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Cheryl Bledsoe, Director 

Clackamas 911 (CCOM) 
2200 Kaen Road, Oregon City, OR 97045  

 
June 20, 2024 BCC Agenda Date/Item:   

 

Board of County Commissioners 
Clackamas County 

Approval of a Contract with the Denise Amber Lee Foundation (DALF) for Quality Assurance 
Reviews. Contract value is $300,000 total across 5 years. Funding is through the CCOM Budget. 

No County General Funds are involved. 
 

Previous Board 
Action/Review 

None 

Performance Clackamas Ensure safe, healthy, and secure communities. 

Counsel Review 6/20/2024 Procurement Review Yes 
Contact Person Cheryl Bledsoe Contact Phone 503-655-8370 

 

EXECUTIVE SUMMARY: Clackamas 911 (CCOM) has been working with the Denise Amber Lee 
Foundation (DALF) to provide random Quality Assurance Evaluations (QAE) for our 911 calls and 
our emergency dispatch services. Prior to this contract, CCOM had about 1% of its calls reviewed 
on an annual basis since 2022. The purpose of this contract is to increase the reviews to 2% of 
call volume which is an industry standard for 911 centers who seek to become accredited. This 
contract provides 2800 call reviews and several calibration sessions to ensure that evaluators are 
scoring similarly, based on CCOM’s procedures.   
 
CCOM began its Quality Improvement (QA/QI) program in 2021. We completed 1% call reviews in 
both 2022 and 2023. Because our score averages in 2023 are above 90% in all categories, it is 
time to increase the number of calls reviewed to collect documentation and prepare to 
demonstrate that our services qualify for accreditation.  
 
These reviews will be paid for from the Clackamas 911 departmental budget which is funded 
through a mix of 9-1-1 tax funds and member fees from the agencies CCOM provides services for.  

 
RECOMMENDATION: Staff recommends that the Board of County Commissioners approve 
Contract #9652 with the Denise Amber Lee Foundation (DALF) to provide Quality Assurance 
Evaluation reviews.  

Respectfully submitted, 
 
 
 

Director / Clackamas 911  
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EXHIBIT A 
SCOPE OF WORK 

Contractor shall provide Calibration Sessions and Quality Assurance Evaluation (QAE) Services, 

Calibration Sessions: 
The Contractor shall perform Calibration Sessions to ensure that the DALF QAE Team as well as any 
QAEs performing evaluations in house by the County are grading all calls consistently to policies, 
procedures, and protocols of the County. The Contractor shall evaluate all 9-1-1 Calls for comparison to 
and compliance with any protocol or standard that County may communicate to Contractor. If County 
does not so identify a standard, the Foundation shall evaluate calls to the APCO/NENA ANS 
1.107.1.2015 Standards for the Establishment of a Quality Assurance and Quality Improvement Program 
for Public Safety Answering Points (either, the "Standard'.,). 

The Contractor shall perform up to three (3) Calibration Sessions with its assigned QAE Team before 
going live. The QAEs shall review ten (10) calls in each session and make sure all questions are weighted 
properly and align with County's policy and protocol. If County also has in house QAEs that shall 
continue to review calls, they shall be included in the Calibration Sessions so that both teams are grading 
all calls consistently to policies, procedures, and protocols of the County. 

The Contractor and County shall work together to develop an effective procedure to allow the Contractor 
to receive and listen to randomly selected 9-1-1 Calls on a remote basis. The Contractor shall not be 
expected to monitor the 9-1 -1 Calls on-site. The Contractor shall be required to provide services 
hereunder only as to 9-1-1 Calls that it receives from the County. All pre-implementation work can be 
completed remotely via conference calls and email. 

The number of 9-1 - 1 Calls that the County shall provide to the Contractor for assessment shall be agreed 
by both parties. 

For each 9-1-1 Call that the Contractor assesses, within fourteen (14) business days of the Contractors 
receipt of the 9-1-1, the Contractor shall provide the County with a written report (the "Report") 
containing (a) Contractor's assessment of the 9-1-1 call in comparison to the applicable standard; (b) the 
Contractor's recommendations for changes that County could implement to improve its performance 
under the criteria of the standard; and (c) such other information as the Contractor and County may agree. 

The three (3) Calibration Sessions shall be billed at $100.00/hour of consulting time/QAE Team 
Member. 

Quality Assurance Evaluation Service: 

The Contractor shall provide Quality Assurance Evaluations, on a random selection basis, of 
"Events." An "Event" is identified as a single 9-1 - I call or a single 9-1 -1 dispatch. The Contactor 
shall evaluate all "Events" for comparison to and compliance with any standard that the County may 
communicate in a writing delivered to the Contractor or, if the County does not so identify a 
standard, with the APCO/NEN A ANS 1.107.1.2015 Standards for the Establishment of a Quality 
Assurance and Quality Improvement Program for Public Safety Answering Points (either, the 
"Standard"). 

These services shall be provided at $17 .62/Evaluation. 
The Contractor shall invoice the County monthly for the call volume received. 

Any requests by the county to perform a detailed Analysis on a specific call or major event, the 
Contractor shall be compensated at a rate of $100.00/hour to perform the analysis. A detailed analysis of 
an incident requires the call or dispatch to be transcribed and comprehensive comments written on the 
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various components of the incident. Clearly defined documentation of the staff member's adherence to 
policies and procedures must be included. This is most often done when the agency is expecting to be 
litigated. 

If the County wishes to have the entire dispatch reviewed and realizing that some dispatch traffic can go 
on for a much longer time, the above pricing includes up to, fifteen (15) minutes in length. For dispatch 
records longer than the initial fifteen (15) minutes, the Contractor shall bill those longer reviews at 
$40.00/hour after the initial fifteen (15) minutes. The above pricing includes a monthly conference call 
between appropriate staff with the Contractor and County to discuss the process and any concerns or 
alterations that may need to take place to improve the level of service. 

Any reports provided are intended solely for the education and information of the County, which is under 
no obligation to modify or change any aspect of its 9-1-1 Call operations in any way as a result of the 
findings set forth in the report. 

The Contractor requests that the County send calls to be evaluated at least once a month in order to 
respect contractual turnaround times and the integrity of the Quality Assurance Program. 

Deliverables: 

No. Description of Deliverables Due Date or Estimated 
lnuration 

2800 Calls/Event Reviews (2% of CCOM call volume, actual Each calendar year 
number may vary annually, 
based on call volume) 

Up to 3 Calibration / Validation Session to ensure uniformity of Each calendar year 
evaluations across evaluators 
(at request of the CCOM QA/QI Coordinator, may occur Ix 
per quarter) 

Milestones: 

No. Tasks/Milestones Responsible Party Estimated completion 
date 

Provision of Randomized Data CCOM Weeklv 
Completion of Event Reviews UALF Within agreed upon 

Limelines 

Miscellaneons: 

'lo. Special Requirements of Contractor or County 
DALF & CCOM shall continue to use Frontline and AQUA software for delivery 
of call reviews 
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