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It is the mission of the Department of Emergency Preparedness to ensure that county and local governments have 
emergency response plans in place with information sharing capabilities to quickly respond to all types of disasters, 
personal safety and security situations. The essence of the mission is to provide state of the art telecommunications 
and information technologies, so emergency personnel can provide the highest level of response possible 

Waukesha County Communications  

 “We are lifelong learners; accepting our responsibilities, challenges and necessary changes with a willing and open attitude. 
Through protocol application, technical expertise & exceptional customer service; we are dedicated to serving those who live, 

work, and visit our Waukesha County communities.  We are committed to our critical role as the “First” First Responders. 
Sending the right help to the right place at the right time.” 

  
Waukesha County Emergency Management 

Waukesha County Radio Services  

 

Waukesha County’s departmental Strategic Plans guide the work of the organization toward achievement 
of its overall goals. 
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What’s an Objective? 

In this Strategic Plan, an Objective is a milestone to be reached. It must be specific, measurable, attainable, 
realistic, and time-bound (aka SMART).  

Each objective appears in two places: In a list that shows all of our goals in one place, and on its own page 
(example below, right).  

Reader’s Guide: How to read the Strategic Plan 

Strategy: What must be accomplished in order to achieve 
our objective.  

A company that sells fruit snacks may set an objective 
to “increase sales.” One of their strategies is to 
pioneer new points of sale beyond supermarkets and 
vending machines, like commercial air travel, pizza 
delivery, and pro sporting events.   

Like each Objective, a Strategy has an owner who 
guides efforts for its completion and success. Find this 
in the center column. 

In the right-hand column, please find the timeframe 
for each strategy. This represents each strategy’s 
deadline.   

 

Owner: The member of our team that is accountable for 
this Objective.  

Feel free to contact Waukesha County to discuss any 
objective – just ask for the person listed here. We do 
the very same! 

Performance measures: 

A graphic or image show the progress and status of 
each Objective’s success. 

 

Learn More: 

Jump to supporting resources found 
in this Strategic Plan’s appendices, 
on WaukeshaCounty.gov, or 
elsewhere! 

 

Thanks for reading Waukesha County Emergency Preparedness Strategic Plan.  

This document provides an overview of what Waukesha County leadership aims to 
achieve over the next three years and how this Department aims to meet those goals.  

Note: Consider this Strategic Plan a high-level look at problem-solving initiatives. As 
such, a reader may not encounter data on all departmental activities (as found in an 
Operational Plan). We welcome your questions and feedback any time!  

 

mailto:gbell@waukeshacounty.gov
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The origin of each Objective 

In each of Waukesha County’s 
Departmental Strategic Plans, a pair of 
pages bears the principles and promises 
that guide our Objectives: 

• Waukesha County’s Mission 
Statement. The big picture.   

• Waukesha County Standards of 
Excellence, the principles we observe 
on our path to completing our mission. 

• Waukesha County’s Five Pillars of 
Success, our framework for identifying 
core priorities and establishing program 
goals. 

• Department’s Statement of Purpose. 
Each department completes a Strategic 
Plan. Each declares its own “mission” 
here.  

How is the objective shaped by the 
“environmental scan”? 

Environmental scan (n): Monitoring 
of an organization's internal and 
external environments for detecting 
early signs of opportunities and 
threats that may influence its 
current and future plans. 

Find environmental scan data summarized 
in this document’s Executive Summary and 
Appendix sections. 

How to read the Strategic Plan continued 
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Appendix A – Department of Emergency Preparedness 2021  

Environmental Scan 
County Demographics 

 Economic Indicators 
 Financial Forecast 
 Staffing 
 Program Areas 
 SWOT Analysis 
 Emergency Management Specific Data 
 Radio Services Specific Data 
 Visioning 
 
Municipal Emergency Manager Survey Results 
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January 20, 2020 

 

Waukesha County Executive Paul Farrow 
Waukesha County Board 
Waukesha County residents and visitors 

 

We are pleased to be able to present to you the updated Waukesha County Department of 
Emergency Preparedness (DEP) 2020-2022 Strategic Plan. The plan was developed by DEP staff 
and incorporated feedback we received from outside focus groups. 

