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MANAGEMENT OF PUBLIC SAFETY DISPATCH SERVICES  

REQUEST FOR QUALIFICATIONS (RFQ) 
 
The County of York, Pennsylvania (hereinafter referred to as the “County”) is requesting 
qualifications from a qualified organization, to be considered for the establishment of a contract 
for a public private partnership to manage the public safety answering  point (PSAP) for the 
County of York (911 Center) .  The initial term is expected to be for 30 months.  This is a 
standalone pre-qualification process to be considered for the management operations of the 911 
Center. 
 
1. BACKGROUND 
 

York County is a vast area of land, encompassing 911 square miles. Over 440,000 citizens live 
in one of 72 different municipalities. 
 
Recognizing the need to provide the citizens with a better, faster, centralized means of 
receiving assistance in times of an emergency, the York County Board of Commissioners 
established the "York County Department of Communications”.  At midnight, on July 25, 
1970, York County Control signed on the air for the very first time.  It was one of the first 
centralized 911 agencies in the eastern United States, and has been operating 24 hours a day, 
365 days a year, ever since. All calls that are made to York County 911 are recorded. 
 
Since 1970, the 911 Center has changed and grown along with York County.  In 1976, a 
warrant system known as "MISSILE" was installed.  This granted law enforcement agencies 
immediate access to local warrants, and warrant information.  Today the records section tracks 
over 30,000 local warrants.  They also have access to Commonwealth and National data banks, 
and can enter, and receive crime and criminal information on virtually anyone in the United 
States. 
 
In 1986, the 911 System was upgraded to the "Enhanced 911 System," known as E911.  This 
upgrade enables dispatcher’s computerized access to caller information based on telephone 
number identification.  It speeds dispatch by providing key information on the location of the 
caller and the call history from that location. 
 
Today, the York County 911 Center handles over 1100 calls for assistance each day, totalling 
over 400,000 calls annually. 
 
The 911 Center is the primary PSAP in York County.  It is a combined Police, Fire and 
Emergency Medical Services Dispatch Center responsible for dispatching public safety to 
York County and all of its 72 municipalities.   Call Dispatchers which are and will continue to 
be York County employees are responsible for receiving incoming calls into a centralized 
computer aided dispatch (CAD) system.   
 
The County has provided a state of the art facility and trained professional staff dedicated to 
the 911 Center, as a result of a variety of issues, including those related to staffing, fiscal 
management and relationships with the first responder community, the County is searching for 
alternative solutions to continue to provide and maintain the quality and expertise required to 
support these critical services.  As a result the County is seeking a full service highly trained, 



3 
 

public safety management group to oversee, manage and train the PSAP or 911 Center with 
the ability to maintain and improve the quality and level of expert service from the PSAP in 
collaboration with the County. 
 
This Request for Qualifications shall narrow the field for consideration of a public-private 
partnership with the Qualified Organization handling the management, system and technical 
administration including GIS, CAD, 911 telephony, RADIO, MDC 911 operations and SCOPE 
supervision, training, quality assurance (QA), quality improvement (QI), scheduling and 
general administration of the 911 Center.  
 

2. SCHEDULE OF EVENTS 
This request for qualifications will be governed by the following schedule: 
 
Release of RFQ July 24, 2019 
Deadline for Written Questions July 31, 2019  
Responses to Questions Posted on Web August 7, 2019  
Qualifications responses are Due August 14, 2019  
Interview (if held) TBD  
Approval of Contract TBD 
 
All inquiries to be directed, in writing, to the contact person at the mailing address as 
included herein.  Email will be an acceptable mode of inquiry.  Information regarding this 
RFQ should not be obtained from any other source and any other information not received or 
communicated through the contact person and County office should not be considered 
official notice and should not be relied upon in responding to this RFQ. 
 
Include four (4) copies of the response to the RFQ and one (1) electronic copy for 
consideration.  The response must be sent or delivered to the address stated herein, faxed 
responses shall not be accepted.  The envelopes should be clearly marked as RFQ 
RESPONSE- 911 CENTER. 
 
Late responses shall be rejected, unless a written extension has been provided by the contact 
person as named herein. 
 

3. SCOPE OF WORK 
 
The County provides dispatch operations on a 24/7, 365 day per year basis through the 911 
Center.  The 911 Center currently dispatches emergency and non-emergency calls for 
municipal Police Departments (PD), Fire Departments (FD) and Emergency Medical Services 
(EMS). The Communications Officers at the 911 Center are responsible for answering 
emergency calls which must be properly processed, including the dispatching of personnel 
and equipment to the scene of police incidents, accidents, fire incidents, medical 
emergencies, rescue operations and other emergencies.  They are also responsible for 
answering non-emergency calls and screening to route to the appropriate department or office.  
 
