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Dear Mr. Light, 

 
As 2025 has ended, we reflect on the continued positive change and evolution the Rock County Com-
munications Center accomplished. 

 
Our employees are dedicated to providing top-level service, 24 hours a day, 7 days a week, to the com-
munity and the user agencies we serve. Whether answering a resident's call in a moment of crisis or co-
ordinating with our police, Ĝre, and EMS partners, our telecommunicators bring professionalism, com-
passion, and skill to every interaction. This around-the-clock commitment to excellence is the foundation 
of who we are and the standard we hold ourselves to each day. 

 
In 2025, the employee-staffed committees we created in 2024 to update our SOPs, training, and overall 
employee wellness continued their work, and the results have been impressive. These committees bring 
together staff from all levels of the center, offering a variety of opinions and perspectives that keep our 
training and SOPs improving and keep employee wellness at the forefront. Their efforts continue to 
evolve and grow with time. 

 
In 2025, we expanded our community involvement efforts to engage and educate the public about 9-1-1 
and the work of our telecommunicators. We participated in National Night Out events and the Janesville 
Public Safety Cookout, connecting with residents and helping them better understand how and when to 
use 9-1-1. We also hosted sit-in sessions with our user agencies, giving partners a Ĝrst-hand look at the 
workload and decision-making our telecommunicators manage every day. These efforts strengthen rela-
tionships and mutual understanding that make our shared mission successful. 

 
As we look ahead to 2026, retention remains a central focus. We will continue to engage our staff and 
seek their perspective on policy, scheduling, and training, and we will work to improve collaboration be-
tween all levels of the center. Our goal is to foster an engaging and positive work environment where 
everyone is included and every voice is valued. Thank you for your continued support. 

 
Respectfully, 

 

 
Fredd Carr, Communications Center Director 

,%44%2 4/ #/5.49 !$-).)342!4/2 

Rock County Communications Center 

3636 N County Rd F 

Janesville, WI 53545 

Phone: 608-757-5100 

www.rockcounty9-1-1.com 

May 29, 2026 
Mr. John Light 
51 S. Main St. 
Janesville, WI 53545 
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Rock County Administration 
John Light, County Administrator (3/4/25³Present) 

Randolph Terronez, Acting County Administrator (11/15/24³3/3/25) 

Agencies We Serve 

Police Police Fire/EMS 

Beloit PD Town of Beloit PD Beloit Fire/EMS 

Clinton PD Town of Fulton PD Clinton Fire/ EMS 

Edgerton PD Town of Milton PD Evansville Fire 

Evansville PD Town of Turtle PD Evansville EMS 

Footville PD  Footville Fire/EMS 

Janesville PD  Janesville Fire/EMS 

Milton PD  Lakeside Fire-Rescue 

Orfordville PD  Orfordville Fire/EMS 

Rock County Sheriff  Town of Beloit Fire/EMS 

Rock River Safety  Town of Turtle Fire 

Population 

*165,461 (U.S. 

Census³7/1/2024) 

*726 Square Miles of 

Service 

*9 Municipalities 

Public Safety & Justice 

Committee 

 

Barb Tillman, Chair 

Brian Knudson, Vice Chair 

April Whitledge 

Yuri Rashkin 

Mike Schwarz 
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The Rock County Communications Center is designed 

to provide the most efĜcient method for citizens to 

obtain fast, effective public safety services, 24 hours a 

day throughout the year. 
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StafĜng at a Glance  

-as of 12/31/25- 

¶ Authorized Positions: 46.75 FTE 

¶ Filled: 38.75 FTE (43 employees) 

¶ Pool/Relief Staff: 4 employees =

(0.8 FTE) 

¶ Vacant: 8.0 FTE ³  

 4 Telecommunicator, 4 Call Taker 
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§ FULLY STAFFED COMMUNICATIONS CENTER 

ß Continue adapting hiring process to attract applicants 

ß Continue streamlining testing and interview process 

ß Evaluate orientation and training process  

ß Foster positive work environment to continue retention 

 

