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Letter to County Administrator 
 

 

January 25, 2022 

Mr. Josh Smith 
Rock County Administrator 
51 S. Main Street 
Janesville, WI  53545 

Dear Mr. Smith: 

2021 proved to be yet another challenging year for our Center. Despite that, I am happy to report we achieved all 
of our goals and objectives for the year, which included the continuation of the MASTR III radio equipment up-
dates, updates to a couple of our Cielo radio microwave units, and breaking ground on the building expansion pro-
ject. However, the goal that had the most positive impact on our staff was the reallocation of the shift supervisor, 
call taker, and telecommunicator positions. The wage increases for those positions was very helpful to the morale 
and also helped to attract different applicants, in higher numbers, at the beginning of the year. However, staffing is 
still unstable at this time. We are slowly filling the positions, but it is not as quickly as weôd like. 

As you are aware, the 9-1-1 industry is suffering when it comes to staffing and retention. Rock County is no excep-
tion. While we have not quite been at the crisis level like many other centers across the country, we have been 
close due to the inability to fill current vacancies, COVID-related illnesses, and other medical leaves. We have had 
some vacancies for almost a year because many of the people that apply fail to show up for testing and/or inter-
views. Weôve also had situations where contingent offers were rescinded due to the applicant failing pre-
employment screenings and other times applicants ended up declining the offer due to a change of heart, low 
starting pay, or other job offers. Over the past two years, we have worked to speed up the hiring process by at 
least a month, but times have changed and itôs a race to hire someone before another employer does, so we have 
to keep pushing. Last year we utilized social media and the county-sponsored radio and billboard job ads, reached 
out to Blackhawk Technical College and the area high schools to bring attention to our staffing needs and to en-
courage young people to consider this as an alternative career to the more common law, fire, and emergency 
medical services industries. We hope that with a little more time and effort the 9-1-1 industry will become a career 
consideration for those who want to work in public safety, but not necessarily on the road.  

Therefore, our big focus for 2022 is hiring and retention. To help us find ways to improve our hiring process we will 
be working with a consultant to determine new hiring strategies as well as to make sure we have enough staff to 
cover the increasing workloads and scheduling needs. We also hope that the countywide compensation study this 
year will allow for more base pay increases as well as other incentives and/or fringe benefits that will make Rock 
County an even more desirable place to build a career. Furthermore, I have been working with Blackhawk Tech-
nical College to create a Public Safety Communications certification program to bring to light this important career 
to students who may never have thought of starting a career in public safety communications. We are also hoping 
to make this a pathway certificate so that high school students who take some of the courses, can earn credit to 
put towards the full certification and will have a career path set once they graduate. 

I am very hopeful that with all of these plans we can break through and stabilize our staffing and allow for more 
training and development for all staff to prepare for the future of the Center. Thank you so much for your continued 
support and efforts to help us with this issue. 

Respectfully, 

 

 
Kathren Sukus 
Communications Center Director 

Rock County, Wisconsin Communications Center 

3636 N County Highway F 

Janesville, WI 53545 

Ph: (608) 757-5100 

Fax: (608) 757-5081 
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Rock County Background Information 
 

Population: 163,687 (U.S. Censusð4/1/2020) 

726 Square Miles of Service 

9 Municipalities 

Rock County Administration 

Josh Smith, County Administrator 

 

Public Safety & Justice Committee 

Mary Beaver, Chair 

Brian Knudson, Vice Chair 

Jacob Taylor 

Ron Bomkamp 

Danette Rynes 

 

 

Beloit Police 

Clinton Police 

Edgerton Police 

Evansville Police 

Janesville Police 

Milton Police 

Orfordville Police 

Rock County Sheriff 

Rock River Safety  

Town of Beloit Police 

Town of Fulton Police 

Town of Milton Police 

Town of Turtle Police 

 

 

 

