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Cerro Gordo County PSAP Study 

Request For Assistance – PSAP Evaluation 
The Cerro Gordo County, Iowa 911 Board (Board) issued a Request for Proposals (RFP) in 
March 2026 for a consultant “to conduct a comprehensive independent evaluation of the 
Public Safety Answering Points (PSAP’s) within Cerro Gordo County.”  The Board requested 
that the consultant provide an objective, data-driven analysis of operations, staffing, 
technology, governance, and long-term delivery options.”  Callahan Municipal Consultants 
(CMC), LLC was one of five consultants that submitted a response to the RFP.  Callahan 
Municipal Consultants, LLC has conducted organizational assessments and analysis of 
governmental services, such as fire and EMS services, public works, and administrative 
services since 2013.  The Cerro Gordo County E911 Board selected CMC to conduct the 
PSAP study and evaluation on April 23, 2026.  The contract for services was signed on April 
29, 2026. 

Summary of the PSAP Evaluation Process 
The first step in the process was to develop a timetable that aligned with the consultant’s 
schedule and the 911 Board’s time frame of July 1, 2026 to October 1, 2026, for the Study.   
The key components of the PSAP evaluation process included the following: 

• Collection of information and data  
• On-site tour of PSAP facilities 
• Interviews with PSAP staff, city officials, county officials, emergency service agency 

representatives, and the E911 Board Chair 
• Review of data and information provided by Cerro Gordo County and City of Clear 

Lake. 
• On-site tour and interview with the communications director for the PSAP in 

Marshall County, Iowa. 
• Comparative analysis of service models and operational structures. 
• Identification of strengths and weaknesses, and improvement of opportunities. 
• Development of options. 
• Preparation of written report. 
• Presentation and review of the final PSAP Evaluation Study with the E911 Board. 

History of PSAPs in Cerro Gordo County 
Emergency communications throughout Cerro Gordo County, Iowa have historically been 
handled by multiple, separate Public Safety Answering Points (PSAPs). Until the early 2000s 
three PSAPs operated within the county along with a private ambulance service that 
functioned as its own dispatch agency. The three designated PSAPs were operated by the 
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Mason City Police Department, the Clear Lake Police Department (CLPD), and the Cerro 
Gordo County Sheriff’s Office (CGSO). 

Consolidation began in 2006 when the MCPD PSAP merged with the CGSO PSAP. At that 
time, MCPD vacated its dispatch center at the police department and emergency 
communications for Mason City, the county, and seven of the ten incorporated cities were 
handled from the Cerro Gordo County Courthouse dispatch center.  A copy of the 28E 
agreement between Cerro Gordo County and the City of Mason City is attached as 
Addendum A. 

In 2008 construction of a new Law Enforcement Center west of Mason City was completed 
and the Courthouse dispatch center was relocated to the new facility. CGSO has continued 
to operate its PSAP from the Law Enforcement Center since that move. 

Current Structure of PSAPs 
The County’s two current PSAPs operate independently under the direction of 
communications supervisors and the oversight of their respective chief law enforcement 
officers. CLPD is headed by Police Chief Mike Colby and its PSAP is managed by 
Communications Supervisor Erin Froning. Sheriff David Hepperly leads CGSO and its PSAP 
is managed by Communications Supervisor Heather Hahn. The CGSO PSAP also employs 
one additional supervisor. 

Purpose of Study 
As stated by the Consultant’s response to the RFP, the goal of the report would be to “focus 
on clarity, usability, and decision-making value, rather than unnecessary complexity.” It is 
common for national consultants to deliver reports that are filled with extremely technical 
data and information that is complex and difficult to understand.  The objective of this 
report is to provide a comprehensive evaluation of the information that has been provided 
by the City of Clear Lake and Cerro Gordo County and the respective PSAPs.  After this 
evaluation was completed, the consultant reviewed the various alternatives for the funding 
of the PSAPs and the organizational structures of the PSAPs.  Finally, the Consultant 
reviewed the relevant information and data and provided recommendations to the E911 
Board and Cerro Gordo County for the future. 

Preparation For Study 
The preliminary preparation for the study included a request for information regarding the 
PSAP operations and finances in both PSAPs.  Much of the information was provided by the 
City of Clear Lake, the Cerro Gordo County Sheriff and PSAP Communication Supervisor, 
the Clear Lake Police Chief, and the Clear Lake PSAP Communication Supervisor.  The 
Consultant prepared and distributed an advance questionnaire to city and county officials 
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as well as emergency responders in Cerro Gordo County who had experience and 
knowledge of both the County PSAP and Clear Lake PSAP.  There were 30 people who 
completed the questionnaire.  The questionnaire requested information and commentary 
regarding five topics: 

1. Information regarding the person’s position or role with one of the PSAPs. 
2. The positive features of the current PSAP plan that has two sites. 
3. Possible issues, concerns, or disadvantages of the current PSAP arrangement. 
4. The ranking of four options regarding the organizational structure of PSAP’s in Cerro 

Gordo County in the future. 
5. The ranking of six possible options regarding the future distribution of funds by the 

E911 Board to the PSAPs. 

The Consultant conducted site visits to Cerro Gordo County and Clear Lake on June 10th & 
11th.  The Consultant toured both communication centers and spoke to numerous 
communication center dispatchers regarding PSAP operations and their overall 
responsibilities.  Both PSAP Communication Center Supervisors were available to conduct 
the tours and to answer questions.  The Consultant also conducted interviews with 18 
people on June 10th and 11th who had knowledge of operations at the Clear Lake PSAP and 
County PSAP.  The Consultant also conducted phone interviews with six additional people 
from Clear Lake. The five basic topics that were addressed in the questionnaire were 
discussed in detail during the interviews.  Since the interviews included additional “open 
ended” questions regarding PSAPs, the Consultant obtained numerous perspectives and 
opinions regarding current and future PSAP operations.  As expected, the comments and 
observations were very candid and diverse. 

As part of the preparation for the study, the Consultant scheduled a tour and site visit at the 
Marshall County Communications Center in Marshalltown, Iowa on July 10, 2026.  The 
Marshall County PSAP was selected due to similar demographics, population served, and 
call volume to Cerro Gordo County.  The population of Marshall County is 40,105 people as 
compared to the population of 43,127 in Cerro Gordo County.  The largest city in Marshall 
County is Marshalltown, which has 27,338 people as compared to 27,591 people in Mason 
City.  The Marshall County 911 Communication Director provided an excellent overview of 
the operations and administrative structure of the Marshall County PSAP, which is reviewed 
later in this report. 

Site Visits- County PSAP and Clear Lake PSAP 
When the Consultant conducted site visits at both the Clear Lake PSAP and the County 
PSAP, there was a noticeable difference in the scale of operations and overall size of the 
two PSAP facilities.  The Clear Lake PSAP is located at City Hall and is adjacent to the 
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Police Department.  The PSAP Center has two control centers.  There was one dispatcher 
on duty who relied on on-duty sworn police officers to provide breaks, as needed.  Since 
the volume of calls to the Clear Lake PSAP is usually a very manageable number, the 
dispatcher is able to perform additional administrative tasks such as the issuance of 
permits and answering the questions of residents who visit the police station.  

 The current County PSAP always has two dispatchers on duty and three dispatchers on 
duty during the peak call times.  Additional dispatchers can be called into work, if needed, 
as there are four dispatch consoles available.  The dispatchers do not perform additional 
administrative tasks or assist any “walk in traffic” at the Law Enforcement Center.  It was 
noted that the Dispatcher Center could easily be expanded into an adjacent court room 
area that is not utilized, if there was ever a need for additional space.  The County PSAP can 
handle the volume of calls that come into the communication center. 

 The Cerro Gordo County PSAP was larger and busier than Clear Lake’s PSAP due to 
increased volume of calls.  The County PSAP is in the Cerro Gordo County Law 
Enforcement Center, which also houses the County Sheriff and the Detention Center.  The 
four dispatch consoles are located in a large room with sufficient space between stations. 
The room is large enough to accommodate additional work space and storage.   

Interviews – Significant Contrast 
The interviews that were conducted at the Clear Lake PSAP and the County PSAP were 
significantly different in terms of the overall observations, need for the study, and the best 
options going forward.  Since the differences were so extreme, it was determined that the 
summaries of what people said should probably be split into two separate summaries.  
While the differences are certainly not hostile or combative, there are clearly some issues 
of trust and basic policy differences between the two PSAPs. 

County & Mason City Comments 
The comments and observations from people connected with the County PSAP can be 
summarized with the following general statements.  The comments are not listed in any 
particular order or based upon the frequency of the statements. 

1. It was acknowledged by some people that the job of dispatcher is very difficult and 
stressful during emergencies. 

2. Many of the high stress calls are related to the need for assistance or responses by 
the Mason City Police Department. 

3. Mason City pays 63% of the operating costs of the PSAP due to the high volume of 
calls coming from Mason City. 
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4. While the current “two PSAPs arrangement” has the advantage of having one PSAP 
to serve as a “backup” for the other PSAP, there are disadvantages, such as a 
duplication of costs. 

5. Another concern regarding the current plan is the delayed response time when there 
is a need to transfer a call from one PSAP to the other PSAP. 

6. There is kind of a disconnect between Clear Lake and the rest of Cerro Gordo 
County, which one person described as the “Island of Clear Lake” in Cerro Gordo 
County. 

7. There have been three dispatchers who have left the County PSAP to work at the 
Clear Lake PSAP. Many people thought the decision of these three dispatchers to 
leave was likely due to a lower level of stress, improved family health insurance, 
better vacation schedule, and a different culture in the workplace at the Clear Lake 
PSAP. 

8. It was stated that the County could easily handle the additional calls from Clear 
Lake without much additional costs, but if needed, another console could be added 
and another part-time dispatcher could be hired. 

9. It was often stated that there is a difference between what Clear Lake counts as a “a 
call” or request for assistance versus the County PSAP.  They felt that many of Clear 
Lake’s “calls” or actions did not pertain to actual “public safety purposes.” 

10. While it is not currently a state mandate, some people suggested that Cerro Gordo 
County needs to combine the two PSAPs before the State Legislative forces 
“consolidation” upon cities and counties for PSAP services. 

11. Since most taxpayers expect more government efficiency and lower property taxes, 
perhaps the time has come to combine the two PSAPs and reduce the overall cost 
for this service. 

