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From the Desk of the Executive Director 
 
 
15 January 2026 
 
I am very pleased to present this year’s Annual Operations Report of the Hamblen County Emergency 
Communications District. 
 
Following you will find information regarding the over 71,500 calls for service and over 112,300 
telephone calls handled by Hamblen County ECD last year.  As in past years, this Report includes 
additional charts which better relate the historical data/trends of our client agencies. 
 
Also included is data relating to our performance under Section 15.4.1 of NFPA 1225, the Standard for 
Emergency Services Communications.  This standard relates to the answering times for alarms received 
on emergency lines, and this year’s Report continues to reflect our level of compliance with this national 
standard.  
 
Throughout this year, Hamblen County ECD has continued to take steps to ensure that our performance 
remains at a superior level and supports our efforts to respond to the needs of the public and lower the 
response times of our client agencies.  We have expanded the use of nationally recognized protocols – 
like those used for emergency medical dispatching (EMD) – to now include fire service (FSD) protocols, 
as well.  Our Operations Division now sees more video coming into the ECD due to partnerships with law 
enforcement for license plate recognition (LPR) technology and with the Department of Education for 
live-streamed video from each of our county’s schools. 
 
As referenced by our NCIC Activity Report, Hamblen County ECD serves as the TBI’s Terminal Agency and 
we processed over 40,000 entries and queries in 2025. 
 
In order to continue to serve our jurisdiction and our client agencies with the excellent service they are 
accustomed to, we understand that a robust training program is essential.  Hamblen County ECD is 
honored to be a recipient of the National Emergency Number Association’s (NENA) Partner in Education 
Recognition (P.I.E.R.) Award; the first in Tennessee to receive this designation, and one of only ten (10) 
centers in the nation.  Through both online and in-person training, conferences, seminars, and 
recertification, our employees completed a combined 1,479 hours of training in 2025. 
 
This Report will continue to grow as we evolve with changing technology and as we increase the number 
of ‘next generation’ features and services offered.  Meeting our goals with efficiency and 
professionalism will always be our aim. 
 
I hope that you will find this information useful.  

   
 
 

S. Eric Carpenter 
S. Eric Carpenter, ENP            
Executive Director 
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Mission Statement 

The mission of the Hamblen County 
Emergency Communications District is to aid 

and assist in the rapid and accurate 
collection, exchange, and dissemination of 
information relating to emergencies and 

other vital public safety functions. 
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Board of Directors 

An Emergency Communications District (ECD) is an independent governmental entity, a “municipality” 

or “public corporation in perpetuity” and a “body politic and corporate with power of perpetual 

succession” but without the power to tax (Tennessee Code Annotated § 7-86-106).  In Tennessee there 

are one hundred (100) ECDs which are governed by their boards of directors.  In Hamblen County, the 

Board is made up of nine (9) members who serve four-year, staggered terms.  They are appointed by the 

Hamblen County Mayor and confirmed by the Hamblen County Legislative Body. 

ECDs are charged with the responsibility to create an emergency communications service within their 

geographic boundary whereby a public safety answering point (PSAP) may receive telephone calls dialed 

to 9-1-1.  Upon receipt of the call, the ECD must then utilize either a direct dispatch, relay, or transfer 

method in response to the emergency call.  The Hamblen County ECD has elected to use the direct 

dispatch method for emergency calls related to all service disciplines; law enforcement, fire service, and 

emergency medical response.  The Board of Directors has the authority to employ such employees, 

experts, and consultants as the Board may deem necessary to assist the Board in the discharge of its 

responsibilities to the extent that funds are available. 

An ECD may receive funds from any source, including federal, state, local, and private entities, as well as 

the issuance of bonds.  All funds received by the ECD are considered public funds and are to be 

designated exclusively for the furtherance of the 9-1-1 system.  Tennessee has a monthly 9-1-1 

surcharge of $1.50 per device that provides a dial tone or can access 9-1-1.  In addition, local funding has 

been arranged through specifically tailored intergovernmental arrangements designed to meet the 

needs of the citizens. 

The primary responsibilities of an ECD Board Member are to approve ECD budgets and related 

purchases, manage ECD funds, establish revenue and operations policies, set operating standards, 

prepare for audits, and respond to open records requests. 

 

2025 Board of Directors 

Chairman Vice Chairman Treasurer 
Mr. Robert D. Laney Director Danny Houseright Director Chris E. Bell 

 Morristown-Hamblen EMS Emergency Management 
   

Chief Mark Hickman Deputy Chief Chris Wisecarver Lt. Josh Ringley 
West Hamblen County VFD Morristown Police Department Hamblen County Sheriff’s Dept. 

   

Hon. Kay Senter Hon. Peggy Howell Chief Brian Shepard 
Morristown City Council Hamblen County Commission Morristown Fire Department 
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2025 Highlights 

Who We Are 

Truly our community’s “first point of contact” with emergency services, our telecommunicators handle 

all emergency and non-emergency calls that come into the 9-1-1 center around the clock.  In addition, 

they dispatch all law enforcement, fire service, and EMS personnel.  As the vital link between the caller 

and the first responder, our staff provides CPR and pre-arrival instructions, critical data entry, and 

support for law enforcement personnel through NCIC entry and query duties.  Our participation in public 

education and community involvement activities aids in enhancing emergency awareness and 

preparation for crisis, as well as helping link citizens to their emergency responders. 

