
 

Tuesday October 15, 2019 
 

10:00am- 5:00pm - ENP Study Group – Louisa Lake, ENP & Michael Ball, ENP  

Description: Those who have been there will tell you: Preparing for the Emergency Number 

Professional Certification exam is no simple task. But they'll also tell you that taking part in a 

study group is one of the best ways to ensure you're ready! This workshop starts off with an 

overview of ENP application and exam scheduling processes before jumping into a cram session 

to begin getting you ready to ace the test!   

You will leave the workshop better prepared for the ENP exam and with an increased general 

knowledge of the main ENP exam topic areas, including telephone, radio, PSAP infrastructure, 

NG9-1-1, human-resource issues, and more. We'll also keep it fun and lively by playing a few 

rounds of "ENP Jeopardy!" and provide you with learning techniques you can use when you 

return home to maximize the effectiveness of your study time and improve your information 

retention levels. 

 

Wednesday October 16, 2019 
 

3:15pm- 4:15pm – Being your Own Champion for Change – Nikki Rodgers  

Description: As a leader in your organization what impact do you have on change and what are 

you willing to do to make your center better.  Believing in change and being able to look 

internally to find the opportunities in your center.  Creating an environment that promotes 

internal growth and a professional career.  Feedback from employees, treating employees as 

customers, operational efficiencies and measuring the progress.  Developing an atmosphere to set 

employees up for success through development and accountability.   

 

3:15pm- 4:15pm –Traffic Incident Management – Jeff Allen  

Description: Not available at this time.  

 

Thursday October 17, 2019 

 
10:15am- 11:00am –Customer College - Vicki Spires 

Description: Customer service is always emphasized when addressing the citizen and the field 

units, but what as an employee does customer service mean to an organization.  I will 

demonstrate how treat your employees and peers as customers and giving the same respect as 

you do for those you serve can make for a better work environment.  What employees, new and 

old, expect from others within the organization and what the perception is of what they receive.  

Offering tools to give good customer services and what to recognize when poor customer service 

is given. 

 

10:15am- 11:00am –PSAP Performance Metrics: How Does your PSAP Measure up – Zach 

Amos 

Description: We’ve all heard the saying “You can’t manage what you can’t measure.”  This 

especially rings true in 911, where seconds can mean the difference between life and death.  All 

911 center have performance targets – but how do you know if you’re measuring the right 

things?  And is there an easier way to track metrics than spending countless hours manually 

compiling spreadsheets and data?  In this session, we’ll share best practices on the ‘what, why 



and how’ of creating and measuring PSAP KPIs and reveal results from the recent PSAP 

Performance Metrics benchmarking survey. 

 

____________________ 

 

11:15am- 12:00pm –Process Mapping: Making the Improbable Possible - Rodney Watson 

Description:   Give attendees a tool to visually demonstrate steps in their work flow and identify 

improvement opportunities.  Attendees will see how using this in a center can reduce waste and 

unneeded steps as well as where opportunities for automation and standard work exists.  I will 

show how my center has used process mapping to create efficiencies from the time the phone 

rings until the field unit leaves the scene (Fire, EMS, and Law Enforcement). 

 

 

11:15am- 12:00pm –NG911 GIS - Are you Ready? - Ty Thompson 

Description:   Today is the day to begin preparing GIS data for its key role in a successful NG911 

system.  This session will cover how to approach NG911 transition in three steps: Assess, 

Improve, and Maintain.  Attendees will learn why consistent GIS data across a jurisdiction, 

region, or state will be the key to a successful NG911 system.  Once an initial assessment is 

complete, improving the GIS data for its mission critical role is the next step.  Finally, attendees 

will discuss ongoing GIS maintenance, a necessary step to ensure the quality and consistency in 

local, regional, and statewide GIS datasets. 

 

____________________ 

 

 

1:15pm- 2:00pm –Location, Location, Location: Challenges of location in a NG World - 

Gary Loflin 

Description – Location is the most critical piece of information that is received by a call-taker.  

As the PSAP evolves into a Next Generation PSAP, location information will come from 

multiple sources.  Presenter will discuss the history, present, and future of location information 

including ALI and beyond, in a Next-Generation PSAP.  Presenter will highlight the technical 

and operational challenges faced by PSAPs when receiving new location details from multiple 

sources.  

 

1:15pm- 2:00pm –Building your Communications Team for Response - Pam Montanari 
Description – Communications coordination is critical to response in all events and disaster 

responses, this presentation will provide an overview of the Communication Unit Positions 

(COML, COMT, INTD, RADO (TERT), INCM) with examples of how they were used during 

hurricane Florence and the benefits to your agency.  Information will be provided on South 

Carolina’s efforts and how you can get involved. 