§ ENGAGE PEER SUPPORT AND MENTORSHIP TEAMS 

ß Solicit membership for Peer Support and Mentorship 

Teams 

ß Peer Support Team trainings 

ß Mentorship Team®s focus on new hires and onboarding 

ß Strive to improve wellbeing of all staff 

 

§ INCREASE COMMUNITY INVOLVEMENT 

ß Engage staff for community events 

ß Community Engagement Supervisor  

* Engage with School Districts 

* National Night Out 

* Other 9-1-1 Educational Outreach 

 

§ SOCIAL MEDIA ENGAGEMENT 

ß Assign Shift Supervisor 

ß Engage in community outreach via social media 

ß Highlight 

* Staff 

* Technology 

* 9-1-1 related FAQ/Training/Usage  
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*2025 Turnover 
Employee Hire Date End Date Position 

Zakary Hudson 04/01/2024 01/13/2025 Telecommunicator 

Courtney Seibold 10/3/2022 01/26/2025 Telecommunicator 

Melissa Wurtz 06/13/2022 03/14/2025 Pool Staff 

Denise Elder 11/29/1999 03/27/2025 Supervisor 

Shelby Rodriguez 12/09/2024 04/20/2025 Telecommunicator 

Grace Bolden 01/24/2022 06/05/2025 Telecommunicator 

Serra Hithon 04/01/2024 07/21/2025 Telecommunicator 

Kiah Ayers 12/09/2024 08/02/2025 Telecommunicator 

Katrina Wellnitz 07/07/2025 08/25/2025 Telecommunicator 

Ryan Hesgard 07/07/2025 09/18/2025 Telecommunicator 

Alexandra Homan 01/06/2025 10/15/2025 Call Taker 

Tamika Robinson 04/14/2025 10/28/2025 Call Taker 

Òγḫι ŚҎᴂỸἷҎịñPromoted to Shift Supervisor: 04/28/2025 

ǽγἷҎᶒ⁵Ḵ ͈ᴂἷἷҎñPromoted to Telecommunicator: 10/04/2025 

*Hire dates reflect each employee's start with the Rock County Communications Center and 

do not include prior service with other Rock County agencies.  
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Employee 9-1-1 Hire Date Promoted Title 
Tricia Bogdonas 02/07/1994 N/A Telecommunicator 

