
NG9-1-1 Training Recommendations and  
PSAP Education Program (PEP) Use Cases 

 
The PSAP Education Program (PEP) provides funding to primary PSAPs for the purpose 
of obtaining 9-1-1 and GIS education and training.  Funding is made available through 
the Code of Virginia and administered by the 911 Services Board.  Funding is limited to 
public safety communications and GIS personnel in the PSAP and in support of NG9-1-1 
readiness and deployment. 
 
The Virginia Information Technologies Agency’s (VITA’s) Integrated Services Program 
(ISP) seeks to leverage the national NG9-1-1 recommendations and Virginia educational 
and training opportunities funded through the PEP to provide practical examples that all 
Virginia 9-1-1 center managers can leverage to provide NG9-1-1 training and 
educational opportunities for their staff.  VITA-ISP recognizes that Virginia cannot 
mandate additional training standards without legislation.  However, through a review 
of PEP grant usage over the years, especially in the most recent three grant award 
cycles, we have been able to identify some best practices with the use of PEP funding, 
resulting in a statewide utilization rate of this program of over 90%.  In addition, a 
number of PEP grant recipients use their grant funding to provide and/or attend NG9-1-
1 education and training opportunities.           
 
Often managers of the smallest and most rural Virginia 9-1-1 centers struggle to 
provide quality programming for their staff.  With the availability of up to $7,000 in 
funding for each Virginia primary wireless PSAP, ISP staff and Regional Advisory Council 
(RAC) members want to create a resource that offers benefits to all 9-1-1 center 
managers in the commonwealth.  Small and rural 9-1-1 center managers can learn from 
national organizations and other Virginia 9-1-1 center managers on how to locate and 
access NG9-1-1 training and educational opportunities that can be paid for through the 
PEP and afford online access and self-study approaches.   
 
Virginia PEP Funding Usage 
 
The PEP grant program type has evolved over the years.  Initially, funding was provided 
to eligible PSAPs for state conference attendance for VA APCO and VA NENA.  However, 
usage and attendance was hovering around 40%.  The PSAP Grant Committee and ISP 
staff recommended that the program be extended with regard to training and 
educational opportunities.  In FY12, the Wireless Education Program was formalized 
into the PSAP Grant Guidelines.  This expanded program allowed the PSAPs to utilize 
the PEP funding for other training opportunities outside the two state conferences, but 
it still did not go far enough. 
 
With the FY17 PSAP Grant Guidelines, the PEP grant program was expanded, adding 
opportunity for eligible PSAPs to jointly seek funding for regional and/or statewide 
training and/educational opportunities.  The funding expansion also allowed the funds 



to be used for national conferences and online opportunities.  Further, the PEP included 
funding for training GIS personnel, who are instrumental to the PSAP’s preparedness, 
readiness, and sustainability of GIS data for the impending NG9-1-1 deployment.  As a 
result of the expanded PEP grant program, the amount of available funding increased.  
Beginning with FY20, PEP applicants were able to apply for and received $3,000 for 
individual grant application, and $4,000 per participating PSAP for multi-jurisdictional 
PEP grants.  A multi-jurisdictional (MJ) PEP is training and/or educational projects in 
which two or more primary PSAPs participate.  
 
In FY20 alone, between six multi-jurisdictional PEP grant awards, 64 PSAPs participated 
in a number of training and/or education projects using the MJ PEP funding.  Of the 64, 
57 of the participating PSAPs were Virginia’s most rural and/or smallest PSAPs.  
 
As of the FY21 PSAP Grant Guidelines, the PEP grant covers not only training 
opportunities available through state and national conferences, online training courses 
through APCO and NENA, but includes expansion on the online training to subscription-
based training, certification courses and reimbursement for certification exams and 
study/instructional materials.   
 
During the recent FY21 PEP Grant Application Cycle, ISP received 100 applications 
totaling $488,500 in requested grant funding.  12 of the applications were multi-
jurisdictional PEPs, which is a 50% increase from previous MJ applications.  Of the 31 
PSAPs that did not submit individual PEP grant applications, eight are participants with 
other PSAPs on regional (MJ) applications. 
 
Feedback from Virginia PSAPs on PEP Grant Funding 
 
Mickie Martin, E911 Coordinator, Patrick County (MJ PEP) –  
 

“It has always been a challenge to get good affordable training for our 911 
dispatchers throughout the years.  Our agency is small with two dispatchers 
usually on each 12- hour shift.  It places a burden on everyone when we are 
short on staff and that includes sending our dispatchers to training.  One of the 
biggest constraints, however, is the lack of affordable training geared specifically 
to our dispatchers. 
 