Agencies Served 

Morristown Police Department Hamblen Co. Sheriff’s Dept. Morristown Fire Department 
North Hamblen Co. Vol. Fire South Hamblen Co. Vol. Fire East Hamblen Co. Vol. Fire 
West Hamblen Co. Vol. Fire M-H Emergency Medical Service Morristown Rescue Squad 

M-H Emergency Management Hamblen County Animal Control 
Office of the Medical Examiner Walters State Campus Police 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

NOTICE:  Law Enforcement Calls for Service include officer-initiated activities (i.e. – traffic stops, 

investigations of suspicious individuals, community involvement activities, etc.). 



7 
 

The Hamblen County Emergency Communications District serves the entire jurisdiction of Hamblen 

County, 176 square miles, including the City of Morristown; a metropolitan statistical area.  The 

jurisdiction also includes Russellville, Whitesburg, and a portion of Talbott; a population of 67,715 (2024). 

 

Telephony 

• Processed 111,716 telephone calls and 678 text messages 

• Averaged 9,367 calls per month 

• 97.41% of 9-1-1 calls were answered < 10 seconds 

• Average 9-1-1 call duration = 2 minutes 17 seconds 

 

Dispatch 

• Dispatched 71,529 Calls for Service 

• Busiest Day of the Week = Tuesday 

• Busiest Hour of the Day = 3:00pm 

• Staff completed 1,479 hours of training  

• 40,400+ NCIC entries & queries processed 
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Administrative Division 

The Administrative Division oversees the effective operation and management of the ECD, including 

fiscal management, human resources, and long-range planning.  It provides strategic direction by 

ensuring guidelines, policies, and regulations are developed, revised, and maintained.  The Division deals 

directly with the Board of Directors in preparing and presenting the ECD’s annual budget, maintaining an 

accurate accounting of all monies spent, and seeing that all official records of the ECD are accurate, 

maintained appropriately, and readily accessible in accordance with the Tennessee Public Records Act. 

 

Finance & Budgeting 

The ECD’s annual budget operates on a fiscal year beginning July 1 and ending on June 30.  Budget 

preparation normally begins in late February and, historically, the Board has hosted a budget workshop 

in March for the purpose of reviewing revenue streams and line-item expenditures, entertaining 

recommendations from staff, discussing long-range projects, and providing direction for the 

development of a draft budget.  In addition to this process, administrative staff handles all accounts 

payable and accounts receivable duties throughout the year, to include all invoicing of client agencies 

and financial record keeping related to the receipt of Base Amount and Section 130 funding from the 

Tennessee Emergency Communications Board (TECB). 
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Human Resources 

The ECD handles all payroll and human resource activities for its employees in-house, including benefits 

administration.  Staff manages the salary and benefits programs, creates the necessary documents and 

forms for accounting and auditing purposes, and retains the records required by state and federal 

retention policies.  All required and elective deductions (such as third-party insurance deductions) are 

maintained and reported on by HR staff.  The ECD is a member of both the State of Tennessee’s health 

insurance program as well as the Tennessee Consolidated Retirement System (TCRS).  Annual 

enrollment activities, participant and dependent additions and removals, program revisions and 

announcements, beneficiary changes, and all other services are administered on-site.   

The ECD’s hiring and promotion of staff is conducted in a fair and uniform manner for all applicants in 

order that the most highly qualified candidates possible are employed.  The ECD makes periodic 

announcements of positions available and solicits applications for those positions.  Discrimination in 

hiring, placement, promotion, termination, layoff, recall, transfer, leaves of absence, compensation, or 

training is not tolerated.  The use of the National Dispatcher Selection Test (NDST) for entry level hiring, 

as well as the use of promotional testing for Supervisors, ensures that these processes are scored, 

evaluated, and interpreted in an independent and uniform manner.  

 

 

 

Policy Development & Review 

The implementation of well-documented policies, rules, regulations, and procedures that are aligned 

with national standards is critical to both the management and performance of an effective, efficient, 

and professional agency.  Staff have developed, and the Board has adopted, policies which provide a 

framework for quality service as well as a means of identifying and reducing potential liability exposure.  

Administrative, operational, and personnel related policies have all been standardized into one Policy 

Manual.  Any employee has the ability to initiate a formal policy review by submitting a written 

recommendation.  Upon receipt of such, administration evaluates the suggestion based upon its merits 

and takes into consideration what impact, if any, the change may have on standards or accreditation 

compliance, other policies, new programs, or legal restrictions.  Each month, administration circulates 

two to three (2-3) policies to all employees for review; a process instituted to ensure that knowledge of, 

and compliance with, current guidelines is as up to date as possible.   
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Public Records Requests 

Tennessee is a public record state; therefore, most records are available without question to any 

resident of the State of Tennessee, with exceptions noted in Tennessee law.  Any release or copying of 

ECD records and/or reports shall be governed by Tennessee law and any fees associated with the 

release and/or copying of records shall be in accordance with the schedule of reasonable charges as 

established by the Tennessee Office of Open Records Counsel.  In Hamblen County, computer 

automated dispatch (CAD) reports are retained in perpetuity; however, audio recordings of 9-1-1 calls 

and radio transmissions are only retained for a period of fourteen (14) months. 

In addition to citizen requests that fall under the Tennessee Public Records Act, the ECD’s client agencies 

often request additional documents and audio recordings to supplement the daily and monthly reports 

they receive.  These requests may be due to an investigation, quality assurance concern, an Internal 

Affairs review, the need to document compliance with a policy or standard, or other in-depth analysis 

being conducted by the requesting agency.  Likewise, the ECD is annually served with multiple 

subpoenas from various courts for the production of records needed for civil and criminal judicial 

proceedings. 

