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Message from the Fire Chief
To Whom It May Concern,
Being a successful public sector organization in today’s world takes innovation, hard work and
requires all members of that organization to be accepting of change. As we all know, change
isn’t always easy to accept. North Shore Fire/Rescue continues to be an innovator and an
organization that is willing to accept change in order to provide the citizens of the seven
communities served the highest level of service in the most cost effective manner.
North Shore Fire/Rescue continues to strive to be a well-respected organization, known for its
innovation and dedication to customer service. The phone calls, emails and notes I get from
citizens prove that point. While I am proud to be the leader of such an organization, I also am
well aware that successful organizations must continue to strive for excellence and not rest on
their laurels. These organizations must be proactive rather than reactive. Strategic planning
allows organizations to be proactive, to evaluate their future and to develop strategies that will
take the organization to where the customers and leadership want it to go. These plans are
developed using values, a vision and a mission statement designed to provide direction to the
organization and its stakeholders.
This document should be viewed as a dynamic document that requires the entire organization to
embrace it in order to achieve success. As new ideas come about or conditions that impact the
organization change, this document will be updated.
Respectfully,

Robert C. Whitaker
Robert C. Whitaker
Fire Chief/Administrator
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Organizational Values
We value having pride in the organization, the service we provide, the communities we
serve, and the stations and equipment we use.
We value the honor of being part of an organization and profession that is trusted by the
community.
We value the integrity and honesty of our members and what upholding these values
means to our customers and other members.
We value committing to excellence and reliability in everything we do.
We value leadership, teamwork, innovation, labor-management collaboration, respect and
tolerance in our organization.
We value cooperation and region-wide planning with neighboring responders so that
great service and efficiency are never hampered by territorialism or parochialism.
We value the social good in what we do as an organization and as individuals.

4|Page

NORTH SHORE FIRE/RESCUE STRATEGIC PLAN

2015

Vision Statement
It is the vision of North Shore Fire/Rescue to be nationally recognized as an all-hazards, all-risk
service provider by developing and maintaining strategic community partnerships, hiring and
training exceptional people, developing efficiencies in service provision to ensure fiscal
sustainability for the entire organization and maintaining our core infrastructure.
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Mission Statement
To provide a range of programs designed to educate and protect the lives and property of all
North Shore residents from adverse effects of fires, sudden medical emergencies, or exposure to
dangerous conditions created by either man or nature.
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Purpose of Strategic Planning
The North Shore Fire/Rescue Strategic Plan is a tool designed to be a working document
prepared and included with specific tools for both short and long term strategic planning. In
order to be effective in any planning process, it is imperative that the plan be embraced by the
organization, communicated as to its uses in a proper manner that engages the organization in a
way that allows for work flows to be outlined, carried through and evaluated regularly to
measure progress.
The North Shore Fire/Rescue Strategic Plan is centered on the department’s mission and vision
statements and has goals and objectives specifically linked to projects. Linking the department’s
mission and vision statements, goals and objectives to projects is critical in order for all members
of the department to have a greater understanding of why the Strategic Plan exists and how they
can have an impact on the plan as the department moves forward into the future.
The Strategic Plan is designed to offer guidance for the 3-5 year time horizon. Each year,
objectives are developed with the creation of the next year’s budget that fit under each Strategic
Goal. These goals and objectives assist in determining funding priorities as part of the budget
development. The document is also frequently reviewed by department staff to ensure that the
mission, vision and community expectations have not dramatically changed. Each initiative
included in the Strategic Plan is carefully evaluated and reviewed frequently to ensure it is
aligned with the organization’s Strategic Objectives and the appropriate numbers of resources,
both physical and financial are dedicated to the project.
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Community Profile
North Shore Fire/Rescue protects the City of Glendale and the Villages of Bayside, Brown Deer,
Fox Point, River Hills, Shorewood and Whitefish Bay. All seven of these municipalities are in
the northeast section of Milwaukee County and have a population of approximately 65,000.
Collectively, these communities are very diverse. Spanning 25 square miles, the area of
protection includes Bayshore Town Center, a large, regional shopping destination, the corporate
headquarters campus of Johnson Controls and residential areas that span from the most densely
populated community in the State to a community with large estates on multi-acre lots. The area
of protection is split by Interstate Highway 43 which is a major north-south expressway that runs
from the City of Milwaukee to all of the northern suburbs of Milwaukee County. Ultimately, this
Interstate leads to the City of Green Bay, thus making it a major transportation route for the
region. The entire eastern border of the area of protection consists of Lake Michigan shoreline.
The City of Milwaukee runs the entire western border of the area of protection, while the City of
Mequon abuts the entire northern border.
The housing stock in the area spans from apartments to condominiums and from starter homes to
some of the largest single family homes in the State of Wisconsin on five acre lots. The
population also varies in age. The Village of Shorewood abuts the University of WisconsinMilwaukee Campus and has a significant amount of rental housing for college age students.
Other areas of the protection district have large retirement type communities that also offer
assisted living facilities.
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Organizational Profile
North Shore Fire/Rescue was created in 1995 by an Intergovernmental Agreement between the
seven current member communities. The Department is overseen by a Board of Directors that
consists of the chief elected official of each member community. The North Shore Fire
Department Board of Directors is responsible for performing the following functions:
•
•
•
•

