
 

 

 

Appendix 
to the Report of the  

911 Telecommunicator 
Pension Benefits  
Working Group 

 

All information in this appendix was provided to the working group and posted on the 
Legislative Commission on Pensions and Retirement (LCPR) website over the summer 
and fall of 2021. Most of this information was presented and discussed at a meeting of 
the group. 

 

 



 

Table of Contents i 

Table of Contents 
A. Data .................................................................................................................. A-1 

1. Overview of 911 telecommunicator positions in Minnesota (state and local  ........................ A-2 
government employees) by public safety answering points (PSAPs) 

2. Average salaries of state and local government 911 telecommunicators  ............................ A-13 
3. 911 telecommunicators in the MSRS General Plan  ............................................................... A-14 
4. 911 calls from 2016 to 2021 to local government PSAPs  ...................................................... A-15 
5. 911 calls during 2021 to State Patrol PSAPs ........................................................................... A-16 
6. Turnover in State Patrol 911 telecommunicators .................................................................. A-18 
7. Workers' Compensation ......................................................................................................... A-20 

• Data  ............................................................................................................................ A-20 
• PowerPoint by Brian Zaidman, Senior Research Analyst, Minnesota ........................ A-28 

Department of Labor and Industry (DLI) 
• LCPR Staff memo summarizing data .......................................................................... A-38 

B. Surveys ............................................................................................................. B-1 
1. Survey of 911 telecommunicators employed by the state on importance  ............................ B-2 

of pension features and transfer to the MSRS Correctional Plan, by LCPR Staff 
• Survey text .................................................................................................................... B-2 
• Survey results ............................................................................................................... B-3 

2. Survey of 911 telecommunicators employed by the state and local governments ................ B-9   
on importance of pension features and transfer to the PERA Correctional Plan and  
gathering data on working conditions, by Dar Pankonie, President of the Minnesota  
chapters of the National Emergency Number Association (NENA) and the Association  
of Public-Safety Communications Officials (APCO) and Chair of the Working Group 

• Survey text .................................................................................................................... B-9  
• Survey results ............................................................................................................. B-16 

3. Survey of municipal employers on 911 telecommunicator recruitment, retention, ............. B-27 
other, by League of Minnesota Cities (LMC) 

• Survey results ............................................................................................................. B-27 

4. Survey of county employers on 911 telecommunicator retention, recruitment,  ................ B-29 
other, by the Association of Minnesota Counties (AMC) and Minnesota Inter-County 
Association (MICA) 

• Summary ..................................................................................................................... B-29 
• Survey results ............................................................................................................. B-31 

5. Survey by the National Association of State Retirement Administrators (NASRA) ............... B-37  
of 911 telecommunicator pension benefits under pension plans in other states  





Appendix 

Section A 
Data 

Section A, Data Appendix p. A-1

























State Patrol or 
Region

No. of Dispatchers Positions 
(not including supervisors)

No. of Dispatchers Positions 
with Salary Information available

Average (mean) bottom of 
salary range by position

Average (mean) top of 
salary range by position

State Patrol 68 68 $47,982 $65,626
Metro Region 487 421 $49,890 $71,516
NW Region 141 58 $44,738 $60,758
NE Region 136 86 $44,694 $57,344
CE Region 172 97 $45,789 $64,115
SC Region 136 38 $46,163 $61,423
SE Region 124 22 $53,622 $68,432

Comparing 911 Telecommunicator Salary for State Employees and Local Government Employees

Comparing state patrol salary to local gov salary.xlsx 1 of 1

Average salaries of state and local government 911 telecommunicators 
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Date: August 26, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Dana Wahlberg, Director, Emergency Communication Networks, 
Minnesota Department of Public Safety 

Subject: PSAP (Public Safety Answering Point) call data 

I only have data back to 2016, but you will be able to see a consistent trend fluctuating by fewer than 100,000 calls 
throughout these six years. Text to 9-1-1 was implemented statewide in December 2017. We do not have statewide 
reporting for text but was able to get statistics from a vendor that is relatively close. 

Minnesota 9-1-1 calls in total per year 

2016 = 2,988,355 
2017 = 2,914,620 
2018 = 2,924,330 Text to 9-1-1 implemented 
2019 = 3,067,055 Additionally approximately 7,000 text to 9-1-1 calls 
2020 = 2,948,550 Additionally approximately 7,000 text to 9-1-1 calls 
2021 =  *933,247 *This is for January through May only

NOTE:  LCPR staff created the above line graph 
using the data provided by Dana Wahlberg. 
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From: Boyer  Timothy (DPS)
To: Lisa Diesslin
Subject: information for the group specific to State Patrol PSAP Operations 2021 to date
Date: Monday, September 13, 2021 9:34:20 AM
Attachments: image001.png

image003.png
image002.png

Good Moring Lisa;

Last week it was discussed at length the ability to gather call volume data at individual PSAP’s.

Below is a snapshot of the to date call volumes for the two primary PSAP’s as well as the Capitol Security PSAP  (all State Patrol).

This report includes all:
· incoming 911 calls / administrative calls

Outgoing Administrative calls placed by the Dispatchers for things such as :
·  Calling tow trucks
·  Reports
·  Allied partner agencies
·  Ambulances
·  Fire departments
·  MNDOT
·  Etc…

368,041 total, this breaks down to approximately 1,446 telephone transactions per day (24 hours per day)
·  153,922 incoming 911 calls
·  213,212 administrative calls

o  115,347 incoming
o  87,894 outgoing
o  9,881 abandoned (not answered before disconnect)

If you have questions or would like a more detailed report please do not hesitate to ask

911 Calls During 2021 to State Patrol PSAPs
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Timothy Boyer
Statewide Director of Communications
Minnesota State Patrol
651-757-1980
timothy.boyer@state.mn.us

  Website  Facebook  Twitter
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Date: August 9, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Timothy Boyer, Statewide Director of Communications, Minnesota State Patrol 

Subject: Turnover in the State Patrol Communications Section 

The State Patrol Communications Section full complement is 81.5. This includes: 

• 1 Director
• 2 PSAP Managers
• 9 Radio Supervisors
• 69.5 Radio Communications Operator positions

I currently have the following vacancies: 

• 1 Supervisor Roseville
• 15 Radio Operators in Roseville - RTMC
• 2 Radio Operators in Rochester – SRCC

In terms of turnover:  we have 11 individuals at the RTMC in Roseville that have left or were not certified 
since this time in 2020 to present. 

We currently have 15 vacancies for a variety of reasons. 

• 3 people moved out of state
• 1 retired  (24.5 years of service)
• 1 completed a college degree and moved into the field of choice
• 1 left to run his own non-profit
• 1 went to be a licensed police officer
• A number of individuals left for other agencies, Anoka County Dispatch, U of M PD Dispatch,

Minnesota Department of Corrections

The SRCC in Rochester had: 

• 1 move out of state
• 1 Retire 24 years of service (plus previous experience with Goodhue County)
• 1 go to the DOC
• 1 leave the field.

Turnover in State Patrol 911 Telecommunicators 
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Claim acceptance for indemnity benefits

2020 claims with injury dates through Sept. 25.

Claim count Claim percentage

Worker/ organization
Injury 
years

Not 
determined 
or not lost 

time
Not 

accepted Accepted Total

Not 
determine

d or not 
lost time

Not 
accepted Accepted Total

Percentage 
accepted 

among claims 
with 

determinations
Dispatchers 2003-5 1 5 13 19 5% 26% 68% 100% 72%

2006-8 1 2 21 24 4% 8% 88% 100% 91%
2009-11 0 2 9 11 0% 18% 82% 100% 82%
2012-14 0 6 4 10 0% 60% 40% 100% 40%
2015-17 1 3 10 14 7% 21% 71% 100% 77%
2018-20 1 4 9 14 7% 29% 64% 100% 69%
Total 4 22 66 92 4% 24% 72% 100% 75%

Corrections 2003-5 11 74 328 413 3% 18% 79% 100% 82%
2006-8 20 69 334 423 5% 16% 79% 100% 83%
2009-11 8 65 311 384 2% 17% 81% 100% 83%
2012-14 18 93 309 420 4% 22% 74% 100% 77%
2015-17 25 89 247 361 7% 25% 68% 100% 74%
2018-20 45 142 422 609 7% 23% 69% 100% 75%
Total 127 532 1,951 2,610 5% 20% 75% 100% 79%

All other public workers 2003-5 192 393 2,513 3,098 6% 13% 81% 100% 87%
2006-8 133 278 2,293 2,704 5% 10% 85% 100% 89%
2009-11 154 242 2,375 2,771 6% 9% 86% 100% 91%
2012-14 180 300 2,534 3,014 6% 10% 84% 100% 89%
2015-17 202 367 2,659 3,228 6% 11% 82% 100% 88%
2018-20 226 545 2,694 3,465 7% 16% 78% 100% 83%
Total 1,087 2,125 15,068 18,280 6% 12% 82% 100% 88%

Total 2003-5 204 472 2,854 3,530 6% 13% 81% 100% 86%
2006-8 154 349 2,648 3,151 5% 11% 84% 100% 88%
2009-11 162 309 2,695 3,166 5% 10% 85% 100% 90%
2012-14 198 399 2,847 3,444 6% 12% 83% 100% 88%
2015-17 228 459 2,916 3,603 6% 13% 81% 100% 86%
2018-20 272 691 3,125 4,088 7% 17% 76% 100% 82%
Total 1,218 2,679 17,085 20,982 6% 13% 81% 100% 86%

Source: Minnesota workers' compensation claims database, downloaded Oct. 1, 2020.

Discussion
1. Indemnity claims require more than three days of disability, including the date of injury, in order to qualify for wage loss benefits.
Claims ared not accepted for indemnity benefits  (denied) when the insurer or self-insured employer determines that the injury or illness is
not work-related or not otherwise eligible for workers' compensation benefits.
2. Primary liability determinations are generally received about two to three weeks after the claim is initially reported to the Department
of Labor and Industry. Some reported claims do not qualify for indemnity benefits when it is determined that the worker has not 
experienced more than three days of work disability.

Dept of L&I dispatcher work comp comparison tables.xlsx / Claim status

Workers' Compensation Data 
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Nature of injury for claims accepted for indemnity benefits, 2012-2020
Source: Minnesota workers' compensation claims database

2020 indemnity claims determined by Sept. 30, 2020
Only includes claims with nature of injury code.

Worker/ organization
Injury 
years Contusions

Open 
wounds Fractures

Sprains/str
ains/tears Pain

 Multiple 
traumatic 

injuries Diseases

Mental 
disorders 

and 
syndromes All other Total

Number of 
codable 

indemnity 
claims

Dispatchers 2012-14 0% 0% 0% 75% 0% 0% 0% 0% 25% 100% 4
2015-17 10% 0% 10% 30% 10% 0% 0% 0% 40% 100% 10
2018-20 0% 0% 0% 33% 22% 0% 0% 22% 22% 100% 9
Total 4% 0% 4% 39% 13% 0% 0% 9% 30% 100% 23

Corrections 2012-14 12% 4% 5% 51% 14% 4% 2% 0% 7% 100% 297
2015-17 20% 4% 7% 50% 8% 5% 0% 2% 5% 100% 220
2018-20 17% 4% 4% 28% 11% 5% 28% 1% 2% 100% 378
Total 16% 4% 5% 41% 11% 4% 13% 1% 5% 100% 895

All other public workers 2012-14 5% 4% 6% 51% 17% 3% 2% 1% 11% 100% 2,416
2015-17 8% 5% 7% 57% 9% 4% 1% 2% 7% 100% 2,463
2018-20 9% 5% 6% 42% 19% 4% 7% 2% 6% 100% 2,503
Total 7% 5% 6% 50% 15% 4% 3% 2% 8% 100% 7,382

Total 2012-14 6% 4% 6% 51% 16% 3% 2% 1% 11% 100% 2,717
2015-17 9% 4% 7% 57% 9% 4% 1% 2% 7% 100% 2,693
2018-20 10% 5% 6% 40% 18% 4% 10% 2% 6% 100% 2,890
Total 8% 5% 6% 49% 14% 4% 4% 2% 8% 100% 8,300

Source: Minnesota workers' compensation claims database, downloaded Oct. 1, 2020.

Discussion
1. Results are restricted to workers injured in 2012 and later because their injuries are coded using the OIICS version 2 system, which is not strictly compatible
with claims coded using OIICS version 1.
2. The yellow-shaded cells highlight the effects of the COVID-19 pandemic on claims. The number of COVID-19 indemnity claims among corrections workers
is high because many corrections workers are covered by the presumption statute for COVID-19 claims. The first responders among the "All other public
workers" group are also covered by the presumption.
3. Sprains, strains and tears account for the largest number of injuries for all three worker groups.

Dept of L&I dispatcher work comp comparison tables.xlsx / Nature of injury
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Event or exposure for claims accepted for indemnity benefits, 2012-2020
Source: Minnesota workers' compensation claims database

2020 indemnity claims determined by Sept. 30, 2020
Only includes claims with event or exposure code.

Worker/ organization Injury years Violence
Transportation 

incidents
Fires, 

explosions
Falls, slips, 

trips Exposure

Contact with 
objects and 
equipment

Overexertion 
and bodily 

reaction Total

Number of 
codable 

indemnity 
claims

Dispatchers 2012-14 0% 0% 0% 25% 0% 0% 75% 100% 4
2015-17 0% 0% 0% 22% 11% 0% 67% 100% 9
2018-20 0% 0% 0% 11% 11% 0% 78% 100% 9
Total 0% 0% 0% 18% 9% 0% 73% 100% 22

Corrections 2012-14 37% 1% 0% 22% 1% 9% 30% 100% 290
2015-17 40% 3% 1% 22% 2% 7% 25% 100% 241
2018-20 35% 1% 0% 18% 23% 5% 18% 100% 406
Total 37% 1% 0% 21% 11% 7% 23% 100% 937

All other public workers 2012-14 12% 7% 0% 32% 2% 9% 38% 100% 2,421
2015-17 12% 7% 0% 28% 1% 10% 42% 100% 2,532
2018-20 10% 6% 0% 31% 6% 10% 37% 100% 2,571
Total 11% 6% 0% 30% 3% 10% 39% 100% 7,524

Total 2012-14 15% 6% 0% 31% 2% 9% 37% 100% 2,715
2015-17 14% 7% 0% 27% 2% 9% 41% 100% 2,782
2018-20 14% 5% 0% 29% 8% 10% 34% 100% 2,986
Total 14% 6% 0% 29% 4% 9% 37% 100% 8,483

Source: Minnesota workers' compensation claims database, downloaded Oct. 1, 2020.

Discussion
1. Overexertion and bodily reaction is the most common event leading to accepted indemnityclaims for dispatchers and all other public workers. For corrections
workers, violence is the most common event. Exposure is elevated among corrections workers for the 2018-2020 period because of COVID-19 claims.
Overexertion is often due to lifting, carrying, pulling or pushing objects or bodily movements such as twisting and reaching.

Dept of L&I dispatcher work comp comparison tables.xlsx / Event or exposure
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Characteristics of workers with indemnity claims
Source: Minnesota workers' compensation claims database

Gender 
Claim count Percentage within worker group

Gender Dispatchers Corrections

All other 
public 

workers Total Dispatchers Corrections

All other 
public 

workers Total
blank 0 3 8 11 0% 0% 0% 0%
Female 53 695 3,884 4,632 80% 36% 26% 27%
Male 13 1,253 11,176 12,442 20% 64% 74% 73%
Total 66 1,951 15,068 17,085 100% 100% 100% 100%

Worker age at injury
Claim count Percentage within worker group

Age group Dispatchers Corrections

All other 
public 

workers Total Dispatchers Corrections

All other 
public 

workers Total
15-24 years 2 76 634 712 3% 4% 4% 4%
25-34 years 11 428 2,589 3,028 17% 22% 17% 18%
35-44 years 14 584 4,066 4,664 21% 30% 27% 28%
45-54 years 26 607 4,726 5,359 39% 31% 32% 32%
55 years and older 13 244 2,966 3,223 20% 13% 20% 19%
Total 66 1,939 14,981 16,986 100% 100% 100% 100%

Job tenure
Claim count Percentage within worker group

Job tenure Dispatchers Corrections

All other 
public 

workers Total Dispatchers Corrections

All other 
public 

workers Total
Less than 3 months 1 45 541 587 2% 3% 4% 4%
3-11 months 4 99 729 832 7% 5% 5% 5%
1-5 years 8 488 2,967 3,463 13% 27% 21% 22%
More than 5 years 47 1,198 9,684 10,929 78% 66% 70% 69%
Total 60 1,830 13,921 15,811 100% 100% 100% 100%

Worker location
Claim count Percentage within worker group

Employee residence 
region Dispatchers Corrections

All other 
public 

workers Total Dispatchers Corrections

All other 
public 

workers Total
Non-TC metro MN 27 992 6,596 7,615 42% 51% 44% 45%
TC metro 36 778 7,989 8,803 55% 40% 53% 52%
non-MN 2 168 375 545 3% 9% 3% 3%
Total 65 1,938 14,960 16,963 100% 100% 100% 100%

Discussion
1. The majority of the dispatchers were female, unlike the injured workers in the other two groups.
2. The dispatcher age distribution was similar to the distribution for all other public workers. The was a lower pecentage of
Corrections workers age 55 or older.
3. Job tenure was similar for all three groups, with the majority of workers having more than five years of job tenure.
4. The dispatcher worker residencee distribution was similar to the distribution for all other public workers., with a majority living
in the Twin Cities metropolitan area. Corrections workers were more likely to live outside the Twin Cities metropolitan area.