Through the multi-jurisdictional PEP grant program, we were able to bring 
training to our area!  We were able to not only provide training for Franklin 
County, Martinsville/Henry County, and Patrick Counties we were fortunate to 
include surrounding counties as well, such as, Pittsylvania County, Twin County, 
and the City of Danville.  
 
This grant program has provided us the opportunity to provide specialized 
training to our dispatchers, such as, Active Shooter, Verbal Judo, Denise Amber 



Lee Foundations, “A Victim’s Plea”.  Not only did we benefit from this training, 
but it also provided our agencies the opportunity to come together, to get to 
know each other and put a face to the voice we talk to almost daily. 
 
We greatly appreciate this valuable resource.” 

 
Jessica Swinney, Geographic Information Officer/Emergency Management Coordinator, 
Wise County (MJ PEP) 
 

“Regional collaboration has always been essential to maximizing funding in 
Southwest Virginia. During regional meetings, training topics and benefits are 
discussed. The localities are routinely engaging in conversations regarding 
training needs and new trends in the industry. Being current with NG911 PSAP 
advancements in technology and procedure is important.  
 
The multi-jurisdictional PEP grant has allowed the Southwest region to host a 
number of trainings and education for the dispatchers as well as GIS staff. It has 
been a tremendous asset to our region by bringing state and national speakers 
to the region. This “local” training has allowed multiple dispatchers to be trained 
without having to travel long distances or overnight for training. It has been 
invaluable to the region and its citizens.  
 
In November, the Southwest region will host the fourth annual GIS/PSAP (911) 
Education Day. It is typically held on “GIS Day.” This is a unique opportunity that 
provides subject matter experts, vendors, peer presentations, and invaluable 
networking here in the Southwest region. This Education Day provides an 
opportunity to meet with vendors and to hear from industry leaders regarding 
cutting edge technology and procedures/guidance on how to deal with day to 
day operations. The Education Day has had Denise Amber Lee Foundation, 
RapidSOS, and others as past keynote speakers. The multi-jurisdictional PEP 
grant as well as sponsorships from the vendors makes this event a free event for 
the attendees.  
 
The multi-jurisdictional PEP grant also has allowed for staff to attend national 
conferences such as NENA. This would not have been possible through local 
budgets. Staff have also been able to attend regional as well as other state’s GIS 
or PSAP conferences due to the proximity of the Southwest region to other 
states.  
 
The multi-jurisdictional PEP grant has been a tremendous asset to the Southwest 
region by allowing us to host industry leaders in our area. The first time the “The 
Victim’s Plea” course through the Denise Amber Lee Foundation was taught in 
Virginia it was taught in the Southwest region. Multiple jurisdictions were able to 
take advantage of this course taught in our region.”  



 
Jolena Young, 911 Coordinator, Twin County (MJ PEP) 
 

“My goal, as is the goal of many of my neighboring PSAP managers, is to send 
each of my 12 telecommunications to a minimum of one offsite class per year.  
This would not be feasible without the regional PEP Funds.  With the individual 
PEP grant, I can send about 3-4 people to the APCO/NENA training.  The 
regional PEP funds enables us of offer 3 or 4 local classes.  Myself and other 
PSAPs can send 2 or 3 individuals to these.  Finally, our academy offers a few in-
service classes.  Without the regional PEP funding, it would be very difficult to 
offer this critical offsite training to each employee, while maintaining minimum 
staffing levels. 
 
Our sub-region of participants also utilizes the grant to provide supervisor and 
instructor training through APCO's on-line training.  Classroom training for 
Supervisor and Instructor is rarely close enough for us to participate by daily 
commute.  Most of us have very limited travel budgets.  Additionally, the on-line 
training allows an individual to take the course early in their promotion rather 
than having to wait months for a class to be near.  The instructor training then 
allows us to teach more students locally.  This is critical training for new hires for 
our Emergency Medical Dispatch Program.  Without the local instructors, the 
training would be 8 times the cost. 
 
This past year we utilized the funding for on-line subscription training.  This 
enables dispatchers to receive a monthly 1-hour training session at their 
workstation. 
 
Finally, we utilize the funding to send GIS to the Federal ARCGIS Conference to 
ensure they stay abreast of new product features to help maintain our 911 GIS 
data. 
 
We utilize the funding so that localities have options for training that fit their 
center's need and supplement academy training which is typically limited to law 
enforcement topics.” 