Toni Becker 01/02/1997 N/A Telecommunicator 

Dana Geister 04/05/1999 N/A Telecommunicator 

Matthew Wogaman 05/13/2002 N/A Telecommunicator 

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

Bryan Niedermeier 10/29/2012 N/A Telecommunicator 

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

Barbara York 09/26/2016 N/A Telecommunicator 

Sydney Baumann 03/26/2018 N/A Telecommunicator 

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

Kellie Lunenburg 07/12/2021 N/A Pool 

Corinne Link 10/19/2021 N/A Telecommunicator 

Kayla Glass 10/19/2021 N/A Telecommunicator 

Maranda Garetson 10/19/2021 06/25/2023 Pool 

Grace Bolden 01/24/2022 N/A Telecommunicator 

David Klusmeyer 03/21/2022 N/A Telecommunicator 

Melissa Wurtz 06/13/2022 N/A Pool 

Taylor Woodman 12/12/2022 N/A Telecommunicator 

Megan McNamara 05/30/2023 N/A Telecommunicator 

Alicia Radtke 09/18/2023 N/A Telecommunicator 

Samantha Stottlemyer 10/16/2023 N/A Telecommunicator 

Kaitlin Collins 10/30/2023 N/A Pool 

Cami Broetzmann 04/01/2024 N/A Telecommunicator 

Joanna Harris 04/01/2024 N/A Telecommunicator 

Serra Hithon 04/01/2024 N/A Telecommunicator 

Zakary Hudson 04/01/2024 N/A Telecommunicator 

Brittany Jones 05/13/2024 N/A Telecommunicator 

Jax Seiler 12/09/2024 N/A Telecommunicator 

Samantha Hose 12/09/2024 N/A Telecommunicator 

Kiah Ayers 12/09/2024 N/A Telecommunicator 

Shelby Rodriguez 12/09/2024 N/A Telecommunicator 

Alexandra Homan 01/06/2025 N/A Telecommunicator 

Jennifer Blischke 04/14/2025 N/A Telecommunicator 

Tamika Robinson 04/14/2025 N/A Telecommunicator 

Katelyn Witte 04/14/2025 10/04/2025 Telecommunicator 

Katrina Wellnitz 07/07/2025 N/A Telecommunicator 

Ryan Hesgard 07/07/2025 N/A Telecommunicator 

Johnathon Schroedl 07/07/2025 N/A Telecommunicator 

Courtney Seibold 07/21/2025 N/A Pool 

Leslie Emmel 08/18/2025 N/A Telecommunicator 

Angela Coad 10/27/2025 N/A Telecommunicator 

Abbey Smith 10/27/2025 N/A Telecommunicator 

Timothy Sphatt 10/27/2025 N/A Telecommunicator 



 

10  

42!).).' 02/'2!- 
The Rock County Communications Center training program is a dynamic and continuously 

evolving initiative to attract, develop, and retain top-tier talent. By fostering both personal and 

professional growth, the program ensures the sustained success of our Center. We prioritize 

innovative thinking from all Center employees, which allows us to stay agile in adapting to 

industry shifts, accommodate diverse learning styles, and reĜne procedures to meet chang-

ing demands. The training program includes a formal Training Committee comprising the As-

sistant Director, Training & Quality Assurance Coordinator, and Communications Training 

OfĜcers (CTOs). 

Orientation Training for Telecommunicators and Call Takers Includes: 

 

¶ Manages and oversees the Communications Training and Evaluation program under the direction of the 

Assistant Director.  

¶ Provides orientation training which includes academic training for each new Telecommunicator and Call Taker. 

¶ Reviews the Daily Observation Reports completed by the CTOs and compiles a weekly summary report for the 

Assistant Director 

¶ Schedules meetings with the CTOs to provide ongoing professional training, discuss current training 

information, and evaluate the training program. 

Training & Quality Assurance Coordinator³Matt Husen 

¶ APCO Public Safety Telecommunicator 

certiĜcation 

¶ APCO Emergency Medical Dispatch 

(EMD ) certiĜcation 

¶ CPR certiĜcation 

¶ Computer-Aided Dispatch system train-

ing 

¶ Telephone training 

 

¶ Sexual Harassment & Cultural Diversi-

ty training 

¶ Telecommunications Device for the 

Deaf (TDD) training 

¶ CALEA overview 

¶ Geography orientation 

¶ Rapid SOS 

¶ Policy/procedure awareness 



 

11  

42!).).' 02/'2!-ȟ #/.4).5%$ 

Becoming a Telecommunicator doesn't end in the classroom. Every new hire 

is guided through a structured, months-long training program built around 

one-on-one coaching, daily feedback, and certiĜcation milestones ³ ensur-

ing that by the end of training, every team member is ready for any call, on 

any channel.  

PHASE 1 

PHASE 2 

MASTERING THE RADIO 

¶ 30+ additional weeks, rotating 

through every dispatch position 

CALLTAKE TRAINING³LEARNING THE CALL 

¶ One-on-One coaching from a Certi-

Ĝed Training OfĜcer (CTO) 

¶ Live police, Ĝre and EMS calls for 

service³at a live console 

¶ Daily Observation Reports, docu-

menting every shift and trainee 

Beloit Police Dispatch 

Fire / EMS Dispatch 

Janesville Police Dispatch 

Rock County Law Dispatch 

PHASE 3 

CERTIFICATION 

TIME System CertiĜcation 

Incident Command System (ICS) 

National Incident Mgmt System (NIMS) 
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3,135 Total Hours 