TPRA and Public Safety Records Requests 

 

 

 

 

 

 

 

 

 

 

 

 

 

NOTICE: Public Safety requests include records submitted to the Office of the 
District Attorney and records that are released under subpoena. 
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Training Division 

Hamblen County ECD's training goals are to increase the level of professionalism by improving the 

knowledge, skills, and abilities of all personnel, better prepare our employees to act decisively and 

correctly in a wide range of situations, provide consistency of service at all times, and enable staff to 

more efficiently and effectively serve the public, carry out our duties, and increase productivity.  The 

training unit ensures that all training meets or exceeds the requirements set forth by the Tennessee 

Emergency Communications Board (TECB) and that all deadlines for required certifications and annual 

recertifications are met. 

New employees are immediately immersed in our training program.  Following employee orientation, 

probationary telecommunicators enter a two (2) week ‘academy’ at our fully operational back-up 

facility, S.C.O.T.T.   This allows them the opportunity to ease into dispatch operations by gaining 

familiarity with our various systems in a lower stress environment, gaining confidence and removing 

some of the ‘overwhelmed’ feeling of being behind the console the first time.  Once this overview of our 

systems, processes, and procedures is complete, they are assigned to their CTOs for live training in 

Operations.  During this time, they are also enrolled in a forty (40) hour public safety telecommunicator 

course, emergency medical and fire service dispatch training, CPR, query and basic certification classes 

for NCIC operations, and other online training courses related to our telephony and dispatch protocols.  

They remain under the guidance and mentorship of their CTO for a period of six (6) months. 

Continuing education is critical to the success of our mission.  In addition to the recurring re-certification 

requirements for EMD, FSD, CPR, and NCIC operations, the ECD strives to see that all staff is enrolled in a 

minimum of twelve (12) hours of in-service training annually.  This is accomplished through various 

means including online training platforms, in-house training designed specifically for our unique 

operation, regionally offered classes which are sponsored by local ECDs or 9-1-1 associations, and 

attendance at state and national conferences, such as NENA’s Annual Conference & Expo, 9-1-1 Goes to 

Washington, Standards and Best Practices Conference, and Critical Issues Forum.  APCO’s Annual 

Conference, TENA’s Educational Conference and Industry Partner Show, and the 9-1-1 Winter Workshop 

are also excellent venues that have been utilized regularly.  In 2025, ECD staff completed 1,479 hours of 

training. 

Additionally, more enhanced professional development programs and offerings are made available to 

those staff members who desire to advance their career by becoming a Communications Training Officer 

(CTO) or Supervisor, or by achieving advanced certifications such as NENA’s Center Manager 

Certification Program (CMCP) or the Emergency Number Professional (ENP) designation and APCO’s 

Certified Public Safety Executive (CPE) designation.  The ECD has three (3) telecommunicators who have 

obtained NENA’s Excellence in Dispatch (EID) certification and we are proud to have four (4) team 

members who have passed the ENP exam, six (6) who have completed the CMCP program, and one (1) 

graduate of the CPE program.  
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Cynthia A. Samples S. Eric Carpenter 
Stacey L. Johnson 

Cynthia A. Samples 
Shawnna Y. Smith-Pigg 

S. Eric Carpenter 
Stacey L. Johnson 

Brian C. Fugate 
Cynthia A. Samples 
W. Peyton Jarnagin 

Shawnna Y. Smith-Pigg 

Deborah T. Russell 
Heather M. Bishop 
Britney N. Turner 

 

 

At NENA 2024 in Orlando, Florida, Hamblen County ECD was awarded the Partner in 

Education Recognition (P.I.E.R.) award; the first 9-1-1 center in Tennessee to achieve 

this designation… and only the tenth in the nation.  An agency earns the P.I.E.R. 

designation by meeting eligibility requirements that not only address educational 

benchmarks at all levels of the agency – from entry-level through executive 

leadership – but also stipulates policies meet or exceed NENA and APCO national 

standards as they relate to 9-1-1 call processing and quality assurance.  

Our staff is always willing to share their knowledge and experiences                                                            

with our community and with our colleagues, including serving as an                                                 

instructor for breakout sessions at workshops and NENA chapter                                                                

conferences.   
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Quality Assurance / Quality Improvement 

The quality assurance (QA) program is administered by the Training Division in compliance with all 

applicable laws, rules, standards, and guidelines.  The aim of the ECD’s QA program is to continue to 

improve the quality of service the ECD offers client agencies and the public at large.  In light of that 

objective, the QA program is designed to promote and ensure adherence to all ECD goals, policies, 

procedures, and guidelines, facilitate the training program, and to provide a framework for continuous 

improvement of all telecommunicators.  Further, the QA program is designed to assist in improving 

performance and should therefore not be viewed as a tool for disciplinary action.  However, if matters 

requiring corrective action are discovered during a QA review, the review may be included in any 

disciplinary action deemed necessary. 

A quality assurance review is any documented comparative review of either a specific incident or 

telecommunicator for the purpose of evaluating performance against a pre-defined set of standards.  

These reviews include both the call-taking and dispatching performance of each telecommunicator 

utilizing a statistical sample of time/life critical events.  These events are randomly selected by the QA 

Manager and applicable to all Operations personnel.  All communications within the ECD may be subject 

to quality assurance reviews, including telephone conversations, text-to-911 sessions, radio dispatch, 

email correspondence, and any other recorded communication.  Medical reviews will generally focus on 

calls for service that represent time/life critical events, such as airway obstruction, cardiac arrest / heart 

attack / chest pain, gunshot wound, obstetric calls for service (labor / delivery / hemorrhage), stabbing, 

stroke, structure fire, and unconscious or semi-conscious persons.  Fire Service reviews focus on reports 

of structure fires, hazardous material events, and railroad or aviation emergencies.  The assessment is 

graded on a scale that provides corrective action through a review with a Supervisor, counseling with 

the QA manager, or the establishment of a formal Plan of Action based upon the score received.  