Setting policies
Approving annual budgets
Long range planning
Negotiating contracts

The Fire Commission also consists of one appointee from each of the member communities. The
North Shore Fire Commission is responsible for performing the following functions:
•
•
•
•

Firefighter recruitment
Promotions of sworn staff
Discipline of sworn staff
Terminations of sworn staff

The Fire Chief/Administrator is the chief executive officer of the agency. The Chief is
responsible for implementing the policies of the Board of Directors and Fire Commission and
making recommendations to both bodies on policy matters. The Chief serves as the political
liaison to the seven member communities and their administrators/managers and also oversees
one division within the agency. An Assistant Chief manages the day-to-day operations of the
Department and oversees two divisions within the agency.
The Department consists of four divisions: the Office of the Fire Chief, the Operations Division,
the Support Services Division and the Administrative Services Division. The Fire Chief oversees
the Administrative Services Division while the Assistant Chief oversees the Support Services
Division and the Operations Division.
The Administrative Services Division is responsible for the administrative functions of the
Department and the financial management of the organization.
The Support Services Division manages fire and life safety plan reviews/inspections, oversees
community relations and public education programs, apparatus, equipment, vehicles and
employee training and continuing education. The Division also oversees special assembly
situations such as temporary tents and buildings and oversees fire and arson investigations.
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The Operations Division is the largest division in the organization. It provides:
•
•
•

Staffing for the five fire/rescue stations.
Responds to emergent and non-emergent requests for service.
Fire Stations/facilities

The Operations Division consists of thirty-two positions on each of the three shifts. The
Departments current normal daily minimum staffing is twenty-four personnel on duty per day.
Personnel are assigned five ranks within the Operations Division. Minimum staffing is flexed
based on call volume and special assignments.
•
•
•
•

A Battalion Chief functions as the shift commander for each of the three shifts.
Captains and Lieutenants are responsible to manage their shifts in each of the fire
stations. They also supervise crews assigned to ambulances, fire engines and fire
trucks.
Heavy Equipment Operators drive and operate Fire Engines and Trucks.
Firefighter/Paramedics and Firefighter/EMTs provide response to emergencies.

All members of the Operations Division also provide non-emergent services to the North Shore
Communities including fire inspection services and life safety education to the public. They are
also responsible for day-to-day maintenance of the fire/rescue stations, equipment and apparatus.
While the Department has a large variety of mandates and responsibilities, one of the most
visible is the provision of emergency services. Approximately 75% of emergency responses are
emergency medical in nature. The remaining 25% of emergency responses consist of fire and
service related type calls. All sworn members of the Department are licensed to provide
emergency medical care in the State of Wisconsin at either the Emergency Medical TechnicianBasic or Emergency Medical Technician-Paramedic level. The Department operates four frontline ambulances which provide primary response to emergency medical incidents. All Engines
and Trucks are also equipped and staffed to provide emergency medical responses allowing the
Department to send the closest available unit to any type of emergency.
The Department staffs two types of ambulances; Advanced Life Support and Basic Life Support.
Both types of ambulances are generally staffed by a minimum of two personnel. Advanced Life
Support Ambulances must have at least two State of Wisconsin Licensed Paramedics assigned
while Basic Life Support Ambulances must have at least two State of Wisconsin Licensed
Emergency Medical Technician Basics assigned. Medical Direction for the Department’s
emergency medical services is provided under contract by Milwaukee County Emergency
Medical Services. Milwaukee County also provides initial and on-going training for paramedics,
quality assurance review of patient care provided by the Department and maintenance and
support for related emergency medical equipment.
Fire Engines and Trucks are generally staffed by three or four personnel; a Captain or
Lieutenant, a Heavy Equipment Operator and a Firefighter/Paramedic or Firefighter/EMT. Fire
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Engines carry 750 gallons of on board water and are generally used for fire suppression
operations. Trucks have aerial ladders and a large compliment of ground ladders. Both Trucks
operated by North Shore Fire/Rescue also carry water and hose and function as a fire suppression
unit, similar to a Fire Engine, which allows for the greatest operational flexibility.
Two of the four front-line North Shore Fire/Rescue Engines are Rescue Engines. These vehicles
carry vehicle extrication, rope rescue, water rescue and other specialized rescue equipment in
addition to the standard compliment of onboard water and hose. All Fire Engines and Trucks
carry emergency medical equipment similar to equipment ambulances carry and are prepared and
staffed to respond to all emergency medical responses. Commonly, Fire Engines and Trucks
respond to medical emergencies if they are the closest North Shore Fire/Rescue vehicle or are
needed to provide additional support to the responding ambulance.