Beloit Fire & EMS 

Clinton Fire & EMS 

Edgerton Fire & EMS 

Evansville Fire 

Evansville EMS 

Footville Fire & EMS 

Janesville Fire & EMS 

Milton Fire & EMS 

Orfordville Fire & EMS 

Town of Beloit Fire & EMS 

Town of Turtle Fire 

Agencies We Serve 
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Mission Statement 
 

The Rock County Communications Center is designed to provide the 

most efficient method for citizens to obtain fast, effective public safety 

services 24 hours a day throughout the year. 
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Organizational Chart 
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2021 Departmental Goals & Objectives 
 

§ Continue Master III Controller        

Replacements 

 

§Continue Space Study for Dispatch 

Furniture/Flooring Replacement 

 

§Cielo Microwave Radio System        

Update 

 

§Request Personnel Changes 
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Management Team 
 

Kathren Sukus 

Director 

Fredd Carr 

Training & QA Manager 

Faith Quinlan 

Administrative Secretary 

Brian Becker 
Assistant Director 

Kris Pehl 

GIS Coordinator 

Dayshift Supervisors (Pictured 

Left to Right): 

Kathy Churchill, Lori Taylor 

Nightshift Supervisors (Pictured 

Left to Right): 

Mark Elland & Matt Bender 

Midshift  

Supervisor: 

Derek Ninmer 
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Promotions, Turnover & Staff 
 

2021 Promotions 
Amanda RuschðPromoted to Telecommunicator: 3/22/2021 

Fredd CarrðPromoted to Training & Quality Assurance Manager: 6/28/2021 

Employee Seniority Date End Date Position 

Amber Salazar 8/27/2018 1/29/2021 Telecommunicator 

Nicole Northrup 11/30/2020 2/19/2021 Telecommunicator 

Justin Kruczek 1/25/2021 2/25/2021 Telecommunicator 

Natalie Veale 7/8/2013 4/4/2021 Telecommunicator 

Jaimie Pratt 1/25/2021 6/3/2021 Telecommunicator 

Fabian Posadas 1/25/2021 7/2/2021 Telecommunicator 

Colleen Johns 10/10/1994 7/8/2021 Telecommunicator 

Krystle Hanlon 7/26/2021 9/7/2021 Telecommunicator 

Michael Palmer 9/8/2020 9/29/2021 Telecommunicator 

Erin Klingaman 1/25/2021 11/3/2021 Telecommunicator 

Hailey Mico 3/25/2019 11/14/2021 Call Taker 

Lori Taylor 2/3/2014 12/8/2021 Shift Supervisor 

2021 Turnover 

2021 C  C  M  S 

Administration Seniority Date Promoted Title 

Kristine Pehl 12/7/1992 1/14/2002 GIS Coordinator 

Kathren Sukus 10/4/1993 1/11/2013 Communications Director 

Kathleen Churchill 2/7/1994 7/2/2001 Shift Supervisor 

Derek Ninmer 9/7/1999 3/6/2016 Shift Supervisor 

Mark Elland 6/26/2000 3/4/2013 Shift Supervisor 

Matthew Bender 8/30/2004 11/12/2012 Shift Supervisor 

Fredd Carr 5/14/2012 6/28/2021 Training & Quality Assurance Manager 

Lori Taylor 9/17/2012 2/3/2014 Shift Supervisor 

Brian Becker 4/29/2013 N/A Assistant Director 

Faith Quinlan 8/24/2020 N/A Administrative Secretary 
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2021 Communications Center Dispatch Staff 
 