Dept of L&I dispatcher work comp comparison tables.xlsx / Worker demographics
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9/23/2021
Minnesota Department of Labor and Industry
Research and Statistics

Job tenure by worker group, indemnity claims 2012-2020

Claim count Percentage within worker group

Job tenure [1] Dispatchers Corrections

All other 
public 

workers Total Dispatchers Corrections

All other 
public 

workers Total
Less than 5 years 13 630 4,195 4,838 22% 35% 30% 31%
5-9 years 8 461 2,657 3,126 13% 25% 19% 20%
10-14 years 12 295 2,345 2,652 20% 16% 17% 17%
15-19 years 13 234 1,995 2,242 22% 13% 14% 14%
20-25 years 5 104 1,312 1,421 8% 6% 10% 9%
25 years or longer 9 104 1,375 1,488 15% 6% 10% 9%
Total 60 1,828 13,879 15,767 100% 100% 100% 100%

1. Categories include all decimal values up to next 5-year group. Example: 14.99 years is included in 10-14 years group.

Discussion

Job tenure Dispatchers Corrections

All other 
public 

workers
Less than 10 years 35% 60% 49%
10-19 years 42% 29% 31%
20 years or longer 23% 11% 19%

1. Dispatchers show a different distribution of job tenure than the comparison groups. Dispatchers have lower percentages of claims among
workers with less than 10 years of job tenure, then have higher percentages among workers in the 10-19 year tenure groups and among
workers with at least 25 years of job tenure. The percentage of indemnity claims among workers with 20 or more years of tenure is also higher
than for the comparison groups.

Dept of L&I dispatcher work comp comparison tables.xlsx / Tenure expanded
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Weeks of temporary total disability (TTD) by year of claim closure

Upper limit of TTD duration is 130 weeks, after which TTD becomes permanent total disability (PTD)
One dispatcher claim was classified as PTD
2020 closures through Sept. 30

Worker/ organization

Claim 
closure 
years

Mean 
weeks of 

TTD

Median 
weeks of 

TTD
Number 
of claims

Dispatchers 2006-8 6.8 3.2 8
2009-11 15.1 5.6 11
2012-14 7.5 5.6 9
2015-17 7.5 4.2 4
2018-20 16.3 6.4 9
Total 11.3 5.4 41

Corrections 2006-8 8.9 2.2 255
2009-11 9.5 2.4 275
2012-14 10.8 2.8 281
2015-17 12.6 3.4 241
2018-20 9.8 3.0 359
Total 10.3 2.8 1,411

All other public workers 2006-8 6.6 2.4 1,845
2009-11 7.2 2.4 1,994
2012-14 7.7 2.4 2,101
2015-17 9.5 2.9 2,333
2018-20 10.9 3.2 2,708
Total 8.6 2.6 10,981

Total 2006-8 6.8 2.4 2,108
2009-11 7.5 2.4 2,280
2012-14 8.1 2.6 2,391
2015-17 9.8 3.0 2,578
2018-20 10.8 3.2 3,076
Total 8.8 2.8 12,433

Source: Minnesota workers' compensation claims database, downloaded Oct. 1, 2020.

Discussion
1. Statistics are not shown for closure years 2003-2005 because the claims from 2003-2005  are not of sufficient
2. Increases in claim maturity also contribute to increases in mean and median values for later closure years.
3. Total mean and median weeks of TTD benefits were higher for dispatchers than for the comparison groups.
This could result from dispatchers reporting, on average, more serious injuries than workers in the other groups
because they are not  opportunities and practices. However, dispatchers only had noticeably higher TTD
durations for two of the five time periods.

Dept of L&I dispatcher work comp comparison tables.xlsx / Disability duration
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9/22/2021
Minnesota Department of Labor and Industry
Research and Statistics

Frequency of permanent partial disability (PPD)

Some workers who are otherwise determined to have a PPD or who are involved in disputes about
the presence or amount of PPD benefits receive payment in a settlement agreement. In this table,
workers with settlements of at least $5,000 and who did not receive any PPD benefits paid without
a settlement are counted in the "Settlement-no PPD paid" column.
2020 closures through Sept. 30

Claim count Claim percentage

Worker/ 
organization

Claim 
closure 
years

No PPD or 
settlement PPD paid

Settlement-
no PPD paid Total

No PPD or 
settlement PPD paid

Settlement-
no PPD paid Total

Dispatchers 2006-8 9 1 2 12 75% 8% 17% 100%
2009-11 8 4 1 13 62% 31% 8% 100%
2012-14 6 3 2 11 55% 27% 18% 100%
2015-17 5 1 1 7 71% 14% 14% 100%
2018-20 8 0 4 12 67% 0% 33% 100%
Total 36 9 10 55 66% 16% 18% 100%

Corrections 2006-8 204 66 18 288 71% 23% 6% 100%
2009-11 213 81 11 305 70% 27% 4% 100%
2012-14 219 68 42 329 67% 21% 13% 100%
2015-17 181 71 31 283 64% 25% 11% 100%
2018-20 320 60 30 410 78% 15% 7% 100%
Total 1,137 346 132 1,615 70% 21% 8% 100%

All other 2006-8 1,417 606 109 2,132 67% 28% 5% 100%
public workers 2009-11 1,486 702 105 2,293 65% 31% 5% 100%

2012-14 1,617 689 142 2,448 66% 28% 6% 100%
2015-17 1,805 658 229 2,692 67% 24% 9% 100%
2018-20 2,129 729 275 3,133 68% 23% 9% 100%
Total 8,454 3,384 860 12,698 67% 27% 7% 100%

Total 2006-8 1,630 673 129 2,432 67% 28% 5% 100%
2009-11 1,707 787 117 2,611 65% 30% 5% 100%
2012-14 1,842 760 186 2,788 66% 27% 7% 100%
2015-17 1,991 730 261 2,982 67% 25% 9% 100%
2018-20 2,457 789 309 3,555 69% 22% 9% 100%
Total 9,627 3,739 1,002 14,368 67% 26% 7% 100%

Source: Minnesota workers' compensation claims database, downloaded Oct. 1, 2020.

Discussion
1. Statistics are not shown for closure years 2003-2005 because the claims from 2003-2005 are not of sufficient maturity.
2. The three worker groups have very similar percentages of claims without a PPD or settlement.
3. Compared to the comparison groups, dispatchers are more likely to receive a settlement and less likely to be paid PPD benefits.
Dispatchers were the only group with a higher percentage of claims receiving a settlement instead of PPD benefits.

Dept of L&I dispatcher work comp comparison tables.xlsx / Permanent disability
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Date: October 14, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Susan Lenczewski, Executive Director, LCPR 

Subject: Workers’ compensation data for 911 dispatchers from the Minnesota Department of 
Labor and Industry 

Attachment: DoLI Dispatcher Work Comp Comparison Tables.pdf (Set of seven spreadsheets, 
tabbed as Claim status, Nature of injury, Event or exposure, Worker demographics, 
Tenure expanded, Disability duration, Permanent disability) 

Brian Zaidman, Senior Research Analyst, Research and Statistics, Minnesota Department of 
Labor and Industry, responded to my request for data on workers compensation claims filed by 
job category, specifically, for the categories of 911 telecommunicators, correctional officers, and 
all other public employees, over at least a 10-year period, if possible, to determine if there are 
any trends. 

Brian responded with an email that attached an Excel file with tabs comparing workers’ 
compensation claims filed by dispatchers, corrections workers, and all other public workers in a 
variety of ways, over differing periods, depending on the data available. Brian noted in his email: 

The results need to be treated as tentative because of the very small number of dispatcher 
claims. I have included a discussion of the results on each sheet below the table. Also note 
that it is quite possible that some corrections workers at the city and county level are 
included in the “all other public worker” group instead of the corrections group because they 
were not properly identified as corrections workers on their injury report. 

Please keep in mind that this data was compiled from claims filed, so none of the percentages in 
the spreadsheets are percentages of all 911 telecommunicators, correctional officers, or other 
public employees. The Department does not collect data on total numbers of employees in 
these categories, so it was not possible for Brian to run percentages such as, for example, the 
number of claims filed by dispatchers as a percentage of the total number of dispatchers. To 
illustrate this with another example: The spreadsheet showing “Job tenure” or “Tenure 
expanded” shows job tenure of dispatchers, correctional employees, and all other public 
employees who filed workers’ compensation claims (not of all dispatchers, correctional 
employees, and others). 

For convenience, the following are excerpts of notes or discussion provided by Brian below each 
spreadsheet. These are helpful because they provide Brian’s analysis of the data presented and, 
in some cases, offer conclusions that can be drawn from the data. (The yellow highlighting in the 
spreadsheets were added by Brian and are referred to in his notes.) 
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For the spreadsheet at the tab labeled “Nature of injury”: 

Sprains, strains and tears account for the largest number of injuries for all three worker 
groups. 

For the spreadsheet at the tab labeled “Event or exposure”: 

Overexertion and bodily reaction is the most common event leading to accepted indemnity 
claims for dispatchers and all other public workers. For corrections workers, violence is the 
most common event. Exposure is elevated among corrections workers for the 2018-2020 
period because of COVID-19 claims. Overexertion is often due to lifting, carrying, pulling or 
pushing objects or bodily movements such as twisting and reaching. 

For the spreadsheet at the tab labeled “Worker demographics”: 

1. The majority of the dispatchers were female, unlike the injured workers in the other two
groups.

2. The dispatcher age distribution was similar to the distribution for all other public workers.
The was a lower percentage of corrections workers age 55 or older.

3. Job tenure was similar for all three groups, with the majority of workers having more
than five years of job tenure.

4. The dispatcher worker residence distribution was similar to the distribution for all other
public workers., with a majority living in the Twin Cities metropolitan area. Corrections
workers were more likely to live outside the Twin Cities metropolitan area.

For the spreadsheet at the tab labeled “Tenure expanded”: 

Dispatchers show a different distribution of job tenure than the comparison groups. 
Dispatchers have lower percentages of claims among workers with less than 10 years of job 
tenure, then have higher percentages among workers in the 10-19 year tenure groups and 
among workers with at least 25 years of job tenure. The percentage of indemnity claims among 
workers with 20 or more years of tenure is also higher than for the comparison groups. 

For the spreadsheet at the tab labeled “Disability duration”: 

Total mean and median weeks of TTD benefits were higher for dispatchers than for the 
comparison groups. This could result from dispatchers reporting, on average, more serious 
injuries than workers in the other groups because they are not making claims for relatively 
minor injuries. It could also result from differences among the groups in return-to-work 
opportunities and practices. However, dispatchers only had noticeably higher TTD 
(temporary total disability) durations for two of the five time periods. 

For the spreadsheet at the tab labeled “Permanent disability”: 

The three worker groups have very similar percentages of claims without a PPD (permanent 
partial disability) or settlement. Compared to the comparison groups, dispatchers are more 
likely to receive a settlement and less likely to be paid PPD benefits. Dispatchers were the 
only group with a higher percentage of claims receiving a settlement instead of PPD benefits. 
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Survey of 911 Telecommunicators Employed by the State 
on the Importance of Pension Features and Transfer to the MSRS Correctional Plan

Please provide this information about yourself: 

Your age: _________
Your position: ________________________________________ 
How many years of service: __________________________ 

1. Rank in order of importance to you, 1 = most important; 10 = not at all important:
___ Option to retire with a full pension at age 55
___ Legislative involvement to seek more pay
___ Legislative involvement to seek more mental health and other medical benefits
___ Legislative involvement to seek approval for more staff to share workload 
___ Bigger pension in terms of monthly payments after retirement
___ Other: _______________________________________________________________________ 

2. Compare the features of the MSRS General Plan to the MSRS Correctional Plan and indicate which
plan you prefer and indicate why on the last bullet.

_____ General Plan:
• Pension: 1.7% X years of service X high five salary
• 100% vested at 5 years of service
• Employee contribution rate: 6% of salary
• Normal retirement age (full pension age): 65 (or 66 if hired after 1989)
• Annual cost of living increase for retirees: 1%
• Why I prefer the General Plan:

____________________________________________________________________

_____ Correctional Plan:
• Pension: 2.2% X years of service X high five salary
• 50% vested at 5 years of service, increasing by 10% each year, until 100% vested at

10 years of service
• Employee contribution rate: 9.6% of salary
• Normal retirement age (full pension age): 55
• Annual cost of living increase for retirees: 1.5%
• Why I prefer the Correctional Plan:

____________________________________________________________________
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Survey of 911 Telecommunicators Employed by the State 

State 911 Telecommunicator Survey Results.docx Page 4 

Q5. Compare the features of the MSRS General Plan to the MSRS Correctional Plan 
and indicate which plan you prefer and indicate why on the last bullet. 

Q6. Why I prefer the General Plan (no responses) 

Q7. Why I prefer the Correctional Plan (verbatim responses) 

• Earlier retirement with greater payout.

• Retirement age is earlier, better cost of living increase.

• Our job and schedules are highly stressful and it would mean a great deal if people who have
served 30+ years would be able to retire to have a better chance of actually living during their
retirement.

• "The Correctional Plan, or other new plan with similar structure, recognizes the importance of
the 911 Dispatcher position and the accompanying stress and

• detrimental health effects the position causes. The physical danger that a dispatcher faces is the
cumulative effect of being in a position that can go from sedentary to chaos in an instant.
Dispatchers are faced with the stress of knowing that someone is in danger or injured, and
often not knowing the conclusion of the event. State Patrol dispatchers see a lot of camera
footage of the damage and trauma that occurs. From seeing a car burning and knowing
someone is still inside, to watching a person, (and speaking with them on the phone), in their
last moments of torment before they jump off a bridge, to hearing our Trooper partners/friends
yelling for help-and not being able to reach through the phone to help them….. a dispatcher
goes through physical and mental trauma. It will also help with recruitment AND retention in a
field that is suffering at both.

• I prefer this type of plan, as for just a slightly higher contribution (investment), I would receive a
higher benefit. The early retirement age offsets the detrimental health effects that would be
likely.

• It is important to have current dispatchers grandfathered into the new plan, as it would
increase retention. I would predict that any dispatcher that is vested in the MSRS general plan,
that wasn’t allowed to move to any new enhanced retirement plan, would leave in frustration
over that issue."
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Survey of 911 Telecommunicators Employed by the State 
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• We are not clerical staff, we have other things that happen.

• Earlier retirement with greater payout.

• This plan has an increase in everything that the General Plan does not offer.  Emergency
Communications is no longer an office job.  There are many things that a person NEVER has
closure to and over time that starts to affect not only mental health, but overall health in a
negative way.

• Option to retire at 55 with full pension.

• The retirement age.

• Overall better option.

• "It takes better care of members, earlier retirement, better cost of living.

• percentage."

• Retirement age.

• Higher percentages and earlier retirement age.

• Earlier retirement & higher payout.

• The strain, stress, and deterioration on your mind and body from this job grows over time,
similar to policing and corrections. Reducing the age of retirement will allow for the final, yet
most “mentally weighing” years to be handled at a younger age, and have time to enjoy
retirement before you have become too jaded. It does take more time to become fully vested,
however, I believe that’s fair since you will be retiring sooner, and again, it’s the time spent at
this job that causes it to weigh on someone; put in your time to receive the benefit of this
career. You also are putting 50% more of your salary in per year, but I also feel that’s
completely fair. By having retirement 10-11 years earlier, there’s 10-11 fewer years of salary to
be added to the pot, and 10-11 more years being distributed.

• I would like to have my pension be as robust as possible when I reach my goal of retiring at 15
years of service.

• It encourages employees to stay longer and rewards employees with experience for staying in
the job.  It also recognizes the difficulties of the job by providing for earlier retirement age.

• Better payment during retirement and earlier so I can enjoy life more.

• "I prefer the Correctional Plan two fold.  The average life span of humans (in 2021) is 79.  On an
average, if I retire at 66 (General Plan), that gives me a mere 13 years of retirement to live my
life and enjoy my wife and kids (and future grandkids).  If I am able to retire at 55, this gives me
a 10/11 additional years to be able to enjoy the previous said relationships and life endeavors.
If I need to work, I could go and do something part-time if I absolutely needed to.  Secondly, (me
personally) am on track on be debt free by the age 55.  The additional income working after 55
would be nice, but not needed (again, if I need to do something part-time, I can).. but on my
own accord (want) versus (need) to pay debt.

• Despite a  higher employee contribution rate (correctional plan vs general plan) and taking
longer to be vested, the bigger picture is much better with a 2.2%, lower retirement age
requirement, would be more ideal.  "
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• Retire at age 55.

• We work nights, weekends and holidays. Why are we still considered "clerical"?

• Incentive for longevity.

• Incentive for longevity.

• I plan on staying for the long haul.

• Better long term goals and benefits.

• After many years of service as an RCO, I believe the stresses involved with this position are
deserving of the same retirement as the correctional officers plan.

• More pay, earlier retirement age, & incentivizes staying

• Overall more incentive to work for the State Patrol.

• Ability to fully retire at 55 - better work life balance, able to enjoy more of life after retirement
with better finances. I am willing to contribute more to be able to retire sooner.

• Stressful job, poor hours, others in field retire at 55 with insurance.

• 2.2%, 100% vested at 10 years, and full pension at 55

Legislative Commission on Pensions and Retirement 

55 State Office Building 100 Rev. Dr. Martin Luther King Jr. Blvd. St. Paul, MN 55155-1201 
Phone: 651-296-2750 TDD: 651-296-9896; Fax: 651-297-3697 www.lcpr.leg.mn 
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911 Telecommunicator Pension Survey

Survey of 911 Telecommunicators Employed by a County or City
Questions 1 to 6 seek the MANDATORY information necessary for the 911 Telecommunicator Pension
Working Group. All 6 questions must be answered to validate the survey.

The results of this survey will be presented in aggregate to ensure the anonymity of survey
respondents.

* 1. Agency Name. Choose your agency name from the below list.

Other (p ease spec fy)

* 2. Position Title
NOTE: Select exact title used by your agency s human resource department. If your exact title is not listed,

enter it in the "Other" box below.

