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The Computer Aided Dispatch (CAD) computer systeamtwnto live operation
January 2002. System design involved creatingtalalised network, which
involved setting up a central main server at tlahtdState Police (ISP)
headquarters located in Meridian, Idaho and adérimer located in each of the
three regional dispatch centers, which would comoaie with the main server.
The design concept provided a system whereby eadierccould operate
independent from the main server during periodsstfconnection between the
regional dispatch centers and the main server.thadilly, during instances of
thin server failures the system was designed twvatine of the center
workstations to become the thin server to sustperations until such time the
primary regional thin server could be brought baxt& operation.

Challengesto System I mplementation

1. The primary challenge to implementing the CABtsyn was to create a
statewide GEO location file. The primary systemigie$or the CAD
system is built around having accurate locatios&lneg in the GEO
location file and each call are entered based agocation. ISP worked
in cooperation with the CAD vendor and the IdahariBportation
Department (ITD) to develop the GEO location fibe the CAD system
according to vendor requirements. It was determthatlinstead of using
actual addresses, the state would use milepogtgiin mile increments to
act as addresses along the state roadway segmeh&sGEO location
file.

Although the ITD centerline data that was develojgegktremely accurate
and ISP met the deadline imposed by the CAD vetalbave the file
completed, it took until August of 2005 and a CA&sion upgrade for
the CAD vendor to make the GEO location file totalperational. Until
the GEO location file was totally functioning thisghatchers were
required to add a dash sign to each location ewtmnich told the system
that the location was an exception to the GEO londtle. Without the
dash line being added, the system would not véngyaddress location
and the dispatcher would be unable to continueriegteata until the
location was verified in the system.

2. Another challenge that had to be overcome wasdate a connection to
the Ada County Highway District (ACHD) traffic magement center for
sharing of the CAD event entry system and acce8<tdD’s traffic
management system. Although there were a numberaiiable options
open to us for connection, it was decided to iamgfwith ACHD'’s fiber
optic network. Doing so would allow us to not oshyare the event entry
directly into the ISP CAD system, but would alsoypde high speed
connectivity to the ACHD camera systems locatedughout the
Treasure Valley and Boise area. ISP purchasecethered fiber optic
cable and the equipment to transport the videcstegtdich ACHD
installed.



3. Something that we had asked the CAD vendorduige with the CAD
system was to program a wrecker rotation modulevileacould track the
wrecker company vehicle tows that we dispatcheeé. viéndor provided
the module with the initial CAD system, but it wiasind to be not
functioning as we had hoped. In 2004 we delivecetth¢ vendor a “use
case document” with which they would be able toaligy the wrecker
tow rotation program for us. Numerous delays haentencountered
along with promises for delivery of the module. Th&ation module is
very important and will eventually save time ansulein a total paperless
environment. The CAD system is now at version 2@ \&e have been
told that the rotation program is being developmdversion 2.3, but will
be retrofitted for our current 2.2 version upon pbetion.

4. The Records Management System (RMS) was a ohalleecause the
existing RMS system was built around a differembfat than that of the
CAD system. Although solutions took somewhat lortgan anticipated,
the interface between CAD and the RMS system wweds The primary
issue with RMS is once again, the GEO location fl&D sends
information to RMS for storage and for data retailgwurposes.
Unfortunately, to date, the vendor still does rnmtdnan accurate GEO
location file to work with. However, the vendorgstting closer to getting
the GEO location file system operational and imetipg the location
information coming from the CAD system correctly.

5. The last challenge has been to successfully lstenpa Memorandum of
Agreement (MOU) between the Idaho Transportatiopddnent (ITD),
ACHD, and the Idaho State Police. The Bureau of igevecy Medical
Services (EMS) opted out of the agreement becgsprimary purpose
of the traffic management system being provided8y1D would be in
support of dispatch services to ITD personnel astcheeded for EMS
purposes. The MOU, when signed, will allow for #aring of ACHD’s
traffic management computer program and the CADvegptry system.
Unfortunately, other elements were added to the M&idh as the mutual
use of the fiber optic network from ACHD and thdeo feeds provided
by ACHD from cameras throughout the highway sysiethe Treasure
Valley. Everything is ready to proceed with tharshg of the systems
once the MOU has been agreed to and signed bgriésp.