 
Hidrena Young, Deputy Director, York-Poquoson-Williamsburg (Individual PEP) 
 

“With the PEP grant funding, we are able to send several dispatchers to the 
APCO conferences in Roanoke as well as the NENA/APCO Conference in VA 
Beach.  Budgets are tight these days, so the extra funding through the grant has 
helped us a lot.  This year, we were actually able to send 4 dispatchers along 
with myself to the APCO International Conference in Baltimore because of the 
money we saved from the PSAP grant.” 

 



Jeff Flournoy, E911 Director, Eastern Shore (MJ PEP) 
 

“Although suspect nothing new to how training can be conducted, in our region 
(the Tidewater area of Virginia) recent years have seen collaboration between 
several 9-1-1 Centers (both small, more rural and larger, more urban). In FY19, 
the 9-1-1 Centers from the cities of Norfolk, Chesapeake, Virginia Beach, and the 
Eastern Shore of Virginia (serving Accomack and Northampton Counties) 
submitted a request to VITA (using the PEP program) for training funds to be 
used in our region for public safety telecommunicators. This required the 
managers of the involved 9-1-1 Center's working together on the needed 
agreement for the grant submittal and then after funds were awarded, additional 
dialogue on the specifics of the classes; such as the type of training to be 
offered, when to conduct the training, and the appropriate venue (in our region) 
to locate the training. After the needed discussion last fall and winter, two types 
of classes were offered in our region (using these funds); one class designed to 
improve the overall mental health and well-being of those in our profession and 
a second focused more on the Training Officers in our 9-1-1 Centers. The classes 
were also opened up to other 9-1-1 Centers in and around the Tidewater region. 
Based on feedback from those attending, we feel the training was solid and 
beneficial. Another regional PSAP grant was submitted and approved for FY20; 
we are currently working on solidifying the plans for using these training funds. 
Most likely the same jurisdictions (and perhaps a few additional) will be 
submitting a similar grant for FY21. From where I sit is a good use of tax-payer 
funds to provide needed public safety training in the Tidewater region.” 

 
Thomas Nolan, 911 Director, Powhatan (Individual) 
 

“As a Director of a small PSAP, we have limited training dollars and sometimes 
these budget line items have to be shifted to other critical operational needs. 
The PEP grant funding provides us an opportunity to attend the fall and spring 
APCO/NENA each year. We also used these funds for other training opportunities 
throughout the year. Without this funding, Powhatan County would drastically 
have to cut the number of attendees at conferences and training sessions. We 
really appreciate the support we receive from VITA PEP and hope the funding 
continues for years to come.” 

 
Mellanie Shipe, ECC Director, Shenandoah (MJ PEP) 
 

“Shenandoah County had the opportunity to utilize a multi-jurisdictional grant 
provided from VITA for training which otherwise would have been unavailable to 
us and surrounding jurisdictions. The course offered valuable information to all 
Communications Officers in handling 911 calls and services provided to our 
customers. Our position is of critical importance to the community we serve; 
these continuing education courses allow our Communications Officers to expand 



their knowledge to provide better service. We were excited for the chance to 
participate in these events and training opportunities that were once unavailable 
to our agencies because of these grant opportunities.” 

 
John Korman, Communications Operations Manager, Fairfax (MJ PEP and individual) 
 

“The participating localities make the most use of the PEP funding to train PSC 
personnel by each locality brainstorming a list of topics (mental health, stress, 
supervisory) or specific courses (e.g., Power of Resilience by The Healthy 
Dispatcher) desired. 
 
Once the list is generated, each participating locality votes for 3 or so classes on 
the list. 
 
Those classes with the most votes is what I put forward for scheduling, without 
exceeding the total grant fund amount. 
 
From the trimmed list, I solicit which participating locality can host a course(s). 
This way, one locality is not always hosting and other localities are not always 
traveling, be it near or far. Plus, class attendees visit other 911 Centers 
throughout the state.  All courses selected are in-person so travel is always 
required by some localities. 
 
We have had great success with the grant funds by bringing vendors to the area 
who would otherwise not normally be here (all have been out of the area). 
 
Fairfax County separately applies for grant funds to be used at national and 
regional conferences, notably VA-APCO and VA-NENA conferences, which affords 
staff and supervisors to attend educational sessions.” 