* 3. What is your age? Round to the nearest whole number in years.

* 4. How many years of service do you have?  Round to the nearest whole number.
NOTE: Years of Service should be the TOTAL years of service in all 9-1-1 communication positions in the

State of Minnesota (all pension qualifying).

* 5. What is your current annual base salary?  Do not include a dollar sign or commas.
NOTE: do not include overtime pay or any other pay that is not salary (e.g. uniform, cell phone, training,

parking).

* 6. What pension plan covers your current employment?

PERA Coord nated (Genera ) P an

PERA Correct ona  P an

PERA Po ce and F re P an

MSRS Genera  P an

2
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911 Telecommunicator Pension Survey

Comparing Pension Features
Compare the features of the PERA Coordinated (General) Plan to the PERA Correctional Plan:

Coordinated Plan:

Pension: 1.7% X years of service X high five salary
100% vested at 5 years of service
Employee contribution rate: 6.5% of salary
Normal retirement age (full pension age): 65 (or 66 if hired after 1989)
Annual cost of living increase for retirees is one half of inflation up to 1.5%

Correctional Plan:

Pension: 1.9% X years of service X high five salary
50% vested at 5 years of service, increasing by 10% each year, until 100% vested at 10 years of
service
Employee contribution rate: 5.83% of salary
Normal retirement age (full pension age): 55
Annual cost of living increase for retirees equals the rate of inflation up to 2.5%

7. Indicate which plan you prefer and state why in the comment box:

Coord nated P an

Correct ona  P an

911 Telecommunicator Pension Survey

Prefer Coordinated (General) Plan

8. Why I prefer the Coordinated (General) Plan?

911 Telecommunicator Pension Survey

Prefer Correctional Plan

3
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9. Why I prefer the Correctional Plan?

911 Telecommunicator Pension Survey

Benefits

10. Rank in order of importance to you, 1 = most important 7 = least important

´

Opt on to ret re w th a fu  pens on at age 55

´

B gger pens on n terms of month y payments after ret rement

´

Leg s at ve nvo vement to seek more pay

´

Leg s at ve nvo vement to seek more menta  hea th and other med ca  benef ts

´

Leg s at ve nvo vement to seek approva  for more staff to share work oad

´

Other (use comment box)

´

Increased eave benef ts (e.g PTO, Vacat on)

11. Enter your OTHER option for the ranking question.

4
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911 Telecommunicator Pension Survey

Absences from work
These next several questions will be used to provide information to the working group about your
workplace.

12. In the last 12 months, how many days did you miss work due a COVID diagnosis or quarantine?

13. In the last 12 months, how many days did you miss work due to work related stress?  Do NOT include

days included in the previous question.

14. In the last 12 months, how many days did you miss work due to a work related injury? Do NOT include

days included in either of the previous two questions.

911 Telecommunicator Pension Survey

Schedules

15. What is your preferred schedule option?

A shorter sh ft work ng more days per week?

A onger sh ft work ng fewer days per week?

16. In the last 12 months, how many hours of overtime did you average per week?

5
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17. What type of schedule do you currently work?

8 hours (f xed 5-2 pattern)

10 hours (f xed days)

10 hours (rotat ng days)

M x of 8 hours and 10 hours (rotat ng days)

12 hours (rotat ng pattern)

12 hours (f xed pattern)

Other schedu e (p ease spec fy hours and pattern):

18. Do you like your current schedule?

Yes

No

911 Telecommunicator Pension Survey

Current Schedule Positives

19. Why do you like your current schedule?

911 Telecommunicator Pension Survey

Current Schedule Negatives

20. Why don t you like your current schedule?

911 Telecommunicator Pension Survey 6
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Effects of Age

21. Do you feel that your ability to perform your job effectively and efficiently has declined as you age?

Yes

No

911 Telecommunicator Pension Survey

Effects of Age on ability to perform job effectively and efficiently.

22. Please explain why you answered, YES, to this question.

911 Telecommunicator Pension Survey

Submit or Exit Survey

Your survey w  be saved and subm tted by c ck ng the "DONE" button. 

If the survey s ncomp ete, p ease ex t the survey [r ght upper corner] and come back another t me. You w  need to start over. 

P ease remember, on y one subm ss on per person. 

7
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911 Telecommunicators Pension Benefit Working Group

911 Telecommunicator Pension Survey Results.docx Page 1 

Survey of 911 Telecommunicators Employed by 
the State and Local Governments  

Survey Results Q1. Agency Name. 
Choose your agency name from the below list. 

Anoka County Communications 46 
Aikin County Sheriff's Office 5 
Becker County Sheriff's Office 7 
Beltrami County Sheriff's Office 6 
Benton County Sheriff's Office 5 
Big Stone County Sheriff's Office 0 
Bloomington Police Department 11 
Blue Earth County Sheriff's Office 11 
Brown County Sheriff's Office 5 
Carlton County Sheriff's Office 8 
Carver County Sheriff's Office 10 
Cass County Sheriff's Office 5 
Chippewa County Sheriff's Office 5 
Chisago County Sheriff's Office 13 
Clearwater County Sheriff's Office 5 
Cook County Sheriff's Office 5 
Cottonwood County Sheriff's Office 7 
Crow Wing County Sheriff's Office 9 
Crow Wing County Sheriff's Office 3 
Dakota Communications 45 
Dodge County Sheriff's Office 6 
Douglas County Sheriff's Office 13 
Eden Prairie Police Department 7 
Edina Police Department 12 
Faribault County Sheriff's Office 6 
Fillmore County Sheriff's Office 4 
Freeborn County Sheriff's Office 10 
Goodhue County Sheriff's Office 12 
Grant County Sheriff's Office 7 
Hennepin County Sheriff's Office 52 
Houston County Sheriff's Office 6 
Hubbard County Sheriff's Office 4 
Hutchinson Police Department 0 
Isanti County Sheriff's Office 4 
Itasca County Sheriff's Office 6 
Jackson County Sheriff's Office 7 
Kanabec County Sheriff's Office 3 
Kandiyohi County Sheriff's Office 14 
Kittson County Sheriff's Office 5 
Koochiching County Sheriff's Office 0 
Lac Qui Parle County Sheriff's Office 2 
Lake County Sheriff's Office 1 
Lake of the Woods County Sheriff's Office 5 
Le Sueur County Sheriff's Office 8 
Lincoln County Sheriff's Office 1 
Lyon County Sheriff's Office 8 
Mahnomen County Sheriff's Office 1 
Marshall County Sheriff's Office 0 
Martin County Sheriff's Office 2 

McLeod County Sheriff's Office 9 
Meeker County Sheriff's Office 7 
Metro Transit 13 
Metropolitan Airport Commission-MAC 17 
Mille Lacs County Sheriff's Office 5 
Minneapolis Emergency Communications Center 37 
Morrison County Sheriff's Office 8 
Mower County Sheriff's Office 15 
Murray County Sheriff's Office 4 
Nicollet County Sheriff's Office 10 
Nobles County Sheriff's Office 4 
Norman County Sheriff's Office 1 
Olmsted County Sheriff's Office 22 
Otter Tail County Sheriff's Office 8 
Pennington County Sheriff's Office 3 
Pine County Sheriff's Office 1 
Pipestone County Sheriff's Office 5 
Polk County Sheriff's Office 3 
Pope County Sheriff's Office 3 
Ramsey County Communications 87 
Red Lake County Sheriff's Office 0 
Redwood County Sheriff's Office 5 
Renville County Sheriff's Office 4 
Rice/Steele Communications 19 
Rock County Sheriff's Office 2 
Roseau County Sheriff's Office 0 
Saint Louis Park Police Department 8 
Scott County Sheriff's Office 19 
Sherburne County Sheriff's Office 10 
Sibley County Sheriff's Office 7 
State Patrol 27 
St Louis County Sheriff's Office 10 
Stearns County Sheriff's Office 30 
Stevens County Sheriff's Office 4 
Swift County Sheriff's Office 6 
Todd County Sheriff's Office 6 
Travers County Sheriff's Office 0 
University of Minnesota 6 
Wabasha County Sheriff's Office 7 
Wadena County Sheriff's Office 3 
Waseca County Sheriff's Office 6 
Washington County Sheriff's Office 24 
Watonwan County Sheriff's Office 8 
Wilkin County Sheriff's Office 1 
Winona County Sheriff's Office 11 
Wright County Sheriff's Office 11 
Yellow Medicine County Sheriff's Office 8 
TOTAL 921 

Section B, Surveys Appendix p. B-16



Survey of 911 Telecommunicators Survey Results 
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Q2. Position Title 
NOTE: Select exact title used by your agency's human resource department. If your exact title is 
not listed, enter it in the "Other" box below.  Note:  See verbatim responses for "other." 

Other** [Put title in OTHER text box] 47 
911 Administrator 1 
911 Communications Operator 26 
911 Coordinator 3 
911 Dispatch Supervisor 33 
911 Dispatcher 377 
911 Dispatcher-Supervisor 11 
911 Dispatch-Records 11 
911 Operations Supervisor 1 
911 Public Safety Dispatcher 48 
911 Supervisor 13 
911 Telecommunicator 71 
911 Telecommunicator Operations Sergeant 7 
Administration Manager 1 
Administration Supervisor 3 
Administrative Analyst 0 
Administrator 1 
Assistant Director 1 
Assistant Director of Emergency Communications 0 
Assistant Manager 1 
CAD Administrator 1 
Center Supervisor 0 
Chair 1 Dispatcher 1 
Chief Communications Officer 0 
Civilian Police and Fire Dispatcher 5 
Communications Center Division Manager 1 
Communications Corrections Officer 4 
Communications Lieutenant 3 
Communications Manager 3 
Communications Officer 22 
Communications Operator 1 
Communications Sergeant 4 
Communications Service Manager 1 
Communications Shift Lead 1 
Communications Supervisor 1 
Communications Team Leader 0 
Communications-Corrections Officer 8 
Coordinator 1 
Director 1 
Director of Emergency Communications 4 
Dispatch Coordinator 1 
Dispatch Lead 5 
Dispatch Sergeant 1 
Dispatch Supervisor 7 
Dispatch/Records Supervisor 0 
Dispatcher 34 

Dispatcher-Jailer 28 
Dispatcher-Law 2 
Division Supervisor 0 
E911 Communications Dispatch Supervisor 3 
E911 Corrections Officer 0 
E911 Jail Administrator 0 
ECC Technical Support Manager 1 
Emergency Communications Manager 2 
Emergency Communications Operations Manager 0 
Emergency Communications Shift Supervisor 4 
Emergency Telecommunicator 1 
Emergency Communications Specialist 23 
Executive Assistant 1 
Executive Director 1 
Jail Administrator 2 
Jail-Dispatch Supervisor 3 
Jailer-Dispatcher 10 
Lead Dispatcher 6 
Lead Dispatcher-TAC 1 
Lead Emergency Communications Specialist 1 
Lieutenant of Communications 1 
Manager 1 
Office Manager 0 
Operations Director 1 
Operations Manager 1 
Program Coordinator 0 
Programmer-Training Communications Officer 0 
PSAP Administrator 2 
PSAP Coordinator 6 
PSAP Director 2 
PSAP Manager 5 
PSAP Supervisor 4 
PSECC Supervisor 1 
Public Safety Dispatcher 22 
Quality Assurance Specialist 1 
Sergeant 2 
Shift Supervisor 4 
Supervisor 5 
TAC-Dispatcher 4 
TCC Supervisor 4 
Telecommunications Center Sergeant 0 
Training and Quality Assurance Manager 0 
Training and Quality Assurance Specialist 0 
Training Supervisor 0 
Other (please specify) 97 
TOTAL 921 
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Q7. Indicate which plan you prefer 
and state why in the comment box: 

Q8. Why I prefer the Coordinated (General) Plan? 
(See verbatim responses) 

Q9. Why I prefer the Correctional Plan? 
(See verbatim responses) 
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Q16.  In the last 12 months, how many hours of overtime did you average per 
week? 

Q17. What type of schedule do you currently work? 
(For "other" see verbatim responses) 
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Q18. Do you like your current schedule? 

Q19.  Why do you like your current schedule? 
(See verbatim responses) 

Q20.  Why don't you like your current schedule? 
(See verbatim responses) 
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Q21.  Do you feel that your ability to perform your job effectively and efficiently 
has declined as you age? 

Q22.  Please explain why you answered "YES" to this question (to Q21. Do you feel 
that your ability to perform your job effectively and efficiently has declined 
as you age?).  
(See verbatim responses) 
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• Median population size of responding cities: 40,500
• Most respondents indicated that they use county dispatch services in their community

How does your city provide 9-1-1 dispatch services? 
Answer Choices Share Count 
City employees perform this service 26.92% 7 
We rely on the county for this service 61.54% 16 
We use a combination of city employees and county service 3.85% 1 
Other (please specify) 7.69% 2 

Comments:  part of DCC; we contract with another city 

• Among the cities who indicated they provide their own dispatch services, most rely on staff for
whom their fulltime duties are dispatch

How many employees does the city have in each of the following categories: 
Response Number of dispatch 

employees who are full 
time dispatchers 

Number of dispatch 
employees who are part 
time dispatchers and have 
no other duties for city 

Number of employees who 
perform dispatch work but 
also have other duties 

1 8 5 0 
2 22 0 2 
3 69 0 0 
4 10 1 0 
5 0 0 0 
6 0 0 0 
7 14 0 0 
8 11 0 1 

• Cities with dispatch staff reported only a handful of WC claims

Please estimate how many workers' compensation claims employees with either part-time or full-
time dispatch duties have filed in the last 5 years: 

0 
5 
2 
N/A 
2-3
0 

Survey of Municipal Employers on 911 Telecommunicator Recruitment, 
Retention, Other, by League of Minnesota Cities (LMC)

Dispatcher Survey 
Findings September 2021 

26 responses 
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• A handful of cities did share difficulties in recruiting and retention:

Is your city experiencing difficulty recruiting 
and/or retaining dispatch employees? 
Answer Choices Share Count 
No 33.33% 2 
Yes. 66.67% 4 

Comments: 

Shift work, responsibilities of the position, time to learn the function. 
The increased stress over the past couple of years with civil disturbance has strained the emotional 
wellbeing making it more difficult to retain employees and appeal to incoming recruits.  
Retention, especially with inexperienced or unfamiliar with what the job entails 
high turnover; difficult to get qualified candidates in the door 

• Only 1 city indicated problems with early retirements among dispatchers

Comments:

While we do have some people reaching retirement age we have a variety of age groups working in 
dispatch.  That being said, some aspects of dispatch becomes more difficult to do in later years when 
hearing and vision change and reaction is slower.    
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911 Telecommunicator Pension Benefits Working Group
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Date: November 9, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Matt Hilgart, Government Relations Manager, Association of Minnesota Counties (AMC) 
Matt Massman, Executive Director, Minnesota Inter-County Association (MICA) 

Subject: AMC/MICA Survey of Employers 

Note: The following are from emails received by Legislative Commission on Pensions and Retirement (LCPR) 
staff from Matt Hilgart and Matt Massman on November 9, 2021. An Excel spreadsheet, which was a 
compilation of the responses from employers to the survey, was attached to the email from Matt Hilgart and 
provided separately to the working group. 

From Matt Hilgart, Association of Minnesota Counties 

I’m a little worried about the capacity and time sensitivity of LCPR staff to put together a report given the time of year 
we are approaching.  As such, I’m attaching for the group some raw survey data that AMC/MICA compiled earlier this 
Fall and was ready to present on today.  The data is not as neatly summarized as we’d like it to be, but we took away 
the following: 

• Generally speaking, separation rates for dispatchers are higher than total county employees averages
during all five years surveyed. Survey comments point to a mix of turnover drivers, including high
turnover during the probation or training phases and in the early years of 911 dispatch employment due
to night/weekend hours, or because the employees seek promotion/higher pay in other positions.
Mental/emotional stress and difficulties of the job were also noted as a factor.

• There is anecdotal evidence that in the last couple years (particularly 2021), counties are experience
significant turnover in other classifications as well—including, but not limited to: jailers/corrections
employees, public health nurses, engineers, assessors, and child protection workers.  [This information
was gathered at a fall HR conference and throughout AMC District Meetings]

• Dispatchers are far less likely than current correctional plan employees to file and receive workers
compensation benefits during all five years surveyed.

• County respondents are split on whether hiring 911 dispatchers is more challenging relative to the hiring
of other classes of employees.

• Counties have/are working to implement a variety of HR approaches to address turnover and
recruitment challenges—including, but not limited to: pay increases/pay studies, shift differentials,
increased health benefits/premium pay, scheduling flexibility changes through collective bargaining (3,
12-hour shifts with 3-4 days off was a common trend asked for by unions), training support, and more.

• Some counties also have joint jailer/dispatcher positions which have duties both dispatching and
assisting with jail intake/supervision. These positions are already eligible for Corrections Plan.

• Some HR professionals questioned how a pension change would benefit younger employees or younger
generations who tend not to stay in this particular position for long.  For example, under the current
proposal, it would take 10 years to become fully vested.  What happens to individuals who leave before
then?

Section B, Surveys Appendix p. B-29



911 Work Group 
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AMC has also approached our membership (elected commissioners) to solicit their own ideas about this proposal. 
Commissioners agreed that this job has hardships, particularly as they relate to late hours, the stressful nature of calls, 
and extra time/holiday work requirements. Moreover, Commissioners were quick to recognize that several county 
employee classes carry significant burdens as a result of their public service, and that these burdens include both 
mental and physical stresses.  While AMC is certainly open to continued discussion regarding opportunities to better 
support dispatchers through current benefit structures and additional mental health supports, we do not feel that a 
transfer to the PERA Correctional Plan is appropriate.  

From Matt Massman, Minnesota Inter-County Association 

MICA agrees with this overall assessment of the survey data. 