12. The logical choice for a combined PSAP is the County PSAP as there is “room to 
grow” in the building and a well-established dispatch center is already in place. 

13. Many people expressed a willingness to consider an administrative and 
organizational change to place the County PSAP under the direction of a new 28E 
agency and board of directors. 

14. A few people expressed some concerns regarding a “merger” of the two PSAPs, 
especially with regards to such things as employee seniority, vacation time, and 
overall employee morale. 
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15. When asked about the allocation of E911 dollars, many people preferred either a 
division or money based upon a “per call” basis or allocating all funds to the County 
PSAP. 

16. Some people referenced the need for a second tower for improved communication 
and penetration in certain buildings. 

17. While two PSAPs do provide redundancy, neither PSAP has had to rely on the other 
to perform their duties. 

18. Recent property tax reform legislation could potentially impact the ability of 
jurisdictions to fund all the services that are currently provided. Reduced tax dollars 
could result in the need for consolidation. 

Clear Lake Comments 
The comments and observations from the people in Clear Lake were very different from the 
people connected to the County PSA.  These comments are not listed in any particular 
order or based upon the frequency of the statement. 

1. Perhaps, the best comment that summarizes the observations of the people in 
Clear Lake who were interviewed was “if it ain’t broke, don’t fix it.”  Most people who 
completed the questionnaire and were interviewed did not see the need to change 
the current “two site PSAP arrangement” in Cerro Gordo County. 

2. While many people acknowledged that there may be a potential cost savings by 
consolidation of the two PSAPs, they felt the value of the Clear Lake PSAP far 
exceeded any potential cost savings. 

3. The “Interoffice Memorandum” from the Clear Lake Police Chief to the Mayor and 
City Administrator provides an excellent overview of overall comments that were 
made by the people from Clear Lake who were interviewed.  While it may not be the 
“official position” of the Clear Lake City Council, it covers the key points and 
explains the overall value of the Clear Lake PSAP.  Therefore, it has been attached to 
this report as Addendum B.  

4. Since the City of Clear Lake has a property tax base much greater than might exist in 
similar size cities, the City has the financial capacity to fund their current PSAP and 
still retain one of the lowest property tax levies in Iowa. 

5. The dispatchers who work at the Clear Lake PSAP do much more than the 
dispatchers at other PSAPs, such as handle “walk-in traffic,” monitor cameras, issue 
golf cart permits, and manage evidence.  One dispatcher also serves on the SWAT 
team.  Another dispatcher serves as a state certified “peer support” specialist to 
provide help with mental health issues. 
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6. Some people thought that the reasons that some dispatchers left the County PSAP 
to join the Clear Lake PSAP were varied and largely due to such things as a better 
work culture, more varied duties, opportunities for additional learning, career 
advancement, the scheduling plan, freedom to make decisions, open shifts, regular 
interaction with police officers, a team approach, community relationships, a 
feeling of appreciation and good supervisor/employee relationships.  They thought 
the decision to work for the Clear Lake PSAP involved more than just an increase in 
wages or a better employee benefit package. 

7. Many people felt that having two separate PSAPs was actually a great advantage, 
because the PSAPs can serve as a backup in the event that one PSAP goes out of 
service. 

8. Some people mentioned the need for a second communication tower, which they 
thought should be funded by the E911 Board.  They acknowledged that Clear Lake 
would need to fund its share of the annual maintenance cost for a second tower. 

9. A few dispatchers suggested that the County PSAP might want to consider adopting 
some new policies and procedures similar to those used by the Clear Lake PSAP. 

10.  If the Clear Lake PSAP was combined with the County PSAP,  it was noted that Clear 
Lake would need to hire additional people to perform those additional tasks now 
being done by the dispatchers, such as having a “24-hour customer service 
window.” 

11. Clear Lake is unique in that there are numerous tourists, summer residents, and 
year-round residents who have come to expect “specialized services” that are 
currently provided by the Clear Lake PSAP. 

12. Most people suggested that if the two PSAPs were combined, then none of the Clear 
Lake dispatchers would want to work for the County PSAP.  If there was just one 
PSAP in Cerro Gordo County, they thought that it should be based in Clear Lake at a 
new city public safety building.  One person referred to the possible loss of the city 
PSAP as a “brain drain” for Clear Lake. 

13. The Marshall County PSAP was referenced as a potentially comparable PSAP that 
might be good example of single PSAP plan. 

14. If the Clear Lake PSAP was closed and all calls for service went to the County PSAP, 
then Clear Lake would lose control and not have a “voice” in PSAP operations.  They 
thought that the County PSAP was not a good “fit” for Clear Lake. 

15. If the “real issue” was how to divide the E911 Bard revenues, then many people felt 
that a simple “fix” was to base the split in money on a “per call” or “per capita” 
basis. 
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16. The bottom line is that most, if not all, the people in Clear Lake who were 
interviewed thought that the current “two site PSAP arrangement” was working fine 
and that they had absolutely no interest in consolidating the two PSAPs at this time. 

Advance Questionnaire – More Conflicting Responses 
Since some people were not available for the interviews with the consultant on June 10th & 
11th, a questionnaire was prepared to gather comments and opinions regarding the future 
of PSAP services in Cerro Gordo County.  The questionnaire was completed by 9 people in 
Clear Lake and by 21 people  in the County and Mason City.  As was the case with the 
personal interviews, the responses to the questionnaire were split along the same lines 
between Clear Lake people and the County/Mason City respondents.  People were asked 
to give their name and their position as it pertains to PSAPs in Cerro Gordo County.  The 
four main questions were: 

1. What are the positive features or advantages of the current PSAP arrangement in 
Cerro Gordo County? 

2. What are some of the possible issues, concerns, or disadvantages of the current 
two site PSAP arrangement in Cerro Gordo County? 

3  Provide a ranking of the possible options or alternatives for PSAP services going 
forward with a “1” being your most preferred option and “4” being your least 
preferred option. 

4 Provide a ranking of the ways that E911 money could be distributed to the two 
PSAPs in Cerro Gordo County.  The “1” rating was the most preferred option.  The “6” 
rating was the least preferred option. 

Clear Lake Responses 
Responses from Clear Lake regarding the positive features of the current two site PSAP 
arrangement included: 

1. Redundancy in case of natural disaster or other loss of one 

2. Additional ability to provide services to Clear Lake which are somewhat unique 

3. With local PSAP the city maintains local control which allows the city to provide top 
tier service. 

4. The existence of a local PSAP allows the city to “fine tune” training and meet the 
various needs of the community. 

5. Local specialization 

6. 24-hour foot traffic access in Clear Lake 
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7. Dual training for civilian employees at the police department, such as 
Dispatcher/Crime Scene Tech. 

8. Substantial morale boost by having dispatchers and police officers interacting on a 
frequent basis. 

9. During high volume times, a combined site may not distribute the workload quickly 
enough to get help to where it needs to go. 

10. Each agency can prioritize spending based on its own demands and community 
expectations. 

11. Having separate PSAPs demonstrates on going trust with the public as far as safety 
and well-being to the community. 

The responses regarding issues or problems related to the current two-site PSAP plan were 
largely focused on overall additional costs to operate two PSAPs in the same county.  One 
person referenced a concern that a 911 call might not reach the correct dispatch center 
based upon the cell phone location.  Many people commented that they had no issues or 
concerns with the current system. 
 
County and Mason City Responses 
Responses concerning the positive features of the current two site PSAP arrangement from 
people outside of Clear Lake included such comments as: 

1. Back up PSAP if one of the systems goes out of operation 

2. Procedure differences between the two PSAPs.  

3. Reduced workload on one single PSAP system by having two PSAPs. 

4. Local knowledge of the service area by dispatchers may be present 

5. Dispatchers have a choice as to where to work, which is good because the policies 
and expectations between the two PSAPs are so different 

6. The dispatchers have a good understanding of the geography of each area served 
and of the available services. 

7. There may be benefits primarily due to the geographical location of the Clear Lake 
PSAP that are not apparent for local law enforcement staff. 
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Responses concerning the concerns or disadvantages of the current two site PSAP system 
from people in Mason City and the County included the comments: 

1. Cost to the community - expenditures to operate two separate entities are higher 
than necessary, especially when considering the population and area served. 

2. Inter-agency cooperative operations can have less effective and delayed 
communications, especially during critical or complex incidents with multiple 
agencies involved. 

3. Operating two sites limits Cerro Gordo County’s ability to benefit from teamwork 
and efficient, combining personnel at one location would increase efficiency. 

4. Cost of redundant equipment and software for both PSAP. 

5. Lag in communication with operations level staff on scenes due to operating 
between two sites. 

6. Response time for citizens around Clear Lake is longer, due to having to call and 
relay information from the County PSAP to the Clear Lake PSAP. 

7. It is not necessary to operate two PSAPs, because the County PSAP could easily 
handle Clear Lake’s “actual” public safety calls. 

8. While Clear Lake clearly has the money to operate a city owned PSAP, the City 
Council could spend that money on other community improvements or simply 
reduce the property levy even further. 

Ranking of Options – Future of PSAPs 
When people were asked to rank or prioritize the four options regarding the future of PSAP’s 
in Cerro Gordo County, there was once again a sharp divide between the responses from 
Clear Lake as compared to the other responses.  The responses were tabulated and an 
average score for each option for both groups of responses was calculated.  A ranking of 
“1” was the most preferred option and a ranking of “4” was the least preferred option.  A 
comparison of the average scores of all rankings is as follows: 

Option 
Clear 
Lake 

Rankings 

County 
& Other 

Rankings 

Continue the Current Two PSAPs Plan – No change 1.3 2.6 

One PSAP operated by the City of Clear Lake 2.3 3.7 

One PSAP operated by Cerro Gordo County 3.4 1.6 

New 28E Agency PSAP with representatives from all entities 2.4 2.7 
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People were given the opportunity to submit a fifth option for consideration, but no one 
listed another alternative. 
 