 

 

____________________ 

 

 

2:15pm- 3:00pm –State of the State - 911 Updates - David Morrison 

Description: Annual State of the State update. 

 

 

 



2:15pm- 3:00pm –Amtrak Derailment - David Kerr 

Description - On February 4, 2018, Lexington County experienced a major, fatal, commuter train 

accident with the subsequent derailment of several of the cars.  During the early Sunday morning 

hours multiple 911 centers received calls from passengers on Southbound Amtrak Train #91 (03) 

traveling from New York to Florida.  The callers did not know where they were.  This 

complicated the ability of 911 to pinpoint the location of the incident.  These calls set the wheels 

in motion for an Emergency Response, which included over 135 first responders from two 

counties and several municipalities, five local hospitals, AMTRAK Emergency Response Teams 

and several State Departments and Agencies.  This incident involved 140 passengers and 8 crew 

members and resulted in over 116 medical transports.  This presentation will outline the 

immediate emergency response actions, share County preparation for such an incident, and 

identify lessons learned in its aftermath. 

  

____________________ 

 

 

3:30pm- 5:00pm –CEO Roundtable Discussion - ESInet, 911 Saves Act, Mutual Aid, TCO 

Academy 

Description: Mediated by Deputy Chief Rodney Watson to discuss state wide topics that impact 

all those in South Carolina.  Content to include, ESInet, 911 Saves Act, State Academy 

Certification Course, Mutual Aid and statewide back-up Centers.   

 

 

3:30pm- 4:30pm –SC 911 Dispatcher: A Healthy Psychological Life - Doris Drake 

Description - I know that there are not enough resources in place to assist 911 personnel with 

maintaining a healthy lifestyle despite the overwhelming stress and excessive adrenaline that 

comes with doing this work. There are several psychosomatic disorders caused by an overload of 

stress that dispatchers encounter while working. In addition, after conducting research with a few 

surrounding dispatch centers, the results indicated that several of the participants have symptoms 

of psychosomatic illnesses. Many of those symptoms are either overlooked or not linked to the 

excessive stress and/or overload of adrenaline that is experienced in this career 

field.  Unfortunately, dispatchers are often overlooked when it comes to the awareness of these 

issues. It is imperative for dispatchers to take care of their whole being so that they are able to 

continue to provide help efficiently to citizens. The training I am providing will bring awareness 

to issues caused by excessive stress, how to recognize the symptoms, and teach methods to 

minimize the effects of stress.  

____________________ 

4:30pm- 5:00pm –SC TERT Roundtable  - Debra Plunkett 
Location: TBD -  Description:  
This is an opportunity for current TERT Team Leaders and members to get together to discuss 

SC TERT, membership, documentation and potential training opportunities.  This session will be 

informal and will hopefully include some good discussion on moving SC TERT forward.  

Anyone who has an interest in joining TERT is welcome either in the meeting, or at the TERT 

booth throughout the duration of the Conference. 

  

 

 



 

Friday October 18, 2019 
 

 

9:00am- 10:00am –A case study in Culture Change - James Miles/Tiffany Mattox 
Description - In late 2013, the staffing and morale was decimated at the police department’s 

telecommunications unit (a non-traditional PSAP).  Leadership had changed often, the unit was 

mired in poor morale over hours/pay/job satisfaction and a general feeling of not being 

appreciated.  The facilities were a mess, unclean and we were in the middle of a move from one 

facility into another.  The new surroundings could not dress up the issues.  Back biting, covering 

for each other’s bad habits and questionable sick leave was rampant.  This was the unit Tiffany 

Mattox inherited.  By January, we teamed up to address how to change this culture.  Using 

command college training from places such as the Southern Police Institute in Louisville, 

Kentucky that focused on culture change from square one.  This presentation will focus on the 

top to bottom commitments it took, the accountability, how training employees makes for a 

happier employee, reviewing and quality control as a training tool, inserting rewards and fun into 

the atmosphere, being picky about who you hire and creating positions of training and 

leadership.  Above all, showing the dispatchers how valuable they are to the overall mission. 

This was not overnight, but we have been regarded as the highest morale and job satisfaction unit 

at the agency in the most recent CALEA inspection.  The class will also discuss how it is harder 

to maintain than to get to these higher points. 

____________________ 

 

 

9:00am- 10:00am –Beyond Location: Trends in Additional Emergency Data - Bill Petrea 

Description - Over the past year, thousands of ECCs nationwide have begun taking advantage of 

more accurate caller location and additional data during 9-1-1 calls. By receiving real-time 

information from connected devices and medical databases, public safety agencies have the 

opportunity to provide data-driven, personalized emergency response. This session will share 

how public safety leaders across the country are approaching life-saving data sources beyond 

caller location. This session looks at how ECC managers, supervisors and telecommunicators can 

utilize data from sources such as Apple, Google, Uber, and MedicAlert to enhance emergency 

response. 9-1-1 professionals will leave with a clearer understanding of how to receive, train and 

utilize this life-saving data. 