Consistent with the survey data/responses, discussions with MICA counties underscores that there 9-1-1 
telecommunicator roles are mentally/emotionally stressful, and can be challenging to recruit  and retain. Counties 
report using various strategies to address the mental/emotional stress of the positions, greater scheduling flexibility, 
training, improved technology, pay/financial incentives. There is almost universal skepticism that preferential pension 
benefits (PERA-Correctional Plan) are supported by the data and workplace conditions for only this group of 
employees, and relative to other employee classes. 

In lieu of a work group meeting today (Agenda Item #3), perhaps the staff/Work Group could identify points of 
consensus so staff can begin assembling a report document.  For example, a large amount of data has been assembled 
in an effort to understand whether and how 9-1-1 workplace conditions differ from other classes of employees.  
Additionally, the 2003 report identified a variety of consensus conditions for policymakers to consider if they decided 
to establish differential pension benefits. That study is old but the concept/structure could still be followed to put 
forward a refreshed list of consensus conditions that the Legislature should take into account if they expand pension 
benefits. 
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• We switched HRIS software in 2020, so I was unable to make a comparison to previous years.  
• Looks to be consistent with the time frames listed above.  
• 911 Telecommunicators (internally Dispatchers) tend to be our highest turnover in all positions across the 

county. 
• Law enforcement, especially corrections and dispatch, sees far more turnover compared to other county 

departments. 
• DCC loses employees due to the three following reasons:  1) Retirement  2)Familial change or relocation  

3)Departure during training period 
• average 
• Our telecommunicators also have jail control duties and are included in the correctional plan for PERA. 
• We have not lost many  
• Turnover for 911 Communications Specialists in our county is a very small percentage of our total turnover.  
• Crow Wing County  turnover  2020  12%   Crow Wing County turnover 2019   11.91%  Crow Wing County 

turnover  2018  11.33%  Crow Wing County turnover   2017  10.8%  Crow Wing County turnover 2016  12.08% 
• It's comparable. Once an employee is trained in, they generally stay. The difficulty is hiring replacements. 
• Normally we have a small turnover with employees 
• Employee retention has been stable 
• In 2018, two staff members were added to jail/dispatch. This seemed to help with staff retention. In 2020, a 

market study was incorporated into the pay structure. These positions increased their pay rate substantially.  
• Same; some PT positions were replaced with FT positions or were eliminated due to merging of services 
• We run a Nursing Home which accounts for a significant portion of our turnover. 
• Our turnover generally runs are 12.9% overall.  The Dispatcher position always takes time to fill because you 

need a certain person to do the job.  Thankfully we haven't had much turnover in that position but it's coming 
as our employees are nearing retirement age. 

Q.  Has your county experienced telecommunicators retiring early (prior to 65)?  
How does this compare with other classes of employees? 

• No 
• No 
• They have been retiring about the same as other classes --  Usually government employees stay until 

retirement.  
• no significant early retirements in this classification 
• Yes, about the same.  Depends on how long they have been working 
• This has not been an issues. Age at separation (due to retirement) is similar for 911 dispatchers and County as 

a whole. 
• We are not consistently seeing Communications Officers staying in this role until retirement age (65). We 

currently only have one CO who is within 4-10 years of retirement.  
• Yes, probably retiring younger on average than the rest of the county. 
• Most of the telecommunicators that have left employment with Cottonwood County are part-timers who have 

gone to school for Law Enforcement.  When they get a job in that field, they resign. 
• No we have not.  And that is consistent with other classes of employees. 
• No 
• No, we have not. We do see early retirements in other areas - especially Deputy Sheriffs and Corrections 

Officers. 
• No, we have not.  Other classes see more early retirements.  (example: Deputy Sheriff and Corrections Officer) 
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• We've experience 2 early retirements in the past 5 years 1 in 2016 and 1 in 2017.  We also had 2 deaths, 1 in 
2016 and 1 in 2017.  The total number of retirees in Ramsey County: 2016-123, 2017-133, 2018-125, 2019-135, 
2020-104 

• No.  
• no 
• no retirees during this period, so less that other job classes 
• Yes.  This is similar to other job classes around the county. 
• The employees that separated were not retirements.  We had more retirements prior to 65 in other 

departments/positions. 
• We haven't had any recent retirements in dispatch 
• Since our consolidation in 2000 we have had 4 employees retire. Only one retired prior to age 65 due to 

medical issues 
• Yes this does happen. Consistent. 
• Very few telecommunicators make it to retirement with us — they tend to leave before that. In the years 

covered by this survey, there was one retirement at 65 and one earlier retirement — she came back to work 
part-time though. 

• I have only been at the County a few years, and in my experience the dispatchers who are leaving employment 
have been due to life changes not related to retirement or other job opportunities.  For this time period 
requested, zero of the terminating dispatchers were at or near retirement age. 

• Our dispatchers are classified as dispatcher/jailers and are part of the PERA correctional plan; we've had only a 
few retirees in the past 10 years, most were 55+.  Outside of law enforcement, the average retirement age is 
63  

• Yes.  The majority of DCC retirements to date have been the result of the "Rule of 90".  DCC only has 1 
employee left who might qualify for early retirement under that rule. 

• Not any sooner than other retirements 
• No, our dispatched positions have not been filled by anyone over the age of 45 since prior to 2016. 
• No.  There is no difference in their retirement behavior. 
• Yes, we have had 8 telecommunicators retire prior to age 65 between 2016 and 2020.  This is similar to other 

job classes in the county. 
• No, I think it's comparable 
• No 
• We have had very little turnout.  Only turnover has been with intermittent dispatchers in last 5 years. 
• Only 2 out of our 10 employee leaves in that position total have been retirements, and only 1 of those 2 were 

under 65. 
• One in the past three years. We only see this in the Jail and deputy classes.  I believe this plan change could 

cause an increase in retirements. 
• We have not experienced early retirements. 
• No 
• No we do not 
• (1) early retirement in 2020 due to disability 
• Yes, one dispatcher.  This is usually only seen in law enforcement otherwise for those on the Police and Fire 

and Correctional Plan. 
• None 
• (1) early retirement due to a disability 
• No 
• We have not 
• Not yet but it's coming soon because our employees are reaching that age. 

Section B, Surveys Appendix p. B-33







Survey of County Employers Survey Results 

911 AMC-MICA Survey Results.docx Page 6 

• No one wants to work PM and holidays 
• We have multiple steps in the hiring process including tests and we lose candidates at every step. 
• We have multiple tests and we lose candidates at each step.  We have also hired dispatchers only to have 

them quit during the training period/probation.  
• the 911 position is an entry level position, some employees move on into other areas of the county, while 

others move into other career opportunities.  Recently we have seen fewer people applying for the 
telecommunicator position.  Improving retention has always been a long-term goal with steep investments 
into our training program.  Our recruitment efforts have been hampered by COVID 19 as well. 

• Hard job, Pay issues 
• Majority of hires are to part time positions and do not receive benefits.  If they are not hired to full time within 

a year or two, they leave for full time positions.  Some of the employees transfer to full time Correctional 
Officer or Deputy positions within the County.   

• Emotionally taxing, long shifts 
• Yes, work schedules and stress 
• Unknown 
• According to discussions and exit interviews, stressful and isolating nature of the position. 
• many of our dispatcher/corrections officers hired eventually wind up promoting to deputy or if no law 

enforcement background seeks out employment with regular office hours 
• length of work shift, rotating shifts, working weekends (hard on family life) stress of the job is more than some 

can handle. 
• We currently have 3 positions open.  We have had quite a bit of turnover the past year.  We have employees 

that train and then cannot handle the position and quit. 
• We have only tried to hire intermittent and have struggled for 6+ months.  Not the right fit or not enough pay. 
• recruitment is difficult due to work schedules and family balance,  job expectations, and the nature of the job.  

Retention:  we have had employees  release during probationary period  unable to meet the expectations of 
the job 

• day and night schedules, 911 calls are stressful 
• They get recruited by larger surrounding agencies 
• You need the right person to handle the job stress and the multitasking required to perform this job.  Not 

everyone can do this job and not everyone can handle the stress that comes with the position. 
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National Association of State Retirement Administrators 

Responses to survey regarding retirement benefits for 911 dispatchers 

Twenty–four systems in 24 different states responded to this survey; a listing of responding systems is at 

the end of these results. This survey was conducted in September 2021. 

1. Does your retirement system provide pension benefits for emergency dispatch employees (911

operators)?

Yes: 18

No: 5

Other responses given

o We do not collect individual position information for active members. If 911 dispatchers

are employees of the city/county they could be covered as general employees. There are

no special provisions for 911 dispatchers.

2. Under what plan are 911 operators covered?

General employees: 17

Public safety: 1

3. What are the normal retirement provisions for employees who are 911 operators?

• 65/5 or any/28

• 65/any, 60/30, or any/35

• 67/10

• 65/10, 60/15, Rule of 85 at age

55

• 65/5 or Rule of 87 at age 57

• 65/10 or Rule of 90

• Same as eligibility for full

Social Security benefits, not to

exceed age 66

• 60/8 or any/30

• 55/32 or 67/5

• 65/any or 58/30

• 65/3

• 65/5 or Rule of 90

• 60/4, any/20

• 60/5

• 65/5

• 65/10 or 60/30

4. What are the early retirement provisions for employees who are 911 operators?

• 55/25 or 60/5

• 55/5 or any/25

• 55/3

• 60/15

• 60/5 or Rule of 80

• 50/15

• 57/25 or 62/5

• 60/10, 57/20, or 55/30

• 55/5

• 55/20

• Any age with 25 years of 911

Operator service
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5. Please share any other information you think is relevant to this subject.

• There are two tiers in our Public Employees plan. Employees hired after 7/1/2015 (Tier2)

have a normal retirement age of 62 and have 10 year vesting (instead of five). Our

Legislature is considering creating a "Tier 3" in PERS for public safety employees

(which would include 911 operators and corrections officers). The new tier would have

similar provisions to our Deputy Sheriff plan.

• Dispatchers, EMTs, and jailors are typically considered general employees in LAGERS.

However, legislation was enacted in 2019 that enables LAGERS-participating employers

in certain counties the choice to consider their dispatchers, EMTs, and jailors to be

considered "public safety" employees. This choice is made at the local level and would

lower the affected employees' normal retirement age from 60 to 55 (50 early retirement

age) just like police officers and firefighters have always had. LAGERS will be seeking

legislation in 2022 to widen this option to all of our employers by removing the counties

that were carved out of the original legislation.

• The Minnesota legislature convened a work group to study whether 911 dispatchers

should be eligible for enhanced benefits. The focus has been on whether they should

transition from the General Plan to the Correctional Plan.

• It is the responsibility of the employer to petition the Board for hazardous duty coverage

for positions that meet the criteria for hazardous duty as defined by statute. Therefore, if

the employer does not petition the Board then those positions that meet the definition of

hazardous duty are reported in the non-haz plan.

Responding Systems: 

• Arkansas Public Employees’ Retirement

System

• Colorado Public Employees Retirement

Association

• Hawaii Employees’ Retirement System

• Public Employee Retirement System of

Idaho

• Illinois Municipal Retirement Fund

• Indiana Public Retirement System

• Kansas Public Employees’ Retirement

System

• Kentucky Public Pension Authority

• Louisiana State Employees Retirement

System

• Maine Public Employees’ Retirement

System

• Maryland State Retirement and Pension

System

• Michigan Office of Retirement Services

• Minnesota Public Employees’

Retirement Association

• Mississippi Public Employees

Retirement System

• Missouri Local Government Employees

Retirement System

• New Hampshire Retirement System

• Ohio Public Employees’ Retirement

System

• Oregon Public Employees’ Retirement

System

• Pennsylvania State Employees’

Retirement System

• South Dakota Retirement System

• Tennessee Consolidated Retirement

System

• West Virginia Consolidated Public

Retirement System

• Wisconsin Department of Employee

Trust Funds

• Wyoming Retirement System

For questions about this survey, contact: 

• Alex Brown, alex@nasra.org, 202-624-8461

• Keith Brainard, keith@nasra.org, 202-624-8464
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All Coordinated EE's 911 Subset

Number 153,741 1,200 

Total Pay 6,601,096,834$      51,523,772$       

Correctional PV 17,863,218,027$       139,428,400$     

Coordinated PV 7,752,034,934$      60,507,229$       

Multiplier PV @ 55 PV @ 57.5 PV @ 62.5 PV @ 67.5 PV @ 72.5 Estimated Cost 10,111,183,093$       78,921,171$       

Model Input 1.90% 15.77 15.29 14.18 12.88 11.37 Average Pay 42,936$     42,936$       

Coordinated 1.70% 5.38 6.45 9.27 11.65 10.41 Average Cost/EE 65,768$     65,768$       

Correctional 1.90% 15.77 15.29 14.18 12.88 11.37 Average Cost/Pay 153% 153%

Age <3 3-4 5-9 10-14 15-19 20-24 25-29 30-34 >35

<25 17,070$      27,127$      33,350$     Average Pay 17,783$       

508$     2,153$     4,964$       Average Cost/EE 635$      

3% 8% 15% Average Cost/Pay 4%

25-29 28,383$      39,055$      42,649$     33,939$     32,348$       

1,213$     4,451$     9,113$       12,086$     2,805$      

4% 11% 21% 36% 9%

30-34 31,917$      44,348$      51,828$     52,408$     45,549$     41,403$       

1,958$     7,255$     15,898$     26,794$     32,602$     8,336$      

6% 16% 31% 51% 72% 20%

35-39 30,290$      45,186$      53,811$     61,861$     60,809$     64,246$     45,156$       

2,668$     10,613$      23,697$     45,404$     62,485$     84,879$     18,320$       

9% 23% 44% 73% 103% 132% 41%

40-44 29,960$      39,784$      50,109$     62,134$     69,852$     67,749$     82,220$     46,995$       

3,788$     13,415$      31,680$     65,471$     103,046$       128,498$       190,600$       36,831$       

13% 34% 63% 105% 148% 190% 232% 78%

45-49 28,780$      38,691$      43,662$     53,525$     66,614$     74,551$     68,603$     59,347$       47,482$       

5,224$     18,729$      39,630$     80,969$     141,078$       202,997$       228,313$       233,419$     68,476$       

18% 48% 91% 151% 212% 272% 333% 393% 144%

50-54 30,203$      38,976$      41,073$     46,481$     55,933$     68,328$     73,781$     70,837$       72,840$     48,555$       

7,871$     27,087$      53,520$     100,944$       170,060$       267,103$       352,512$       399,982$     474,568$      125,868$      

26% 69% 130% 217% 304% 391% 478% 565% 652% 259%

55-59 26,880$      37,660$      39,857$     42,234$     46,840$     55,683$     67,996$     75,519$       71,502$     47,577$       

7,292$     27,245$      54,064$     95,481$     148,251$       226,594$       338,188$       443,897$     484,944$      156,308$      

27% 72% 136% 226% 317% 407% 497% 588% 678% 329%

60-64 23,641$      33,263$      38,933$     42,127$     44,984$     48,612$     55,894$     70,086$       74,178$     45,533$       

3,966$     14,879$      32,654$     58,888$     88,035$     122,316$       171,892$       254,726$     311,075$      100,832$      

17% 45% 84% 140% 196% 252% 308% 363% 419% 221%

65-69 15,511$      24,168$      29,798$     38,567$     42,508$     44,271$     50,804$     60,602$       73,314$     36,508$       

1,086$     4,512$     10,430$     22,499$     34,717$     46,488$     65,203$     91,920$       128,309$      32,031$       

7% 19% 35% 58% 82% 105% 128% 152% 175% 88%

70-74 10,418$      15,403$      16,319$     24,288$     28,776$     40,066$     40,439$     53,411$       60,725$     21,217$       

610$     2,407$     4,781$       11,859$     19,670$     35,212$     43,438$     67,803$       88,947$     12,937$       

6% 16% 29% 49% 68% 88% 107% 127% 146% 61%

Service

This model estimates the cost difference between the present value of past service in the PERA Correctional Plan 

versus the present value of past service in the PERA Coordinated Plan.  Estimated costs are based on the assumption 

that the selected subset group has the same age/service/pay distribution as the PERA Coordinated Plan active 

members.

Public Employees Retirement Association on Transferring 911 Telecommunicators from the 
PERA General Plan to the PERA Correctional Plan
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Step 4 – CONSIDER COST ESTIMATE REFINEMENTS

How can the PERA cost estimate be refined? 
• Replace the assumed age, service, and salary distribution with actual data from 

the sample group

How would a full scope actuarial valuation differ?
• Each member is independently calculated (no cell aggregation)
• Alternative assumptions can be considered
• Pre retirement termination, death, and disability can be estimated
• The study would likely cost tens of thousands of dollars

9
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October 7, 2021 

Susan Lenczewski 

Executive Director 

Legislative Commission on Pensions and Retirement 

100 Rev. Dr. Martin Luther King Jr. Boulevard 

Room 55, State Office Building 

Saint Paul, Minnesota 55155 

Dear Ms. Lenczewski,  

The Department of Corrections (DOC) appreciates the importance of benefits, including retirement and pension 

options, as a way of rewarding the critical work and services our incredible state employees provide to 

Minnesotans.  There is no question that 911 telecommunicators are an invaluable part of the State of Minnesota’s 

emergency response efforts. 

The DOC acknowledges that the 2021 omnibus pension and retirement bill established a working group to study 

whether 911 telecommunicators should receive enhanced pension benefits.  It is our understanding that, 

currently, most 911 telecommunicators in Minnesota are covered by the PERA or MSRS general plans.  The law 

requires the working group to “recommend whether changes to the pension plan coverage for 911 

telecommunicators are appropriate.  If the working group finds that such changes are appropriate, the working 

group must recommend changes to the pension plan coverage for 911 telecommunicators.  The recommended 

changes may include but are not limited to moving 911 telecommunicators to the correctional plans.” 