Ranking of Options - Division of E911 Funding 
The questionnaire listed six possible ways for the E911 Board to distribute E911 surcharge 
fees for PSAP operations in Cerro Gordo County.  It was assumed for the purpose of this 
ranking that the current two site PSAP plan would continue into the future.  Once again, a 
“1” ranking was the most preferred option and a “6” ranking was the least preferred 
alternative.  While everyone was asked to assign a different number to each option, not all 
respondents followed that directive.  Therefore, the tabulation for each option is the 
“average score” of all the respondents, who ranked each particular option.  The average 
scores of Clear Lake respondents have been separated from all the other respondents.  The 
results are as follows: 

Option 
Clear 
Lake 

Rankings 

County 
& Other 

Rankings 

Distribute the money on an equal 50/50 basis 3.3 3.9 

Distribute the money on a “per capita basis” for each PSAP 1.5 2.5 

Distribute the money on a “per call basis” for each PSAP 1.8 1.7 

Distribute the money on an “as needed basis” per E911 Board 2.8 3.4 

Provide all the money to just the Cerro Gordo County PSAP 4.7 3.7 

Provide all the money to just the Clear Lake PSAP 5 5.9 

 
The personal interviews and the results of the responses to the questionnaire clearly 
demonstrate that there is a vast difference in opinion as the best course of action for the 
future of PSAP operations.  Other than a similar ranking score for the “per call option” on 
funding, there does not appear to be much “common ground” upon which to build a 
workable plan.  There may not be a PSAP plan or solution that will garner a “100% approval 
rating” from all entities with an interest in PSAP operations.  However, it is the opinion of the 
Consultant that there is a plan going forward that is reasonable, practical, and workable. 
 
Comparable PSAP – Marshall County 
As part of this study, a site visit was made at the Marshall County Communication Center 
on July 10, 2026.  People from Cerro Gordo County and Clear Lake suggested that Marshall 
County might be a PSAP comparable to Cerro Gordo County, because the counties had 
similar populations and both counties had one city with a population of over 25,000.  A 
comparison of population of the two counties is as follows: 
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Population- 2020 Marshall 
County 

Cerro 
Gordo 
County 

Mason City  27,338 

Marshalltown 27,591  

2nd City- Clear Lake  7,687 

2nd City- State Center 1,391  

Rural & Other Cities 13,905 8,102 

Total- Entire County 40,105 43,127 

 
Prior to 2018, the PSAP or 911 Call Center was located in the Marshalltown Police 
Department. There was no County PSAP and the County had no authority or control over 
the city operated PSAP.  In 2018 a new 28E Agency or Commission was created to merge all 
communication services into one PSAP that is currently housed in the Marshalltown Law 
Enforcement Center.  A commission or board was created to hire a communications 
director to oversee the Center.  The communication director is a peer to the police chief 
and the county sheriff and reports to a commission of 17 members.  The commission 
members include the Sheriff, the mayor from each city served, a representative from the 
unincorporated area, one county supervisor, and the EMA representative.  The commission 
meets six times per year.  The 28E Commission is separate from the E911 Board, but there 
is some overlap of members.  The communications director has full autonomy of dispatch 
operations, but the Commission does approve the employee handbook and finances. 
 
The communications director handles all the hiring, dismissal, and disciplinary actions 
relating to employees.  There was a union for dispatchers, but that has now been dissolved.  
The staffing for the PSAP is not an issue and it was noted that there is no need to advertise 
for open positions.  The director does a quality assurance “QA” on 100% of all calls and 
there is strong employee morale and a high retention of employees. 
 
The Marshall County Communications Center is funded by revenues generated by the 
surcharge fee for operations and a county wide EMA levy.  EMA property tax revenue pays 
for rent, utilities, salaries, and benefits.  The surcharge pays for supplies, 911 equipment, 
and maintenance agreements.  The EMA levy generated $2,042,872 in Fiscal Year 2026.  
The Center has its own workers compensation, liability, and cyber insurance.  The Center 
has its own IT support.  The City of Marshalltown pays for landlines, and the Center pays 
one third of the internet costs.  The Center pays 10% of utility costs for the entire building, 
which also houses the Marshalltown Police Department and Marshalltown Fire 
Department.  It should be noted that 83% of the call volume is generated by the City of 
Marshalltown. 
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The Communication Center is a “state of the art” operation with six dispatcher consoles, 
but the greatest number of dispatchers ever on duty is four people.  The minimum level of 
staffing is three people during most hours of the day.  However, the staffing level does drop 
to two people during some of the low volume times.  There are four shifts where each 
dispatcher works four 12-hour shifts.  There is one day and one night supervisor and one 
lead person on days and one lead person on nights. 
 
Rhonda Brandis, the Communications Director, has an extensive level of experience and 
knowledge on PSAP operations and communication centers.  Prior to moving to Marshall 
County, she worked in Arkansas, Missouri, and North Carolina.  She prepares an annual 
report on Marshall County Communications each year that is a “must read” for PSAP  
personnel  in Cerro Gordo County and Clear Lake. 
 
The following section from the Marshall County Communications Center Annual Report 
2025 provides an excellent overview of the agency and its mission. 
 
“Since February 2018, the Marshall County Communications Center has continued to 
serve as the central hub for all 911 and dispatch operations throughout Marshall County, 
Iowa.  As the single-source Public Safety Answering Point (PSAP), our mission has 
remained clear: to provide timely, accurate, and compassionate communication services 
that connect people in crisis with the responders who can help them.  Every call that 
comes through our center, whether a critical emergency or a routine request for assistance, 
reflects the trust our community places in us, and we take that responsibility seriously. 
 
Marshall County 911 proudly supports a broad network of public safety partners, including 
the City of Marshalltown, the Marshall County Sheriff’s Office, the City of State Center, 
multiple volunteer fire and EMS agencies, and Unity Point EMS.  Our 911 Communications 
Specialists operate around the clock, 24/7, ensuring seamless coverage for residents and 
visitors.  With every shift, our team serves as the first point of contact in emergencies, 
providing the calm coordinated response required to activate law enforcement, fire 
services, and medical assistance across the county. 
 
Our operations rely on a combination of highly trained personnel and advanced 
communication technologies.  Marshall County 911 actively monitors up to 11 radio 
channels, with the ability to expand to 14 additional channels when needed, allowing us to 
maintain effective communication during large-scale incidents.  Our team manages E911 
lines, along with multiple emergency and non-emergency numbers, ensuring no request for 
help goes unanswered. 
 
In FY25, the center handled a substantial call volume, reflecting the ongoing need for 
dependable emergency communication services in Marshall County.  Building on last 
year’s advancements, 2025 marked our first full year of utilizing Comms Coach by 
GovWorx, an innovative AI-powered Quality Assurance and Improvement platform.  This 
tool has strengthened our ability to analyze call processing, identify learning opportunities, 
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and provide targeted, supportive feedback to our staff.  As a result, our training, 
documentation, and operational consistency have continued to improve, helping us not 
only meet but exceed national standards. 
 
Our team remains one of our greatest strengths.  Marshall County 911 operates with an 
authorized staff of 16 full-time employees, 11 Communications Specialists, 2 Lead 
Communications Specialists, 2 Communications Supervisors, and 1 Communications 
Director.  With four APCO- certified Communications Training Officers, we maintain a 
strong training foundation that supports both new and experienced staff.  Our shift 
structures, consisting of three 12-hour shifts supplemented by a Friday 4-hour shift, 
ensures compliance with the air Labor Standards Act while also supporting a healthy work-
life balance for our personnel.” 
 
Addendum C is the 28E agreement that created the Marshall County Communication 
Center Commission and Agency in 2018.  Addendum D, which is a summary of service 
calls for Marshall County in 2023, 2024, and 2025, is attached. 
 
A brief comparison of PSAP operations between Marshall County and Cerro Gordo 
County/Clear Lake would be as follows: 
 

FY2024-2025 & Calendar 
Year 2025 

   Marshall 
County PSAP 

Cerro Gordo 
County PSAP 

Clear Lake 
PSAP 

1. Total Population Served 40,105 34,727 8,400 

2. Total 911 Calls- 2025 15,866 17,007 2,895 

3. Full-Time Staff 16 16 7 

4. Part-Time Staff 0 1 1 

5. Oversight 28E Board Sheriff Police Chief 

6. Location City Building County Building City Building 

7. Sources of Funding FY25    

(A) E911 Phone Surcharge $294,197 $146,223 $88,244 

(B) EMA Tax Levy $1,479,831 $0 $0 

(C) Largest City Payment $0 $874,102 $0 

(D) City Tax Levy $0 $0 $671,371 

(E) County Tax Levy $0 $513,361 $0 

(F) Grants $7,000 $17,970 $14,940 

9. Annual Budget $1,722,840 $1,533,686 $759,615 
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The site visit to the Marshall County Communication Center was very informative and 
impressive.  It provided a great insight and overview of a well-run and “finely tuned” PSAP 
operation. 
  
Review and Evaluation of Cerro Gordo County PSAP and Clear Lake PSAP 
As part of this study, the Consultant did an overall review of the Cerro Gordo Sheriff Office 
(CGSO) PSAP and the Clear Lake Police Department (CLPD) PSAP. While some of this 
information was referenced in previous sections on the interviews and questionnaires, the 
following sections provide a more detailed review of the two PSAPs.  

Workload and Staffing (Industry Standards) 
Both PSAPs are staffed 24 hours a day, seven days a week but use different shift structures 
and minimum staffing levels. The CLPD PSAP employs seven full-time dispatchers and one 
part-time dispatcher and maintains a minimum staffing level of one dispatcher. Full-time 
dispatchers work a six-days on, three-days-off schedule across three shifts: 7:00 a.m. - 
3:00 p.m., 3:00 p.m. -11:00 p.m., and 11:00 p.m. -7:00 a.m. The part-time dispatcher does 
not have a set schedule and works as needed. 

The CGSO PSAP is staffed by 16 full-time dispatchers and one part-time dispatcher. Three 
of the full-time positions serve as vacation relief positions so their schedules vary based on 
operational need. The CGSO minimum staffing level is two dispatchers. 

Technology Assessment 
The two PSAPs are similarly equipped and use the Iowa Statewide Interoperability 
Communications System (ISICS) as their primary radio system. Both PSAPs use 
CentralSquare Technologies products for 911 call handling, computer-aided dispatch, and 
records management. Both PSAPs comply with Iowa Administrative Code 605-10.11 which 
establishes minimum operational and technical requirements for PSAPs. 

Several system differences remain between the PSAPs including the use of different 
Emergency Medical Dispatch programs and different VHF paging configurations. CGSO 
dispatches several rural fire and EMS agencies that operate on the 154.235 MHz frequency 
while CLPD dispatches the Ventura Fire Department whose pagers operate on the 155.760 
MHz frequency. 