Because QA assessments may be used to provide documentation on individual performance, staff may 

challenge or provide feedback on any QA assessment to the QA Manager. 

Standards & Best Practices 

Hamblen County ECD regularly meets with the compliance staff of our client agencies to ensure that 

communications related items which are a part of their accreditation or discipline-specific standards (i.e. 

– NFPA standards, CALEA requirements, etc.) are addressed and are being documented in the most 

applicable manner.  Additionally, the National Emergency Number Association (NENA) is an ANSI-

accredited Standards Developer and produces several classes of documents as an information source for 

the 9-1-1 industry.  These documents are revised periodically in order to maintain conformity with 

criteria or standards promulgated by various regulatory agencies as well as utilization of advances in the 

state of operational techniques, procedures, processes, and/or products.  Federal, state, or local 

regulations may also restrict or require modification of the recommendations.  Therefore, while the ECD 

does consider these documents, it does not limit itself to them as the only source of information.   

Nevertheless, NENA provides ECDs best practice resources in various categories, including accessibility, 

equipment and systems, data structures and management, telephony and core services, security, next 

generation 9-1-1 (NG-911), contingency planning, human resources, standard operating procedures, 

training, and wellness. 
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Community Outreach 

The ECD considers community involvement and public education key to enhancing emergency 

awareness, preparing the community for crisis, and linking citizens to their emergency responders.  Our 

participation in community functions, job fairs, educational presentations, and other engagement 

activities helps to educate individuals as to how 9-1-1 operates and the important role it serves in the 

safety and security of citizens.  This involvement can serve as an effective means of eliciting public 

support, identifying problems in the making, and fostering cooperative efforts in resolving community 

issues.  Our staff loves to engage with the public – no matter the occasion… and we always welcome the 

opportunity to conduct tours of our center or to speak to companies, civic clubs, fraternal organizations, 

youth groups, senior gatherings, or ANYONE! 
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State and National Involvement & Advocacy 

Hamblen County ECD is a member of the National Emergency Number Association (NENA), the 

Tennessee Emergency Number Association (TENA), and the Association of Public Safety Communications 

Officers (APCO).  The ECD is proud to have staff that have served our profession on the State level.  

Currently, Executive Director Eric Carpenter serves as Chairman of the Policy Advisory Committee for the 

Tennessee Emergency Communications Board (TECB).  Deputy Director Stacey Johnson serves on the 

TIES User Group’s Vendor Committee and Supervisor Cynthia Samples serves on the Training Advisory 

Committee for the TECB.  Additionally, Director Carpenter was the 2021-22 President of the Tennessee 

Emergency Number Association (TENA) and currently serves as its 2nd Vice President.  The ECD annually 

participates in “911 Day on the Hill” activities with the Tennessee General Assembly and maintains a 

positive working relationship with our elected representatives on the state and federal levels.  
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Operations Division 

The Operations Division oversees all call handling – both emergency and non-emergency – and all 

emergency service dispatching for Hamblen County and the City of Morristown; as well as providing the 

conduit for all National Crime Information Center (NCIC) activities for our law enforcement partners.  In 

addition to the public and our client agencies, staff deals directly with local utility companies, the Public 

Works and Highway Department, juvenile services, regional aeromedical services, the medical examiner 

and investigators, state and local park rangers, railroad representatives, local towing companies, and 

others.  In many ways, the delivery of critical services to our community is both tied to and dependent 

upon our Operations center.  Supervisors and communications training officers (CTOs) provide direction 

and help to ensure professional and efficient service under the guidelines of our policies and 

procedures.    

 

2025 Calls for Service by Agency 

Morristown Police Department 

The Morristown Police Department is the ECD’s largest client agency in terms of calls for service 

handled; accounting for just over fifty-two percent (52.08%) of dispatches and averaging 3,104 calls for 

service per month. 
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Hamblen County Sheriff’s Department 

The Hamblen County Sheriff’s Department accounts for over twenty-one percent (21.91%) of dispatches 

and averaged 1,306 calls for service per month. 

 

 

 

 

 

 

 

 

 

 

 

Morristown Fire Department 

The Morristown Fire Department accounts for over five percent (5.17%) of dispatches and averaged 308 

calls for service per month. 
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Hamblen County Volunteer Fire Departments 

Hamblen County’s fire service is comprised of four (4) autonomous, volunteer departments; North, 

South, East, and West.  Combined, they account for over one and a half percent (1.69%) of dispatches 

and averaged 100 calls for service per month. 

 

 

 

 

 

 

 

 

 

 

 

Morristown-Hamblen Emergency Medical Service 

As the jurisdiction’s sole EMS provider, Morristown-Hamblen Emergency Medical Service accounts for 

over seventeen (17.42%) of dispatches and averaged 1,038 calls for service per month. 

 

 

 

 

 

 

 

 

 

 

0

10

20

30

40

50

60

C
al

ls
   

 F
o

r 
  S

e
rv

ic
e

Hamblen County Volunteer Fire Departments 

East

North

South

West

600

800

1,000

1,200

1,400

1,600

Morristown-Hamblen Emergency Medical Service



19 
 

Our telecommunicators, based upon the information provided by the caller and our emergency medical 

dispatch protocols, determine the best possible code for each medical situation.  However, in some 

instances, our staff is unable to ascertain what the medical emergency is – resulting in the call being 

labeled as an ‘Unknown Problem’.  This is a priority call type and does not delay medical response.  In 

2025, only 4.37% of medical calls for service were coded as ‘Unknown Problem’. 