Engine 85 is a 2011 Pierce Pumper with 750 gallons of
onboard water.

Engine 81 and Engine 84 are 2007 Pierce Rescue Pumpers. They
carry 750 gallons of onboard water, rope, water rescue equipment,
and also have onboard SCBA fill stations.
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Med 81 and Med 82 are 2011 Ford Medtech ALS
Ambulances.

Tenders are used to carry water for fire suppression operations in areas of the communities that
do not have fire hydrants. River Hills and parts of Bayside are not protected by fire hydrants and
require water to be tanked to the scene for fire suppression. The Department has two 3,000
gallon water Tenders. A well involved fire in a structure generally requires more water than the
6,000 gallons that the two Tenders carry, so the Department commonly requests mutual aid with
tenders for fires in these communities.
The Department also has the following special equipment available to respond to emergencies:
•
•
•
•
•
•
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to supplement equipment on the Rescue Engines.
Zodiac Boat for water rescue
Mobile Command Post
Reserve Fire Engine
Reserve Fire Truck
Two Reserve Ambulances
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Background
The Department implemented the strategic planning process in 2011 as a means to create a
proactive organization rather than one that is simply reactive. The strategic planning has allowed
the Department to continually evaluate its future and to develop strategies that will take the
organization to where the customers and leadership want it to go.
As part of the creation of the first strategic plan in 2012, organizational values, a vision statement
and strategic goals for the organization were created. The Department’s mission statement was
reviewed and determined to meet the needs of the public and the organization at that time also.
The creation of a Strengths, Weaknesses, Opportunities and Threats (SWOT) Analysis provided
the basis for the creation of annual goals and objectives which then resulted in Action Plans.
Action Plans for 2012, 2013 and 2014 addressed the following issues:
Accreditation: The Department sought a process for setting goals, crafting strategic and action
plans, continuous evaluation, measurement and improvement in the services it provides to the
citizens, businesses and visitors to the communities served. The Center for Public Safety
Excellence Accreditation provides such a process through a well-defined, internationally
recognized benchmarks system that provides a mechanism for measuring the quality of fire and
emergency services.
Lack of Officer Meetings: The inclusion of officers at all levels of the organization is an
important part of the Fire Chief’s vision for the organization. The Department had not had officer
meetings for several years. Officers meetings for the Captains were scheduled in 2012 and
funding for meetings to include Fire and EMS Lieutenants is now included in the annual budget.
Website: The Department obtained funding from the North Shore Fire/Rescue Foundation to
update it’s website to meet our customer’s needs and convey a professional, current image of the
organization to the public.
Outdated Public Education Program: The curriculum used for the Department’s Public
Education Program was updated by the Community Relations Captain.
Addition of Captain Rank to the Organization: The rank of Fire Captain was introduced in
the organization’s chart as a means to decentralize management of various bureaus and
workgroups and to have an identified manager of each fire station. The Fire Captain assigned to
each station is also responsible to be a primary contact for the community in the station’s
primary response area.
Consolidated Dispatch: Three of the 911 Public Safety Answering Points that served residents
of the seven communities served by North Shore Fire/Rescue were consolidated into one Public
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Safety Answering Point and Communications Center. The Center is managed by the Village of
Bayside. New technology was installed at the new communications center that reduced the time
it took for telecommunicators to process calls for service. Additionally the removal of the
multiple answering points eliminated calls that need to be transferred between communication
centers, resulting in quicker response times.
Full-time 3rd ALS Ambulance: The Department placed a third ALS Ambulance in service in
December of 2012. Previously, the Department operated two full-time ALS Ambulances and
staffed additional units as staffing allowed. The addition of a third full-time ALS Ambulance
will provide enhanced service and shorter response times for ALS service to customers. It also
demonstrates the organization’s commitment to providing enhanced emergency medical services.
Completion of a Long Range Financial Study: Department Staff completed a long-range
financial study that was presented to the Board of Directors. The study demonstrated the need for
the Department to begin setting aside funds in a sinking fund in order to prepare for postemployment benefit liabilities that will begin exceeding the Department’s ability to meet under a
“pay as you go” method. A sinking fund was created as part of the 2013 Budget Process that sets
aside approximately $420,000 per year in order to meet the post-employment benefit liabilities
moving forward.
Implementation of a New Telephone/Data Network: A new telephone system with
conferencing calling capabilities and a new data network was installed in all five stations and the
new communications center in 2012. The new system allows for conference calling capabilities
that previously did not exist. This has reduced the amount of time the Operations Battalion
Chiefs spent driving between stations to communicate with the officers in each station on a daily
basis. The network has also provided additional communications methods between the
communications center and the fire stations including an automated voice system that is used for
dispatching of apparatus. The automated voice system has reduced the time it takes for a
telecommunicator to process an emergency call for service, has provided clear, audible dispatch
messages and has allowed more time for the telecommunicators to complete other duties in the
communications center.
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Calls for Service by Incident Type
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Stations/Facilities & Apparatus
Station 81/Administration/
Training Center
4401 W. River Lane
Brown Deer, WI 53223
(414) 357-0113 Ext 1100
This facility was constructed in 1995. It has been well maintained and in good condition.
Currently, pending needs are the repair/replacement of the front apparatus apron and approach.
The size of the administrative area is fairly small for the size of the organization. If an
opportunity exists, expanding the office space to allow the Community Risk Reduction Bureau to
move to this location would be useful.
Apparatus