Employee 911 Hire Date Promoted Title 

Tricia Bogdonas 02/07/1994 N/A Telecommunicator 

Colleen Johns 10/10/1994 N/A Telecommunicator 

Toni Becker 01/02/1997 N/A Telecommunicator 

Dana Geister 04/05/1999 N/A Telecommunicator 

Kelly Elliott 04/05/1999 N/A Telecommunicator 

Denise Elder 11/29/1999 N/A Telecommunicator 

Matthew Wogaman 05/13/2002 N/A Telecommunicator 

Kathleen Helgeson 09/29/2003 12/01/2015 Telecommunicator 

Jenna Winiarski 08/30/2004 06/27/2011 Telecommunicator 

Aisha Brunton 04/10/2006 N/A Telecommunicator 

Krystynn Reinart 11/05/2007 N/A Telecommunicator 

Matthew Husen 02/09/2009 N/A Telecommunicator 

Katelyn Koel 11/29/2010 N/A Telecommunicator 

Bryan Niedermeier 10/29/2012 N/A Telecommunicator 

Natalie Veale 07/08/2013 N/A Telecommunicator 

Kimberly Carlson 07/08/2013 N/A Telecommunicator 

Emma Townsend 01/16/2017 N/A Telecommunicator 

Donna Gunn 06/22/2015 01/01/2016 Telecommunicator 

Matthew Woodrum 09/28/2015 N/A Telecommunicator 

Barbara York 09/26/2016 N/A Telecommunicator 

Christina Hennell 06/19/2017 03/11/2018 Telecommunicator 

Sydney Mullen 03/26/2018 N/A Telecommunicator 

Amber Salazar 08/27/2018 N/A Telecommunicator 

Kennedy Van Horn 12/03/2018 09/01/2019 Telecommunicator 

Chase Ziegelbauer 03/25/2019 N/A Call Taker 

Hailey Mico 03/25/2019 N/A Call Taker 

Haylie Rogers 06/15/2020 N/A Telecommunicator 

Michael Palmer 09/08/2020 N/A Telecommunicator 

Nichole Northrup 11/30/2020 N/A Telecommunicator 

Justin Kruczek 1/25/2021 N/A Telecommunicator 

Jaimie Pratt 1/25/2021 N/A Telecommunicator 

Fabian Posadas 1/25/2021 N/A Telecommunicator 

Amanda Rusch 1/25/2021 3/22/2021 Telecommunicator 

Erin Klingaman 1/25/2021 N/A Telecommunicator 

Christopher McNett 5/3/2021 N/A Telecommunicator 

Krystle Hanlon 7/26/2021 N/A Telecommunicator 

Janelle Ryan 10/19/2021 N/A Telecommunicator 

Corinne Reith 10/19/2021 N/A Telecommunicator 

Kayla Glass 10/19/2021 N/A Telecommunicator 

Nicole Olmstead 10/19/2021 N/A Call Taker 

Maranda Wittwer 10/19/2021 N/A Call Taker 

Stefany Wissinger 10/19/2021 N/A Telecommunicator 
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Peer Awards 
 

After the enthusiasm surrounding last yearôs first ever Peer Recognition Awards, staff at the Communications Center 

once again voted to acknowledge coworkers they felt were extraordinary in various categories. This year, awards went to 

the following individuals:  

¶ Calm in the StormðDana Geister 

¶ Exceeding ExpectationsðKelly Elliott 

¶ Outstanding SupervisorðKathy Churhill 

¶ First Class ServiceðKathy Helgeson 

¶ Ultimate Team PlayerðEmma Townsend  

¶ Helping HandðMatt Husen 

¶ Makes My DayðSydney Mullen 

¶ Rookie RockstarðChristopher McNett 

¶ Generosity AwardðAisha Brunton 

¶ Kindness AwardðSydney Mullen 

¶ The WorkhorseðMatt Wogaman 

One award, titled League of Superheroes, was pre-

sented to the ultimate team of five who staff felt 

would excel together. This ñSuperheroò designation 

was granted to the following: 

 

*Kelly Elliott* *Matthew Husen* *Sydney Mullen* 

*Chase Ziegelbauer* *Kathy Churchill* 

In addition to the Peer Recognition Awards, Director Sukus chose Matt 

Husen for this yearôs Directorôs Award.  
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Training 
 

Training Coordinator 

The Training Coordinator is responsible for the management of the Communications Training and 

Evaluation program under the direction of the Assistant Director.  