 

 

 

 

 

 

 

 

 

For addresses located inside the City of Morristown, a medical response unit from the Morristown Fire 

Department is dispatched to assist Morristown-Hamblen EMS providers on all Priority 1 (the highest, 

emergency priority) medical calls. 

 

 

 

 

 

 

 

 

Hamblen County Animal Control 

 Priority 1 Priority 2 Priority 3 Priority 4 

July 388 142 481 94 

August 351 130 461 71 

September 350 170 477 74 

October 374 137 530 85 

November 364 108 445 64 

December 388 121 496 83 

 Priority 1 Priority 2 Priority 3 Priority 4 

January 405 147 475 81 

February 379 138 361 67 

March 438 152 436 88 

April 416 149 381 80 

May 383 133 459 69 

June 374 146 436 68 
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Responding to a wide array of animal related calls, including injured, neglected, and vicious animals, as 

well as incidents regarding animal bites, nuisance issues, and livestock related calls, Hamblen County 

Animal Control accounted for less than one percent (0.90%) of dispatches and averaged 54 calls for 

service per month. 

 

 

 

 

 

 

 

 

 

Office of the Medical Examiner 

When a death occurs outside of a medical facility, or occurs when an individual has been in the facility 

less than a specific amount of time, notification is made to the Office of the Medical Examiner.  Hamblen 

County’s Medical Death Investigators accounted for less than one percent (0.71%) of dispatches and 

averaged 43 calls for service per month. 
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Historical Comparison by Agency 

Annual Calls for Service 
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Hamblen County Sheriff’s Department 

 

 

 

 

 

 

 

 

 

 

 

Morristown Fire Department 
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Hamblen County Volunteer Fire Departments 

 

 

 

 

 

 

 

 

 

 

 

Morristown-Hamblen Emergency Medical Service 
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Telephony Statistics 

How long are you on the phone? 

Hamblen County ECD processed 112,394 telephone calls and text messages in 2025.  Based upon the 

average call durations for emergency calls, non-emergency calls, text-to-911 sessions, and calls placed 

by the telecommunicator, our Operations staff was on the phone for thirty-six percent (36%) of the 

year… the equivalent of 24 hours a day for almost four and a half (4.5) months. 

131.42 days…    or 3,154 hours…    or 189,197 minutes…    or 11,351,794 seconds 

Average Call Duration  =  1 minute 41 seconds 

 

 

 

 

 

 

 

 

 

 

 

 

Call Transfers From To 
Bartlett Police 1 0 

Carter Co 911 1 0 

City of Clinton E-911 1 74 

Hamilton Co 911 1 1 

Hawkins Co 911 1 2 

Houston Co 911 0 1 

Jefferson Co 911 41 60 

Knox Co ECD 64 54 

Madison Co Sheriff’s Dept 1 1 

Memphis PD – Site B 2 1 

Monroe Co 911 0 9 

Sevier Co Dispatch 30 9 

Sullivan Co 911 2 1 

Union Co 911 0 42 

Washington Co E911 4 12 

Weakley Co Sheriff’s Dept 1 0 

Wilson Co ECD 0 1 

TN Highway Patrol 0 18 

Busiest Hours # Calls 

6/6/2025    18:00 80 

8/13/2025    10:00 56 

5/14/2025    15:00 56 

7/28/2025    13:00 55 

9/10/2025    15:00 55 

10/3/2025    09:00 55 

10/1/2025   15:00 52 

9/16/2025    16:00 51 

7/31/2025    12:00 49 

7/3/2025    10:00 49 

Class % 

BUSN 0.63% 

CNTX 0.00% 

PBX 0.31% 

RESD 0.39% 

VOIP 11.16% 

WPH1 22.99% 

WPH2 64.34% 

Unknown 0.19% 

45%

28%

26%

Incoming - Non-emergency Incoming - Emergency Outgoing Text-to-911
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Interpretation Services 

The ECD contracts with a language company to provide interpreters when needed so that we may best 

serve our non-English speaking callers.  In 2025, a total of 272 calls were connected to an interpreter; an 

decrease of 28.4% over the previous year.  The average time a caller is on the line with an interpreter is 

just over five and a half (5.60) minutes, with Spanish being needed 99.6% of the time.  

 

 

 

 

 

 

 

 

 

 

Abandoned Calls 

An abandoned call is an emergency call in which the caller disconnects before the call can be answered 

by the public safety answering point (PSAP).  In the event a call is abandoned, the ECD’s Operations staff 

is responsible for making call backs in a timely manner so as to determine if emergency services are 

needed.  

Last year, 2,304 calls were classified as abandoned.  Of these calls: 

• 501 times … the call was from a ‘9-1-1 only’ phone that cannot be called back 

• 1 time … the call had a PANI (pseudo-ANI) prefix 

• 240 times … the caller called back 

• 1,447 times … Operations staff placed a call back 

Speaking with every caller who attempts to reach emergency services is critical to our function as a 

PSAP.  These statistics indicate a net percentage rate of 0.37% of abandoned callers that the ECD was 

unable to reach / speak with.  
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National Fire Protection Association (NFPA) 1225 Compliance 

The ECD’s compliance with NFPA standards, specifically the Standard for Emergency Services 

Communications, is examined when the fire service agencies we serve undergo an Insurance Service 

Office (ISO) review.  This is important because the ISO ratings of fire departments are critical in the 

setting of insurance premiums for homeowners and businesses in our community. 