Year

Make

2014 Total
Responses

Engine 81

2007

Pierce

1,530

Tender 81

1994

US Tank

6

Med 81

2011

Ford/Medtech

1,744

Vehicles

Year

Make

Designation

Chief 81

2013

Chevrolet

Fire Chief

Chief 82

2013

Chevrolet

Assistant Chief

Chief 86

2008

Chevrolet

Battalion Chief

Utility 81

2006

Ford

Special Operations

Special Operations
81

2003

Dacco

Special Operations

Reserve Truck 86

1994

Pierce

Reserve
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Station 82/Battalion
Headquarters
5901 N. Milwaukee River Parkway
Glendale, WI 53209
(414) 357-0113 Ext 1200
This facility was constructed in 1963. A
major remodel and several subsequent
remodels of various spaces within the building have occurred. The kitchen and office area was
remodeled in 2012. The training room was remodeled in 2013. The apparatus floor/shop area is
in need of repainting. As the joint fleet maintenance initiative with the City of Wauwatosa
develops, consideration will be given to move the entire shop to Wauwatosa Fire Station #51.
Apparatus

Year

Make

2014 Total Responses

Engine 82

2009

Pierce

227

Truck 82

2012

Pierce

1,762

Med 82

2014

Ford/Horton

1,867

Battalion 8

2013

Chevrolet

312

Vehicles

Year

Make

Designation

Battalion 86

2006

Chevrolet

Reserve

Mechanic 81

2003

Chevrolet

Master Mechanic

Reserve
Ambulance 86

2003

Ford/Medtech

Reserve
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Station 83
3936 N. Murray Avenue
Shorewood, WI 53211
(414) 357-0113 Ext 1300
This building was constructed in 1932. It
is shared with the Shorewood Police
Department. The Department rents space
in the building from the Village of Shorewood. The current layout of the building provides
security challenges for the police department and is not efficient from a deployment standpoint
for the fire department. The fire department is working with the Village on updating the main
bathroom, providing locker space and bathrooms for both males and females and painting in the
living space.
Apparatus

Year

Make

2014 Total
Responses

Truck 83

1998

Pierce

1,012

Med 83

2011

Ford/Medtech

1,432

Vehicles

Year

Make

Designation

Reserve
Ambulance 87

2003

Ford/Medtech

Reserve
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Station 84
825 E. Lexington Blvd.
Whitefish Bay, WI 53217
(414) 357-0113 Ext 1400
Fire Station 84 is owned by the Village of Whitefish Bay. The Department rents the building
from the Village. The building was originally built in 1952. Portions of the building have been
updated, but the facility is in need of separate male and female locker rooms and bathrooms. The
building cannot accommodate all of the Department’s apparatus due to the low clearance of the
current overhead doors. The Village installed central air in the building in 2013 and is making
progress on other improvements in the facility. The Department is currently exploring the
possible purchase of this building from the Village.
Apparatus

Year

Make

2014 Total
Responses

Engine 84

2007

Pierce

1,315

Vehicles

Year

Make

Designation

Reserve Engine
86

2003

Ford/Medtech

Reserve
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Station 85/Community Risk
Reduction Bureau
665 E. Brown Deer Rd.
Bayside, WI 53217
(414) 357-0113 Ext 1500
Station 85 is the Department’s newest facility. Constructed in 2004, the facility is in very good
condition. The HVAC System was recently overhauled in an effort to reduce utility costs.
Apparatus