Both PSAPs are located in secured facilities with dedicated dispatch consoles, employee 
restrooms, break rooms, and functioning HVAC systems. CLPD maintains two dispatch 
consoles and operates from a converted fire department facility with limited room for 
expansion. Its dispatch consoles are located in a small room directly adjacent to the public 
entrance to the police department and are arranged side by side in a linear configuration. 
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The layout maximizes the available space but provides limited counter space and places 
personnel in close proximity to one another. 

CGSO is equipped with four dispatch consoles arranged in a square configuration within a 
secure room in the Law Enforcement Center. Each console is separated from the others by 
several feet. The room is large enough to accommodate additional consoles and provides 
direct access to two large training rooms, as well as office space for the Communications 
Supervisor. 

Service Level Analysis (Call Handling Performance) 
Numerous industry standards address best practices for call receipt-to-answer time, call 
answer-to-incident entry, incident entry-to-dispatch, minimum training standards, and 
quality assurance. The scope of this review did not include a comparison of each PSAP’s 
operations against those standards. Additional analysis is recommended to assess current 
operations against applicable industry benchmarks. 

Call volume varies between the two PSAPs, as expected. The CLPD PSAP serves a 
population of approximately 8,400 residents, or 22% of the total county population, while 
CGSO serves approximately 33,500 residents, or 78% of the total county population. Clear 
Lake also experiences seasonal increases in visitors at various times of the year. 

Call-volume data from a six-year period was analyzed in two categories: administrative 
calls and 911 calls. During that period the CGSO PSAP received an average of 88,987 
administrative calls and 16,158 calls to 911 per year. CGSO received 80% of countywide 
administrative calls and 84% of countywide 911 calls while CLPD received 20% and 16%, 
respectively. Overall, CGSO handled 81% of total countywide calls and CLPD handled 
19%. 

Financial Analysis – E911 Find Distribution 
The Cerro Gordo County E911 Board is responsible for the distribution of wireless 
surcharge and wireline surcharge money that is collected by the State of Iowa.  The State of 
Iowa does retain a portion of the surcharge fees prior to sending the balance to the County 
E911 Boards.  Most of the 911 surcharge money that has been sent to Cerro Gordo County 
E911 Board has been distributed to both the County PSAP and the Clear Lake PSAP for the 
purpose of purchasing equipment to operate the two call centers.  A brief overview of the 
funding that has been received and distributed over the past three years has been 
summarized in Addendum E.  This addendum shows the distribution of 911 surcharges and 
how it was divided between the two PSAPs:  
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911 Surcharge 
Funding 

County 
PSAP 

Clear Lake 
PSAP 

FY 2022-23 $284,247 $153,246 

FY 2023-24 $112,294 $68,591 

FY 2024-25 $146,223 $88,244 

Total Revenue $542,764 $310,081 

Population Served 34,727 8,400 

Per Capita Ratio $15.63 $36.91 
 
Annual Budgets – County PSAP & Clear Lake PSAP 
To determine the total cost to operate two PSAPs in Cerro Gordo County, FY2025-2026 
expenditures were reviewed.  A summary is as follows: 
 

FY2024-2025 & Calendar 
Year 2025 

Marhsall 
County PSAP 

Cerro Gordo 
County PSAP 

Clear Lake 
PSAP 

Revenues 

911 Surcharge Money $294,197 $146,223 $88,244 

Property Tax- County $1,479,831 $513,361  

Property Tax -City Only   $671,371 

Mason City Payment  $874,102  

Grants $7,000 $17,970 $14,940 

Total Revenue $1,781,028 $1,551,656 $774,555 

Expenditures 

Salaries $1,164,540 $900,227 $453,370 

Benefits, FICA, IPERS $311,372 $329,794 $217,202 

Organizational Dues  $276  

Training $22,533 $13,178 $3,267 

Cellphone Allowance   $800 

Maintenance Agreements $53,693 $65,595 $36,171 

Cybersecurity $2,082   

ICN Fee  $4,520 $4,520 

Internet Fee $3,000   

CAD System $24,000 $15,555 $7,661 
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Logging Recorder  $31,258 $17,832 

Software $17,033 $97,140 $4,336 

Language Translation $2,563 $67  

Insurance $29,378 $5,387 $2,653 

ALI/MSAG/GIS  $5,693 $2,804 

Radio $66,671 $46,724  

Telco Service $2,756 $18,272 $9,000 

Iowa System/NCIC $13,956   

Repairs $5,343   

Office Supplies $3,919   

Total Expenses $1,722,839 $1,533,686 $759,616 

Analysis 

Population Served 40,105 34,727 8,400 

Cost Per Capita $42.96 $44.16 $90.43 

Total 911 Calls 15,866 17,007 2,895 

Cost Per 911 Call $108.59 $90.18 $262.39 

Note: The dispatchers for the Clear Lake PSAP provide value-added services in addition to 
responding to public safety calls. 
 
When comparing one PSAP to another PSAP, it is difficult to obtain a true “apples to 
apples” comparison.  For example, some PSAP expenditures may include the cost for 
building insurance, workers compensation insurance, liability insurance, inland marine 
insurance, and cyber insurance, but these same insurance costs may be “covered” in the 
city or county general fund for another PSAP.  As explained in the previous section, the 
Marshall County PSAP is basically a totally independent PSAP that includes all costs of 
operation. 
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A summary of the total costs to provide PSAP services for Marshall County as compared to 
all of Cerro Gordo County, (including Clear Lake) would be as follows: 

FY2024-2024 County-to-
County PSAP Expenses  

Cerro Gordo 
County & 

Clear Lake 
PSAPs Total 

Marshall 
County Single 

PSAP                                                                                                  

Total Expenditures $2,293,301 $1,722,839 
Total Population Served 43,127 40,105 
Cost Per Capita $53.18  $42.96  
Total 911 Calls 19,902 15,866 
Cost Per Call $115.23  $108.59 

The Marshall County PSAP does not offer any of the “value added” services that are 
provided by the Clear Lake PSAP.  It is difficult to calculate the value of the additional 
services available to the residents of Clear Lake.  If the Clear Lake PSAP was discontinued, 
the City of Clear Lake would need to retain some staff members in order to provide the 
numerous “value added services that are summarized in Addendum A - “The Clear Lake 
Police Department Interoffice Memorandum “ which is dated June 9, 2026.” 
 
Legal Questions and Issues 
Iowa Code Chapter 34A establishes requirements governing emergency telephone 
systems, PSAP operations, and related authority. The Code requires each county to 
maintain either a joint 911 service board or an alternative established through a Chapter 
28E agreement. Cerro Gordo County has established a joint 911 service board whose 
membership is defined by Chapter 34A. 

Iowa Code section 34A requires joint 911 service boards to develop a 911 service plan that 
includes a description of the service area, a list of public and private safety agencies within 
the plan area, the number of PSAPs, and specified financial information. The board’s 
responsibility to designate and identify PSAPs provides authority to add or remove PSAPs 
as necessary.  The joint 911 service board also controls funds collected under Chapter 34A 
and may direct those funds within the limits of Iowa law. 

The Current “Two Site” PSAP Plan 
After reviewing the information, conducting numerous interviews in person and by phone, 
and reviewing the comments on the questionnaires, the decision as to whether to 
consolidate from two PSAPs to just one PSAP in Cerro Gordo County might appear to be 
simple to some people, but it is more complicated. It is more than just the “money.”  It 
involves trust, personality differences, policy differences, and “PSAP culture.”  Perhaps, 
there is no “right answer” or “wrong answer” to the issues facing the E911 Board.  However, 
the primary focus should be what is in the best interest of the residents and taxpayers in 
Cerro Gordo County and its cities. 
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There is no doubt that the current “two site PSAP” arrangement is very unique.  It is 
unfortunate that all of the PSAPs in Cerro Gordo County were not consolidated into one 
PSAP when the new Cerro Gordo Law Enforcement Center was completed in 2008.  
Ironically the new law enforcement center was constructed right between Mason City and 
Clear Lake.  The City Council of Clear Lake most likely decided at that time to retain an 
independent PSAP for the many of the same reasons that were shared during the recent 
interviews and on the questionnaires.  That was Clear Lake’s right to make that decision. 
 
PSAP Examples in Iowa 
It is difficult to find other “two site PSAP” operations in counties in Iowa.  There used to be 
numerous counties in Iowa with more than one PSAP, but that number has substantially 
declined since the 1980’s or 1990’s.  Most places in Iowa have consolidated to just one 
PSAP in the county by using one of three “models”: 

• County PSAP 

• Major City PSAP 

• 28E Agency PSAP 

 
The law enforcement departments, the fire departments, and emergency response 
providers all use the same PSAP in these Iowa counties.  There is no duplication of services 
in these counties, because the one PSAP serves the entire county. 
 
There are still a few “two – site PSAPs” in some counties in Iowa.  Data from the Iowa 
Homeland Security and Emergency Management Agency lists only six counties which still 
have more than one PSAP. Those counties include:  

• Cerro Gordo County, population 43,127 

• Linn County, population 230,299 

• Marion County, population 33,414 

• Polk County, population 492,401 

• Story County, population 98,537 

• Wapello County, population 35,437 

Three of these counties have large metropolitan areas and there may be unique 
circumstances that require more than one PSAP in the County, such as housing a regent 
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university.  However, all except three counties with populations under 50,000 people 
operate with just one PSAP. 
 
Clear Lake Financial Advantage 
The vast majority of cities in Iowa use the one PSAP in their area for various reasons, not the 
least of which is financial necessity.  These cities simply cannot afford to maintain their 
own independent PSAP.  The property tax base in those cities can barely fund the other 
ongoing costs for police, fire, streets, parks, library, and administration.  A city owned PSAP 
would be a “luxury” that these cities could not afford. There are a few cities, such as 
Maquoketa, that operate a PSAP, but the city also contracts with Jackson County and the 
surrounding cities to help cover the cost of the municipal PSAP. 
 
As was stated numerous times during the interviews, “Clear Lake is unique.”  There is 
nothing like a big, beautiful lake to attract big, beautiful houses.  These large, impressive 
homes in Clear Lake have significant taxable valuations and the owners pay large sums of 
money for property taxes.  The total taxable value in Clear Lake is $840,457,167.  The Clear 
Lake property tax levy of $9.85 per $1,000 of taxable valuation, (while very low in 
comparison to other cities in Iowa) will generate $8,333,540 in property tax revenues in the 
Fiscal Year July 1, 2026, to June 30, 2027.  That is incredible amount of property tax 
revenue, and it makes Clear Lake the “envy” of most every city in Iowa. 
 