This program provides each new Telecommunicator with 21 days of academic training with the 

Training Coordinator. The academic training includes orientation, policies and procedures, operation-

al training, APCO Basic Telecommunicator training, APCO EMD (Emergency Medical Dispatch) 

training, TIME system, CPR certifications, ICS and RapidSOS training. It also provides new Tele-

communicators with a minimum of 30 weeks of on-the-job training in the Communications Center 

with various Communications Training Officers (CTOs) under the direction of the Training Coordi-

nator.  

Daily Observation Reports (DORs) are completed by the CTOs while training a new Telecommunica-

tor. The Training Coordinator is responsible for receiving and reviewing all DORs and then reporting 

to the Assistant Director through a weekly summary report. The Training Coordinator also schedules 

bi-monthly meetings with the CTOs to provide continued professional training, discuss current train-

ing information, and evaluate the training program. 

Supervisor Lori Taylor and Training & QA Manager Fredd Carr managed the Communications Cen-

ter's Training Program in 2021. Our training is evolving to attract, develop and retain quality em-

ployees, provide them opportunities for their growth and achievements while ensuring the needs of 

our center are met. In order to keep progressing forward, innovative thinking is encouraged by both 

trainers and trainees to adapt our program to meet demands, learning styles, and changes in day-to-

day procedures. We conduct on-going evaluations of the program and its participants as it is neces-

sary to increase understanding by looking at systems and processes and facilitate solutions for 

growth and change. Ultimately the evaluations are used to provide effectiveness to inform, educate 

and inspire employees to reach their professional goals.  
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Training, Continued 
 

C  T  P 

Newly hired Telecommunicators and Call Takers complete a 15-day orientation with the Training 

Coordinator prior to shift assignment with a Communications Training Officer (CTO) 

Orientation consists of: 

 ƿ  Equipment assignment 

 ƿ  APCO Public Safety Telecommunicator certification 

 ƿ  Computer-Aided Dispatch system training 

 ƿ  Telephone training 

 ƿ  Policy/procedure awareness 

 ƿ  Sexual Harassment & Cultural Diversity training 

 ƿ  Telecommunications Device for the Deaf (TDD) training 

 ƿ  Building security awareness 

 ƿ  CALEA overview 

 ƿ  Geography orientation 

 ƿ  Rapid SOS 

 

Once orientation has been completed, trainees are assigned to a Communications Training Officer for 

call take training. This training consists mostly of on-the-job training with actual callers.  Trainees are 

given step-by-step instructions on how to interact with callers and process calls for service for police, 

fire and EMS. Trainees are closely monitored for 6-8 weeks until they are able to process calls for 

service with little to no assistance from their trainer. Telecommunicators continue training for ap-

proximately 24 more weeks on the various radio positions: 

 ƿ  Beloit Police Dispatch 

 ƿ  Fire/EMS Dispatch 

 ƿ  Janesville Police Dispatch 

 ƿ  Rock County Law Dispatch 

Additional training/certification required for all staff prior to end of probation: 

 ƿ  APCO Public Safety Telecommunicator 1 (PST1) certification 

 ƿ  APCO Emergency Medical Dispatch (EMD) certification 

 ƿ  CPR certification 

 ƿ  TIME System certification 

 ƿ  Incident Command & NIMS training 
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Training, Continued 
 

2021 Communications Training  

2,498.25 Total Hours 

416
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2 1
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APCO FIRE SERVICE
COMMUNICATIONS
APCO PUBLIC SAFETY
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ARCGIS ONLINE BASICS
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BULLYING

CPR

GETTING STARTED WITH DATA
MANAGEMENT
GETTING STARTED WITH
SPATIAL ANALYSIS
GIS BASICS

ICS-100

INTRO TO GIS USING ARCGIS

IS-700

PUBLIC RECORDS FOR LAW
ENFORCEMENT
RAPIDSOS

SEXUAL HARASSMENT -
EMPLOYEE TRAINING
TDD TRAINING

TIME SYSTEM - BASIC

TIME SYSTEM - RECERT

UNDERSTANDING DIVERSITY

WELCOMING DIVERSITY -
EMPLOYEE TRAINING
WORKPLACE HARASSMENT -
SUPERVISOR TRAINING
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Emergency Medical Dispatch Program 
 

Emergency Medical Dispatch (EMD) is a systematic program of handling medical calls for  

assistance. Using locally approved EMD Guidecards, trained call-takers quickly and properly deter-

mine the nature and priority of the call, dispatch the appropriate response, and then give the caller in-

structions to help treat the patient until the responding EMS unit arrives. 