The 911 Center staff provide centralized communications for 24 Police Departments, 7 
Paramedic Units, 33 Ambulance companies, 61 Fire departments, various other local and state 
agencies, and over 440,000 citizens.  An organizational chart is attached. 
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The Qualified Organization must identify their qualifications that provide evidence of their 
ability and experience to reorganize and restructure the 911 Center for efficient and effective 
operations to include management, scheduling, shift assignments, CAD changes, hiring and 
training of new and current management personnel and staffing for management for all non-
union employees.  The Qualified Organization must also be able to develop and put into place 
an effective method of cooperation and feedback regarding operational issues related to 
resource allocation as well as complaint review and resolution policies for the 911 Center and 
the First Responder Community.   
 
The Qualified Organization shall outline their ability and experience in providing all 
training/cross training, certification to include training in police/fire and EMS radio/dispatch 
functions, along with updated GIS data models, 911 telephony, radio and MDC support, Scope 
supervision, QA/QI, administration, scheduling, operations and management of the 911 Call 
Center for call-takers, dispatchers, supervisors and 911 coordinators.   
 
Qualified Organization shall describe with detail its ability to meet all required certification 
and training, QA and QI requirements mandated by the PEMA 911 Office in consultation with 
the 911 Advisory Board including any amendments to those policies, guidelines or rules.   
 
All Qualified Organizations must identify their knowledge and understanding of the PEMA 
911 Office and 911 Advisory Board mandated training and certification requirements including 
the updated standards adopted and imposed by PEMA and be able to successfully comply with 
all PEMA imposed policy requirements to maintain all compliance and certifications as 
outlined in Title 35 Pa.C.S. §5306.1 et seq.    
 
Qualified Organizations shall provide information regarding their ability to comply with the 
guidelines standards and reporting requirements established by the PEMA 911 Office and 911 
Advisory Board including knowledge of the submission of any required plans to PEMA for 
approval in accordance with Title 35 Pa.C.S. §5306.1 et seq.    
 
Qualified Organizations should indicate their technical expertise and knowledge of 
requirements for a NG9-1-1 PSAP that is capable of receiving IP-based signaling and media 
for delivery of emergency calls conformant to NENA/APCO and NENA i3 and is able to 
implement NENA/APCO recommended requirements for such a PSAP. 
 
The Qualified Organization must also have the experience of collaboration with the County 
departments that are integral to the operation of the 911 Call Center.  These departments 
include, but are not limited to, County Administration, Human Resources, Solicitors Office, 
Budget and Finance, Controllers Office and the Information Services Department as well as 
the Collective Bargaining Agent for the Communication Dispatchers to improve the 
effectiveness and efficiency of the 911 Call Center.  Such public-private partnership shall 
require the creation of an advisory board to assess management performance and collaborate 
on processes. 

 
The Qualified Organization shall maintain the management of the PSAP at its current location 
throughout the term of the Agreement.   
 
The 911 Center premises and facilities shall remain the property of the County, the County 
shall operate other Departments out of the facility and the Qualified Organization will not have 



5 
 

exclusive use of the facilities.  County shall maintain and manage the facilities, although the 
public-private partnership board shall address facility issues to the County during the term of 
the contract. 
 
Performance Standards 
 
Qualified Organization is to provide an outline of how they will measure to meet or exceed 
Key Performance Indicators (KPI’s) for call center metrics to include Quality Assurance (QA) 
scoring methods, first contact resolution (FCR), average handling time (AHT), shrinkage and 
maximum occupancy issues. 
 

4. SUBMISSION GUIDELINES 
 
Interested Qualified Organizations are to provide the County of York with a thorough 
response using the following guidelines: 
 
Response should be typed and should contain no more than 20 typed pages using a 12-point 
font size, including transmittal letter and resumes of key people. Each response will adhere 
to the following order and content of sections. Response should be straightforward, concise 
and provide “layman” explanations of technical terms that are used. Emphasis should be 
concentrated on conforming to the RFQ instructions, responding to the RFQ requirements, 
and on providing a complete and clear description of necessary qualifications. R F Q ’ s  
which appear unrealistic in the terms of technical commitments, lack of technical 
competence or are indicative of failure to comprehend the complexity and risk of this RFQ 
or a possible contract, may be rejected. The following response sections are to be included in 
the Qualified Organization’s response: 
 
A. Qualified Organization Cover Letter 

Complete a cover letter. The  cover letter should not exceed f i v e  pages in length, 
should summarize key elements of your qualifications. An individual authorized to bind 
the Qualified Organization must sign the letter.  Identify the organization name, 
address, phone number and contact person regarding the RFQ.  If there is a corporate or 
managerial Board of Directors the names and titles of all members with phone numbers 
to contact them shall be included as an attachment to the cover letter. 