___________________ 

 

 

10:15am- 11:00am –You Installed RapidSOS: Now what? - Ron Helterbrand 

Description - Today more and more people rely on mobile phones as their primary phone service 

and are disconnecting wireline service altogether.  As a result, more 9-1-1 calls are being placed 

from mobile phones than ever before, including inside buildings where traditional 9-1-1 mobile 

phone location technology does not work well.  New location technology solutions are emerging 

that make calculation of indoor positions for mobile phones during a 9-1-1 call possible, and 

include major technology announcements from both Apple and Google in 2018 in this area.  The 

ability to track mobile phones indoors during 9-1-1 calls will create new demands for 2D and 3D 

indoor GIS maps for 9-1-1 call takers, dispatchers, and emergency responders.  This session will 

explore these new innovations in the 9-1-1 world, and discuss their impacts to GIS. 

 

 



 

PRESENTATION SPEAKER BIO’S  
 

Nikki Rodgers - Nikki Rodgers is the Chief for Lexington County 911 Communications.  She have 

been employed with Lexington County since September of 1993.  Sher began her career as a frontline 

Telecommunicator and worked through the ranks over the years. She was the first State Certified 911 

Telecommunications Operator for Lexington County.  She became the Chief in 2002 and since then have 

been running a consolidated PSAP for the County.  Her agency dispatches for a County wide fire agency, 

3 municipal fire agencies, county wide EMS, county wide Sheriff’s department, and 11 police 

municipalities.   

 

Jeff Allen – None available at this time.   

 

Vicki Spires - Vicki Spires has been employed with Lexington County 911 Communications 

since 2013 where she serves as the Accreditations Manager.  During her employment she has 

obtained CALEA re-accreditation in 2015 and again in 2018 where her agency received the Gold 

Standard CALEA re-accreditation.  Along with her duties as the Accreditations Manager, Vicki 

is a member of the South Carolina Police Accreditation Coalition as well as a South Carolina 

state assessor for state accreditation.  She also serves on multiple committees to include: Process 

Improvement Committees for Communications in conjunction with EMS, Fire, and Law 

Enforcement, is the Chair of the Dispatch Review Committee, and the Dispatch Steering 

Committee for her agency, as well as Chair the Public Safety Recruitment Committee for 

Communications, EMS, and Fire Service.   

 

Zach Amos – Zach Amos is the Public Safety Manager for NICE servicing the Southeastern US. 

Zach consults with public safety departments throughout the Southeastern US to design and 

implement effective recording solutions. He has expertise across a broad range of areas including 

PSAP performance metrics, 911 Quality Assurance and NG911 technologies. Zach has held prior 

positions at Virginia-based memoryBlue and Fujitsu, and earned his Bachelor’s degree in 

Communications from Virginia Tech. 

 

Rodney Watson – None available at this time.   

 

Ty Thompson – Ty Thompson has spent the last 30 years providing innovative products and 

services that address the many needs of the defense industry and began focusing on the needs of 

public safety agencies 17 years ago following 9/11 in 2001.  At GeoComm, Ty consults with and 

advises our customers on identifying the best solutions to plan, prepare, and migrate to Next 

Generation 911.  In addition, Ty represent GeoComm and serves as an NG911 industry subject 

matter expert in several industry organizations. 

 

Gary Loflin – None available at this time.   

 

Pam Montanari – Pam Montanari is the ECD Coordinator for the Region IV States, including 

Florida, George, North Carolina, South Carolina, Tennessee, Kentucky, Alabama and 

Mississippi.  In this role, Pam supports efforts across all levels of government to build and 

improve capabilities, provide feedback and assessments for further development of ECD services 

and advocate for key ECD initiatives, programs and activities.  Pam previously served as a 

Subject Matter Expert (SME) in the ECD/ICTAP program and has over 30 years’ experience in 

local and regional communications.  In her role as the Pinellas County Radio and Data Systems 



Manager she oversaw all operations of the countywide P25-700/800 MHz Trunked radio and 

data systems, and was responsible for planning, grants, budgeting, managing and directing local 

and regional public safety operations. 