Governments face many challenges today due to decreasing resources and increasing demand 
for officials that are willing to make investments today that the citizens will reap the benefits of for 
years to come, investments in new technology that will make us more efficient and changes in 
employee rules and expenses as a result of Act 10 passed by the Wisconsin legislature. This 
strategic plan aims to take into consideration the ever-changing environment and build upon our 
strengths. 

The DEP strategic plan is based and modeled after the countywide strategic plan, which has 
identified seven core goals:  

We plan to use our strategic plan to improve our organization, shape our annual budget and set 
individual employee performance goals. This plan will provide the roadmap for DEP’s future 
success while working within the framework of the County’s vision and core values. 

I would like to sincerely thank our staff, other departments, and the business and community 
leaders that helped us create this plan. 

If you have any questions regarding our strategic plan, please feel free to contact me at 262-446-
5075. 

 

 
Gary Bell, Director 
Waukesha County Department of Emergency Preparedness 
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In early 2020, the Waukesha County Department of Emergency Preparedness (DEP) created a 
Strategic Planning committee to begin working on the Strategic plan for our department, which 
consists of the areas of Communication Center, Emergency Management, and Radio Services. 
The team consisted of 11 members, and was a cross section of the Director, the division 
managers and specialists, Supervisors, and key frontline staff from the Communications Center. 
  
A strategic plan guides the work of the organization toward achieving its goals.  Our plan was 
developed through extensive research (called an environmental scan) about the government 
and economic trends that are influencing our work now, or may be affecting us in the future, as 
well as feedback from DEP employees, vendors, businesses and other government officials that 
we work with on a regular basis.  From this information, we determined our strengths and 
weaknesses, as well as the opportunities and threats (referred to as a SWOT) we expect to face 
in the next few years.  The objectives and actions defined in the plan are designed to proactively 
address all of those issues so that we can continue to perform at a very high level, despite any 
challenges that we may face in the next few years.   

We started with incorporating the DEP’s Statement of Purpose with Waukesha County’s 
overarching Strategic Outcomes.  DEP’s Statement of Purpose: 
 
To provide the foundations of success for the citizens and emergency responders 
of Waukesha County by providing emergency communications, emergency 
management services, and radio services technology support. 
 

We incorporated our purpose with the seven Waukesha County outcomes listed below: 

· A safe County 
· An economically vibrant County 
· An environmentally responsible County 
· A well-planned County 
· A County that assists at-risk citizens 
· A County that provides customers with quality programs and services 
· Cost-effective services delivered with competence and skill 
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Five goals identified by our team that will be key to our strategic plan process are: 

 

1) Promote holistic wellness of employees and better integrate our 
values in all activities in order to increase employee retention by 20% 
over the next three years. 

2) Invest in staff and their professional development by increasing staff 
knowledge, skillsets and abilities through the offering of more 
continuous education opportunities. 

3) Enhance performance by implementing tools, systems, and processes 
to provide a higher level of service to internal and external 
customers. 

4) Build and strengthen external relationships to create more effective 
partnerships with stakeholders by increased year over year 
engagements.  

5) Improve customer satisfaction of our agency partners with 70% listing 
“highly satisfied” on our final survey at the end of the strategic plan 
time period. 

 

After establishing the department vision and goals for strategic planning, the committee gathered 
information for our environmental scan.  The environmental scan included data from the 2019 census, 
a Strength, Weakness, Threat, Opportunity (SWOT) analysis, economic factors, legislative and 
regulatory factors, information on our partnerships, our staffing, and our current and future projects and 
priority needs moving into the next three years for each divsion.  Areas in which the department spent 
considerable effort gathering information were: A targeted survey specific to Emergency Management, 
a concentrated push of feedback questions culminating in protocols discussion for the Communication 
Center’s stakeholder/partner police and fire protocol groups, and finally a survey on Communication 
Center employee morale/retention issues.   

We believe that we have constructed some very specific, robust, and inclusive strategic objectives that 
will help move this department and its divisions positively forward into the coming years and beyond.   

 

return to Table of Contents 
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County Mission Statement 

 

“The mission of the Waukesha County government is 
to promote the health, safety, and quality of life of 
citizens while fostering an economically vibrant 
community. We are committed to delivering effective, 
high quality programs and services in a courteous and 
fiscally prudent manner.” 