Chapter 15 of NFPA 1225 deals specifically with the operations and operating procedures of 

communications systems.  This standard requires that ninety percent (90%) of events received on 

emergency lines be answered within fifteen (15) seconds.  The guidelines also require the processing of 

emergency events that have the highest level of prioritization be completed within sixty (60) seconds, 

ninety percent (90%) of the time.  These types of calls, where there is an imminent threat to life, include 

structure fires, explosions, trauma, neurological emergencies (such as stroke or seizure), cardiac-related 

events, unconscious / unresponsive individuals, allergic reactions, individuals not breathing, choking, 

and any other calls that may be determined by the agency having jurisdiction.  

We continue to be pleased with our level of compliance under these benchmarks.  Since 2013, Hamblen 

County ECD’s monthly averages have never fallen below ninety percent (90%) for a 15-second or less 

answer rate.  And when it comes to processing and dispatching priority calls for service, our Operations 

staff are extremely efficient.  If fact, when all call types – both emergency and non-emergency – are 

combined, the ECD’s processing time for the Morristown Fire Department stands at just over fifty-three 

(53.2) seconds. 
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Emergency Medical Dispatching (EMD) 

Immediate care during a medical emergency can make the difference between life and death.  Hamblen 

County ECD has adopted EMD protocols in an effort to enhance the assessment of risk and to provide 

lifesaving interventions to the citizens and visitors of Hamblen County.  All telecommunicators are 

certified to provide EMD; a process maintained to the standards of the State of Tennessee and the ECD’s 

training policies.  The system utilizes protocols to enhance call handling by providing reliability, accuracy, 

efficiency, and timeliness on medical calls for service.  It allows for processing and performance that is 

consistent across EMS requests by using scripted prompts and questions that are situation-specific, 

eliminating freelancing and aiding in all EMS calls being dealt with in the same manner.  All protocols, 

including the policies, training materials, guidelines, and scripted information, are approved by the 

Director of the Emergency Medical Service and their Medical Director prior to use by the ECD. 

One facet of EMD is the ECD’s compliance with the Tennessee Emergency Communications Board Rule 

0780-06-02-07 regarding Telecommunicator Cardiopulmonary Resuscitation (T-CPR).  All Operations 

staff are CPR certified and are responsible for submitting T-CPR occurrences at the end of each shift.  

Instances of out-of-hospital cardiac arrest (OHCA) are documented to include the time the call was 

received, the time OHCA was determined, the time compressions began, the median time interval 

between receipt of call and OHCA recognition, and the median time interval between OHCA recognition 

and compressions. 

 

2025 T-CPR Events  =  160 
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Fire Service Dispatching (FSD) 

Like our EMD program, Hamblen County ECD also utilizes fire service dispatch (FSD) protocols that are 

specific to fire department operations and hazardous material incidents.  The goals of our FSD protocols 

are the same as well; gathering the best information possible from the caller so we can give potentially 

life-saving instructions and provide responding units with the most reliable assessment of the issues.  

Regardless of whether someone is reporting a structure fire, a grass or woodland fire, a chemical spill or 

leak, or some type of gas odor, all our telecommunicators are trained to gather the right information 

that will aid in faster response times, safer operations, and better situational awareness for first 

responders and the public.  And once again… this is done under nationally recognized professional 

standards that aid in achieving ISO benchmarks. 

 

License Plate Recognition (LPR) Technologies 

Across the nation, many communities use license plate recognition (LPR) technology to identify and alert 

responders to the presence of vehicles that are registered by law enforcement agencies as having been 

stolen or associated with an individual who is determined to be missing or a known suspect in a police 

matter.  Hamblen County and the City of Morristown have contracted with Flock Safety to provide 

approximately sixteen (16) LPR cameras throughout our jurisdiction.  In an effort to aid in improved 

police response, the ECD monitors alerts that are activated by this technology, compares the 

information gathered with the law enforcement entry in the National Crime Information Center (NCIC) 

database, and – when the information is determined to be accurate / matching – dispatches law 

enforcement to the area.  The ECD only receives alerts on three (3) classification types: stolen vehicles, 

stolen license plates, and missing persons. 

Since beginning in May 2025, the ECD received ninety-two (92) alerts this year.  Of these, our 

telecommunicators determined that thirty (30) were accurate and dispatched law enforcement 

accordingly. 
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NCIC / Terminal Agency Coordination 

The National Crime Information Center (NCIC) is a nationwide, 

computerized information system established as a service to law 

enforcement agencies - local, state, and federal.  NCIC serves 

criminal justice agencies in all fifty (50) states, the District of 

Columbia, Puerto Rico, and Canada with a goal to help the 

criminal justice community perform its duties by providing and 

maintaining a computerized filing system of accurate and timely documented criminal 

justice information.  The ECD serves as the Terminal Agency for NCIC activity for 

Hamblen County through user agreements with our client agencies and the 

Tennessee Bureau of Investigation.  In addition to call-taking and dispatch duties, Operations staff are 

responsible for the entry and modifications of all wanted persons, missing persons, orders of protection, 

vehicles, boats, firearms, securities, and all other articles / items placed into the system by our law 

enforcement agencies.  Monthly validations are conducted to ensure the information in the system is 

accurate and the Tennessee Bureau of Investigation (TBI) conducts an on-site audit of our operation 

every three (3) years.  Deputy Director of Operations Stacey Johnson serves as the ECD’s Terminal 

Agency Coordinator (TAC). 