This letter serves as the DOC position statement regarding whether to transfer 911 telecommunicators employed 

by the State of Minnesota from the General Plans to the MSRS Correctional Plan.  The DOC is also available for 

conversation and very willing to respond to any questions that the working group may have. 

DOC acknowledges that 911 telecommunicators play an integral role in our public safety system.   They are often 

the first interaction community members and victims have with the system.  911 telecommunicators often hear 

harrowing incidents play out in real time which impacts their well-being and causes vicarious trauma.  First 

responders rely on them to ensure they have the relevant information to keep themselves and those involved in 

a situation safe.  In short, the work that 911 telecommunicators do is difficult and provides tremendous value to 

the rest of the criminal justice system.   

Minn. Stat. § 352.91 establishes the state correctional plan, sets the eligibility criteria, and includes specific staff 

from DOC and Department of Human Services (DHS), in particular, corrections officers, supervisors, lieutenants, 

captains, canine officers, special teachers, nursing personnel, security counselors, or positions with at least 75% 

of work time spent in direct contact with incarcerated individuals or patients who work at a state correctional 

facility, the state-operated forensic services program, or the Minnesota Sex Offender Program.    
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The DOC expects that the working group will likely review the differences between the General Plans and the 

Correctional Plan being considered, including how and when vesting occurs, employee contribution rates, normal 

retirement age, etc.  It is critically important to understand WHY those differences exist.  Expanding the state 

correctional plan to include 911 telecommunicators would impact both DOC and DHS.  

The eligibility and criteria specific to the Correctional Plan are due to the very unique nature of work inside secure 

facilities.  These particular DOC and DHS personnel work in environments like none other in the state.  The DOC 

exists to transform lives to create a safer Minnesota.  Secure and carceral settings, particularly those where longer-

term confinement and programming or treatment are the focus, offer a very exclusive kind of employment 

opportunity for the individuals who work there.  Health and safety is paramount and concerns around both have 

a particularly acute impact on DOC and DHS employees.  As such, the pension benefits presented in the 

Correctional Plan take this impact into account by incorporating a higher pension valuation formula, requiring 

longer terms of service to vest, allowing higher employee contribution rates, establishing a significantly lower 

retirement age (by 10 years) than a typical state employee, and including a higher annual cost of living increase 

for retirees.   

Taking all of these differences into consideration, DOC is concerned about expanding the pool of eligible 

employees with very diverging job responsibilities. DOC recommends that the benefits for our 911 

telecommunicators colleagues be appropriately reviewed and expanded but cautions against making changes to 

the criteria for inclusion laid out in MS 352.91.  

DOC stands very willing to engage with the working group around this issue and recognizes that this position 

may make the working group work more challenging.  If you have additional questions or concerns, please do 

not hesitate to reach out to me or Government Relations Director Safia Khan, safia.khan@state.mn.us.  

Sincerely, 

Paul Schnell 

Commissioner of Corrections  

cc: Safia Khan, Government and External Relations Director 

 Amber Jones, Policy Advisor, Governor Walz 
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Minnesota Department of Human Services
Elmer L. Anderson Human Services Building 
Commissioner Jodi Harpstead 
Post Office Box 64998 
St. Paul, MN 55164-0998 

December 6, 2021 

Susan Lenczewski  
Executive Director  
Legislative Commission on Pensions and Retirement 
100 Rev. Dr. Martin Luther King Jr. Boulevard  
Room 55, State Office Building  
St. Paul, Minnesota  55155  

 
Dear Ms. Lenczewski: 

The Department of Human Services (DHS) appreciates the importance of benefits, including retirement 
and pension options, as a way of rewarding the critical work and services our incredible state employees 
provide to Minnesotans. There is no question that 911 telecommunicators are an invaluable part of the 
State of Minnesota’s emergency response efforts.  

DHS acknowledges that the 2021 omnibus pension and retirement bill established a working group to 
study whether 911 telecommunicators should receive enhanced pension benefits. It is our 
understanding that, currently, most 911 telecommunicators in Minnesota are covered by the PERA or 
MSRS general plans. The law requires the working group to “recommend whether changes to the 
pension plan coverage for 911 telecommunicators are appropriate. If the working group finds that such 
changes are appropriate, the working group must recommend changes to the pension plan coverage for 
911 telecommunicators. The recommended changes may include but are not limited to moving 911 
telecommunicators to the correctional plans.”  

This letter serves as the DHS position statement regarding whether to transfer 911 telecommunicators 
employed by the State of Minnesota from the MSRS General Plan to the MSRS Correctional Plan. DHS is 
also available to discuss the matter and is willing to respond to questions that the working group may 
have.  

DHS acknowledges that 911 telecommunicators play an integral role in our public safety system. They 
are often the first interaction community members and victims have with the system. 911 
telecommunicators often hear harrowing incidents play out in real time that affect their well-being and 
cause trauma. First responders rely on them to ensure they have the relevant information to keep 
themselves and those involved in dangerous situations safe from harm. The work that 911 
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telecommunicators do is difficult and provides tremendous value to the rest of the criminal justice 
system.  

Minn. Stat. § 352.91 establishes the MSRS Correctional Plan. It sets the eligibility criteria and includes 
specific staff from DHS and DOC:  corrections officers, supervisors, lieutenants, captains, canine officers, 
special teachers, nursing personnel, security counselors, or positions with at least 75 percent of work 
time spent in direct contact with incarcerated individuals or patients at a state correctional facility, the 
state-operated forensic services program, or the Minnesota Sex Offender Program. 

DHS expects that the working group will likely review the differences between the MSRS General Plan 
and the MSRS Correctional Plan being considered, including how and when vesting occurs, employee 
contribution rates, normal retirement age, etc. It is critically important to understand why those 
differences exist. Expanding the state correctional plan to include 911 telecommunicators would impact 
both DHS and DOC.  

The eligibility and criteria specific to the MSRS Correctional Plan are due to the unique nature of work 
inside secure facilities. These particular DHS and DOC personnel work in environments like none other in 
the state – in direct contact with incarcerated individuals or patients that present a danger to 
themselves and/or others. 

The DHS MN Sex Offender Program (MSOP) provides treatment, care and custody to individuals 
committed by a court to the Commissioner of DHS as sexually dangerous persons or sexual psychopathic 
personalities.  

The DHS State-Operated Forensics Program (Forensics) provides treatment, care and custody to 
individuals committed by a court as mentally Ill and dangerous or committed by a court for competency 
evaluation and assessment for criminal justice matters. 

Commitments to MSOP and Forensics are indeterminate with a goal of treatment and programming to 
transform lives and create a safer Minnesota. Secure settings, particularly those where longer-term 
confinement, programming, and treatment are the focus, offer a very exclusive kind of employment 
opportunity for the individuals who work there. Health and safety are paramount and concerns around 
both have a particularly acute impact on DHS and DOC employees.   

Only jobs that meet the statutory definition and thresholds are included in the MSRS Correctional Plan 
for these reasons. It is important to note that not all jobs that work in these settings at MSOP and 
Forensics are in the MSRS Correctional Plan. The MSRS Correctional Plan is reserved for jobs with the 
most direct contact and potentially dangerous work.    

The pension benefits in the MSRS Correctional Plan take this impact into account by incorporating a 
higher pension valuation formula, requiring longer terms of service to vest, allowing higher employee 
and employer contribution rates, establishing a significantly lower normal retirement age (11 years) 
than a typical state employee, and include a higher annual cost of living increase for retirees.  
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Taking all of these differences into consideration, DHS is concerned about expanding the pool of eligible 
employees with very diverging job responsibilities. DHS recommends that the retirement/pension 
benefits for our 911 telecommunicators colleagues be appropriately reviewed but cautions against 
making changes to the criteria for inclusion laid out in Minn. Stat. § 352.91. 

DHS is ready and willing to engage with the working group around this issue and recognizes that this 
position may make the working group work more challenging. If you have additional questions or 
concerns, please do not hesitate to reach out to me or Government Relations Director Matt Burdick, 
matthew.burdick@state.mn.us.

Sincerely,

Jodi Harpstead
Commissioner, Department of Human Services

Cc: Matt Burdick, Director of State Government Relations
       Josh Ney, Policy Advisor, Governor Walz

Section D, Position or Policy Statements Appendix, p. D-6



 

MINNESOTA DEPARTMENT OF PUBLIC SAFETY 

Alcohol  
and Gambling 
Enforcement 

 
Bureau of Criminal 

Apprehension 
 

Driver and Vehicle 
Services 

 
Emergency 

Communication 
Networks 

 
Homeland Security 

and Emergency 
Management 

 
Minnesota  

State Patrol 
 

Office of 
Communications 

 
Office of  

Justice Programs 
 

Office of Pipeline 
Safety 

 
Office of  

Traffic Safety 
 

State Fire Marshal 
 
 
 
 

Office of the Commissioner 
445 Minnesota Street, Suite 1000, Bremer Tower, St. Paul, Minnesota 55101-5000 
Phone: 651/201-7160 FAX: 651/297-5728 TTY: 651/282-6555 
Internet: dps mn.gov 

EQUAL OPPORTUNITY 
 EMPLOYER 

January 21, 2022 
 
 
Susan Lenczewski, Executive Director 
Minnesota Legislative Commission on Pensions and Retirement 
100 Rev. Dr. Martin Luther King Jr Blvd.  
Room 55, State Office Building 
St. Paul, MN 55155 
 
Chad Burkitt, Analyst 
100 Rev. Dr. Martin Luther King Jr. Blvd. 
Room 55, State Office Building 
St. Paul, Minnesota 55155 
 
Subject: 911Telecommunicator Pension Benefits Working Group- Working Group’s 
Recommendations to the Legislature 
 
 
 
The Department of Public Safety and Minnesota State Patrol recognize the public safety 
necessity and contributions of our 911 telecommunications staff.  They perform a vital 
function, serving as the first call for help on everything from traffic crashes to mental 
health crisis needs.   
 
While often in the background, their work is undeniably critical for the safety of our 
state. Our 911 telecommunications staff are passionate, dedicated and professional.  We 
are appreciative of the legislative interest that has led to the establishment of this 
working group so additional information can be gathered along with recommendations 
for any changes.      
 
 
Sincerely,  
 

 
 
John M. Harrington 
Commissioner-Department of Public Safety 
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      Law Enforcement Labor Services, Inc. 
       2700 Freeway Boulevard Suite 700 * Brooklyn Center, MN 55430 
            651-293-4424                              Writer’s direct dial: 651-425-1135 

 
 
 
September 30, 2021 
 
Chad Burkitt      (via email: chad.burkitt@lcpr.leg.mn) 
Legislative Commission on Pensions & Retirement 
100 Rev. Dr. Martin Luther King Jr., Blvd. 
Room 55, State Office Building 
St. Paul, MN 55155 
 
 
Re:  LELS-Position Statement Supporting Enhanced PERA Benefits for 911 Telecommunicators 
 
 
Dear Mr. Burkitt: 
 
Thank you for reaching out to our organization seeking a position paper in consideration of 
whether 911 telecommunicators/dispatcher should receive enhanced PERA benefits. The issue of 
whether to provide 911 telecommunicators/dispatchers with improved PERA benefits is certainly 
not a new one; however, over the last decade demands of the job have significantly changed and 
absolutely merit an increase in PERA benefits.  Law Enforcement Labor Services (LELS) fully 
supports improvements to the current PERA benefit plan including moving to a full retirement 
age of 55 as well as an increase in the retirement benefit formula.  
 
As background, LELS is Minnesota’s largest Public Safety Labor Union with over 6,400 
members, specializing in representing those in public safety positions.  LELS represents 911 
dispatchers in 48 Minnesota counties and 3 cities.  We also represent the dispatchers employed 
by the Minneapolis/St. Paul Airport.  In all, we serve hundreds, 911 dispatchers, all considered 
“essential” employees pursuant to State statute.   
 
“9-1-1, what is your emergency?”  This is the first question asked with every 911 call and 
nothing is routine about the exchanges following that question.  From the moment a call comes 
in, the 911 dispatcher is to remain poised and professional in life-or-death crises.  They often 
handle multiple and stressful calls simultaneously, while also communicating critical information 
to their law enforcement, fire or other EMS partners.  Many times, they are also delivering 
lifesaving instructions to the caller.  A dispatcher’s day can start with a fatal car accident, a 
suicide, a choking child or an active shooter at a school.  911 dispatchers are not clerical 
workers, rather they are our first, first responders.   
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911 dispatchers are a vital link in our emergency response system, often suffering the same type 
of stress that we see in police officers and firefighters1.  They are the first to take in the 
emergency, they determine the facts, and they make the call to send the appropriate response, 
often sending others into harm’s way.  Following a serious incident, the responding peace 
officers are allowed time off, they are given time to go home, or debrief.  911 dispatchers are 
most likely required to continue working, moving on to the next emergency despite having just 
dealt with a very traumatic event.  Many times, they are not debriefed and often not given the 
chance to stop working and emotionally process what just happened. 

Studies show that 911 dispatchers endure work related stress at higher levels than most other 
professions.  In fact, research can support that the risk for these emergency dispatchers to 
experience traumatic stress disorders is significantly higher than for the general public.2   This 
suggests that they are exposed to hazardous psychological working conditions. 

Like law enforcement, 911 dispatching is a 24/7, 365-day public service.  Again, like law 
enforcement, dispatchers often work long hours.  They had to report to work, like other police, 
fire and EMS professionals during the pandemic, when most of us worked from home.  It is not 
unusual for their shifts to be 10 or 12 hours long, being subject to mandated overtime bringing 
their shift length to 16 hours.   

In addition to the serious effects of the stressful nature of this work, the physical nature of the job 
plays a significant role in the longevity of a 911 dispatcher’s career.  911 dispatchers are required 
to sit at a counsel for hours at a time and in the busy, short-staffed emergency communications 
centers, and they often go without regular meal or bathroom breaks.   We all know of the 
physical toll long bouts of sitting places on the human bodies.  Further, it is rare for a call center 
to have windows or access to natural light.  The physical working environment is more akin to a 
bomb shelter, having dispatchers working without exposure to daylight for 10-12 hours at a time. 

All of the 911 dispatchers we have had the privilege of representing are dedicated professionals, 
but they also know that this tends to be a shortened career path, not one that can result in retiring 
from at the age of 65 or older due to the physical and psychological demands this position puts 
on the brave and dedicated person who serves our State in this way.  It is time we acknowledge 
this service to our State and our State’s citizens by providing the deserved PERA benefits to 
include an earlier full retirement age of 55 and an enhanced retirement benefit formula. 

Please review the attached testimonials heartfully written by those serving as a 911 
telecommunicators/dispatchers.  They can speak to these matters far better than I as they have 
lived through these traumatic events numerous, maybe even countless, times.   

1 See Effects of Stress on 9-1-1 Call-Takers and Police Dispatchers: A Study at the San Jose Police Department 
(sjsu.edu) for a thorough analysis of the physical and mental stressors placed on 911 telecommunicators and the 
impact on their lives and longevity of their careers.  See also NENA 01-002 (ymaws.com) – NENA Standards on 9-
1-1 Acute/Traumatic and Chronic Stress Management August 5, 2013.

2 NENA 01-002 (ymaws.com) – NENA Standards on 9-1-1 Acute/Traumatic and Chronic Stress Management 
August 5, 2013, at pg 9. 
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If you have any questions or would like copies of the documents cited in the footnotes, please do 
not hesitate to contact me or anyone here at LELS. 

Thank you for your time and attention. 

Respectfully yours,   

James W. Mortenson 

James W. Mortenson   
Executive Director 
Law Enforcement Labor Services, Inc. 
Email: JMortenson@lels.org 
Phone:  320-980-6815 
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MIDDLE MANAGEMENT 
ASSOCIATION 

September 27, 2021 

Chad Burkitt 

100 Rev. Dr. Martin Luther King Jr. Blvd. 

Room 55, State Office Building 

St. Paul, Minnesota 55155 

Dear Chad: 

Middle Management Association (MMA) is in strong favor of the 911 telecommunicators and 

their supervisors to receive an enhanced pension benefit. 

The position of a 911 dispatcher is incredibly advanced. While talking with a distressed caller, 

the State Patrol Dispatcher must navigate multiple software programs, locate and initiate calls 

for service from a variety of public safety resources to include Police, Fire, EMS, Troopers and 

the like. At the same time, monitor traffic cameras, enter invaluable information into the call 

for service and document everything that happens. This has to be done with precision and 

accuracy in order to preserve evidence for possible future litigation. And before they are done 

with this call they are on to the next one. Approximately 10,000 telephone transactions per 

week. These are very important and stressful positions. 

Thank You to the work group for looking into this very important concern. 

( 

Gary Kloos 

Executive Director 

525 PARK STREET• SUITE 333 • ST, PAUL, MINNESOTA 55103-2106 

PHONE: 651.222.3811 • TOLL FREE 1.800.642.2373 

FAX: 651.222.3954 

www.mmamn.org 

S�75 
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November 8, 2021 
 
(via email: chad.burkitt@lcpr.leg.mn) 
 
Chad Burkitt         
Legislative Commission on Pensions & Retirement  
100 Rev. Dr. Martin Luther King Jr., Blvd.  
Room 55, State Office Building  
St. Paul, MN 55155 
 
RE:  911 Telecommunicators Pension Benefits  
 
Dear Mr. Burkitt, 
 
 The Minnesota Correctional Officer Retirement Association (MNCORA) strongly 
opposes the inclusion of 911 Operators, Dispatchers, and Telecommunicators in the 
PERA Correctional Plan. The Plan was established separate from all other job 
classifications because the job is unique among public employees. The inclusion of 
Dispatchers may deserve a better pension plan than they now have, but they do not 
belong in the Correctional Plan.  

Dispatchers don’t fit the definition. 

