 41st Avenue.  
Responding fire units arrived 
on the scene to find a large 
furniture store engulfed in 
flames.  On-scene personnel 
immediately upgraded the fire 
to a third alarm and began 
protecting nearby exposed 
ōǳƛƭŘƛƴƎǎΦ  bŜǘ/ƻƳΩǎ LƴŎƛŘŜƴǘ 
Dispatch Team (IDT) was 
requested and dispatched to the scene to support commanders 
in the field.  The fire was ultimately contained to the original 
structure, and extinguished after several hours with no injuries 
or further loss of property. 
 
In the early morning hours of April 9, the Center experienced a 
catastrophic loss of telephone, 9-1-1, cellular, radio, and Internet 
communications throughout the county.   On-duty Operations 
staff immediately began notifying key Systems staff to 
investigate the cause and develop a plan of action.  Within 
minutes, it was determined that some 9-1-1 service remained 
intact and unaffected as call volume increased some 350%.  
Given the severity and scope of the emergency, all available 
NetCom personnel responded to the crisis and addressed the 
event with teamwork and professionalism.  They began 

124 
Number of confirmed 

structure fire details 

processed by dispatchers. 
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On August 12 at approximately 7:00 p.m., the Center 
was inundated with 9-1-1 calls reporting smoke in the 
area of Swanton Road in Bonny Doon.  Within a short 
time, CAL FIRE units discovered a rapidly spreading 
wildland fire with heavy fuel loads.  Ultimately, several 
fire agencies joined in the battle to extinguish the 
nearly 8,000 acre fire, known as the Lockheed Fire.  
hǘƘŜǊ ŀƭƭƛŜŘ ŀƎŜƴŎƛŜǎΣ ƛƴŎƭǳŘƛƴƎ ǘƘŜ {ƘŜǊƛŦŦΩǎ hŦŦƛŎŜ ŀƴŘ 
CHP, participated by assisting with the evacuations of 
residents in the area.  NetCom personnel also 
supported on-scene personnel by assisting in the 
evacuation process with the use of the CityWatch 
reverse 9-1-1 system. 

Although ten injuries were reported, the only property 
losses were a few out-buildings.   Total containment 
was reached 11 days later at a cost of $26.6 million.  
The County Board of Supervisors, Sheriff-Coroner, and 
CAL FIRE later commended the NetCom dispatchers 
for their teamwork and dedication. 

At 6:10 p.m. on August 18, several callers reported 
that the famed Brookdale Lodge was on fire.  Although 
dispatchers quickly dispatched fire units, the Center 
continued to receive  9-1-1 calls reporting that the fire 
was extending into wildland and other structures.   
Arriving units found the back portion of the lodge 
completely involved in fire with residents fleeing from 
the building.  Within a few minutes, the incident was 
escalated to a third alarm structure fire and several 
additional fire and local government agencies were 
ŘƛǎǇŀǘŎƘŜŘΣ ƛƴŎƭǳŘƛƴƎ bŜǘ/ƻƳΩǎ L5¢Φ 

After several hours, the fire was extinguished and an 
investigation into the cause was opened.  The fire chief 
later commended the performance of dispatchers and 
stated that he wished he would have asked for the 
incident dispatcher much sooner because he was so 

helpful.  Although several families were displaced, 
there were no reported injuries. 

The search for a suspect wanted for armed robbery 
in several counties came to a conclusion in the early 
morning hours of September 17.  After dispatchers 
received a 9-1-1 call reporting an intruder armed 
ǿƛǘƘ ŀ ƎǳƴΣ {ƘŜǊƛŦŦΩǎ ŘŜǇǳǘƛŜǎ ǿŜǊŜ ŘƛǎǇŀǘŎƘŜŘ 
immediately.  As deputies responded to the call, 
dispatchers maintained contact with the caller and 
relayed critical safety information to her while 
keeping deputies apprised.   A few minutes later, 
the suspect was apprehended after being tazered 
during a brief struggle.  It was later determined that 
he was wanted in several Bay Area counties for a 
string of armed robberies that occurred over 
several weeks.   In the end, several dispatchers 
ǿŜǊŜ ǇǊŀƛǎŜŘ ōȅ ǘƘŜ {ƘŜǊƛŦŦΩǎ hŦŦƛŎŜ ŦƻǊ ǘƘŜƛǊ 
teamwork and cooperation that no doubt led to the 
successful outcome of this incident.    
 
In the very early hours of October 25, residents in 
the Mount Madonna Road area began calling 9-1-1 
reporting smoke.  Arriving CAL FIRE units quickly 
called for support after discovering a wildland fire 
ƛƴ ƘŜŀǾȅ ōǊǳǎƘ ŀƴŘ ǎǘŜŜǇ ǘŜǊǊŀƛƴΦ  ¢ƘŜ {ƘŜǊƛŦŦΩǎ 
Office also responded and conducted evacuationsτ
again with the assistance of dispatchers using the 
CityWatch notification system.   The fire, known as 
the Loma Fire, ultimately spread to approximately 
500 acres and consumed one trailer and two 
outbuildings.  In all, 1,499 firefighters extinguished 
the blaze, at a cost of $2.7 million. 
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Ben Lomond Fire District  works the Brookdale Lodge fire. 