In 2025, Communications Center staff completed 3,135 hours of training 

across more than 25 distinct courses and programs. Foundational certiĜ-

cation programs such as APCO Public Safety Telecommunicator 1 and 

APCO Emergency Medical Dispatch accounted for the largest share of 

those hours, while staff also pursued specialized instruction in peer sup-

port, crisis intervention, leadership development, and incident command. 
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Emergency Medical Dispatch (EMD) is a structured and highly coordinated system for managing medical as-

sistance calls. Utilizing locally approved EMD Guidecards, trained call-takers rapidly and accurately assess 

the nature and urgency of each situation. They ensure the appropriate emergency response is dispatched and 

provide the caller with instructions to assist the patient until EMS personnel arrive on scene. 

  

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

tions OfĜcials) EMD Program on May 1, 1997. 

  

Dr. Christopher Wistrom serves as the local medical authority for the Center®s EMD Program. Along with the 

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

effective.  

 

The Training and Quality Assurance Coordinator, Matt Husen, conducts monthly quality assurance reviews of 

randomly selected EMD calls for all employees who process medical calls for service. These evaluations are 

shared with the respective employees to provide feedback and support professional development. The quality 

assurance program ensures adherence to established standards, reinforces training objectives, and monitors 

job performance. Additionally, it plays a key role in identifying opportunities for improvement and guiding future 

training initiatives. 

  

The Communications Center staff provided EMD 

services for over 20,000 emergency medical 

calls from citizens within Rock County in 2025. 

The Center provides in-house 

training for all new employees 

within three months of 

employment. Recertification is 

required every two years.   

The Center®s EMD Instructors 

are: 

¶ Matt Bender, Shift Supervisor 

¶ Jack Morse, City of Janesville 

FD Captain/Paramedic 
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Meeting quarterly, the Rock County Communications Com-

mission oversees the Communications Center to approve dis-

patch policies and procedures affecting public safety agency 

dispatching. It includes Ĝve permanent members (Beloit and 

Janesville Fire and Police Chiefs and the Rock County Sheriff) 

and four rotating members from other agencies. 
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In September 2023, the Rock County Communications Center transitioned its survey 

program to a new service called PowerEngage. This innovative web -based software 

has transformed our survey process, allowing us to quickly send out surveys after a 

citizen calls for service. As a result, we have seen a significant increase in response 

rates, enabling the Center to better address the needs of our community. In 2025, a 

total of *5,635 citizens responded to the surveys sent out by this program, achieving 

a 27% response rate, down slightly from the prior yearõs 30% response rate.  

 

The quality assurance responses are presented annually at the 9 -1-1 Commission 

meetings, as part of the 9 -1-1 Center's Quality Assurance Program. Additional quality 

assurance processes include monthly reviews of all telecommunicator and call -taker 

activities, input from user agencies, workgroup meetings, and other forms of citizen 

feedback.  

 

Sent: 20,692 

Responded: 5,635 

Response Rate: 27.23% 

Survey Totals 
 

Questions 
1) How satisĜed are you with the way the 9-1-1 or non-

emergency call-taker handled your call? 

2) How conĜdent do you feel in our employees® knowledge and 

ability to handle your phone call effectively? 

3) How would you describe the professionalism and courtesy of 

the phone call? 

4) Please provide any feedback you have about the 9-1-1 call-

taker. 

*Star ratings (1²5) reflect all survey responses received. Sentiment is classiĜed by PowerEngage's automated tool 

and conĜrmed through staff review; totals differ from the rating counts because some responses are pending re-

view or excluded when feedback concerns matters outside the call taker's handling of the call.  
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Personal Services    