Lessons Learned

Monetary limitations contribute heavily toward aomg a system that meets the
department’s needs without the necessity of hatdrghange the way of doing
business based upon the limitations of a softwewgram. ISP opted to purchase
an off the shelf system rather than having a systeweloped specifically for ISP
based on the availability of future support of syetem in the event that the
vendor, at some point, went out of business. destwaeighed heavily towards
this decision. The cost of an “off the shelf” pragr was three times less than
having a specifically developed program. Overalas been amply proven that
the “off the shelf” program is very much worth phasing, if the department is
willing to change the basic methods of how theyrafge Unfortunately, some
processes within the department cannot be chadgedp laws or mission
restrictions and requires enhancements to an egiif the shelf” program.

As with any software program there are specificn@mnents that need to be met,
both by the vendor and the agency purchasing tstersy

Very early on, the vendor for our CAD system stdted the success of the CAD
system would mean the difference in having a goe@@®cation file and not
having one. ISP was requested to provide the batsefor the GEO location file
as one of the requirements to implementing the Gg&em. What the vendor
didn’t tell us is that they had no experience hatgda GEO location file on a
statewide level. As a State Police Department mbathat we do is on state and
federal highways. The Idaho Transportation Depantrassisted us by providing
the centerline data necessary to building the Gie@tion for the CAD system.
What ISP learned from this exercise is the ven@eds to dedicate the necessary
resources to insuring that the desired resultaeneved from the start project
pertaining to critical, must have applications.

Another part of the application that was very inmpot to ISP was the wrecker
rotation module, which the vendor told us wouldlidt and ready at the same
time as the installation of the CAD system. Unfogtely, the module was not
finished as anticipated and lingered on for somme tafter the initial go live date
of the CAD system. ISP was told that the moduleldde delivered faster if we
signed off on the CAD system and pushed it intovtaeranty phase. The lesson
learned here was that although the vendor may hast@ood intentions, the
result was a bad program that did not meet thesaed signing off on the
system was not the right thing to do. ISP develapeade case document for use
by the vendor to assist them in developing the rarogand ISP has had promises
from the vendor but up to now no module. ISP i$wbrking with the vendor to
obtain the wrecker rotation module and expects lte delivered mid-year 2006.



Unfortunately, trusting the vendor to achieve thalfportion of a project because
of more available resources has only proven taemaays with no recourse to
apply sanctions toward the vendor for not meetinggaiirement.

Evaluation Summary

The vendors who are providing CAD systems in toslayarket are numerous and
as such require a great deal of research to deterwilich vendor can provide the
best system for a particular agency. ISP desimg#m that was “off the shelf”
and one that did not require a significant amodméework to provide the
functionality that ISP desired. Fortunately, a C&hdor that ISP was familiar
with, due to already having their Records Managdr8gatem (RMS) in place

for a number of years, seemed to be able to prahielelesired system.

Going from a paper environment to a CAD systemireguto some extent, a
change in how business is conducted. AlthoughSkid case, the change was not
as significant as some other agencies may encoubgénitely, the benefits
outweigh any change that may be necessary to eudlvye CAD environment.
The most difficult process in moving to CAD was fhet that the vendor had no
experience working in a statewide environment. M&D systems are

developed for cities and counties where the areaush smaller. ISP’s most
significant hurdle to get over was the GEO file tioe system. Typically, cities
operate in address ranges that are relativelyteadgvelop. In ISP’s case,
highways and mileposts take the place of streetesaand addresses.

Eventually, the problems encountered were overcénnenot without the CAD
vendor rethinking how the GEO file was to be depebh Keeping the vendor
focused on achieving a working GEO file was the tald$icult part of the
process, but well worth the effort. ISP’s capaigfitperforming statistical analysis
of the work that our troopers perform has beerneased dramatically.
Additionally, the ability to integrate with otheogernment entities, such as the
Ada County Highway District (ACHD) Traffic ManagemeCenter are now
possible. The system is now ready for implemenfiotpmated Vehicle Location
(AVL) as soon as funds become available to purchasapping system and GPS
modems for our vehicles.

Since going live with the system in 2002, thereehagen 679,522 calls for
service processed from our three dispatch locatimasigh CAD. Our ability to
determine this before CAD would have involved nuposrman-hours that more
than likely would not have been allowed due to pbthere important issues. One
of the most important elements of CAD is to ag$istdispatch personnel in
keeping track of trooper’s status for officer sgfet