 

 

Standards of Excellence 
 

• Teamwork & Collaboration  
• Communication 
• Innovation 
• Ethics & Diversity  
• Efficiency & Cost Savings  
• Wellbeing  
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County Pillars 

 
 

 
 
 
 
 
 
 
 
 
 
 

Department Statement of Purpose 
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High customer satisfaction 

High standards of service excellence 

Best professionals serving the public in the best way 

Ensure the well-being of residents 

Protect taxpayer investments 

“Provide the foundations of success for the 
citizens and emergency responders of 
Waukesha County by providing emergency 
communications, emergency management 
services, and radio services technology support. 
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Strategic Objectives at a glance 
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1) Promote holistic wellness of employees and better integrate 
our values in all activities in order to increase employee 
retention by 20% over the next three years. 

2) Invest in staff and their professional development by 
increasing staff knowledge, skillsets and abilities  through the 
offering of more continuous education opportunities. 

3) Enhance performance by implementing tools, systems, and 
processes to provide a higher level of service to internal and 
external customers. 

4) Build and strengthen external relationships to create more 
effective partnerships with stakeholders by increased year 
over year engagements.  

5) Improve customer satisfaction of our agency partners with 
70% listing “highly satisfied” on our final survey at the end of 
the strategic plan time period. 
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Objective 1: Promote holistic wellness of employees and better integrate our values in all 
activities in order to increase employee retention by 20% over the next three years. 
Owner:  Division Managers 
Performance Measure: Employee Retention. 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Enlist 4 additional Certified Peer 
Support Team Members.  

Peer Support Supervisor Lead Year End 2023 

Provide 911 Training Institute course 
“Survive and Thrive” to 100% of WCC 
staff. 

Peer Support Supervisor Lead Year End 2023 

Include Psychological Evaluation in 
hiring process for telecommunicators. 

Operations Manager Year End 2022 

Develop additional incentives that 
correlate with the pin and certificate 
for FIRRST Awards. 

All of Leadership Team Prior to 2021 Year End 

Improve the Quiet Room by decreasing 
inside sound levels and adding 
additional décor. 

Operations Manager Prior to 2021 Year End 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Strategic Objectives 

Pillar: Health & Safety 
 

return to Table of Contents return to Objectives list 
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Objective 2: Invest in staff and their professional development by increasing staff knowledge, 
skillsets and abilities  through the  offering of more continuous education opportunities. 
Owner: Division Managers 
Performance Measure:  Number of CTOs, Number of EMD and EFD Q personnel, WCEM 
Certification completion for EM Staff, Implementation of Police QA program, 1 or more 
annual continuity trainings per year. 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Include QBQ (or similar Personal 
Accountability books/tools) in 
classroom. 

Administrative Supervisor Prior to 2021 year end 

Train/retain 3 additional EMD Qs. EMD QIU Lead and QA 
Coordinator 

Prior to 2022 year end  

Begin EFD QA and train/retain 2 EFD 
Qs. 

EFD QIU Lead and QA 
Coordinator 

Prior to 2023 year end  

Implement a Police Call Type QA 
Program and train 3 Qs. 

Police QIU Lead  Prior to 2023 year end  

All EMPG funded staff shall complete 
the WEM required 64 hours of training 
within 2 years of hire date. 

Emergency Management 
Coordinator 

Ongoing 

Support EM staff in completing WCEM 
within 3 years of hire date. 

Emergency Management 
Coordinator 

Ongoing 

Conduct annual trainings to enhance 
preparedness for continuity events at 
WCC. 

Operations Manager Annually 

Develop Integrated Preparedness Plan 
with input from key stakeholders.   

Emergency Management 
Coordinator 

December 2022 

Facilitate annual exercises and 
trainings to build depth in EOC staffing 
and capabilities. 

Emergency Management 
Coordinator 

Annually 

 

 

 

 

Pillar: Quality 
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STRATEGY STRATEGY OWNER TIMEFRAME 

NG911 Hardware Refresh PSAA and Operations Manager June 2021 

Monthly EMD QA score review with 
less than 15% non-compliant cases 

EMD QA Coordinator Monthly 

Monthly FIRE/EMS & Police call 
time review with outcome of 
reducing times by 10% 

WCC Supervisor Monthly 

Further the build out of Crisis 
Track to support damage 
assessment efforts. 