Regular Wages  $      2,559,007.21    

Overtime Wages 736,696.38   

Uniforms 4,143.20   

FICA 247,708.19   

Retirement  225,450.49   

Health Insurance  883,575.00   

Dental Insurance 17,992.27   

Life Insurance 887.14   

Workers Compensation 1,100.04   

  $      4,676,559.92    

Contractual Services    

Professional Services  $           29,601.71    

Data Communications 4,366.37   

Repair & Maintenance Services 317,278.49   

Machinery Equipment Repair & Maint. 15,951.62   

Building/OfĜce Lease 197,733.44   

Software Maintenance 50,595.30   

Electric 16,507.99   

  $         632,034.92    

Telephone & Teletype Services    

Telephone  $                82,107.74   

Teletype Services 31,626.00   

  $           113,733.74    

Training Expenses    

Travel  $                459.07    

Educational Expense 16,519.49   

  $           16,978.56    

Supplies Expense    

OfĜce Supplies & Expense                   $               7,910.86    

Public Information 1,190.45   

Publications/Subscriptions/Due 718.00   

  $             9,819.31    

Capital Outlay    

Terminals & PCs  $           27,069.39    

Cap Assets $2,000 TO $25,000 51,240.32    

Capital Assets Over $25,000 0.00   

Software Purchase Over $25,000 0.00   

  $           78,309.71    

Total Expenditures for 2025  $      5,527,436.16   
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The Communications Center receives requests for records throughout the year 

from user agencies, the public, and the Rock County District Attorney. These 

records include call notes from the CAD system, audio from 9-1-1 calls, and 

agency radio traffic. Requests are processed according to the Freedom of Infor-

mation Act and Wisconsin Public Records Law, Wisconsin Stat. ÂÂ19.31-19.39. 

 

Open records request volume reached a Ĝve-year high in 2025, with 1,804 total 

requests ³ an 85% increase over 2021 ³ driven primarily by sustained growth 

in District Attorney requests, which more than doubled from 740 to 1,506 over 

the same period.  

OPEN RECORDS REQUESTS BY YEAR: 2021-2025 
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CALEA 

COMMISSION ON ACCREDITATION FOR LAW  

ENFORCEMENT AGENCIES, INC. 

PUBLIC SAFETY COMMUNICATIONS ACCREDITATION 

 

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

nications centers with a process to systematically review and internally assess their 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 set by the CALEA Public Safety Communications Ac-

creditation Program are not just guidelines but a reflection of the best 

professional requirements and practices for a public safety communica-

tions agency. These standards, endorsed by CALEA and APCO 

(Association of Public Safety Communications Officials), serve as a 

benchmark for our operations. By meeting these standards, the Rock 

County Communications Center is able to provide superior public safety 

communications to the agencies we serve and the citizens of Rock County, ensuring their safety and security.  

 

The Rock County Communications Center has been fully accredited by CALEA since July 2000, with web-based 

and on-site assessments by CALEA Assessors who objectively report to the CALEA Commission. In June 2025, 

the Rock County Communications Center conducted its third of four remote-based evaluations for the next as-

sessment cycle, which spans from 2022 to 2026, under the leadership of newly appointed accreditation manag-

er, Administrative Professional III, Faith Quinlan. The next on-site assessment will be in 2026.  

  

Our most recent on-site assessment took place in February 2022, and in July of that year, the Communications 

Center received its 8th consecutive CALEA Award in Chicago, IL. CALEA further recognized our Center by nom-

inating and presenting the Excellence Award for effectively using accreditation for public safety services and 

management professionalism.  
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Kris Pehl served as the GIS 

Coordinator for the 

Communications Center from 

2002 until her retirement in 

March 2026, capping more 

than 33 years of service to Rock County. Kris 

maintained day -to -day operations of the 

geographic systems network, including adding 

and changing street segments, fire and police 

areas, and municipal boundaries in the base 

map system. She continues to support the 

Center's GIS operations as a project employee.  
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When you call 9-1-1, the system automatically displays your phone number (ANI) and loca-
tion (ALI) to the telecommunicator answering your call. Behind the scenes, that location in-
formation depends on the Master Street Address Guide (MSAG) ³ a database matching 
every address in Rock County to the correct emergency responders. This chart shows the 
corrections and updates made to keep that data accurate each year. The spike in 2024 re-
flects work tied to the transition to Next Generation 9-1-1, which required validating and 
updating address records countywide. Lower numbers in other years indicate routine 
maintenance and a database in good shape ³ meaning fewer errors and faster, more ac-
curate emergency response.  