 

Message Key Statistics by ORI 

 

 

 

 

 

 

 

 

 

 

 
 CITY COUNTY WSCC Juv. Ct. Housing PCSP 911 TOTALS 

2025 16,433 22,762 37 3 976 275 12 40,498 

Dep. Dir. Stacey L. Johnson 

0

5,000

10,000

15,000

20,000

25,000

30,000

35,000

40,000

2020 2021 2022 2023 2024 2025

City

County

WSCC

Housing

Juvenile Ct.



31 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



32 
 

Tactical Dispatching & TN-TERT 

Tennessee has developed regional Telecommunications Emergency Response 

Teams (TERT) that have the ability to respond throughout the State when 9-1-1 

operations are effected by a critical incident, disaster, or some other emergency 

that limits either their technical, operational, or staffing needs.  The ability to 

have a pool of certified tactical telecommunicators / dispatchers to draw from gives the State the ability 

to form teams when a crisis arises without taxing one ECD too heavily. 

 
Hamblen County ECD participates in this effort and is benefited by being provided 

advanced, technical training which allows personnel to become familiar with the 

processes and procedures necessary should our community incur a critical incident.  

Telecommunicator Shawn W. Lindsay oversees the Hamblen TERT Unit.  He has 

successfully completed the Incident Tactical Dispatch (InTD) course offered by the 

Cybersecurity & Infrastructure Security Agency (CISA), a requirement for regional 

TERT team leadership, and is certified to operate in tactical dispatch settings that 

may be utilized under state and federal disaster declarations; including the use of 

NIMS-related documentations for the purpose of FEMA reimbursement requests.  

He has also completed the National Incident Management System’s Communications Unit Leader (COM-

L) course.   Should an incident occur, TC Lindsay and his Unit (presently made up of seven 

telecommunicators) would play a significant role in command and control functions, particularly during 

the first 24 to 72 hours.  In fact, in September 2022, TC Lindsay deployed to Collier County, Florida to 

serve with Tennessee’s TERT Team in response to Hurricane Ian.  

S.C.O.T.T. 

Hamblen County ECD maintains a fully operational backup 

facility; our Secondary Center for Operations, Training, and 

Technology or S.C.O.T.T. 

Through our partnership with the Morristown Fire 

Department, S.C.O.T.T. is always online and provides the 

ECD with a call taking and dispatch area for times when 

additional 9-1-1 services are necessary, for instances 

requiring an enhanced communications presence (such as 

large-scale events), and for emergency / disaster operations 

that would cause the ECD to have to vacate its primary 

location.   

Additionally, S.C.O.T.T. serves as the location for our new employee ‘academy’, providing a less stressful 

environment for new telecommunicators to better acquaint themselves with our systems, processes, 

procedures, and techniques.  The network at S.C.O.T.T. can be placed in a ‘test mode’ which allows for 

real-time, hands-on familiarity before moving into live call taking and dispatching.  

TC Shawn W. Lindsay 
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Technical Services Division 

Systems Infrastructure, IT, and Networking 

The Technical Services Division is responsible for the efficient 

and effective operation of the ECD's technical components, 

including all computer networks and information services as well 

as the installation, configuration, maintenance, and repair of 

ECD equipment and software.  The management of 9-1-1 data 

and information systems, integration with the State of 

Tennessee Next Generation 9-1-1 network, geographic 

information systems (GIS), IP based radio consoles, computer aided dispatch (CAD) systems, digital voice 

logging recorders, the records management systems of our client agencies, and other operational 

components of the PSAP is critical.  Technical Services also manages our network of personal computers, 

laptops, printers, terminals, servers, scanners, application software, local/wide area networks, wireless 

systems, and related components. 

Radio Communications 

In October 2022, the City of Morristown and Hamblen County joined the 

Tennessee Advanced Communications Network (TACN), a statewide radio 

system that provides communication connectivity infrastructure for local, state, 

and federal first responders. With TACN, first responders, including law 

enforcement, fire, EMS, and other emergency service providers, have reliable 

communications capabilities for daily operations and the ability to talk to each 

other to coordinate at the local, regional, and statewide level to respond in the 

event of an emergency or disaster.  TACN is made up of mobile and fixed radio transmission sites across 

Tennessee, including Morristown’s own ‘Steve Peoples Pinebrook Signal Site’, so that responders will 

have consistent communication coverage.  In 2025, Deputy Director of Technology Jacob M. Peoples 

became a certified APCO Radio Technician and completed the National Incident Management System’s 

Communications Unit Technician (COM-T) course. 

Geographic Information Systems (GIS) 

Additionally, the ECD serves as a critical piece of the Morristown-Hamblen GIS alliance, along with the 

City of Morristown, Hamblen County Government, and Morristown Utilities.  MH-GIS provides crucial 

addressing and mapping coordination for the four organizations. They also provide oversight and 

guidance with regard to framing GIS policies, development and maintenance of the countywide GIS 

database, and providing analysis and support to all departments on integrating GIS within their present 

workflows.  The Technical Services Division, utilizing our partnership with Environmental Systems 

Research Institute, or ESRI (through our CAD vendor, Pulsiam), works together with MH-GIS to carry out 

our missions in the most practical, cost-effective, and efficient manners possible. 
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2025 Emergency Communications Staff 