The Rock County Communications Center implemented the APCO (Association of Public Safety 

Communications Officials) EMD Program on May 1, 1997. 

Dr. James MacNeal serves as the local medical authority for the Centerôs EMD Program. Along with 

the Assistant Director, the EMD Guidecards are reviewed annually to ensure that protocols remain up 

to date and effective. Quality assurance is also completed on a monthly basis for all employees who 

process medical calls for service. 

Quality assurance reviews of random EMD calls are completed monthly by Supervisor Derek Nin-

mer. These quality assurance reviews are then provided to the employee. The quality assurance pro-

gram assures that documented standards, training, and job performance are being achieved. Quality 

assurance also assists in identifying areas that need improvement for future training needs.      

The Communications Center staff provided EMD services for over 16,900 emergency medical calls 

from citizens within Rock County in 2021. 

The Center provides in-house training for  

all new employees within three months of  

employment. Recertification is required every two 

years.   

 

The Centerôs EMD Instructors are: 

§  Matt Bender, Shift Supervisor 

§ Derek Ninmer, Shift Supervisor 

§ Michael Vickers, City of Janesville 

     Firefighter/EMT 

§ Jack Morse, City of Janesville 

     Firefighter/Paramedic 
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Communications Commission 
 

The Rock County Communications Commission was established by the Rock County Board of Supervisors 

to provide Rock County public safety agencies with oversight of the Communications Center operations. 

The Commission meets quarterly and is empowered to approve all Communications Center policy/

procedures that directly affect the dispatching of public safety agencies. The nine-member Commission is 

compromised of five permanent members (Beloit Fire Chief, Beloit Police Chief, Janesville Fire Chief, Ja-

nesville Police Chief, and the Rock County Sheriff) and four rotating members, representing the remainder 

of Rock County public safety agencies. 

Pictured Left to Right: Randy Pickering, Chief-Edgerton FD; Brian Raupp, Chief-Orfordville PD; Tom Kunkel, 

Chief-Town of Fulton PD; Brian Snyder, Deputy Chief-Town of Beloit FD 

Andre Sayles 

Chief-Beloit Police Department 
David Moore 

Chief-Janesville Police Department 

Troy Knudson 

Rock County Sheriff 

Daniel Pease 

Chief-Beloit Fire Department 

Jim Ponkauskas  
Chief-Janesville Fire Department 
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Quality Assurance 
 

Each month, 30 letters and postcards are randomly sent to citizens who telephone the Rock County 911 Commu-

nications Center. The quality assurance card responses are recorded and presented at 911 Commission meetings 

each year. The process is completed as part of the 911 Centerôs Quality Assurance Program. Training & Quality 

Assurance Manager Fredd Carr and Administrative Secretary Faith Quinlan managed the process of mailing and 

receiving the cards for 2021. Other quality assurance processes include monthly reviews of all telecommunicator 

and call taker activities, user agency input, workgroup meetings, and other forms of citizen input. 

  Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Total 

Number Sent 30 30 30 30 30 30 30 30 30 30 30 30 360 

Number  
Returned 

2 0 6 5 6 2 5 7 3 8 7 4 55 

Return  
Percentage 

7% 0% 20% 17% 20% 7% 17% 2% 10% 27% 23% 13% 15% 

 A B C D F   

Answer Time 48 6 1    A=Excellent 

Knowledge 45 7 3    B=Good  

Courtesy 48 5 2    C=Satisfactory 

Attitude 46 7 2    D=Unsatisfactory 

Quality of Service 46 5 4    F=Failure  
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Expenditures 
 

Personal Services  

Regular Wages $2,359,540.79 

Overtime Wages 464,770.19 

Uniforms 3,525.65 

FICA 215,776.77 

Retirement  187,568.65 

Health Insurance  763,201.00 

Dental Insurance 17,719.49 

Life Insurance 668.54 

Workers Compensation 1,285.00 

 $4,014,056.08 

Contractual Services  

Professional Services $52,848.15 

Data Communications 2,906.43 

Repair & Maintenance Services 370,940.07 

Machinery Equipment Repair & Maint. 10,982.50 

Building/Office Lease 137,434.86 

Software Maintenance 27,436.00 

Electric 13,364.06 

 $615,912.07 

Telephone & Teletype Services  

Telephone $92,645.67 

Teletype Services 31,962.00 

 $124,607.67 

Training Expenses  

Travel $992.69 

Educational Expense 6,820.06 

 $7,812.75 

Supplies Expense  

Postage $498.51 

Office Supplies & Expense 6,012.53 

Public Information 2,882.99 

Publications/Subscriptions/Due 1,092.50 

 $10,486.53 

Capital Outlay  

Cap Assets $2,000 TO $25,000 $73,014.55 

Capital Assets Over $25,000 308,157.50 

Software Purchase Over $25,000 0.00 

 $381,172.05 

  

Total Expenditures for 2021 $5,154,047.15  
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*Open Records 
 

The Communications Center receives requests for public records throughout the 

year from user agencies, the public, and attorneys. These records include call notes 

from the CAD system or audio from 911 calls and radio traffic. Requests are pro-

cessed according to the Freedom of Information Act and Wisconsin Public Records 

Law, Wisconsin Stat. ÄÄ19.31-19.39. 

*In June 2021, the Rock County District Attorneyôs Office changed their procedures 

for requesting open records, dramatically increasing their fulfillment numbers. 

O  R  R   Y : 2012-2021 
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Accreditation 
 

CALEA 

C   A   L  E  A , I . 

P  S  C  A 

The CALEA Public Safety Communications Accreditation Program is a voluntary program that provides communica-

tions centers with a process to systematically review and internally assess its operations and procedures. The program 

contains 208 standards incorporating the elements of: 

 

§  Organization 

§  Direction and Supervision 

§  Human Resources      

§  Recruitment, Selection, and Promotion 

§  Training 

§  Operations 

§  Critical Incidents, Special Operations, and Homeland Security 

  

The standards are viewed as reflecting the best professional requirements and practices for a public safety communica-

tions agency both by CALEA and APCO (Association of Public Safety Communications Officials). Meeting these stand-

ards enables the Rock County Communications Center to provide superior public safety communications to the agencies 

served as well as the citizens of Rock County.  

 

The Rock County Communications Center has been fully accredited by CALEA since July 2000, with on-site assess-

ments by CALEA Assessors who objectively report back to the CALEA Commission. The Centerôs most recent on-site 

assessment took place in April 2018 led by Accreditation Manager, Brian Becker. In July 2018, the Communications 

Center received its 7th consecutive CALEA Award in Grand Rapids, MI. The Center was further recognized by being 

nominated for and presented with the Excellence Award for the effective use of accreditation for public safety services 

and management professionalism. CALEA has moved from a three-year accreditation cycle to a four-year accreditation 

cycle. During this updated accreditation cycle, CALEA analyzes standards remotely each year and, typically, then comes 

on site during the fourth year. Previously, CALEA analyzed the agencyôs accreditation standards every three years. The 

next on-site assessment will be in 2022. 
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Mapping 
 

Kris Pehl has been the GIS Coordinator for the Communications 

Center since 2002. Kris maintains day-to-day operations of the 

geographic systems network, including the addition and changes of 

street segments, fire and police areas, and municipal boundaries in 

the base map system. 