Clear Lake’s Independent Approach 
Since Clear Lake has a significant property tax base, the City has the financial capacity to 
easily fund their own PSAP.  City officials feel that the “value added services” of the Clear 
Lake PSAP justifies the additional cost of a separate and independent PSAP.  They stated 
that the citizens of Clear Lake have come to “expect” these services and would object to 
any plan to reduce services.  This assumption might be correct and should be respected.  
Current and future city councils in Clear Lake will review the cost of the city PSAP each year 
during budget preparations and make the determination that a “separate independent City 
PSAP” is the best use of property tax dollars.  While people outside of Clear Lake may 
“question” this use of property tax dollars, it is right and prerogative of the Clear Lake City 
Council to make that decision. 
 
There have been reports from the Iowa State Legislature that the State may someday 
mandate that PSAPs in the county must consolidate in order to save property tax dollars.  
These discussions in the Iowa Legislature will involve two interesting, but possibly 
opposing, “perspectives” – “local control” versus “the efficient use of property tax money.”  
However, a state mandate to force the consolidation of PSAPs is not currently the law.  
Therefore, Clear Lake City officials will most likely retain the city operated PSAP at this time 
and take a “wait and see” approach regarding any State mandate to consolidate PSAPs. 
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Considerations for Additional Radio Tower 
All emergency service agencies based within Cerro Gordo County use the statewide 
Project 25 compatible 700 MHz radio system for voice communications. The system was 
designed by Motorola, and construction began in 2016. It operates through a network of 
radio towers across the state that are interconnected by microwave transmissions. One 
ISICS radio tower is currently located at the Iowa State Patrol Post 8 headquarters on the 
south side of Mason City. The tower is owned and maintained by the State of Iowa and 
ISICS users have access to it without fees. 

As noted previously, nine volunteer fire and EMS agencies continue to use VHF paging 
systems to receive calls for service. The VHF system uses a combination of repeaters to 
provide coverage throughout the county. The VHF system was previously used for paging 
and voice communications by these agencies, but all services transitioned to ISICS for 
voice communications in 2022. These nine agencies still rely on the VHF system for paging. 

Several counties and cities in Iowa have added ISICS radio sites to existing infrastructure, 
while others have constructed new towers to support additional ISICS sites. These sites are 
intended to improve radio coverage where state-owned sites are not sufficient. Locally 
added sites are owned and maintained by the governmental agency that installs them and 
do not receive state financial support for purchase, installation, or maintenance. 

County officials have discussed installing a second radio site to improve coverage, 
particularly for portable radios. ISICS was designed and tested to provide statewide border-
to-border coverage for in-vehicle radios. However, areas have been identified within the 
county where lower-powered portable radios may be unable to connect to the system and 
therefore may be unable to transmit or receive. Options discussed by the joint 911 service 
board include constructing a new radio tower and installing a radio system on it or placing a 
radio system on an existing structure such as a water tower. Both options are 
technologically viable but would involve significant initial and ongoing costs. 

An additional radio site would improve portable radio coverage within the area served by 
that site but a single additional site would not improve communications countywide. A 
second site would also provide redundancy if the primary site experienced a mechanical or 
technical failure thereby providing backup capability for emergency communications. 

The most recent quote to purchase and install a stand-alone radio site, excluding 
construction of a new radio tower, is $2,057,343. Annual licensing and maintenance costs 
begin at $75,735 in year one and increase to $87,389 in year five. Those annual costs can 
be expected to continue increasing over the life of the radio site. Based on current joint 911 
service board revenues and expenses the significant initial and ongoing costs make a 
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second radio site cost-prohibitive at this time. Operational efficiencies that reduce 
expenditures could potentially free funds and make a second radio site more financially 
viable in the future. 

Consultant’s Assumptions and Analysis 
When a consultant reviews the available information and considers all perspectives and 
opinions, there are numerous factors that are considered when making recommendations.  
Since these recommendations involve critical public safety services and property tax 
money, it is imperative that the main focus is to determine what is in the best interest of 
residents and taxpayers of Cerro Gordo County.  Recommendations need to be realistic, 
practical, reasonable, and doable.  Change is not easy and requires patience, empathy, 
and perseverance. 
 
The preparation of the recommendations in this study took into consideration the following 
factors and assumptions: 

1. There is probably no one plan or overall recommendation that will meet with the 
100% approval of all interested parties. 

2. The consolidation of two PSAPs into one PSAP will obviously save money, especially 
for the taxpayers in Clear Lake, but the actual amount of cost savings is difficult to 
calculate. 

3. If Clear Lake were to discontinue operating an independent PSAP, it is very likely that 
the City will still retain the personnel required to provide the value-added services 
that were referenced in previous sections and in Addendum B. 

4. Since Clear Lake has the financial capacity to fund and operate their own PSAP, the 
City Council will probably continue to allocate the property tax revenue needed to 
maintain the PSAP in Clear Lake. 

5. The limitations on property taxes that have been imposed by the State Legislature 
will have a profound impact on Cerro Gordo County and the cities in the County and 
their ability to fund essential services, including radio communications and 
dispatch services. 

6. While there is a need for a second radio communications tower in Cerro Gordo 
County, it will be difficult to finance a capital project of this magnitude with the 
current available revenues and two-site PSAP arrangement. 

7. Even if the E911 Board had all the funds available to immediately construct a 
second communication tower, the most challenging task for all entities might be 
“finding” the additional money to finance the ongoing annual costs associated with 
a second tower, especially in light of the state-imposed restrictions on property tax 
revenues. 
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8. The County Communications Director has indicated that the County PSAP could 
handle the increased volume of calls if the Clear Lake PSAP was discontinued.  
Perhaps, it might be best to take a more conservative approach and assume that 
County PSAP may need to hire at least one additional dispatcher at some point in 
the future. 

9. While it has not been verified or studied, this Consultant will assume that there is no 
court or governing body or state agency that will mandate the consolidation of the 
two PSAPs into one PSAP in the near future. 

Consultant’s Recommendations 
After careful consideration of all options and the viewpoints of all the entities involved, a 
plan of action or list of recommendations has been developed. 

1. County PSAP – Primary Service Provider.  The County PSAP handles the largest 
volume of calls and serves the largest geographical area and is located in relatively 
new facility and it was purposely built as a dispatcher center.  Therefore, it is 
recommended the E911 Board designate the County PSAP as the "primary PSAP” for 
Cerro Gordo County.  The purpose in making such a distinction is to clearly state 
that the County PSAP is there to serve all of Cerro Gordo County and all of the cities 
and public safety agencies that chose to use the Cerro Gordo County PSAP. 

2. Invitation to Clear Lake City Council.  Since the County PSAP would be the primary 
PSAP for all of Cerro Gordo County, it is recommended that the E911 Board, the 
County Board of Supervisors, and the County Sheriff extend an invitation to the 
Clear Lake City Council to enter into formal discussions and to explore the 
possibility of merging the Clear Lake PSAP with the County PSAP.  Based upon the 
June 11th discussions with city officials in Clear Lake, it is anticipated that the Clear 
Lake City Council will respectfully decline this offer.  If this assumption is correct, it 
is recommended that all parties respectfully accept Clear Lake’s decision and 
agreed to explore ways to maintain the current level of cooperation and continue to 
serve as a “backup” for the other entity’s PSAP in the event of an emergency.  
Perhaps, a written memorandum of understanding of how the two PSAP’s will 
continue to work together for the residents of all of Cerro Gordo County could be 
written and approved by all entities. 

3. PSAP Sharing Opportunities.  If the decision is to continue the two site PSAP 
arrangement, it is recommended that the two PSAP’s continue the regular joint staff 
meetings and possibly expand these sessions to include joint training, tours of 
facilities, sharing of information, and exploring areas of common interest. 

4. Discontinue Funding to Clear Lake PSAP.  If the E911 Bard intends to someday 
finance a second tower, it is recommended that the E911 Board seriously consider 
allocating additional surcharge money to a “Second Tower Capital Fund” and no 
longer attempt to find two PSAPs in the County.  Therefore, it is recommended that 
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the E911 Board notify the City Council in Clear Lake that the E911 Board will 
discontinue the allocation funds for the equipment needs of Clear Lake PSAP 
effective July 1, 2027. 

5. Task Force – Second Tower.  It is recommended that the E911 Board, the Board of 
Supervisors, and the County Sheriff establish a special Task Force to investigate and 
study the need for a second communication tower.  The Task Force would be asked 
to explain the need for the tower, update any cost estimates, identify possible 
locations, recommend possible sources of funding, present a realistic timeline for 
construction, and develop a plan to finance the ongoing annual costs of owning and 
operating the second tower.  The members of the Task Force could include 
representatives of law enforcement, elected officials, PSAP personnel, fire services, 
and board members. It is recommended that the number of task force members be 
in the range of seven to ten people, not including support staff. 

6. Second Tower Bond Issue.  Since the costs for most capital projects increase each 
year, the E911 Board may continue to struggle with getting to the point where the 
Second Tower Capital Fund has enough money to cover 100% of the cost of 
construction.  The annual allocation to the Capital Fund may barely cover the 
annual increase in construction costs.  Therefore, it is our recommendation that the 
Task Force seek the assistance of a financial advisor or “general obligation (G.O.) 
bond expert.”  The financial advisor could offer suggestions on how to request voter 
approval for a G.O. bond issue and calculate the potential impact of the debt on the 
county property tax debt service levy.  If the voters approved a G.O. bond, it would 
then help the E911 Board to fully fund and start construction of a second tower. 

7. Field Trip to Marshall County.  It is highly recommended that a group of interested 
people, such as E911 Board Members, County Board of Supervisors, law 
enforcement personnel, fire department personnel and city officials make 
arrangements to tour the Marshall County Communications Center and to meet 
with the 911 Communications Director and the Chairperson of the 28E Agency 
Board of Directors. 