Dispatchers do not fit the definition of those permitted into the Correctional 
Plan. The Plan was established in 1999 for correctional officers serving in county and 
regional adult and juvenile correctional facilities due to the physical nature of their jobs. 
The members of this plan are responsible for the security, custody and 
control of the facilities and their inmates. Dispatchers who work solely in a 
dispatch role, and not a combined role of Jailer-Dispatcher, do not meet the job 
requirements to be let into the plan. The plan description would have to be changed, but 
it is important to recognize why it was written to be exclusive for correctional officers. 

Correctional work is hazardous. Dispatch work is not. 

 The Correctional Plan was established because a career working in correctional 
positions is physically hazardous and those choosing this career need an earlier 
retirement option than most other job classifications.  

It is the recognized policy of the state that special consideration should be given 
to employees of governmental subdivisions who devote their time and skills to 
protecting the property and personal safety of others. Since this work is 
hazardous, special provisions are hereby made for retirement 
pensions, disability benefits and survivors benefits based on the 
particular dangers inherent in these occupations. The benefits provided 
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in sections 353.63 to 353.68 are more costly than similar benefits for other public 
employees since they are computed on the basis of a shorter working lifetime 
taking into account experience which has been universally recognized. 

Minn. Stat. § 353.63 Providing this earlier retirement option is expensive, so it is 
reserved for those providing essential government services which are difficult to do at 
age 65. Correctional Officers have high rates of assault, ranging from punches, bodily 
fluids thrown on them, shanks, rapes, and even murder. They also have high exposure to 
communicable disease like tuberculosis and SARS-CoV-2. High numbers of correctional 
officers became ill from COVID-19, and there have been outbreaks of TB among CO’s.  

In contrast, 911 Dispatchers are not assaulted or exposed to blood and bodily 
fluids of inmates. 911 Telecommunicators work in a controlled environment that is not 
public-facing.  They have not been exposed to COVID-19 from inmates. 911 
Telecommunicators are not responsible for the security, custody and control of the 
facilities and their inmates. 

Treat Dispatchers and Correctional Officers Equitably. 

The current proposal is to permit Dispatchers to transfer their time from other 
PERA plans into the Correctional Plan.  However, when the Correctional Plan was 
formed, Correctional Officers time in the PERA General Plan did not transfer over with 
them. They started fresh and it took 3 years to be vested. Now, it takes 10 years to be 
fully vested in the Correctional Plan. 

Allowing 911 Dispatchers to transfer time in would be unfair to Correctional 
Officers and upset the financial stability of the PERA Correctional Plan. PERA Executive 
Director Doug Anderson estimated it would cost $79 million to add 911 Dispatchers to 
the PERA Correctional Plan. An Actuarial study must be done to determine the actual 
cost before any decisions can be made. 

In summary, MNCORA opposes adding 911 Telecommunicators to the PERA 
Correctional Plan. Dispatchers do not fit the definition authorizing their entry. 911 
Telecommunicators work in a safe office at a desk, so they do not have a hazardous duty 
that complies with Policy in § 353.63.  Correctional Officers have inmate contact and are 
regularly assaulted and exposed to disease in the course of their work.  911 dispatchers 
are seeking to credit years of service into a plan they have not paid into, a benefit not 
given to Correctional Officers. Finally, an Actuarial study must be done before any 
recommendation is made. 

Sincerely, 

The MNCORA Board 

Email: MNCORA@protonmail.com 
Phone: 612 346-8930 
Website: MNCORA.ORG 
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MSRS 
Minnesota State Retirement System

MNDCP Minnesota Deferred Compensation Plan 

� HCSP Health Care Savings Plan 

December 3, 2021 

Susan Lenczewski, Executive Director 
Chad Burkitt, Analyst 
Legislative Commission on Pensions and Retirement 
State Office Building, Room 55 
100 Rev. Dr. Martin Luther King Jr. Boulevard 
St. Paul, MN 55155 

Dear Ms. Lenczewski: 

Your Foundation for Retirement 

The 911 Telecommunicator Pension Benefits Working Group recently discussed eligibility for coverage 
by the Minnesota State Retirement System (MSRS) Correctional Employees Retirement Plan. 

The MSRS Board of Directors reaffirmed that they are not positioned or authorized to determine 
pension plan coverage eligibility for state employees. Pension plan eligibility is defined Minnesota 
Statutes. Specifically, Minn. Stat. §352.91 describes Covered Correctional Service under the 
Correctional Plan. 

Similarly, the Board does not have authority to determine whether certain employee groups should 
receive enhanced pension benefits due to the nature of their job duties. 

Sincerely, 

���Q 
Erin Leonard 
Executive Director 

60 Empire Drive, Suite 300, Saint Paul, MN 55103 3000 

651.296.2761 I Toll-free:1.800.657.5757 I Fax: 651.297.52381 www.msrs.state.mn.us 
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September 24, 2021 

Susan Lenczewski, Executive Director  
Chad Burkitt, Analyst 
Legislative Commission on Pensions and Retirement 
State Office Building, Room 55  
100 Rev. Dr. Martin Luther King Jr. Boulevard  
St. Paul, MN 55155  

The purpose of this document is to respond to your request for stakeholders to provide the 911 
Telecommunicator Work Group with their positions regarding providing enhanced pension benefits 
for 911 telecommunicators. 

PERA’s Board has developed, and recently revised, several long–term board positions.  Three of the 
long-term positions have relevance to the proposed changes summarized in a memo dated August 27, 
2021 from Dar Pankonie to Members of the 911 Telecommunicator Pension Benefits Working Group 
titled “Handout on enhanced benefits for 911 telecommunicators”.  Among other changes, the memo 
outlines a proposal that would increase the benefit multiplier from 1.7% to 1.9% and reduce the age 
for unreduced retirement from 66 to 55.  The changes would apply to past service and future service.  

The most generally applicable long-term position is: 

 Legislation Pertaining to Individuals or Groups Benefit Eligibility 
The PERA Board of Trustees generally opposes legislation that provides an exception with 
respect to the benefits made available to one or a group of individuals, but may review such 
legislation on a case-by-case basis. 

A more specifically applicable long-term position is: 

Expanding Classification of Employees Included in the Correctional Plan 
Absent a purpose statement or any clear criteria defining the types of positions intended to 
be covered by the Local Government Correctional Service Retirement Plan, the PERA Board 
of Trustees defers to the Legislature the policy determinations as to which local government 
correctional employee groups should be included in the Plan. 

PERA asks that the Legislature ensure that any groups approved for participation in the Plan 
either come into the Plan as new members at contribution rates sufficient to fully fund the 
higher level of benefits, or if members enter the plan with past service credit, the merging 
group’s sponsoring entity agrees to a payment or series of payments sufficient to fully fund 
the associated unfunded actuarial accrued liability of the merging group. 

PERA staff has estimated that the present value of accrued benefits (PVAB) to grant past service 
credit for approximately 1,200 members transferring from the General Employees Retirement Plan to 
the Local Government Correctional Service Retirement Plan is about $80M.  This amount is a good 
estimate of the actual past service cost, but is not the same as the actuarial accrued liability (AAL), 
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which likely would approach or exceed $100M.  The AAL is the standard to maintain a plan’s funding 
status and must be fully funded for the normal cost to be the correct cost for future service credits.   

Prior to being able to support the transfer of past service credits, PERA would need assurance that a 
full scope actuarial study be performed to better estimate the cost.  A full scope study would need to 
consider potential changes in employee behaviors that would impact actuarial assumptions.  In 
particular, the impact of disability benefit changes would need to be carefully analyzed.  As this 
actuarial study does not benefit all the members of PERA, the actuarial study cost would need to be 
accounted for elsewhere.  

In additional to concerns about the amount needed to achieve full funding, there would be logistical 
concerns to determine which groups are responsible for the funding (the legislature, employers, 
and/or employees) and over what period of time.  In particular, assessing costs to employees is 
particularly challenging given the vast difference between benefit value and expected working 
lifetimes within the member group.  If the transition is not carefully designed, there could be adverse 
consequences that could affect both retention and recruiting (i.e. a significant increase in early 
retirements that shift costs to new hires). 

A third additional long term position is more general, but also applicable: 

Groups/Individuals Entering or Leaving PERA  
The PERA Board of Trustees opposes providing benefits that add to the actuarial accrued 
liability for individuals or groups requesting membership in a PERA fund unless the merging 
group’s sponsoring entity agrees to a payment or series of payments sufficient to fully fund 
the associated unfunded actuarial accrued liability of the merging group. 

The PERA Board of Trustees opposes the discontinuation of membership for an individual or 
group in a PERA fund unless the departing individual or group’s sponsoring entity agrees to a 
payment or series of payments sufficient to fully fund the associated unfunded actuarial 
accrued liability for the departing group. 

This long-term position addresses the potential adverse impact to the General Employees 
Retirement Plan due to the departure of a group of members.  The departure of members would 
result in the burden of fully funding the plan being placed on those members that remain in the 
Plan.  This is similar to assessing a withdrawal liability to the membership group.  Measuring this 
cost also would require actuarial work that should not be paid by members that do not benefit 
from the potential change. 

In conclusion, the transfer of past service credit for members transferring from the General Plan 
to the Correctional Plan is costly, potentially inequitable, and complex.  The Board would need 
assurance that any proposed change addresses the concerns expressed in their long term 
positions. 
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Date: August 6, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Gary Carlson, Director of Government Relations, League of Minnesota Cities 
Laura Kushner, Human Resources Director, League of Minnesota Cities 

Subject: Legislative Policy on 911 Telecommunicators and the PERA Correctional Plan 

The League supports: 

a) Maintaining the current definition of covered employees for the PERA corrections plan, which
does not include dispatchers due to the substantial differences between the dispatchers and the
existing corrections positions covered by this plan.

This policy was originally discussed and adopted around the time of the 2003 study, “Mandated Study of 
Retirement Coverage for Emergency Dispatchers”. It has slightly evolved over the years but LMC’s existing 
policies are reviewed each year to confirm whether committee members still support the position and then 
the policies are re-adopted if approved by the committee and the LMC Board of Directors. This policy is still 
in effect, as of August 13, 2021. 
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When I started my career as a 911 Dispatcher 21 years ago I never imagined where it would lead me.  
On the job training literally was being handed a headset and a cord and “plugging in” with you trainer.  
You shadowed them until they felt you were “ready” to be on your own.  Training at our Consolidated 
Center now consists of several weeks of classroom training, several certifications must also be complete.  
EMD (Emergency Medical Dispatch), EFD (Emergency Fire Dispatch), CPR, BCA and the list goes on. Not 
everyone can sit down and dispatch. Most of our trainees do not make it out of training. You have to be 
calm under pressure, able to multi-task and listen to several conversations and radio traffic and be able 
to comprehend what is being said.  Officers handle one call at a time, Dispatchers handle several.  We sit 
for 10-12 hours a day and are literally tied to our desks by a 3 foot cord.  We have to time our bathroom 
breaks so not more than one person is out of the room at the time. Meal breaks the same way, must be 
scheduled so that there are enough people to cover phones and radio channels. If we are busy, well you 
have to hold it or go hungry.  We are often the first people needed and the last remembered.  

I also never thought of the long term stress this career can bring.  Our Center has not been fully staffed 
since we consolidated in 2007.  Staffing shortages are the norm around the Metro.  Mandated Overtime 
also the norm.  A mistake as a Dispatcher can mean life or death. Think of the pressure we are under.  I 
have talked countless callers through CPR instructions, Narcan administration and other life saving 
measures. We go from one caller yelling about dog feces in their neighbor’s yard to the next call 
someone is not breathing. As a Dispatcher we handle several hundred phone calls a month.  I would be 
lying if I said the stress hasn’t gotten to me at times.  I believe it is the norm if you are in this career long 
enough that you will eventually wind up with some form of PTSD.  I never thought the voices and 
screams would stay with me for years but they have.  Often we do not get a resolution, did they live or 
die?  We must go on to the next caller when that phone rings.  We now have a video wall, meant to be 
able to watch MN-Dot traffic cameras and keep us up to date on the weather.  First week it was up we 
witnessed a jumper on the freeway, and an Officer involved shooting all in real time.  The Officer 
involved shooting was an incident our Center was working.  We also now have text to 911 and 
technology is in the works to bring pictures in real time to us. I am not sure that is worth the emotional 
toll and cost it will have on your Dispatchers.   

I often hear from Police Officers and Firefighters and Paramedics that they could never do our job.  I am 
here to tell you that they are 100% accurate.  We are not Secretaries as we are classified, they get to 
work M-F 9am to 5pm and go home.  They got to work from home during Covid-19. Secretaries get 
nights and weekends and holidays with their families, Dispatchers do not.  We are here 24/7, 365. 

Most people when they learn I am a 911 Dispatcher ask the following question: “What is the worst call 
you have ever taken?”  I have learned to lie to them because the true horror is that there are too many 
to remember and I could go on for hours.  Was it the 4 year old that when I hung up the phone with the 
caller I knew in my gut they had done something to the child but it wasn’t until 2 years later when the 
caller was charged with homicide that I sadly learned I was correct.  Was it the 12 year old who just 
witnessed their father beat and stab their mother to death?  Was it the wife who came home to find her 
husband hanging in the garage?  Was it the grandmother who found her grandson had shot himself on 
the couch? How about the sexual assault that was in progress that I had to listen to.  How about the 
countless callers in crisis that call every day and we know them by voice and remember their full name 
and date of birth. Now we also have to determine if they just need Crisis or do they need Medics, are 
they really serious this time or just need someone to talk to? How about the female who could only 
scream and say one or two words after witnessing her boyfriend drown, I will hear her screams forever 
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in my head.  I can’t continue on as I am at work and just remembering these calls is making me come to 
tears.  We shove them down, we try to bury them but we will never ever forget. I haven’t even covered 
the Radio side of our job.  Imagine the anxiety we feel when we hear the dreaded “shots fired” aired 
from an Officer or hear the “I was just hit by a car, send me an ambulance” or the dreaded times when 
there is Radio Silence in response to our hailing.   

I am 49 years old and have measured hearing loss in my right ear from wearing my headset.  When I 
work I have daily headaches from the multiple computer monitors I stare at all day long.  My sleep is 
disturbed from my brain being unable to always block out the bad calls.  My reaction time has slowed, I 
do not multi-task as fast as I did when I started this career.  Notice how I keep saying Career?  That is 
what this job is, it is a Career. We are professionals, we are highly trained, highly skilled and this is not 
something just anyone can do.  You do not want me in this chair as a Dispatcher longer than age 55, we 
do have an expiration date.  This is a career that takes it toll on your mind, body and soul.   

Anyone that wants to come and see this career firsthand is free to contact my Center and ask for a sit-
along, I would be happy to have you.  

Mary Watry 

Section E, Testimonials Appendix, p. E-3



“911, what is your emergency?” 

This phrase in it’s varying agency iterations is repeated thousands of times 
throughout the State of Minnesota by hundreds of public safety dispatch 
professionals every day. The responses on the other end of that emergency call are 
guaranteed to be anything from “Sorry, I bumped my phone, it was an accident”, to 
the unforgettable, gut wrenching screams from a parent that has just found their 
child deceased. The words spoken by the people we are tasked to do everything we 
can to help can be routine, or they can be life changing.  

I have been involved with 911 for just over 18 years, and I can attest that 911 is very 
much a give and take profession. It gives to you an immense responsibility, a high 
respect for yourself, your coworkers, and it gives a sense of service to the 
community. What it takes from you is thought to be understood when you begin, 
however the full reality of it takes some time to set in. The job takes away family 
time, it takes holidays, it takes birthdays, it takes funerals, and family gatherings. It 
takes rest, and at times it takes away the ability to relax, decompress, and recharge. 
It is, as are all 24-7 public safety positions, the unfortunate realities of the job. 

Over the course of my career I have heard countless odd conversations, 911 
accidental dials, concerns of barking dogs, vandalized mail boxes, and neighbors 
having a bit of a hard time getting along. Also in that career I have heard countless 
cries for help from people on the verge of taking their own life, terrified voices 
pleading for help as I do everything I can to walk them through CPR on their lifeless 
loved one, and people screaming in pain, and afraid for their live as they are 
punched and kicked in violent domestics. These voices don’t fade as quickly from 
memory. It has been nearly 16 years but I can still clearly remember a little boy I 
took a 911 call from where his first words were “my daddy is hitting my mommy” as 
a very obvious violent domestic was occurring in the background. 

Some are harder than others. Kallie Palmer was 6, she died after her “friends” 
convinced her to run into traffic on 35W after scaling a small chain link fence along 
the freeway. While working on our fire channel I sent one of our fire departments to 
a call none of us will ever forget. Some of these don’t go away. It is these and 
countless other hundreds of stories of calls and radio traffic that 911 operators 
carry with them through their careers. 

Standing back and examining the job we can look at the calls each dispatcher took in 
a month, the times that they worked “on the radio” with officers and firefighters, 
and the number of medicals and fire calls that a person processed in a month. One 
can examine the numbers, and statistics however the brutal reality of the things we 
as 911 professionals hear throughout a career are infinitely difficult to quantify on 
paper.  The world of 911 and public safety is also a vast producer of statistics. By 
nature of the job, 911 operators, officers, and other various agency staff produces 
mountains of data that goes mostly unnoticed by the general public. Statistics assist 
in demonstrating the need for changes in staffing, equipment requirements, changes 
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in policy, needed technology improvements, and many other identifiable topics that 
one might generate a statistic for.  