Year

Make

2014 Total
Responses

Engine 85

2011

Pierce

969

Amb. 85

2007

Ford/Medtech

883

Tender 85

2000

US Tanker

11

Vehicles

Year

Make

Designation

Chief 87

2008

Chevrolet

Fire Marshall

Fire Marshal 81

2006

Chevrolet

Command Post 81

2005

Dacco

Fire/Life Safety
House

1998

Scotty

Prevention

2003

Ford

Utility

2003

Zodiac

Water Rescue

Utility 85
Boat 85
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Survey with Community Partners
One of the components used to establish the current strategic plan was to conduct a survey
distributed to various community partners, agencies, organizations, businesses, groups, leaders
and citizens to obtain a perspective of what the priorities are for the fire department, the
concerns, response time expectations, and future improvements. The survey was issued to
approximately 75 contacts within the community as well as all department members. The survey
categories centered on the top three priorities of the fire department, concerns related to the fire
department future’s improvements, and total response time expectations were asked. The results
returned included over 87 responses which are summarized below.
The following questions were asked in the survey:


Please list the top three priorities you have of North Shore Fire/Rescue. The three
most frequent responses were:
1) Rapid response with the right resources and well trained staff.
2) Community education through involvement, interaction and programs.
3) Fiscally responsible



Please list any concerns you have regarding North Shore Fire/Rescue
1) Ability to maintain appropriate staff and provide expected service with shrinking
fiscal resources and rising costs.
2) Monitor the number of resources being sent to emergencies (multiple fire
apparatus being sent to medical emergencies).
3) Lack of ownership in the Department by member communities.



What future improvements would you like to see in North Shore Fire/Rescue.
1) Increase community outreach programs.
2) Additional paramedic trained staff.
3) Increase training and interaction between the fire department and other municipal
departments.



Please tell us what you consider to be an acceptable and appropriate total response
time considering all of the described components which include Call Handling, Turn
out and Travel.
1) The most frequent response to this question was 5-6 minutes.
2) The high range was less than 10 minutes.
3) The low range was no more than 3 minutes.
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S.W.O.T. Analysis
The Strengths, Weaknesses, Opportunities, and Threats (SWOT) Analysis is designed to have an
agency candidly identify its positive and less-than-desirable attributes. The agency participated
in this analysis and recognized its strengths and weaknesses, as well as the possible opportunities
and potential threats.
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Strengths
It is important for any organization to identify its strengths in order to assure that it is capable of
providing the services requested by the community and to ensure that strengths are consistent
with the issues facing the organization. Often, identification of organizational strengths leads to
the channeling of efforts toward primary community needs that match those strengths. Programs
that do not match organizational strengths, or the primary function of the organization, should be
seriously reviewed to evaluate the rate of return on staff time. Through a consensus process, the
Internal Stakeholders identified the strengths of North Shore Fire/Rescue as follows:

- Apparatus & Capital Replacement Plan
- Command Staff
- Communications Equipment
- Operational Efficiencies
- Tactics & Strategies
- Reputation
- Response Times
- Positive Working Relationships
- Successful Grant Assistance
- Dedicated Employees
- Facilities (Stations 81 & 85)
- Specialized Training
- Standardized Training
- Proactive Administrative Staff
- Social Media Presence
- Service Driven Employees
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- Fire/Ems Operations
- Recruit Training Academy
- Mentoring Programs
- Consolidation
- Quality Internal Instructors
- Labor/Management Relationship
- Training
- Pro-active Approach
- Compassion
- Public Education
- Operational Similarities Between Shifts
- Ability to Adapt and Overcome Challenges
- Working Relationships between
Managers/Administrator
- Willingness to Embrace Technology
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Weaknesses
Performance or lack of performance within an organization depends greatly on the identification
of weaknesses and how they are confronted. While it is not unusual for these issues to be at the
heart of the organization’s overall concerns, it is unusual for organizations to be able to identify
and deal with these issues effectively on their own.
For any organization to either begin or to continue to move progressively forward, it must not
only be able to identify its strengths, but also those areas where it functions poorly or not at all.
These areas of needed enhancements are not the same as threats to be identified later in this
document, but rather those day-to-day issues and concerns that may slow or inhibit progress. The
following items were identified by the Internal Stakeholders as weaknesses:

- Mobile Data Connectivity/Performance
- Lack of Employee Fitness Program
- Fire Inspection Program Consistence/Direction
- Limited Financial Resources
- Staffing Reductions
- Inconsistent Station Agendas
- Casualness of Policy Enforcement
- Limited Emergency Callback Participants
- Insufficient Paramedic Numbers
- Lack of Pride
- Members who Fear the Future
- Limited Administrative Office Space
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- Lack of Training Facility
- Station Repairs (Station 83 & 84)
- Line/Board/Commission Relationships
- Community Ownership in Department
- New Hires not Required to be Paramedic
- Time Management by Officers
- Dispatch
- Auto Extrication Training Opportunities
- Limited Officer Development
- Milwaukee County EMS Support
- New Hire Screening Process
- Us versus Them Mentality of Labor
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Opportunities
The opportunities for an organization depend on the identification of strengths and weaknesses
and how they can be enhanced. The focus of opportunities is not solely on existing service, but
on expanding and developing new possibilities both inside and beyond the traditional service
area. The Internal Stakeholders identified the following potential opportunities:

- Reinvent Paramedic System
- Live Fire Training
- Control Energy Costs
- Increase Officer Development Opportunities
- Awards Banquet/Holiday Party
- Own two Rented Stations
- Improve Media coverage of Training
- Joint Department Trainings
- Community Ties
- Improve Public Education Programs
- Accreditation
- Fire Extinguisher Servicing
- Focus EMS Training on Protocol Compliance
- Grant Opportunities
- Utilize Talents at all Levels of Organization
- Increase Business Partnerships for Emergency
Planning
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- Physical Fitness Program
- Improve Fire Inspection Program
- Quarterly Officer Meetings
- Improve Access to Pre-Incident Plans
- National Fire Academy Attendance
- Functional Consolidation with Neighbors
- Expand EMS Service Area
- EMS LT as ACLS/PALS Instructors
- Reorganization
- Increase Employee Committees
- Public CPR Program
- Improve Interaction between ALS & BLS
- Expand Comp Time to All Staff
- Increase Delegation of Tasks
- Consolidation with Bldg. Inspection Depts.
- Implement Fire Inspection Mobile
Platform
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Threats
To draw strength and gain full benefit of any opportunity, the threats to the organization, with
their new risks and challenges, must also be identified in the strategic planning process. By
recognizing possible threats, an organization can greatly reduce the potential for loss.
Fundamental to the success of any strategic plan is the understanding that threats are not
completely and/or directly controlled by the organization. Some of the current and potential
threats identified by the Internal Stakeholders were as follows:

- Privatization of EMS
- Economy
- Levy Limits
- Perception of Public Employees
- Aging Stations (Stations 83 & 84)
- Negativity of Some Employees
- Uninformed Public
- Threats from Public towards Dept.
- Injuries
- Overuse of Electronic Communications
- Perception the Dept. is a Service Contractor
- Staff Retention due to Uncertain Future
- Rising Insurance Costs
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- Future of MCEMS
- Lack of Agreement on Funding Formula
- Complacency of Employees
- Decreased Daily Staffing
- Safety Issues Related to Lack of Live Fire
Training
- Poor Retention of Paramedics
- Milwaukee Fire Takeover of Service Area
- Lack of Code Compliance in Target
Hazards
- Lack of Daily Staffing to handle day-today Absences
- Political Intervention in Organization
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Budgetary Considerations
The state of the economy throughout the United States has challenged governments at all levels.
Additionally, property tax levy limits mandated by the State of Wisconsin and a sentiment of
taxpayers in general to limit the increases in property taxes have challenged the Department to
maintain revenues that meet expenses necessary to maintain service levels to the communities
protected by North Shore Fire/Rescue. The Department continues to use projection tools to best
predict fiscal needs and prepare the Department for the future.
Moving forward, the Department will be challenged to find new revenue sources to meet its
fiscal needs. The Department continues to seek grants to fund various projects and seek the
support of the North Shore Fire/Rescue Foundation for projects that cannot be funded by the
annual community contributions to the Department. Various alternative revenue sources continue
to be explored including providing fire inspection and plan review services for non-member
communities and providing emergency medical transports between hospitals and other medical
facilities that currently do not use the 911 system for these transports. In addition, intentional
efforts continue with senior and extended care facilities to increase awareness that North Shore
Fire/Rescue can meet a majority of their ambulance transport needs.
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Strategic Goals and Objectives
Strategic goals and objectives are based on strengths, weaknesses, opportunities, and
challenges, affecting the Department’s mandates, vision, mission and values. They outline
strengths and weaknesses in service levels, finance, and management structure. These
strategic goals and objectives provide a vehicle to take advantage of current opportunities
and to build challenges into future opportunities.
Strategic goals are organization-wide benchmarks that detail the issues identified through the
Department’s stakeholders who include the Board of Directors, citizens and employees.
Working toward these goals is the basis of becoming a world-class leader in the fire and
emergency service field.
Objectives are more specific components of the strategic goal, and outline the more detailed
actions or tasks that support the strategic goals. They are the basis of strategic management,
and are performance measurements that focus the Department on its strategic goals. Objectives
and their performance outcomes should not be confused with effort or activity that relate to the
action plans. For example, hours of training or other actions or tasks that are completed in
order to achieve objectives are measures of activity, not outcomes. The speed and quality of
emergency response, or the numbers of trainees who act differently in a positive way, are
measures of performance outcomes.
The Department’s strategic goals and objectives are further integrated into the Long Term
Fiscal Plan, as well as into the current Annual Operating Budget and Capital Improvement
Plan. The outline below includes a series of critical tasks or actions that are used as the
benchmarks in which to measure the progress towards the completion of the Goals and
Objectives and (Performance measurements) for the year.
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Principles for Strategic Goals, Objectives and Outcomes:
•
•
•
•
•
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Aligned with mission, vision, and values: Strategic goals define specific measureable
results indicating progress toward achievement of the mission, vision, and values of
the organization.
Measureable: Outcomes should be measureable to determine when the strategic goal
is achieved.
Wide in scope: Strategic goals are shared results for the entire Department and in
some cases even the entire community. Stakeholders should recognize the importance
of the strategic goals and should strive toward implementation.
Built on consensus and common ground: Strategic goals are intended to address
shared interests within the organization and involve the community in the challenges,
opportunities, strengths, and weaknesses.
Few in number: The list of strategic goals should encompass the mission, vision, and
values, while being few enough to maintain a focused simplicity in strategic change.
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Strategic Goals
The following strategic goal statements identify the Department’s priorities, objectives and the
related action plans needed for achievement of the defined objectives for the strategic planning
period.
Strategic Goal #1:- Resource Development and Deployment - Provide service that meets or
exceeds the communities’ expectations as North Shore Fire/Rescue’s contribution towards
public safety’s overall mission of keeping communities safe.
Objectives:
•
•
•
•
•
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Completion of the Center for Public Safety Excellence Accreditation process
Research Mobile Integrated Healthcare Models
Utilize the Standard of Cover to evaluate current response practices
Expand paramedic staffing
Continue to expand areas for shared service standardization
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Strategic Goal #2: - Community Outreach and Partnerships - Develop and maintain
partnerships in the community as a means to educate the public on how to keep their
communities safe and receive feedback on the service provided by North Shore
Fire/Rescue.
Objectives:
•
•
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Expand community risk reduction program offerings
Develop and implement a customer service survey program
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Strategic Goal #3: - Financial Sustainability - Ensure North Shore Fire/Rescue is a fiscally
sound organization.
Objectives:
•
•
•
•
•
•
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Update the organization’s investment policy to address trust investments as needed
Apply for the Government Finance Officers Association (GFOA) Distinguished
Budget Presentation Award
Complete Comprehensive Accounting Financial Report (CAFR) submission
Develop Popular Annual Financial Report for distribution to stakeholders
Formalize long range financial planning to include 2015-2018
Development and updating of formal financial policies
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Strategic Goal #4: - Personnel Development - Recruit and maintain well trained and
educated employees dedicated to providing service to the North Shore Communities.
Objectives:
•
•
•
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Promote a work atmosphere and culture that is conducive to the organizational
mission, vision, goals and values
Implementation of company officer development program
Implement updated employee wellness/fitness program

2015
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Strategic Goal #5: - Infrastructure - Facilities, apparatus and equipment will be maintained
and replaced with respect to the efficiencies and limits of available resource allocations.
Objectives:
•
•
•
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Transition to digital radio system
Station 81 and/or Station 84 remodeling
Select and implement employee scheduling/timekeeping software
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Action Plans
Strategic Goal #1 – Resource Development and Deployment: Provide service that meets or
exceeds the communities’ expectations as North Shore Fire/Rescue’s contribution towards public
safety’s overall mission of keeping communities safe.
Objective 1A
Timeframe
Critical Tasks

Performance
Measurements
Objective 1B
Timeframe
Critical Tasks

Performance
Measurements
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Complete CPSE Accreditation Process
8 months
1) Complete mock assessment and edit documents
2) Update Board of Directors on process
3) Complete peer assessment and review recommendations
4) Presentation to CFAI Commission in Summer 2015
1) Presentation to CFAI Commission

Research Mobile Integrated Healthcare (MIH) Models
Ongoing
1) Gather information related to ACA model for MIH, including EMS
Medstar pilot program review and internal review of EMS population
2) Analyze financial impact of model implementation to operations
3) Partner with local health care for implementation strategies
4) Partner with County wide municipalities for collaborative initiatives of
model goals and programs
1) Report that provides findings of impact /findings to staff and
Board of Directors
2) Identification of high use patients measured by number of home
inspections initiated through CRR Programs
3) Total number of municipalities involved with MIH initiatives.
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Objective 1C
Timeframe
Critical Tasks