Emergency Management Coordinator December 2022 

Assist municipal Emergency 
Managers with updating their 
Emergency Response Plans. 

Emergency Management Coordinator Ongoing 

Create municipal Emergency 
Manager guidebook to support 
local emergency response efforts. 

Emergency Management Coordinator December 2022 

Update EOC Guidebook based on 
Covid-19 response lessons 
learned. 

Emergency Management Program 
Analyst 

January 2022 – Sept 
2022 

Increase staffing to at least 3.6 FTE 
in Emergency Management to 
support underserved program 
areas. 

Emergency Management Coordinator January 2022 

Conduct program assessment 
measured against EMA 
accreditation guidelines.  Identify 
strategies to align program areas 
with accreditation. 

Emergency Management Coordinator January 2022 – Sept 
2022 

Enhance and upgrade Radio 
Management and servers. 

Radio Services Manager June 2021 – Dec 2022 

Objective 3: Enhance performance by implementing tools, systems, and processes to provide 
a higher level of service to internal and external customers. 
Owner:  Division Managers 
Performance Measure: Qualitative data such as FIRE/EMS call times, EMD QA scores, 
Completion of Work Products 

Pillar: Quality 
 

return to Objectives list 
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Explore reconfiguration of legacy 
Quantar repeaters to expand 8TAC 
to outlying simulcast sites. 

Radio Services Manager. June 2021 – Dec 2022 

Offer OASIS membership to 
external stakeholders 

Radio Services Manager As appropriate 

Implement backup dispatch center 
as part of Courthouse remodel 
project 

Department Director December 2023 
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STRATEGY STRATEGY OWNER TIMEFRAME 

Increase number of social media posts 
by 10% each year of the strategic plan. 

Social Media Team Lead Entirety of strategic plan 
timeline 

Increase number of virtual and in-
person tours of WCC by 10% each year 
of the strategic plan. 

Operations Manager Entirety of strategic plan 
timeline 

Increase number of CET events by 10% 
each year of the strategic plan. 

CET Supervisor Lead Entirety of strategic plan 
timeline 

Purchase and/or create updated 
materials for CET. 

CET Supervisor Lead Prior to 2022 Year End 

Implement regular meeting schedule 
with municipal Emergency Managers. 

Emergency Management 
Program Analyst 

October 2021 

Prepare and distribute regularly 
scheduled newsletter-type publication 
to municipal Emergency Managers and 
key stakeholders. 

Emergency Management 
Program Analyst 

June 2022 

Create Emergency Management 
Facebook account to encourage citizen 
preparedness efforts. 

Emergency Management Planner October 2021 

 

  

Objective 4: Build and strengthen external relationships to create more effective partnerships 
with stakeholders by increased year over year engagements.  
Owner: Division Managers 
Performance Measure: Social Media, Virtual, and Physical Engagements 
 

return to Table of Contents 

Pillar: Customer Service 
 

return to Objectives list 



 

 

03.15.21 
18 

Department of Emergency Preparedness Strategic Plan 

 

Objective 5: Improve customer satisfaction of our agency partners with 70% listing “highly 
satisfied” on our final survey at the end of the strategic plan time period. 
Owner:  Division Managers 
Performance Measure: Agency partner satisfaction survey results 

 

STRATEGY STRATEGY OWNER TIMEFRAME 

Create a standardized survey that can 
be sent at regular intervals to our 
agency partners. 

Operations Manager Prior to 2021 Year End 

Send the developed survey at regular 
intervals to our agency partners for 1 
year to develop baseline data of 
overall satisfaction. 

Operations Manager 2022 

Utilize feedback from surveys to 
determine ways to improve processes 
to increase agency partner 
satisfaction. 

Operations Manager Entirety of strategic plan 
timeline 

Conduct annual surveys to assess 
municipal Emergency Manager level of 
preparedness and satisfaction. 

Emergency Management 
Coordinator 

Annually 

 
  

Pillar: Customer Service 
 

return to Table of Contents return to Objectives list 
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Appendices – Data to Inform Strategic Plan  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

1. Environmental Scan 
2. Municipal Emergency Manager Survey Results 
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