8. Task Force – 28E Agency Option.   If the “field trip” to Marshall County is favorable, it 
is recommended a second Task Force be created to investigate the feasibility of 
replicating the Marshall County 28E Agency “model” in Cerro Gordo County.  It is the 
opinion of this Consultant that Cerro Gordo County needs a “fresh start” and new 
approach to the oversight of PSAP services in the County.  If the 28E Agency option 
was adopted, the PSAP communications director would then be an “equal partner” 
with all of law enforcement personnel and fire departments served by the PSAP.  The 
purpose of the 28E Agency Board of Directors would be to provide directions and 
oversight of PSAP operations.  Since Board members would likely include elected 
officials, law enforcement personnel, fire department representatives, and county 
officials, the potential concerns regarding “loss of control” or not having a “voice” in 
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PSP operations might be alleviated.  A copy of the Marshall Couty 28E agreement for 
their PSAP is attached as Addendum C in order to provide a general idea of how the 
28E Agency might function. 

9. Annual Funding For 28E PSAP Agency.  One of the primary goals of the 28E Agency 
Task Force would be to consider how the new 28E Agency PSAP would be funded in 
the future.  Once again, it is recommended that the Task Force examine the Marshall 
Couty PSAP financial plan as model from which to start discussions.  If it is 
determined that the Marshall County PSAP financial plan is not feasible in Cerro 
Gordo County, then the Task Force might consider a plan that is based on a “per 
capita fee” or a “per call fee” or some combination of both options. 

10. Second Overture of Clear Lake.  If the first Task Force presents a feasible plan for a 
second communication tower and if the second Task Force recommends the 
creation of a 28E Agency to govern the PSAP, then it is recommended that a second 
overture be made to the Clear Lake City Council to join with the other governmental 
agencies in Cerro Gordo County to have one PSAP that serves all of the residents of 
Cerro Gordo County. 

“The Five Conditions of Success” 
This Consultant will be doing a presentation regarding 28E agreements and 
intergovernmental cooperation at the upcoming Iowa League of Cities annual conference 
on September 24, 2026.  The topic of 28E agreements is one that we have done many times 
over the past 40 years.  When conducting this workshop, we often reference what we call 
the “five conditions of success” for 28E agreements.  In other words, we think that for any 
28E agreement to be successful and to achieve the desired results, then these five 
conditions of success must be in place: 

1. Perceived Need to Act: The governing bodies and the employees must perceive a 
need for their organization to take some type of action.  This may be a need for a 
piece of equipment, a need to perform a current service better, or the need for a 
new service. 

2. Interest in Efficiency and Effectiveness: The governing bodies and the employees 
must be motivated to seek cooperation by shrinking resources or a basic belief in 
using existing resources with more efficiency.  

3. Belief in Investing: The governing bodies must understand that often an up front 
investment must be made in order to realize future or long term gains.  They must be 
visionary in making decisions to participate in solving the problems. 

4. Mutual Benefits: The participants must understand and work toward the goal of 
creating arrangements that are to the benefit of all participants.  Each participant 
must see that they are better off making arrangements than by not participating. 



27 
 

5. Mutual Trust: The participants must trust and respect each other.  The discussions 
will require creativity, risk, and some “leaps of faith” in order to be successful.  
Without trust by the participants, there will not be progress on the issues because 
participants will not be comfortable taking risks. 

If any of these five conditions are not present, then the chances for a successful 28E 
agreement that meets the desired objectives is very unlikely in our opinion.  However, we 
cannot take “credit” for these “words of wisdom.”  The five conditions for success were 
written by a friend who included these observations in his thesis to fulfill the requirements 
for a master’s degree in public administration.  That friend is Tim Moerman, who ironically 
once lived in Mason City and Cerro Gordo County.  It is our opinion that Mr. Moerman’s five 
conditions for success are still valid and would urge everyone in Cerro Gordo County to 
reflect on them now and in the future.  
 
Final Comments 
We would like to acknowledge and thank all of the city and county officials who assisted 
with the collection of data and information for this report.  We also acknowledge and thank 
the people who agreed to be interviewed and for their candid and honest comments and 
observations and to those people who took the time to complete the advance 
questionnaire.  Lastly, we would like to thank the E911 Board of Directors for selecting 
Callahan Municipal Consultants, LLC to conduct this study and prepare this report.  We 
appreciate the great cooperation and warm welcome that we received during the 
preparation of this report from everyone involved. 
 
Callahan Municipal Consultant, LLC 
Patrick Callahan, Consultant 
 
E911 Board Meeting- Review of Draft Report 
The E911 Board held a meeting on September 14, 2026 for the purpose of reviewing a draft 
copy of this report.  After a presentation by the Consultant outlining the main parts of the 
report, Board members and attendees had the opportunity to ask questions and provide 
comments.  Some minor corrections and adjustments were made to the draft copy of the 
report based upon the comments submitted by the attendees. 
 
It is our opinion that the September 14th Board meeting was very productive.  Some 
excellent comments and suggestions were submitted by the people in attendance.  We 
added these final observations to our report based upon their comments. 
 

1. Concerns Regarding the “Disconnect.” 
It should be noted that not everyone thought that there was any type of “disconnect” 
between Clear Lake and the rest of Cerro Gordo County.  It was pointed out that 
there is a good working relationship between the law enforcement agencies of 
Mason City, Clear Lake, and the Cerro Gordo County Sheriff Department, which is 
excellent.  However, it was the “perception” of some of the people, who were 
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interviewed by the Consultant on June 10th and 11th, that there is a  
“disconnect” to some degree.  Perception and reality can be totally different.  It is 
important to at least recognize that this perception does exist and to continue 
efforts to change this perception and to maintain the current level of good 
cooperation and mutual respect. 

 
2. Marshall County PSAP – Overall Picture 

We heard a comment that the Marshall County PSAP might not function as good as 
was portrayed in this report.  We made some additional inquiries with three people 
in Marshall County, who we personally know and trust.  These three people told us 
that they were not aware of any issues or problems with the Marshall County PSAP 
and that they had a very positive impression of the Marshall County PSAP.  Once 
again, we would urge Board Members to schedule a “field trip” to Marshalltown and 
make your own assessment. 

 
3. PSAP “Industry Standards” 

It was suggested that the County PSAP and Clear Lake PSAP should continue to 
adhere to “Industry Standards.”  We agree with that suggestion and even thought 
about attaching these PSAP industry standards as an addendum to this report.  
Rather than adding the industry standards as an addendum, we decided to provide 
a link so that interested Board members can access this information as needed.  
APCO is the recognized industry board and they have numerous standard – here is 
the link to those:  https://www.apcointl.org/services/standards/find-setandards/. 

 
 

4. Discontinuance of Surcharge Funding For the Clear Lake PSAP 
We modified the title or heading of our Recommendation No. 4 on page 24 regarding 
funding for the second tower and the discontinuance of funding of 911 surcharge 
money to Clear Lake PSAP.  The data, as shown on Addendum E, indicates that the 
Board allocated $311,081 to the Clear Lake PSAP (or $37.03 per capita) and 
$542,764 (or $15.63 per capita) to the County PSAP from July 1, 2022, to June 30, 
2025.  In our opinion, the Board may have “overfunded” the Clear Lake PSAP by 
$144,761 ($311,081 - $166,320 = $144,761) for this three-year period, if the 911 
surcharge money had been allocated on per capita basis. 

 
While we cannot verify it, we suspect that the Board has never used a “per capita” 
formula to allocate the 911 surcharge money to the two PSAPs from 2008 to 2026.  
Therefore, we can only assume that the Clear Lake PSAP has gotten annual 
allocations of E911 surcharge money far more than what a per capita formula would 
have paid the Clear Lake PSAP from 2008 to 2026. 

 
5. PSAP Funding Change – Effective July 1, 2027.   

We recommended in the report that the Board discontinue the allocation of E911 
surcharge money to the Clear Lake PSAP effective July 1, 2027, which would be the 

https://www.apcointl.org/services/standards/find-setandards/
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start of the next fiscal year.  We were asked to extend this deadline, but we decided 
to maintain our original recommendation.  The Board will ultimately make that 
decision.   Since we think that the E911 Board has been extremely generous with the 
Clear Lake PSAP for an extended period, we felt that the “time has come” to make 
this change.  The Clear Lake City Council has not yet adopted the FY 2027-28 City 
Budget.  Therefore, adjustments can be made to the funding for the Clear Lake PSAP 
by the City Council during the upcoming budget discussions for the period beyond 
July 1, 2027. 

 
6. Clear Lake PSP – Two Control Centers  

We referred to one of the control centers at the Clear Lake PSAP as “a backup 
center” on page 4 of the report.  We modified this section to clearly state that there 
are “two control centers,” and deleted any reference to one as a “backup center.” 

 
7. Second Communication Tower – Not Part of the Study.  

 It was noted at the Board meeting that the need for a second tower was not 
originally a part of this PSAP study, which is a true statement.  However, the 
discussion regarding the second tower was mentioned many times during our 
interviews on June 10th and 11th by people in both Clear Lake and the County.  While 
it may not have been addressed in the Board’s RFP, we thought that it was necessary 
to include the topic in this report and to recommend that a task force be created to 
make some definitive recommendations regarding the need, the cost, the funding, 
and location of a second tower. 

 
 

8. Calls for Service – Cost Basis Analysis 
As shown on page 18 of the report, we made calculations on how much it cost to 
operate the PSAPs on both a “per capita” and a “per 911 call” basis. It was 
suggested that we should have based these calculations on a “per service call 
basis,” which we agreed to consider.  However, there is a significant difference 
between what one PSAP designates as a “call for service” versus how another PSAP 
defines a service call.  It is difficult to obtain an “apples to apples” comparison.  We 
decided to use the “per 911 call basis” in our calculations on page 18, because it is 
the E911 Board’s responsibility for determining how to allocate 911 surcharge 
money.  However, we do think that there is value in doing the same calculations on a 
“per service call” basis by using the numbers that were provided at the September 
14th Board meeting.  These numbers were 50,605 service calls for the County PSAP 
and 17,522 service calls for the Clear Lake PSAP.  As shown on Addendum D, the 
total “calls for service” in Marshall County in 2025 was 69,511.  If the calculations 
are based on “cost per service call”, it would be as follows: 
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 Marshall 
County PSAP 

Cerro Gordo 
County PSAP 

Clear Lake 
PSAP 

Total Expenses $1,722,839 $1,533,686 $759,616 

Total Calls for Service 69,511 50,605 17,522 

Cost per Call for Service $24.79 $30.31 $45.35 
 
If the Cerro Gordo County PSAP and the Clear Lake PSAP calls for service are 
combined, the total equals 68,127.  The total annual expenses of the two PSAPs 
combined was $2,293,302 or $33.66 per service call.  The cost per service call for all 
of Cerro Gordo County is 35% greater than the cost per service call in Marshall 
County. 
 