 

21  

2023 

4%,%0(/.% !#4)6)49 

Range of Answer Time Number of Calls Percentage (%) 

0-10 Excellent 58,052 87.94 

11-20 Good 7,551 11.44 

21-40 Average/Poor 366 0.55 

41+ Unacceptable 43 0.07 

  66,012 100.00 

2024 
Range of Answer Time Number of Calls Percentage (%) 

0-10 Excellent 54,600 94.84 

11-20 Good 2,675 4.65 

21-40 Average/Poor 295 0.51 

41+ Unacceptable 0 0.00 

  57,570 100.00 

Range of Answer Time Number of Calls Percentage (%) 

0-10 Excellent 52,417 95.08 

11-20 Good 2,219 4.02 

21-40 Average/Poor 352 0.64 

41+ Unacceptable 144 0.26 

  55,132 100.00 

2025 
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2025 Total Callsñ261,235* 

2025 CALL VOLUME 

BY DAY OF WEEK 

2025 CALL VOLUME 

BY HOUR OF DAY 

*November 2025: The eCATS feed was non -functional from 11/1/25 to 11/21/25, making data for that period unavail-

ab le. The November to ta l of 21,163 is ad justed  using 2024 da ta  for a  c omparab le average, with the day-of-week sp lit 

estimated from the 2025 weekly pattern. The monthly total is exact, while the daily breakdown is approximate.*  
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2025 CALL VOLUME BY MONTH 

2025 CALL VOLUME (%) BY 

MONTH AND YEAR: 2023³2025 
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CAD Incidents by Shift & Year: 

2023-2025 

*November 2025 partial (eCATS outage 11/1 ð

11/21); shown as actual captured calls, not the No-

vember -adjusted total used in the volume charts.  

Telephone Activity by Line Type: 

2023-2025 
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The Communications Center provides 24-hour dispatch services for 14 law en-

forcement agencies and 10 fire and EMS agencies throughout Rock County. In 

2025, the Communications Center initiated a total of 279,156 activities related 

to law enforcement and fire/EMS. This reflects an increase of 15,309 activities 

compared to the previous year, averaging approximately 764 CAD incidents 

processed by the Communications Center each day in 2025. Please note that 

this total does not include the 3,334 controlled burns recorded in 2025. 

2025 
  Total Amount Amount +/- Percent +/- 

Law Enforcement 255,874  15,852  6.60% 

Fire/EMS 23,282  (543) -2.28% 

Combined Activity 279,156 15,309 5.80% 

    

2024 
  Total Amount Amount +/- Percent +/- 

Law Enforcement 240,022  (7,347) -2.97% 

Fire/EMS 23,825  220  0.93% 

Combined Activity 263,847  (7,127) -2.63% 

    

2023 
  Total Amount Amount +/- Percent +/- 

Law Enforcement 247,369  (3,190) -1.27% 

Fire/EMS 23,605  57  0.24% 

Combined Activity 270,974  (3,133) -1.14% 

An activity is described as any officer-initiated or dispatch-initiated ac-

tivity through the computer-aided dispatch (CAD); i.e., medical call, 

fire call, police call, follow-ups, etc. 
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In 2025, Rock County law 
enforcement agencies 
responded to 255,874 
incidents, a 6.6% increase 
over 2024. These were 
primarily handled by the 
Rock County Sheriff's OfĜce 
(68,954), Janesville Police 
Department (58,628), and 
Beloit Police Department 
(47,029). As call volumes 
continue to climb, the 
people answering those 
calls, both at our center and 
among agency personnel 
who Ĝeld incidents, remain 
among the hardest 
positions in public service to 
Ĝll and retain.  