 
B. History 

The information requested in this section should include any projects within the past 
five years that are similar in size and scope to demonstrate competence to perform 
these services.  This should include references.  The County of York reserves the right to 
contact any of the organizations or individuals listed. Information provided shall include: 

 
 Client Name 
 Project Description 
 Project start and end dates 
 Relative statistics of the organization (population serviced, call volume, etc.) 
 Client project manager name, telephone number, and e-mail address 

 
Any entity which submits a response should describe in detail how it currently performs 
services like those identified in the scope of work within its or other jurisdictions, including 
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photographs, written policies and/or video of services provided.  
 

C. Litigation/Insurance Requirements. 
Describe any administrative proceedings, claims, lawsuits, or other exposures pending 
against the Qualified Organization. 
 
County requires that licensees, lessees, and Qualified Organizations have an approved 
Certificate of Insurance.  Qualified Organization must indicate in the RFQ that they can 
provide such insurance certification. 

 
D. Disclosure 

Please disclose any and all past or current business and personal relationships with any 
current York County elected official, appointed official, county employee, or family 
member of any current York County elected official, appointed official, or county 
employee. Any past or current business relationship will not automatically disqualify the 
Qualified Organization from consideration. 
 

E. Disqualification  
The Qualified Organization shall affirm or deny the following:  Has the Qualified 
Organization, any officer of the Qualified Organization, or any employee of the Qualified 
Organization who has proprietary interest in the Qualified Organization, ever been 
disqualified, removed, or otherwise prevented from bidding on, or completing a federal, 
state, or local government project because of a violation of law or safety regulation.  Please 
provide specifics. 
 

5. PROCESS FOR SUBMITTING RESPONSES 
 

 Submission of Responses 
Complete responses must be received no later than 4:00 p.m. (E.S.T) on August 14, 
2019, to the address or email address below. RFQ’s shall not be accepted after this 
deadline. Faxed responses will not be accepted.  

 
County of York 

Attn:  Michèlle Pokrifka, Solicitor 
28 East Market Street, 2nd Floor 

York, PA  17401 
Re:  RFQ -911 CENTER 

EMAIL ADDRESS: mpokrifka@yorkcountypa.gov  
 

 Inquiries 
Questions about this RFQ must be directed in writing, via e-mail to:  
Michèlle Pokrifka, RFQ Facilitator, mpokrifka@yorkcountypa.gov 

 
From the date that this RFQ is issued until the Qualified Organization is selected, 
Qualified Organizations are not allowed to communicate for any reason with any County 
employee other than the RFQ Facilitator listed above regarding this RFQ.  The County 
reserves the right to reject any response that is not compliant with this RFQ.   No questions 
other than written questions will be accepted, and no response other than written responses 
will be binding upon the County. 
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 Conditions for Response Acceptance 

This RFQ does not commit the County to award a contract or to pay any costs incurred 
for any services. The County, at its sole discretion, reserves the right to accept or reject 
any or all responses received as a result of this RFQ, to negotiate with any qualified source, 
or to cancel this RFQ in part or in its entirety. All responses will become the property 
of the County of York.  If any proprietary information is contained in the response, it 
should be clearly identified by the Qualified Organization at the time of submission of the 
RFQ. 
 

 Cost of Preparing Proposals 
The County of York is not liable for any costs incurred by vendors in the preparation and 
presentation of proposals and demonstrations submitted in response to this RFQ. 
 

6. EVALUATION CRITERIA 
The County’s evaluation and selection process will be conducted in accordance with The 
County Code, 16 P.S. §1801 et seq., Act of April 11, 1959, P.L. 17 § 1, as amended, and as 
applicable.  
 
The County reserves the right to amend or supplement this RFQ prior to the response due date. 
All responses submitted become the property of the County. 
 
The County may reject any response in which a Qualified Organization’s project approach, 
qualifications, or experience is not considered acceptable by the County.  The County may 
conclude the evaluation process after receipt and review of all responses.   

 
7. CONFIDENTIALITY 

The Pennsylvania Right to Know Act (65 P.S. §§ 67.101, et seq) mandates public access to 
government records.  Therefore, unless information is exempt from disclosure by law, the 
content of any request for explanation, exception, or substitution, response to this RFQ, or any 
other written communication between the County and Qualified Organization, shall be 
available to the public 
 
If Qualified Organization believes any communication contains trade secrets or other 
proprietary information that the Qualified Organization believes would cause substantial injury 
to the Qualified Organization’s competitive position if disclosed, the Qualified Organization 
shall request that the County withhold from disclosure the proprietary information by marking 
each page containing such proprietary information as confidential.  
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