 
Professional Organization Training and Certification Opportunities 
 
With the expansion of the PEP grant program, Virginia saw a major uptick in the use of 
the PEP funding for training and certification opportunities through the two major 
professional organizations, the Association of Public Safety Communications 
Professionals (APCO) and the National Emergency Number Association (NENA).  There 
is a multitude of information available online about NG9-1-1, its role in the public safety 
community, and how it will impact first response through the country.  These resources 
include FirstNet, APCO, NENA, NG911 NOW Coalition, and various state and local fire, 
EMS, sheriff, and police departments.  However, APCO and NENA remain on the 
forefront of training and continuing education for PSAPs.  On the vendor side, there are 
several vendor-specific training programs from RapidSOS, Smart911, Pulse Point, Noon 
Light, OnStar and other telematics.  Each of these vendors stress the importance of the 



PSAP having NG9-1-1 ready equipment and preparedness of the PSC personnel to 
handle the type of information that NG9-1-1 will deliver into the PSAP.  
 
In addition, APCO and NENA have created training courses and resources to help 9-1-1 
center managers educate themselves and their staff on the technological and 
operational impact of NG9-1-1.   
 
Association of Public Safety Communications Professionals (APCO) 
 
APCO, one of the primary leader in providing training for Public Safety 
Telecommunications, provides its continuing education for the telecommunicator usually 
at no cost to APCO members such as APCO’s CDE.  A CDE is a Continuing Dispatch 
Education course and credits can be earned for participating by taking their course(s).  
They range in a variety of topics from best practices in a Communications Center to 
educational information on growing trends on the types of calls that a Communications 
Center receives each day. APCO also offers Live Webinars, free for APCO members.  
Some of the most recent CDE courses include active shooter, quality assurance best 
practices, social media, the impact of NG9-1-1, FirstNet, and PSAP operations and 
Public Safety Communications.  They also address topics that hit on a personal level, 
such as aging in the dispatch center.  Note, non-members do have a fee to listen to the 
presentations. 
 
APCO has a professional development series that they usually make available at their 
annual conferences. Some of those topics are directed more to the front line dispatcher 
and how they do their jobs on a daily basis. The focus is making good dispatchers 
better and their classes do a wonderful job of imparting information that is relevant and 
extremely beneficial.  
 
APCO training opportunities provide a realistic view of the dispatcher’s critical role in 
first response through presenters and contributors that have been involved in a high 
profile, actual incidents.  These presenters and contributors share their personal 
experienced and how their centers were able to handle the incidents. This is an 
invaluable resource to all telecommunicators throughout the industry.  Some of the 
most recent upcoming webinars tackle the subjects of “Deploying NG9-1-1 in the Cloud; 
the Truths, Myths & Best Practices”. There are several other upcoming webinars 
discussing LMR to LTE and best practices for interoperability as well as one on trends in 
additional data, beyond Location. 
 
More recently, Virginia PSAPs have taken advantage of the PEP funding for APCO 
Institute’s General Illuminations program, which is an annual subscription-based service 
that allows you to obtain topic-specific, at-your-desk continuing education. The program 
is open to anyone in the public safety communications industry.  Subscribers earn one 
CDE for each monthly course completed. 
 



National Emergency Number Association (NENA) 
 
NENA is another leader in public safety communications training online and through 
webinars and conferences.  They offer CEU (continuing education units) towards ENP 
certification and other related certifications through their Professional Development 
CEU/Course Credits section.  These offerings include conferences and forums such as 
the NENA's NG9-1-1 Standards and Best Practices Conference and the Wellness Critical 
Issues Forum.  NENA’s conference and forums are interactive, informative, attendee-
driven events where attendees not only learn about the standards that are spurring the 
development and implementation of NG9-1-1 technology and operations best practices, 
but also create the guidelines, resources, and documents that enable NG services, 
systems, and PSAPs to reach their full potential. 
 
With your peers from across the 9-1-1 universe, attendees discuss and work to address 
the most pressing NG-related issues, including: GIS and NG-data needs; location 
services and accuracy; interoperability; telecommunicator SOPs; procurement and 
transition planning; security and resiliency; social media; apps and the Internet of 
Things; multimedia messaging and accessibility; disaster planning; staffing, hiring, and 
training; and the evolution of 9-1-1 center supervision and management. 
 
NENA’s Stress, Wellness, & Resiliency: A NENA Critical Issues Forum offers expert first-
hand instruction on stress, PTSD, vicarious and cumulative trauma, burnout, and a 
variety of other mental and physical ailments that plague the 9-1-1 community. 
 
The Virginia PSAP Education Program (PEP) funds all of these Public Safety 
Communications (9-1-1) training and continuing education opportunities, keeping 
Virginia PSAPs and its community ahead of NG-911 preparedness, deployment, 
readiness, and sustainability for years to come. 
 
 