   
Stacey L. Johnson, ENP S. Eric Carpenter, ENP Jacob M. Peoples, COMT 

Deputy Director of Operations Executive Director Deputy Director of Technology 
   

   
Brian C. Fugate, CMCP Cynthia A. Samples, CPE, ENP W. Peyton Jarnagin, CMCP 

Communications Supervisor – 
Night Shift 

Communications Supervisor – 
Day Shift 

Communications Supervisor – 
Evening Shift 

  

Communications Training 
Officers (CTO) 

Administrative Assistant 

Shawnna Y. Smith, ENP Jennifer L. Warner 
Deborah T. Russell*  

Telecommunicators 
   

Shawn W. Lindsay, COML Heather M. Bishop* Britney N. Turner* 
Serving Since 2010 Serving Since 2020 Serving Since 2022 

   

Chad R. Saylor Kirsten R. Roubion Whitney R. Baxley 
Serving Since 2023 Serving Since 2023 Serving Since 2024 

   

Alyssa M. Cummings Kendra D. Morie Marissa D. Purkey 
Serving Since 2024 Serving Since 2024 Serving Since 2025 

   

Breana D. Toth Megan L. Reid Kenzie B. Mullins 
Serving Since 2025 Serving Since 2022 Serving Since 2023 

   

  
  
  

* = Telecommunicators who have obtained NENA’s ‘Excellence In Dispatch’ Certification 
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530 North Jackson Street 
Morristown, Tennessee 37814 

423-585-2700 
www.hamblen911.org 
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MANAGEMENTS'S DISCUSSION AND ANALYSIS 

1 

As management of the Hamblen County Emergency Communications District, we offer readers of the 
District's financial statements this narrative overview and analysis of the District's performance during the 
fiscal year ending June 30, 2025 and June 30, 2024. Please read it in conjunction with the District's financial 
statements, which follow this section. 

OVERVIEW OF THE FINANCIAL STATEMENTS 

This annual report includes this management's discussion and analysis report, the independent auditor's 
report and the basic financial statements of the District. The financial statements also include notes that 
explain in more detail some of the information in the financial statement. 

REQUIRED FINANCIAL STATEMENTS 

The financial statements of the District report information of the District using accounting methods similar 
to those used by private sector companies. These statements offer both short-term and long-term 
financial information about its activities. The statement of the net position includes all the District's assets 
and liabilities and provides information about where the District has invested its resources (assets) and 
the obligation to the District's creditors (liabilities). 

All of the current year's revenues and expenses are accounted for in the Statement of Revenues, Expenses, 
and Changes in Net Position. This statement measures the success of the District's operations over the 
past year and can be used to determine whether the District has successfully recovered all its costs 
through surcharges and fees. 

The final required financial statement is the Statement of Cash Flows. The statement reports cash receipts, 
cash payments, and net changes in cash resulting from operating, investing and financing activities and 
provides answers to such questions as where did cash come from, what was cash used for and what was 
the change in the cash balance during the reporting period. 

FINANCIAL ANALYSIS OF THE DISTRICT 

One of the most important questions asked about the District's finances is "Is the District better off or 
worse off as result of this year's activities?" The Statement of Net Position and the Statement of Revenues, 
Expenses, and Changes in Net Position reports information about the net position of the District and the 
changes in it. One can think of the District's net position - the difference between assets and liabilities -
as one way to measure financial health or financial position. Over time, increases or decreases in the 
District's net position is one indicator of whether its financial health is improving or deteriorating. A 
summary of the district's net position and changes in it is presented on page 6. 
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ANALYSIS OF FINANCIAL POSITION AND RESULTS OF OPERATIONS 

As can be seen from page 6, (Summarized financial information), the District's net position has increased 
$55,182 during the year ended June 30, 2025. Revenues (Emergency Telephone Surcharge) increased by 
40%. Total expenses increased approximately 7%. The administrative staff and employees continue to 
remain diligent and cost conscious. 

For the year ended June 30, 2024, The District's net position increased $72,145. Revenues (Emergency 
Telephone Surcharge) increased by 2%. Total expenses increased approximately 12%. 

THE DISTRICT'S NET POSITION 

The District completed the year ended June 30, 2025, with a net position of $4,371,613, which is $55,182 
more than the prior year's ending net position of $4,316,431. 

The District completed the year ended June 30, 2024, with a net position of $4,316,431, which is $72,145 
more than the prior year's ending net position of $4,244,286. 

BUDGETARY HIGHLIGHTS 

The District adopts an annual operating budget, which includes proposed expenses and the means for 
paying these expenses. As conditions change during the year the budget may be amended to prevent 
budget overruns. 

All telephone surcharge revenue is now remitted by the dial tone providers directly to the State. A Base 
Funding amount was established by the TECB for each of Tennessee's one hundred {100) ECDs and is 
based upon residential and business line-counts in 2012. Hamblen County's Base Funding was set at 
$1,401,306 for June 30, 2025, and $876,360 for June 30, 2024. 

Interest income deposits were above expectations by $11,947 for the year ended June 30, 2025 and above 
expectations by $15,242 for the year ended June 30, 2024. 

Total expenditures were $229,812 less than budgeted with budget categories remaining in line for the 
year ended June 30, 2025. 

Total expenditures were $408,491 less than budgeted with budget categories remaining in line for the 
year ended June 30, 2024. 

CAPITAL ASSETS 

The District's investment in capital assets amounted to $3,005,733 with accumulated depreciation of 
$1,187,680 for year ended June 30, 2025. The District's investment in capital assets amounted to 
$2,940,134 with accumulated depreciation of $1,075,622 for year ended June 30, 2024. 

Capital assets include the building, communications equipment, a vehicle, office furniture and equipment, 
and construction in progress of a building. 