9. Addendum C – Marshall County 28E Agreement – 2018 
We deleted the 28E agreement for Marshall County that was dated August 31, 2010.  
We replaced it with the more recent 28E agreement that was dated January 16, 
2018, as this agreement currently governs the Marshall County PSAP.   
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Clear Lake Police Department 

Interoffice Merc.orandum 

To: Honorable Mayor Ebeling and City Administr;�tor Diers. 
From: Chief Michael Colby 
Date: 6/9/2026 
Re: Emergency Communications Consolidation �•Jmmary 

At the request of Mr. Diers I have summarized talking points for consideration in preparation for 
the county E911 board's consolidation study occurring. 

The City of Clear Lake Public Safety Answering Point (PSAP) center is staffed by seven full-time 

staff and one part-time dispatcher. It is supervised by a full-time communications and civilian 

, support supervisor. The supervisor also oversees the department's records division �h!ch is 

staffed by a full-time (34 hours a week) records clerk. All fall under the leadership of the Clear 

Lake Police Chief. The PSAP provides emergency police communications for the communities of 

Clear Lake and Ventura Iowa with an estimated population of 8,350. Our PSAP also provides 
emergency communications for the Clear Lake and Ventura Fire Departments. These 

departments provide fire and rescue services for not only both cities but also all residences 
within the county along the southern shores of Cle�1r Lake and the entirety of Clear Lake. 

Additionally, having a PSAP locally based and run by the City of Clear Lake, allows our PSAP 

center to provide additional services to the community which are not offered by the Cerro 

Gordo County PSAP center. It would be difficult to maintain this under a consolidated center. 

While giving priority to Clear Lake specific issues. A synopsis of factors to consider are below: 

Monitor city security cameras at Band Shell, Freedom Rock, City Hall, PD Annex Garage, Public 

Works, City Sea Wall, Band Shell Restroom Access, access to tower camera providing real time 
information to responders on the lake and downtown area, and possible future security systems 

in Buddy Holly public spaces. 

Dispatchers provide records processing and collect payment for the over 800 golf cart and UTV 
permits that are issued each year by the city by being available 24/7 at the PD for community 

members. They also process hunting permits, 

PSAP employees also fulfill several operational roles within the police department including 

crime scene technician, property custodian, certifie'd peer support, and certified tactical 
dispatcher assigned to the Special Operations Group (SOG). These mies and responsibilities are 

:·r. 

not offered to county dispatchers. Consolidation would create a vacuum for the City of Clear 
Lake PD for these roles and within the SOG team. 
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28E
Agreement

        Paul D. Pate 
Secretary of State

State of Iowa

FO
R

 O
FF

IC
E

 U
S

E
 O

N
LY

:

PLEASE READ INSTRUCTIONS ON BACK BEFORE COMPLETING THIS FORM

Item 3.   The purpose of this agreement is:  (please be specific)

_________________________________________________________________________________

_________________________________________________________________________________

_________________________________________________________________________________

_________________________________________________________________________________

Item 6.   Attach two copies of the agreement to this form if not filing online.

Item 7.  The primary contact for further information regarding this agreement is: (optional)

LAST Name _________________________________   FIRST Name ___________________________

Title ________________________________________   Department ____________________________

Email ______________________________________   Phone_________________________________

Item 4.   The duration of this agreement is: (check one)  Agreement Expires ____________    Indefinite Duration
[mm/dd/yyyy]

*Enter “Other” if
not in Iowa

(Use the filing number of the most recent version filed for this agreement)
The filing number of the agreement may be found by searching the 28E database at: http://sos.iowa.gov/28e.

 Item 5. Does this agreement amend or renew an existing agreement?  (check one)

   NO

      YES  Filing # of the agreement: ____________

Item 1.  The full legal name, organization type and county of each participant to this agreement are:

Full Legal Name Organization Type  *County

 Party 1

 Party 2

 Party 3

 Party 4

 Party 5

 Item 2. The type of Public Service included in this agreement is: ________    _______________________________
(Enter only one Service Code and Description) Code Number Service Description

6417546385

✔

✔

1/16/2018 2:05:52 PM

Emergency Management Coordinator

Marshall County

kelder@marshallcountyia.gov

County Marshall

Marshall County Emergency Management Commission County Marshall

Marshall County E-911 Joint Service Board

MarshallCity of Marshalltown

Emergency Management Coordinator

130 Emergency Management

Marshall

M510655

City

Elder Kim

FILED

County

Create the Marshall County Communications Commission
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Call ,for Service Statistics 

' 

Fire Related Incidents 
,,, 

202:-l 
Marshalltown Fire Department 1467 
Albion Volunteer Fire Department 70 
Clemons Volunteer Fire Department 27 
Ferguson'volunteer Fire Department 10 
Gilman Volunteer Fire Department S2 
Green Mountain Volunteer Fire Dept 62 
Haverhill Volunteer Fire Department 60 
Laurel Volunteer Fire Department 31 
Legrand Volunteer Fire Department 82 
Liscomb Volunteer Fire Department 51 
Melbourne Fire Department 58 
Rhodes Volunteer Fire Department S7 
State Center Volunteer Fire Department 111 

.... TOTAL .... 4,138 
'> 

Medical Related Incidents 2023 
Unity Point Hospital 4869 
Albion First Responder 162 
Gilman First Responder 167 
Green Mountain First Responder 154 
Legrand First Responder 188 

Liscomb First Responder 164 
'" 

Melbourne First Responder 159 
Rhodes First Responder 1 _i:;i:; 
State Center First Responder 166 

.... TOTAL .... 6,184 

Law EnforcementRelated Incidents 

State Center P 1,906 

.... TOTAL .... 

•�·v• 

2024 

1�03 
68 
23 

•· •-)�. 

s 
65 
84 
56 
23 

59 
46 
78 
63 
98 

4,171 

2024' 

4752 
151 
126 
146 
167 
151 

161 
lSO 
212 

6,016 

MARSHALL COUNTY COMMUNICATIONS ANNUAL REPORT - 2025 

2025 
3615 
76 
19 
8 

So 

67 
58', 
42 
76 
60 
68 
6s 
81 

4,315 

2025 

4924 
175 
194 
14� 
176 
170 
193 
190 
2S5 

6,420 

15 
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Addendum E 

 

E911 Board Revenues and 
Expenditures FY2022-2023 FY2023-2024 FY2024-2025 

A. Beginning Balances  $1,294,376.54 $1,277,064  $1,486,178 
        1. Operating Fund $50,092 $50,358 $50,358 
        1. Surcharge Fund $1,294,377 $1,277,064 $1,486,178 
B. Revenues 
        1. Wireline Surcharge $124,803 $111,631 $88,220 
        2. Wireless Surcharges $236,053 $239,375 $244,198 
        3. Miscellaneous $59,050 $38,231 $32,910 
        4. Other     $35 
        5. Interest $547 $642 $731 
        6. Transfer In $250,000     
                    Total Revenue $670,453 $389,879 $366,095 
C. Expenditures 
        1. County PSAP $284,247  $112,294  $146,223 
        2. Clear Lake PSAP $153,246  $68,591  $88,244 
        3. Other $249,734    $19,116 
                    Total Expenditures $687,227 $180,885 $253,583 
D. Ending Balances 
        1. Operating Fund $50,358 $50,358 $50,358 
        1. Surcharge Fund $1,277,064 $1,486,178 $1,598,689 
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1 ENHANCED 911 EMERGENCY TELEPHONE SYSTEMS, §34A.2

CHAPTER 34A
ENHANCED 911 EMERGENCY TELEPHONE SYSTEMS

Referred to in §16.161, §423.3

This chapter not enacted as a part of this
title; transferred from chapter 477B in Code 1993

SUBCHAPTER I

LOCAL OPTION E911 SERVICE SURCHARGE AND E911
SERVICE

34A.1 Purpose.
34A.2 Definitions.
34A.2A Program manager —

appointment — duties.
34A.3 Joint E911 service board — 911

service plan — implementation
— waivers.

34A.4 Requirements of pay telephones
and other telecommunications
devices to allow 911 calls
without depositing coins or
other charge.

34A.5 Private listing subscribers and
911 service.

34A.6 and 34A.6A Repealed by 2013
Acts, ch 120, §9.

34A.7 Funding — wire-line E911 service
surcharge.

34A.7A Emergency communications
service surcharge — fund
established — distribution and
permissible expenditures.

34A.7B Prepaid wireless E911 surcharge.
34A.8 Local exchange service

information — penalty.
34A.9 Telecommunications devices

for the speech and
hearing-impaired.

34A.10 E911 selective router.
34A.11 Communications — single

point-of-contact.
34A.12 through 34A.14 Reserved.
34A.15 E911 communications council

established — duties.
34A.16 Request for call location.
34A.17 through 34A.19 Reserved.

SUBCHAPTER II

E911 PROGRAM FINANCING

34A.20 E911 financing program —
definitions — funding — bonds
and notes.

34A.21 Security — reserve funds —
pledges — nonliability —
irrevocable contracts.

34A.22 Rules.

SUBCHAPTER I

LOCAL OPTION E911 SERVICE SURCHARGE
AND E911 SERVICE

Referred to in §34A.20

34A.1 Purpose.
The general assembly finds that enhanced 911 emergency telephone communication

systems and other emergency 911 notification devices further the public interest and protect
the health, safety, and welfare of the people of Iowa. The purpose of this chapter is to enable
the orderly development, installation, and operation of enhanced 911 emergency telephone
communication systems and other emergency 911 notification devices statewide. These
systems are to be operated under governmental management and control for the public
benefit.
88 Acts, ch 1177, §1
C89, §477B.1
C93, §34A.1
2004 Acts, ch 1175, §444

34A.2 Definitions.
As used in this chapter, unless the context otherwise requires:
1. “Access line”means an exchange access line that has the ability to access dial tone and

reach a public safety answering point.
2. “Communications service” means a service capable of accessing, connecting with,

or interfacing with a 911 system by dialing, initializing, or otherwise activating the system
exclusively through the digits 911 by means of a local telephone device or wireless
communications device.