 

Bob Steadman - Bob Steadman is employed by the SC State Division of Technology Operations 

and serves as the Statewide Interoperability Coordinator (SWIC). His duties include coordination 

with Federal, state and local public safety agencies on issues regarding interoperable 

communications.  Bob serves as the project director for Homeland Security grants related to 

interoperable communications and staffs Emergency Support Function 2 (Communications) at 

the SC Emergency Operations Center during disaster responses. He serves on numerous Federal 

and state communications committees and working groups and is currently working with SC 

ETV to develop online communications training programs for emergency responders in South 

Carolina.  Prior to the Division of Technology Operations, Bob served as the Emergency 

Management and E911 Director for Saluda County, SC. With over 40 years' experience in public 

safety, he has been involved in emergency response from a variety of perspectives including 

emergency management, fire service, EMS and law enforcement. 
 

David Kerr – Mr. Kerr has services as the Director of Public Safety for Lexington County, SC 

since October 2011.  He retired from the United States Army after 22 years of dedicated service.  

He has extensive experience in the management of law enforcement, emergency services, and 

security programs worldwide.  He holds a Bachelor of Science degree in Criminal Justice from 

the University of Maryland and a Master of Arts in Business and Organization Security from 

Webster University.  He holds Firefighter, Emergency Medical Responder and HAZMAT 

operations certifications in SC.  Mr. Kerr’s awards include the Bronze Star, Purple Hear, and 

Defense Meritorious Service Medals. 

 

Doris Drake – Doris Drake is a Public Safety Counselor. She has had the privilege of working 

closely with emergency services for the past 15 years as a 911 Dispatcher in Columbia, SC. After 

receiving her Masters in Clinical Counseling, she resigned from her position to take on another 

much needed role in the emergency services field. She provides training to enhance the 

psychological lives of 911 Dispatchers. While actively working in the field for 15 years, she 

understands how stressful the work environment is.   

Jim Miles - Major Jim Miles is in his 29th year of policing in the State of South Carolina with 24 

of those years in a leadership and management position.  He has worked his way from parking 

officer to patrol to almost every position at his agency including a stint running dispatch before 

there were telecommunicators. Jim has commanded every bureau at the Division of Law 

Enforcement and Safety and currently is in charge of the Support Services (Telecommunications, 

Investigations, Technical Operations and Physical Security, Polygraph Examiner/review).  His 

greatest source of joy at work comes from developing his “family” members at all levels to be 

prepared to become leaders and advance in the ranks.   

 

Tiffany Mattox - Tiffany Mattox is in her 11th year of Communications at the Division of Law 

Enforcement and Safety.  She is a knowledge based leader who “walks the walk” and regularly 

inspires her employees to try and be better at what they do.  Communications is in her blood and 

she has taken on many roles in order to bring the unit to where it is today.  Recently she was 

admitted into the University of South Carolina’s Emerging Leaders Program on her first 

submission (it normally takes several attempts).  He has worked with a women in leadership 

mentor program and is a strategic change agent who has proven unshakable under stress.  I have 

not seen a better advocate for communications operators/officers than Tiffany. 



 

Bill Petrea - Bill began his career as a firefighter/EMT for a county in West Virginia in 1994. A 

year after starting that position, Bill began working as a part-time dispatcher for a neighboring 

county. Shortly after starting he realized emergency communications was the career, he was 

meant to be a part of. He continued his dispatching career in Biloxi, MS where he spent three 

years before moving into a shift supervisor Harrisburg, PA. In 2004, Bill stepped into a 

management role for the City of Goose Creek in South Carolina. Bill served as the 

communications supervisor with Goose Creek until 2013. During his time in South Carolina, he 

had the opportunity to get involved with the South Carolina Chapter of APCO. He would 

eventually become president and served in that role for two years. After leaving South Carolina, 

Bill accepted a position in Flagler County, FL as their communications manager before 

becoming a full-time staff member with APCO International. Bill is excited to bring his passion 

for emergency communications to RapidSOS and looks forward to meeting many 9-1-1 

professionals that share the same passion for saving lives. Bill said, “having started this career 

using a pen and paper to document everything it is exciting to see the technology offered by 

RapidSOS in action. It will no doubt continue to save lives”. In his spare time, Bill sings with a 

southern gospel quartet that is based out of Kentucky and tries to slow down the clock on his 

recently graduated daughter who is getting ready to attend Marshall University in the fall. 

 

 

Ron Helterbrand - Ron Helterbrand is the Southeastern Territory Sales Manager, for 

distinguished public safety GIS vendor, GeoComm.  Mr. Helterbrand graduated with honors 

from the University of Oklahoma, has worked in the public safety communications community 

for the last 23 years and has been an ENP since 2014.  - He collaborates extensively with 

agencies and consultants throughout the United States, evangelizing the ideals and objectives 

related to all things 9-1-1.  Through his experience, he has developed a solid understanding of 

the foundational elements that are important for deploying NG9-1-1 systems. 
 
 

 

 

 

 