Law Enforcement Deaths are one of the very sad industry statistics that are 
tabulated annually. From 2009 to 2019, according to the National Law Enforcement 
Officers Memorial Fund (https://nleomf.org/ ) data there was an average of 161 
officers that died in the line of duty. On Wednesday, July 30th 2014 the 911 center 
that I, and a number of my very skilled partners work at, became a part of one of 
those terrible statistics. That day my partners were slapped square in the face by 
frantic phone calls and radio traffic that told us one of our officers had just been 
shot. The seconds, minutes, and hours that followed were an enormous team effort 
on both sides of the radio to find the person responsible for the death of one of our 
officers. That experience will never leave any of us that were working that day. It 
was, and still is to this day profoundly painful, and impactful for everyone involved. 
This, and other critical incident, high stress calls are the toll that the 911 profession 
eventually takes on all of us in some way.  

In conjunction with my 911 career, I also served as a volunteer firefighter for over 
16 years. I can attest to the mental and physical nature of the job, the stress on the 
body, and the time away from home. 911 is equally as taxing however it is taxing on 
the mind infinitely more than the body. The constant high vigilance and attention to 
detail required is mentally exhausting. The need to regularly monitor multiple 
officers & firefighters, on multiple radio channels as well as manage call load 
displayed on multiple computer screens quite honestly puts the basic definition of 
“multitasking” to utter shame. 

The 911 professional has evolved into a high stress, highly involved, and highly 
technical industry. Staffing issues are still issues from a logistical standpoint; 
however what they do is compound the call load, and stress load for everyone 
involved. That being said, the raw impact on each 911 operator is still there, with 
each and every call or radio transmission that is taken. We are truly the “first”, first 
responders. It is our belief that this profession has infinitely expanded in both scope 
and demand, far beyond where we are identified in regards to the current 
positioning within the PERA benefits program.  

We as an industry appreciate the time you are taking to investigate this needed shift 
in retirement and increased 911 Telecommunicator benefits. Thank you for your 
time. 

Sincerely, 
Brian J. Kluck 

National Law Enforcement Officers Memorial Fund - 
https://nleomf.org/memorial/facts-figures/officer-fatality-data/officer-deaths-by-
year/ 
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As I sit here typing this I have a lump in my throat recalling some of the most heart wrenching things I 
have heard.  Imagine picking up a 911 phone and hearing a woman screaming at the top of her lungs 
and only being able to understand two words….”baby” “dead”.  How can I help this woman when I don’t 
even know where she is?  Imagine picking up 911 phone and an elderly man “Rosie please don’t leave 
me”.  Imagine an officer yelling for more help because he is in the fight for his life with a subject who we 
later find out is a wanted fugitive for murder and knows that if he is arrested will spend the rest of his 
life in prison.  That subject has nothing to lose.  This has all happened to during a “normal” 10 hour shift 
as a dispatcher.   This is a usual day in the life as a dispatcher.  It is not just a “regular” job.  

The physical, emotional and mental toll this job takes on a dispatcher is immense.  

The physical is caused by working nights, weekends, holidays, mandatory overtime, extended shifts.  
Eating habits, sleep schedules and lack of exercise to name a few, cause high blood pressure, weight 
gain, depression issues. 

The emotional stress is listening to the mother who just found her baby dead and knowing the only 
thing I can do is reassure her help is on the way.  Telling that elderly man that I am so sorry for his loss of 
his wife of 60 years and that help is on the way.  Telling that officer on the radio is back up is on the way 
but is still 5 mins away but just keep fighting for your life officer!   

The mental stress is knowing every day I get older and the physiological changes that are inevitable will 
affect how well I do my job.   It is a known fact the older each of us gets our mental capacity, reflexes, 
hearing, eye sight, ability to multitask all diminish.   

The General Fund does not allow dispatcher to retire until 65 years old to gain full retirement.  The 
choices are to leave the job or stay knowing the chances of a serious mistake are inevitable.   

Melinda Soli 

Dakota Communications Center 

28 years of service 
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I am writing to ask you to strongly consider changing Dispatchers from the GENERAL retirement fund to 

the CORRECTIONAL OFFICERS fund.  

As a 27 year veteran of the 911 Dispatching profession, I can tell you this is not a job that can be 

performed well up until our current retirement age 65 years old!  I have seen so many changes in my 

twenty-seven years and although technology wise things have improved greatly, there has been far 

more changes that have negatively changed this profession.   Crime is up, call volume is up, with the 

movement of “See something, say something” we are answering thousands of calls more than we ever 

have, all while short-staffed.   

The dispatch profession has always been a revolving door of employees.  Many people may apply, but 

this is a job only a select group of people can do and sadly, working short-staffed with mandatory 

overtime has become the norm.   

I don’t think I need to tell you the details of some of the most horrific calls we take and the stress it 

creates.  From a physical and very personal point of view, I can tell you my body and mind have suffered 

greatly.  Looking back on my career, I often ask myself WHY?  Why do I stay?  Why do I put up with the 

effects of the cumulative stress?   I am obese, on anti-anxiety medications, currently take the highest 

dosage of anti-depression meds my doctor will allow and drink far more alcohol than I would like to 

admit on my days off.  I have constant neck and shoulder pain, hearing loss  as well as other medical 

issues.  I know for a FACT that many of my partners have similar issues, but I may be the only one brave 

enough to call it to your attention. The stress of this job and what it does to the mind and body are very 

real.   

My personality has changed as well.  I used to be out-going and loved to hang around people.  I 

guarantee this job and the stress of it has caused me to become an introvert and cherish quiet time, 

alone, far more than I ever did.  When I get off work, or on my days off, I don’t like to go out and 

socialize, I hate to talk on the phone and have learned to crave silence.   

 I’m slowing down and I know the younger dispatchers can do things much faster than I can.  I rely on my 

knowledge, years of service and street smarts to be a co-worker that the younger generation can come 

to.  The mindset of the younger people is different too.  I was just talking to HR yesterday and 
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mentioned, that in my opinion, the young adults that are being hired now don’t consider this a career 

job.  So many use it for a stepping stone to becoming a law enforcement officer or other things.  I don’t 

think very many people at the bottom of our seniority list will be here for the long haul of a 20-30 year 

career.  For those of us that have dedicated our life to making this our career, it sure would be nice to be 

granted the opportunity to retire early.   

I am more than happy to speak with any one of you if you need more information or want an inside look 

at what we do on a daily basis. 

Thank you for your time 

Kellie Bailey  
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To Whom it May Concern, 

I am writing this letter in support of a change in Retirement Coverage for Dispatchers. I started as a 911 
Dispatcher 8 years ago and I love what I do. I work with a great group of people who have a very specific set of skills in 
what they do. They are very passionate about their jobs, their community, and the Law Enforcement and First 
Responders they work with. 

There are very few people who are even capable of being a 911 Dispatcher. It takes the ability to handle stress, 
to be organized, to think and act quickly and responsibly, to be empathetic, it takes common sense (something that’s 
getting harder and harder to find these days), it takes someone who can handle the physical demands of being in one 
spot for 12 hours, working all night long without dozing off, or being ordered in at a moment’s notice to cover minimal 
staffing requirements. It takes someone who can handle multiple calls on the worst moments of people lives, and then 
doing it again and again. The screams of a wife being beaten, the cries of a mother holding a lifeless child, the silence of 
a depressed teen who intends on ending their life, or maybe the silence following a gunshot from one who has… these 
are not uncommon calls for us dispatchers to deal with while we sit helplessly on the phone trying to provide a glimmer 
of hope for the caller that we have help on the way or that they are not alone. All day and night, we work right alongside 
the Law Enforcement and Corrections officers, who respond to some of these incidents, to make sure their jobs are safer 
and easier. All of our positions are unique, all are essential, and ALL are stressful.   

I am a Certified Training Officer in our Dispatch Center. In the past 8 years I have seen many people come and 
go. It is tough to find young people with young families who are willing to take on our demanding schedule. It has been 
just as difficult finding experienced, seasoned help who are willing to deal with it! Just like Law Enforcement and 
Corrections, we have to work nights, weekends, and holidays. Our bodies and our families pay a price for that. We miss 
baseball games, and dance recitals, we miss church, we miss weddings, graduations, and family reunions. We give up a 
lot to be here protecting the community on their weekends and nights off.  I can’t imagine being in my 60’s, after 35 
years of doing this, and knowing I have to keep waking up to work for the entire night while I’ve watched countless 
coworkers of mine retire and go on to enjoy their life’s years before me. I don’t know if I’ll be able to do it anymore? We 
are in the “golden handcuffs” here, there are no transfers, no promotions, no higher position, only Dispatchers with 
varying years of service under our belts working to put our time in and advance in steps until we can retire our Badges. 
10-7

Lafe Swalin   

911 Dispatch 

Kandiyohi County Sheriffs Dept. 

LELS Testimonial #5

Section E, Testimonials Appendix, p. E-9



To Whom it May Concern: 

I have been a Public Safety Dispatcher (PSD)/Telecommunicator (TC) for the Ramsey County Sheriff’s 
Office for over six years and as a PSD/TC for about 15 years. Over the course of my career, we have seen 
substantial changes to our job.  

The most significant changes have come from the people we serve in the type, complexity, and severity 
of 911 calls we receive. The number of high priority calls have increased. High priority calls are those 
that pose a life and death situation to the person calling or a person they are calling for. At any time of 
day, we could be taking a call for a shooting, assault, robbery, shots fired, carjacking or for medical 
emergencies ranging from CPR for an infant not breathing to helping render aide for someone who is 
overdosing or control bleeding for someone who has been shot or stabbed or assaulted.  

The frequency of these calls has gone from once or twice a week to multiple times a day. We are 
constantly bombarded with someone’s worst day. We are asked to take hundreds of calls a day of being 
yelled and screamed at because people are stressed and worried or frightened. We are asked to help 
those with mental health issues deal with their delusions, or required to talk a person who is suicidal 
down from jumping off a bridge or shooting themselves. We are asked to talk to children who are crying 
and frightened because their mom and dad are fighting, and they don’t know what to do. We are asked 
to comfort a parent who has found their child deceased and try to help them to perform CPR or to 
comfort a wife who found her husband of 30+ years dead. Trying to calm them enough to be able to get 
the information that is needed so we can send the help that they need.  

We are asked to come to work during civil unrest. When we are asked not to wear our work uniforms 
(blue polo with RCECC emblem and blue pants) because our management is worried about our safety. 
We come to work every day and our communications center is surrounded by barrier, fences, and 
barbed wire. Answering calls from people who are angry with police and yell and swear and make 
threats to your life and safety. To come in on days off to help with the increase of call volume and radio 
traffic.  

Even with all of this going on, we continue to serve the community by reporting to work during a global 
pandemic, while others worked from the safety of their homes.  Rather, we worked multiple 16-hour 
days in a row to cover those that are sick or whose family is sick.  

We are asked to dispatch and keep the officers we serve safe. We are asked to make judgement calls, 
and if those calls are incorrect, we suffer the consequences. We are asked to take on additional 
responsibility; additional police departments, State Fair, protests, and community events that require 
police or Fire/EMS assistance.  

We are constantly being asked to do more with less. Less pay, less benefits, less staff, less resources. 
And we are required to provide the same level of service, with greater amounts of stress being placed 
upon us. 

Over the past 15 years, I have talked to people who are upset about their missing dog or a car parked 
illegally, or about a neighbor who is blowing their leaves/snow in their yard. On the other end of that I 
have talked to children who are hiding in their closet or under their bed because dad is hitting mom. I 
have talked to a father who was being held hostage by his son who was on drugs and having a mental 
health crisis. I listen to the gut-wrenching sobs of a mother who has found their child blue and lifeless. I 
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have heard a woman screaming for help because she came home to find her husband hanging in the 
garage, a tornado touchdown, a group of people who drove their car into the river and didn’t know 
where they were. I have taken calls I don’t remember, not because I have a bad memory, but because I 
can’t relive these calls every day. I can’t because of my mental health.  These stories are, unfortunately, 
common for all of those who proudly do this work. 

During my career, I have had to work during holidays, birthdays, anniversaries, family functions, dinners 
with friends, and children’s school functions. I have come to work in snowstorms, tornado warnings, 
during the pandemic and during civil unrest.  

There are times when I don’t work but am too tired to get out of bed. I am too tired to put on a happy 
face and talk to my loved ones. I am too tired to socialize with friends. I have worked with friends who 
have had to quit because the stress and weight of what we do was too much for them. I have had 
coworkers commit suicide because of the stress and mental toll it takes doing this job. I have had 
coworkers die because of the stress, lack of sleep and sedentariness of this job. Research has pointed to 
sitting as the new smoking and we work 12–16-hour days sitting in a chair to do this job. 

We have few resources for any mental health help. We have few resources for PTSD that comes with 
this job. We might not be on the streets driving around and seeing the things that our partners see or 
hear but the impact this job has on each of us is substantial and profound. It changes who we are, it 
changes the way we see people and how we see the world.  

We as PSD/TCs might work in an office but we are also first responders. Our turnover rate is 5 years, 
which is the point when most people quit. That is when the mental and health aspects is too much. If 
you think we are administrative assistants or secretaries I ask you to come work a week our lives. Listen 
to the calls we take, to the amount of radio traffic we listen to, to the medial help we render and tell me 
at that time we are not first responders.  

This profession is hard, but I also know that it can be rewarding.  Those that are able to stay in this 
profession for more than a few years are dedicated to making a difference in the lives of the people that 
make that 911 call.  We are the lifeline to the help they need.  Much like a licensed peace officer, or a 
firefighter, this job takes a hard toll on our bodies and mind, but unlike those other public safety 
professionals we are not eligible for early retirement or other enhanced PERA benefits.   For the sake of 
the people we serve, and those dedicated to this profession, that should be changed to allow us to be 
incorporated into the Corrections Pension Plan and afforded the same benefits of our corrections 
partners. 

Thank you for your time,  

Teissa White -  A tired and overworked PSD – Ramsey County Emergency Communication Center 
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Training for 911 Dispatchers: 
Potential new employees are required to pass the same psychological testing as Police 
Officers due to the types of events they will be exposed to over the phone or radio.   They are 
required to remain calm, professional, and accurately relay all information to the responding 
Officers, Firefighters and EMS personnel.  Incorrect or delayed relay can greatly affect the 
safety of those responders.   

Oftentimes there is no public safety experience required for Dispatchers, however, there are 
numerous trainings that need to occur after an employee is hired.   

• CPR Certification
• Emergency Medical Dispatcher (EMD) Certification
• BCA Portals Certification
• National Center for Missing and Exploited Children (NCMEC)
• FEMA ICS Series
• ARMER Radio Training
• Individual Agency Policies

 There can often by numerous agencies with different policies being
dispatched by the same Center.

Mental Health Emergencies: 
While we do not have specific numbers to be able to track these events, these continue to be 
one of the greatest increases in daily events and are very time consuming.  The time-
consuming piece of it is when a Dispatcher is required to stay on the phone with an individual 
seeking help to ensure and oftentimes reassure them that help is on the way.   Individuals 
seeking mental health help will often call for help but will not disclose their location.  This 
requires the Dispatcher to contact the cell phone carrier provider to request them to “ping” 
the cell phone for the location.   Patrol Sergeant approval is needed to begin that process, a 
form needs to be completed, faxed back, followed up by a phone call to get the data from the 
cell provider (if they deem it an emergency per their procedures).  There are times when a 
Dispatcher is asked to repeatedly “ping” a cell phone when an individual begins to purposely 
move their location.  These types of calls can also be the most frustrating to Dispatchers due 
to the nature of the emergency and not being able to locate the person quickly.  Most people 
calling for help want you to help them and will give you their address, but this is not the case 
with these individuals.   

We have had Calltakers on phone calls with distraught individuals for longer than 30 minutes. 
During that time, the Calltaker is required to either put that caller on hold to answer other 
phone calls or just cannot answer other phone calls.  The overflow phone calls then go to the 
Radio Dispatcher, who is not able to intently monitor the radio during the time he/she is on 
the phone.   This scenario of the Radio Dispatcher being on a phone call happens frequently 
throughout the day and is a significant officer safety liability due to them being the officer’s 
lifeline. 

Due to the Travis’ Law that was implemented on July 1, 2021, Dispatchers are now required 
to triage to determine if the appropriate response is law enforcement or a mental health crisis 
team.   This is also time consuming and shunts workload to remaining staff. 

Unplanned Events: 

LELS Testimonial #7, submitted by Mary Lieser, Stearns Co. Sheriff's Department

Section E, Testimonials Appendix, p. E-12



Various police agencies have asked numerous times for a separate monitored radio channel 
for an unplanned major event.  The Dispatchers are not able to provide a monitored channel, 
therefore the event goes forth on this unmonitored channel and requires the Officers to have 
to switch their radio back to the main channel to relay information to the Dispatcher.   This is 
a known Officer-safety concern, and this type of scenario is very stressful for the Dispatchers 
to have to experience and shoulder.  In an attempt to avoid this scenario, the Dispatchers will 
make every effort to monitor those additional channels anyway. 

Language Barriers: 
The Dispatchers take phone calls daily from individuals who have a significant language 
barrier.   During these phone calls every effort is made to decipher the nature of their call, 
which further prolongs the duration of the phone call.  Oftentimes the language barriers will 
require a Dispatcher to contact an interpreter to have a three-way call with the interpreter 
relaying the information back and forth between the Dispatcher and the caller.   Three-way 
calling becomes extremely difficult when a caller is reporting an emergency and gets 
frustrated when the Dispatcher is not able to understand their emergency quickly.  This is 
also a very stressful scenario for the Dispatcher when they feel as if they are unable to provide 
help and assistance as fast as usual.   

Towards Zero Death (TZD):  
This is a state funded program designed to increase the safety of our roadways.  There can be 
an unlimited number of officers who work at any time and all of these traffic stops start a CAD 
event monitored by the Dispatch Center.   While TZD does provide overtime dollars for an 
extra Radio Dispatcher to work as part of the enforcement, these shifts are no longer sought 
out due to the amount of overtime being worked to just maintain our current minimum 
staffing level in the Center.  Officers can check on for duty at any time to work these special 
details and when there is no additional Radio Dispatcher available to absorb all of these traffic 
stops, it falls on to the Radio Dispatcher.  