Fri Jan 08 18:43:17 2016 Iowa Code 2016, Chapter 34A (26, 8)
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§34A.2, ENHANCED 911 EMERGENCY TELEPHONE SYSTEMS 2

3. “Communications service provider” means a service provider, public or private, that
transports information electronically via landline, wireless, internet, cable, or satellite.
4. “Competitive local exchange service provider” means the same as defined in section

476.96.
5. “Director” means the director of the department of homeland security and emergency

management.
6. “Emergency communications service surcharge” means a charge established by the

program manager in accordance with section 34A.7A.
7. “Enhanced 911” or “E911”means a service that provides the user of a communications

service with the ability to reach a public safety answering point by using the digits 911, and
that has the following additional features:
a. Routes an incoming 911 call to the appropriate public safety answering point.
b. Automatically provides voice, displays the name, address or location, and telephone

number of an incoming 911 call and public safety agency servicing the location.
8. “Enhanced 911 service area” means the geographic area to be serviced, or currently

serviced under an enhanced 911 service plan, provided that an enhanced 911 service area
must at minimum encompass one entire county. The enhanced 911 service area may
encompass more than one county, and need not be restricted to county boundaries.
9. “Enhanced 911 service plan” means a plan that includes the following information:
a. A description of the enhanced 911 service area.
b. A list of all public and private safety agencies within the enhanced 911 service area.
c. The number of public safety answering points within the enhanced 911 service area.
d. Identification of the agency responsible for management and supervision of the

enhanced 911 emergency communication system.
e. (1) A statement of estimated costs to be incurred by the joint E911 service board or the

department of public safety, including separate estimates of the following:
(a) Nonrecurring costs, including but not limited to public safety answering points,

network equipment, software, database, addressing, training, and other capital expenditures,
including the purchase or lease of subscriber names, addresses, and telephone information
from the local exchange service provider.
(b) Recurring costs, including but not limited to network access fees and other telephone

charges, software, equipment, and database management, and maintenance, including the
purchase or lease of subscriber names, addresses, and telephone information from the local
exchange service provider. Recurring costs shall not include personnel costs for a public
safety answering point.
(2) Funds deposited in an E911 service fund are appropriated and shall be used for the

payment of costs that are limited to nonrecurring and recurring costs directly attributable
to the receipt and disposition of the 911 call. Costs do not include expenditures for any
other purpose, and specifically exclude costs attributable to other emergency services or
expenditures for buildings or personnel, except for the costs of personnel for database
management and personnel directly associated with addressing.
f. Current equipment operated by affected local exchange service providers, and central

office equipment and technology upgrades necessary for the provider to implement enhanced
911 service within the enhanced 911 service area.
g. A schedule for implementation of the plan throughout the E911 service area. The

schedule may provide for phased implementation.
h. The number of telephone access lines capable of access to 911 in the enhanced 911

service area.
i. The total property valuation in the enhanced 911 service area.
j. A plan to migrate to an internet protocol-enabled next generation network.
10. “Local exchange carrier” means the same as defined in section 476.96.
11. “Local exchange service provider” means a vendor engaged in providing

telecommunications service between points within an exchange and includes but is not
limited to a competitive local exchange service provider and a local exchange carrier.
12. “Prepaid wireless telecommunications service” means a wireless communications

service that provides the right to utilize mobile wireless service as well as other
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3 ENHANCED 911 EMERGENCY TELEPHONE SYSTEMS, §34A.3

nontelecommunications services, including the download of digital products delivered
electronically, content and ancillary services, which must be paid for in advance and that is
sold in predetermined units or dollars of which the amount declines with use in a known
amount.
13. “Programmanager”means the E911 programmanager appointed pursuant to section

34A.2A.
14. “Provider” means a vendor who provides, or offers to provide, E911 equipment,

installation, maintenance, or exchange access services within the enhanced 911 service area.
15. “Public or private safety agency” means a unit of state or local government, a special

purpose district, or a private firm which provides or has the authority to provide fire fighting,
police, ambulance, emergency medical services, or hazardous materials response.
16. “Public safety answering point” means a twenty-four-hour public safety

communications facility that receives enhanced 911 service calls and directly dispatches
emergency response services or relays calls to the appropriate public or private safety agency.
17. “Wireless communications service”means commercial mobile radio service. “Wireless

communications service” includes any wireless two-way communications used in cellular
telephone service, personal communications service, or the functional or competitive
equivalent of a radio-telephone communications line used in cellular telephone service,
a personal communications service, or a network access line. “Wireless communications
service” does not include a service whose customers do not have access to 911 or 911-like
service, a communications channel utilized only for data transmission, or a private
telecommunications system.
18. “Wireless communications service provider” means a company that offers wireless

communications service to users of wireless devices including but not limited to cellular,
personal communications services, mobile satellite services, and enhanced specialized
mobile radio.
19. “Wireless E911 phase 1” means a 911 call made from a wireless device in which the

wireless service provider delivers the call-back number and address of the tower that received
the call to the appropriate public safety answering point.
20. “Wireless E911 phase 2” means a 911 call made from a wireless device in which

the wireless service provider delivers the call-back number and the latitude and longitude
coordinates of the wireless device to the appropriate public safety answering point.
21. “Wire-line E911 service surcharge” means a charge set by the E911 service area

operating authority and assessed on each wire-line access line which physically terminates
within the E911 service area in accordance with section 34A.7.
88 Acts, ch 1177, §2
C89, §477B.2
92 Acts, ch 1139, §34
C93, §34A.2
93 Acts, ch 125, §1; 94 Acts, ch 1199, §45; 98 Acts, ch 1101, §3, 4, 16; 2004 Acts, ch 1175,

§445; 2008 Acts, ch 1032, §201; 2012 Acts, ch 1111, §1; 2013 Acts, ch 29, §31, 32
Referred to in §34A.7

34A.2A Program manager — appointment — duties.
1. The director of the department of homeland security and emergencymanagement shall

appoint an E911 program manager to administer this chapter.
2. The E911 program manager shall act under the supervisory control of the director of

the department of homeland security and emergency management, and in consultation with
the E911 communications council, and shall perform the duties specifically set forth in this
chapter and as assigned by the director.
98 Acts, ch 1101, §5, 16; 2004 Acts, ch 1175, §446; 2013 Acts, ch 29, §33
Referred to in §16.161, §34A.2

34A.3 Joint E911 service board — 911 service plan — implementation — waivers.
1. Joint E911 service boards — plans.
a. The board of supervisors of each county shall maintain a joint E911 service board.
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(1) Each political subdivision of the state having a public safety agency serving territory
within the county is entitled to voting membership on the joint E911 service board. For the
purposes of this section, a township that operates a volunteer fire department providing
fire protection services to the township, or a city which provides fire protection services
through the operation of a volunteer fire department not financed through city government,
shall be considered a political subdivision of the state having a public safety agency serving
territory within the county. Each private safety agency operating within the area is entitled
to nonvoting membership on the board.
(2) A township that does not operate its own public safety agency, but contracts for the

provision of public safety services, is not entitled to membership on the joint E911 service
board, but its contractor is entitled to membership according to the contractor’s status as a
public or private safety agency.
b. The joint E911 service board shall maintain an enhanced 911 service plan

encompassing at minimum the entire county, unless an exemption is granted by the program
manager permitting a smaller E911 service area.
(1) The program manager may grant a discretionary exemption from the single county

minimum service area requirement based upon a joint E911 service board’s or other E911
service plan operating authority’s presentation of evidence which supports the requested
exemption if the program manager finds that local conditions make adherence to the
minimum standard unreasonable or technically infeasible and that the purposes of this
chapter would be furthered by granting an exemption. The minimum size requirement is
intended to prevent unnecessary duplication of public safety answering points and minimize
other administrative, personnel, and equipment expenses.
(2) The program manager may order the inclusion of a specific territory in an adjoining

E911 service plan area to avoid the creation by exclusion of a territory smaller than a single
county not serviced by surrounding E911 service plan areas upon request of the joint E911
service board representing the territory.
c. The E911 service plan operating authority shall submit proposed changes to the plan

to all of the following:
(1) The program manager.
(2) Public and private safety agencies in the enhanced 911 service area.
(3) Local exchange service providers affected by the enhanced 911 service plan.
2. Compliance waivers available in limited circumstances.
a. The program manager may extend the time period for plan implementation by issuing

a compliance waiver.
b. The compliance waiver shall be based upon a joint E911 service board’s presentation

of evidence which supports an extension if the program manager finds that local conditions
make implementation financially unreasonable or technically infeasible by the originally
scheduled plan of implementation.
c. The compliance waiver shall be for a set period of time, and subject to review and

renewal or denial of renewal upon its expiration.
d. The waiver may cover all or a portion of a 911 service plan’s enhanced 911 service area

to facilitate phased implementation when possible.
e. The granting of a compliance waiver does not create a presumption that the identical

or similar waiver will be extended in the future.
f. Consideration of compliance waivers shall be on a case-by-case basis.
3. Chapter 28E agreement — alternative to joint E911 service board.
a. A legal entity created pursuant to chapter 28E by a county or counties, other political

divisions, and public or private agencies to jointly plan, implement, and operate a countywide,
or larger, enhanced 911 service system may be substituted for the joint E911 service board
required under subsection 1. An alternative legal entity created pursuant to chapter 28E as a
substitute for a joint E911 service board, as permitted by this subsection, may be created by
either:
(1) Agreement of the parties entitled to voting membership on a joint E911 service board.
(2) Agreement of the members of a joint E911 service board.
b. An alternative chapter 28E entity has all of the powers of a joint E911 service board
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5 ENHANCED 911 EMERGENCY TELEPHONE SYSTEMS, §34A.7

and any additional powers granted by the agreement. As used in this chapter, “joint E911
service board” includes an alternative chapter 28E entity created for that purpose, except as
specifically limited by the chapter 28E agreement or unless clearly provided otherwise in this
chapter. A chapter 28E agreement related to E911 service shall permit the participation of a
private safety agency or other persons allowed to participate in a joint E911 service board, but
the terms, scope, and conditions of participation are subject to the chapter 28E agreement.
4. Participation in joint E911 service board required. A political subdivision having a

public safety agency within its territory or jurisdiction shall participate in a joint E911 service
board and cooperate in maintaining the E911 service plan.
88 Acts, ch 1177, §3
C89, §477B.3
89 Acts, ch 168, §1, 2
C93, §34A.3
93 Acts, ch 125, §2; 98 Acts, ch 1101, §6, 16; 2004 Acts, ch 1175, §447; 2008 Acts, ch 1032,

§143; 2008 Acts, ch 1070, §1; 2012 Acts, ch 1111, §2
Referred to in §34A.11
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