Emergency Radio Traffic and Radio Concerns: 
Due to the increase in the types of officer safety calls that are being responded to, the officers 
are more frequently requesting the Radio Dispatcher to go on “emergency traffic only”.   This 
means that the only radio transmissions that are allowed are those pertaining to the 
emergent incident.   During emergency radio traffic, the Dispatcher is required to monitor the 
radio even more so intently and type any information into the Mobile Chat feature that is 
monitored by all officers on their laptops in their squad cars.  During emergency traffic only 
situations, the Radio Dispatcher cannot answer any phone calls, which requires callers to be 
on hold longer or phone calls to potentially go unanswered.   

Fire and EMS incidents continue to increase.  These critical events are currently not being 
monitored by a separate designated Dispatcher, leaving room for missed information and 
mayday calls that are not monitored.   

This Center is subject to monitoring 14 radio channels in the event we are hailed on any of 
them, in addition to the channels already in use. 

Dispatcher PTO Usage, Work-Life Balance, and General Stress: 
There are numerous hours of PTO that have been denied or only a partial shift approved due 
to not having the minimum number of staff working.  This requires Dispatchers to have to 
cancel or miss family events or switch shifts with another Dispatcher.  Switching shifts does 
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not allow for PTO to be used and increases stress and burnout, all while greatly decreasing 
overall morale.  This results in more frequent sick calls and mandatory overtime to fill 
vacancies. 

Due to the Dispatch Center currently being understaffed, the Dispatchers are working non-
stop at an extremely high rate of speed, multitasking for 12 hours straight, with little to no 
breaks to eat or even use the restroom.  These types of working conditions are what can 
quickly lead to burnout.   The severity of the incidents that have become every day 
occurrences are only going to increase and require even closer attention to detail.  With the 
volume of data each Dispatcher is responsible for, attention to detail is becoming a harder 
task to get accomplished and mistakes are happening.  

Dispatchers cannot give the public the uninterrupted service that is expected and is 
demanded due to being understaffed, high call volume, and increased incidents.   In recent 
years our Center changed to an ACD phone environment.  This allowed us to the opportunity 
to learn that over 10,000 non-emergency phone calls were disconnected prior to one of our 
Dispatchers being able to answer it. 

Technology is Ever-Changing:  
Technology changes are constant and the more technology that law enforcement has at their 
disposal, the more staff it can take to monitor the technology to be used to its full potential. 
Text-to-911 is live in most Centers in Minnesota, and video and other technology capabilities 
are on the heels of texting.  These are not optional things to monitor but required.   

T-CPR is mandatory for Dispatch Centers to either provide pre-arrival medical instruction for 
cardiac-related medicals, or transfer to a PSAP who can provide that service.  Our Center is
equipped with the tools that the Dispatchers need to effectively offer pre-arrival instructions, 
however, there are times that this is done simultaneously with other tasks and this needs to
be offered to the callers without interruption.

Officer Response Times: 
Dispatch Centers are consistently understaffed.  This information is verified by MN DPS-ECN 
using the Erlang Concept.  Our Dispatch Center should have 8-9 calltakers working for our 
call volume and we often have 2-3 calltakers working.  When there are not enough 
Dispatchers to answer the phone calls, the calls get answered slower, hence a slower 
response time.  It is vital to remember that the response can only start when an officer has 
been dispatched.  If the information is not received due to callers staying on hold, the 
response time greatly suffers.   

87% of the 911 calls received in our Center were from wireless devices.  Wireless devices do 
not provide the detailed location information and requires the Dispatcher to spend extra time 
verifying that information on the map and with the caller, if they are cooperative.   
Dispatchers can substantially contribute to apprehending a suspect for crimes in progress 
due to being able to offer real-time updates to the responding Officers.   This is a great 
statistic; however, this also requires extra time spent on the phone with callers and other 
callers waiting on hold.   

All of these events are manageable except when they are occurred simultaneously, which is often the 
case.   Heightened stress quickly multiplies due to the pressures of these individual events occurring 
together. 
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My name is Wade Laszlo. I am a PERA Correctional Plan Retiree. I worked 
as a Hennepin County Detention Deputy from 1990-2016, for over 20 years 
of that time I was a Union Steward first with Teamsters Local 320 then 
MNPEA. 

I am opposed to adding 911 Dispatchers to the PERA Correctional Plan, 
especially crediting past service. 

I was part of the original group of Corrections Officers from multiple 
Unions that got together to form the PERA Correctional Plan in the late 
90’s. We were opposed by Police and Fire, the MPPOA and many others. 

We had to prove high levels of injury, exposure to disease and assault. The 
pension was based on 95% inmate contact, direct supervision of inmates 
and security and control of the institution. 

Over the years I witnessed assaults on staff resulting in broken bones, bites, 
assaults with urine and feces thrown on Detention Deputies, sucker 
punches, and even Detention Deputies being choked. I witnessed numerous 
Detention Deputies being sent to the hospital often by ambulance. In 2012 
Hennepin County Detention Sergeant Brad Berntson was bit by an inmate 
with AIDS, He was put on antiviral medications to keep from getting HIV. 
He died of the side effects from those medications. 

In the late 90’s a sergeant and I performed CPR on an inmate with AIDS 
and revived him. He projectile vomited on us and it was treated as an 
exposure. We were sent to Fairview Hospital where they froze our blood as 
a baseline in case we came down with HIV at a later date.  

In 2006 the Minnesota Legislature passed the Blood Born Pathogens Bill, 
MSS 241.336. This Bill allows the forced blood draw of inmates who expose 
Corrections Officers to blood and body fluids and refuse to give a sample. It 
was a measure to keep CO’s from starting antivirals and having to take 
precautions around family worrying about contracting HIV. Dispatchers 
need no such protection. 

I am aware of Detention Deputies who contracted TB from inmates and 
there was a very large outbreak of TB among Detention staff at the Ramsey 
County jail some years ago. Most recently large numbers of Detention 
Deputies caught covid because of direct contact with inmates. 
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Dispatchers sit in a safe controlled environment with none of these 
dangers. They do not fit the PERA Correctional Plan definition. 

Once the 55 retirement was secured in 1999 we were not allowed to credit 
past service. I left 9 years in the General Plan. It takes 5 years for a 
Detention Deputy/CO to be 50% vested and 10 years to be fully vested in 
the PERA Correctional Plan. Dispatchers want to transfer past credit! If this 
were ever allowed all of us who left time in the General Plan need to be 
credited. 

No Actuarial has been done on how much it will cost to add 911 Dispatchers 
to the PERA Correctional Plan. Several Actuarials were done before 
forming the PERA Correctional Plan. Doug Anderson, Executive Director of 
PERA has estimated it could cost as much as $79 million, but this is just an 
estimate. No one knows the actual cost or damage it would do to the health 
of the PERA Correctional Plan. 

I am not opposed to 911 Dispatchers having a better retirement. I believe 
the best option would be to eliminate the early retirement penalty in their 
current plan and adjust employee and employer contributions to adjust. 
They do not belong in the PERA Correctional Plan. 

Wade Laszlo 

Retired Hennepin County Detention Deputy 
1990-2016 
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Greetings. I worked for the Hennepin County Sheriff’s Office from August, 1993 
through mid May, 2017. My first 28 months I was a clerk. In December of 1995 I 
was promoted to Detention Deputy. I stayed at that position until retirement.  

During my years as a Detention Deputy I had to put hands on inmates that I knew 
or suspected had Aids , Hepatitis, Tuberculosis or other communicable diseases. I 
did not experience it myself, but some of my coworkers have had inmates urine or 
feces thrown on them. As a Detention Deputy I had to stop inmates from fighting 
with each other or staff. During one of these events I received a blow to my jaw 
and had to have some dental work done. Years of verbally and/or physically 
fighting inmates takes it’s toll on people. Your personality changes a bit. 

As a clerk I never had these issues. 

I was part of the Coordinated Pension Plan for 6 years. 

When my coworkers and I were eligible to be part of the Correctional Plan we were 
grateful. We had to start our Correctional retirement at the date we were brought 
into the plan, not our date of hire. I receive two pension checks monthly. One 
from the Correctional Plan and one from the Coordinated Plan. The Correctional 
Plan did not go back to my original hire date. 

The Correctional Plan did not go back and pick up the Detention Deputies that 
retired prior to 1999. That would not make sense. 

I understand that 911 operators have more stress than the average job. I think 
that it will be great for them to be able to retire at 55. They should NOT be 
allowed to receive credit for something they never put aside for. 

The County’s contribution and my contribution went up when we became part of the 
Correctional Plan and my retirement benefits reflect that. If 911 operators are 
allowed the Correctional Plan payments from their date of hire the pension should 
have to adjust my pension to reflect the Correctional rate for my entire career. 
That of course will mean I have quite a bit of back pay coming.In fact, the plan 
should go back to anyone retired before we became part of the Correctional Plan 
and make them whole. 

Please look at the 911 workers realistically. Yes, it is a shame they can not 
retire at the higher rate, but from here on out with higher contributions from 
the county and themselves a good pension at 55 will be available. I dont believe 
they should be treated better than us. If you bring them in at the higher rate 
you MUST go back and adjust our pension and send us the back pay that is our due. 

 Thank you, 

Phillip D Miles 

Detention Deputy Hennepin County Sheriff’s Office, Retired 

MNCORA Testimonial #2
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My name is Steven Pondelis. I am a retiree from the Hennepin County Sheriff's Office where I 
served as a Detention Deputy for 34.5 years. I started in 1987 and recently retired in 2021. I am 
wrting this letter to voice my opposition to adding the 911 Telecommunications group to the 
Corrections PERA. My reasons are as follows. First, our fund was set up due to the fact that we 
have constant inmate contact and the inherent dangers that go along with it. I have been 
assaulted  several times, both physically with injuries, which I am still dealing with, as well as 
being verbally threatened. This has even happened while off duty. I have also seen many of my 
co workers assaulted resulting in permanant injuries, as well as seeing others suffer from 
mental breakdowns. Many others, including myself, have contacted COVID due to our constant 
exposure to inmates. 
Second, per my understanding, they would be given a retroactive credit of years served at the 
Corrections accrual rate. I feel that is a injustice and a insult to those of us who are actually in 
the Corrections field, who started pre 1999, and did not get that benefit. Out of my 34.5 years 
of service I still get 12.5 years worth of my pension payouts at the Coordinated rate. Adding the 
911 group in the Corrections fund with a automatic credit would be irresponsible in creating a 
unreasonable finacancial hardship on our otherwise very healthy fund. 
Please understand, in no way am I intending to demean the importance of the 911 Operators 
job. I understand it is very stressful and has it's own unique difficulties. I just don't believe this 
proposal is a reasonable solution. 

Steven Pondelis 
HCSO 1987-2021 

MNCORA Testimonial #3
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No on 911 combined pension letter

From: Carol 

To: MNCORA@protonmail.com <MNCORA@protonmail.com>

Date: Tuesday, January 11th, 2022 at 6:10 AM

To whom it may concern. 

My name is Detention Deputy Carol Orcutt and am sending this letter in protest to combine the 
911 Telecommunicators working group with the correctional pension program. 
I have been with the Hennepin County Sheriffs Office for 25 + years. I currently have two 
separate pensions with the county. I was vested for three years from the prior correctional 
plan before the correctional. I am fully vested in the correctional retirement pension and am 
VERY concerned that by combining these two groups will dilute our pension and weaken our 
standing for a high ranking pension. 
I have witnessed and been involved in many use of force incidents which the 911 personnel will 
not. 
We are in direct contact for physical assaults, getting poked from needles, razors, other 
sharps, we are spat on and a part of many other dangerous direct confrontations. 
We wanted a separate pension from the beginning because we were subjected to many dangerous 
situations and didn't qualify for police and fire. 
I do not feel that the 911 telecommunicators falls under the same guide line of the 
correctional pension. 

I do want to express that they do have a very emotional  draining job and warrant their own 
pension or in another simular type of work. Maybe combine a radio essential group. The stress 
factor would be like minded. 

Thank you for your time in listening to where i stand. 

Sincerely,  Carol Orcutt
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911 Telecommunicator Pension Benefits Working Group

Date: August 27, 2021 

To: Members of the 911 Telecommunicator Pension Benefits Working Group 

From: Amy Strenge, Policy Coordinator, Public Employees Retirement Association (PERA) 

Subject: 911 Dispatchers and Hennepin Health Services 

As promised, here is the follow up in regard to 911 dispatchers with Hennepin Health Services who have 
coverage in the Public Employees Police & Fire Plan. 

Information on Hennepin Health’s “911 Call Center” 

• Hennepin Health (HH) does have a dispatch center staffed by trained EMTs.
• They have a pool of trained staff who can move between paramedic, EMT and dispatch assignments.
• All employees filling the dispatch role are fully certified EMTs and qualified/able to go into the field at

any time as needed.
• They provide specialized EMT dispatch assistance and do not provide general dispatch services.
• These employees receive PERA Police & Fire Plan coverage under the special provision for HH paramedics

and EMTs in 353.64 Subd. 10.

Details 

Martin Sheerer, Hennepin Health EMS Chief and Senior Director of Emergency Medicine, confirmed that 
Hennepin Health does have approximately 24 employees in a job classification that includes Paramedic, 
Emergency Medical Technician (EMT) and Dispatch duties. These employees are able to move between the 
different roles but are required to remain qualified for and able to perform all aspects of the duties. 

Employees currently performing the Dispatch work must also maintain their EMT certification by keeping up 
with continuing education, training requirements, and being physically able to perform EMT services in the 
field as needed (aka “remain street qualified”). 

Martin clarified that this group does not serve as a primary dispatch center. Unlike typical EMD (Emergency 
Medical Dispatchers), these trained EMTs solely provide specialized services related to emergency medical 
services. Specifically, they provide “pre-arrival” instructions to callers by guiding them through protocols for 
assistance with seizures, CPR, and similar emergency treatments until Paramedics/EMTs arrive on the 
scene. The Hennepin Health facility also serves as a radio liaison between Twin Cities metropolitan area 
EMS ambulance crews and destination hospitals. 

Memo on 911 Dispatchers and Hennepin Health Services.docx 

Information on 911 Telecommunicators Employed by Hennepin Health Services 
and Covered by the Public Employees Police & Fire Plan
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Legislative Commission on Pensions and Retirement Staff Memo

Legislative Commission on Pensions and Retirement Page 1 

To: Members of the 911 Telecommunicators Pension Benefits Working Group 

From: Chad Burkitt, Analyst Date: November 8, 2021 
Revised: November 15, 2021 

Policy Statements in Minnesota Statutes  
Regarding Enhanced Pension Benefits  

for Public Safety and Correctional Employees 

Minnesota statutes, section 353.63, contains a statement of the legislature’s policy and reasoning for 
providing enhanced pension benefits to members of the Public Employees Police and Fire Plan 
administered by the Public Employees Retirement Association (PERA). Section 353.63 states:  

It is the recognized policy of the state that special consideration should be given to 
employees of governmental subdivisions who devote their time and skills to protecting the 
property and personal safety of others. Since this work is hazardous, special provisions are 
hereby made for retirement pensions, disability benefits and survivors benefits based on the 
particular dangers inherent in these occupations. The benefits provided in sections 353.63 to 
353.68 are more costly than similar benefits for other public employees since they are computed 
on the basis of a shorter working lifetime taking into account experience which has been 
universally recognized. This extra cost should be borne by the employee and employer alike at 
the ratio of 40 percent employee contributions and 60 percent employer contributions.  

A similar policy statement can also be found in Minnesota Statutes, section 352.90, for the Correctional 
State Employees Retirement Plan administered by the Minnesota State Retirement Association (MSRS). 
Section 352.90 states: 

It is the policy of the legislature to provide special retirement benefits for and special 
contributions by certain correctional employees who may be required to retire at an early age 
because they lose the mental or physical capacity required to maintain the safety, security, 
discipline, and custody of inmates at state correctional facilities; of patients in the state-
operated forensic services program, which is comprised of the Minnesota Security Hospital, the 
forensic nursing home, the forensic transition service, and the competency restoration program; 
of patients in the Minnesota Sex Offender Program; or of patients in the Minnesota Specialty 
Health System-Cambridge. 

We found no similar policy statements for the PERA Local Government Correctional Service 
Retirement Plan or the MSRS State Patrol Plan. However, Minnesota Statutes, section 353.031, 
subdivision 2, states, “[d]isability determinations for the . . . local government correctional service 
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LCPR Staff Memo 

Memo on Policy Statement in Statute.docx Page 2 

retirement plan must be made consistent with the legislative policy and intent set forth in section 
353.63.” 1 

Analysis 

Based on the two statutes above, the legislature has highlighted the following factors as important when 
providing enhanced pension benefits for public safety and correctional employees in the PERA Police 
and Fire Plan and Correctional State Employees Retirement Plan: 

• The work performed protects the property and personal safety of others or maintains the safety,
security, discipline, and custody of inmates;

• The work is hazardous;

• The expected working lifetime is shorter;

• Employees may lose the mental or physical capacity to perform the required work and may be
required to retire at an early age; and

• The nature of the enhanced benefits is based on the particular dangers inherent in the
occupation.

The working group may wish to consider the above factors when deciding whether to recommend that 
911 telecommunicators should receive enhanced pension benefits and the nature of such pension 
benefits.  

Legislative Commission on Pensions and Retirement 

55 State Office Building 100 Rev. Dr. Martin Luther King Jr. Blvd. St. Paul, MN 55155-1201 
Phone: 651-296-2750 TDD: 651-296-9896; Fax: 651-297-3697 www.lcpr.leg.mn 

1  This sentence was added on November 15, 2021, after the memo was first published on November 8, 2021. At the time of 
the revision, a redundant citation was also stricken from a previous paragraph. 
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