Performance
Measurements

Objective 1D
Timeframe
Critical Tasks

Performance
Measurements
Objective 1E
Timeframe
Critical Tasks

Performance
Measurements
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Use Standard of Cover to evaluate current response practices
Ongoing
1) Educate staff on Standards of Cover
2) Analyze current deployment compared with Risk Assessment and
Standards of Cover
3) Present operational changes as a result of analysis to staff.
1) 100% of Call for Service types are analyzed against the Risk
Assessment and Standards of Cover to determine whether
appropriate resources are being deployed for each call for
service type.
2) Staff completes a one year review of changes to resource
deployments as a result of the analysis in #1.
Expansion of Paramedic Staffing
Ongoing
1) Continue to emphasize paramedic status as priority in hiring process

1) Number of active paramedic employees
Continue to expand areas for shared services standardization
Ongoing
1) Implementation of Shared Services Incident Management Plan (IMP)
for Milwaukee County
2) Implementation of Milwaukee County “Active Shooter Response Plan”
including the seven local police departments
3) Designation of adequate capital funding for program implementation
1) Percent of firefighters and police officers completing training
2) Approval of capital budget item for $10,500 for equipment
costs including twelve vests.
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Strategic Goal #2 – Community Outreach and Partnerships: Develop and maintain
partnerships in the community as a means to educate the public on how to keep their
communities safe and receive feedback on the service provided by North Shore Fire/Rescue.
Objective 2A
Timeframe
Critical Tasks

Performance
Measurements

Objective 2B
Timeframe
Critical Tasks

Performance
Measurements
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Expand community risk reduction program offerings
Ongoing
1) Implement “Remembering When” coupled with home inspection
program
2) Expansion of Community CPR program and hands-only CPR
initiative across the metro area
3) Expansion of outreach programs such as educational school programs,
car seat installation, etc.
1) Number of completed home inspections
2) Number of CPR certificates provided
3) Number of residents reached in community outreach programs
4) Number of people trained in Hands Only CPR
Develop and implement customer service survey program
1 Year
1) Develop survey for post service satisfaction results
2) Develop or update resident expectation survey for fire department
service
1) Number of survey completions and analysis of survey results
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Strategic Goal #3 – Financial Stability: Ensure North Shore Fire/Rescue is a fiscally sound
organization.
Objective 3A
Timeframe
Critical Tasks
Performance
Measurements

Objective 3B
Timeframe
Critical Tasks
Performance
Measurements
Objective 3C
Timeframe
Critical Tasks
Performance
Measurements
Objective 3D
Timeframe
Critical Tasks

Performance
Measurements
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Update investment policy to address trust investments if needed
1 Year
1) Present information to Board of Directors.
2) Develop and adopt investment policy for trust investments
1) Appointment of ad hoc committee for trust investments
2) Consideration of adoption of investment policy for trust by
Board of Directors.
Complete annual CAFR submission
Annually
1) Develop area of report relating to statistical section
2) Completion of annual CAFR report through Baker Tilly auditors
1) Submission of annual CAFR report to GFOA for certification
award
Apply for GFOA Distinguished Budget Presentation Award.
Annually
1) Develop area of performance measurements section
2) Completion of annual application
1) Submission of annual budget document to GFOA for
certification award
PAFR Report initial development
1 Year
1) Develop shell format for report
2) Complete CAFR information into report format
3) Distribute information to communities
1) Number of PAFR copies distributed to reporting area
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Objective 3E
Timeframe
Critical Tasks

2015

Formalize long range financial planning to include 2015-2018
Ongoing
1) Review of long range planning best practices
2) Development of long range plan for 2015 Budget

Performance
Measurements

1) Presentation of 2015- 2018 long range financial plan to Board
of Directors

Objective 3F
Timeframe
Critical Tasks

Development and updating of formal financial policies
Ongoing
1) Review and Update of Current financial SOPs
2) Development of any incomplete financial policies per GFOA best
practices

Performance
Measurements
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1) Implementation of financial policies as administrative SOPs
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Strategic Goal #4 –Personnel Development: Recruit and maintain well trained and educated
employees dedicated to providing service to the North Shore Communities.

Objective 4A
Timeframe
Critical Tasks

Performance
Measurements

Objective 4B
Timeframe
Critical Tasks

Promote a work atmosphere and culture that is conducive to the
organizational mission, vision, goals and values
1 Year
1) Provide focused communication of Department’s current mission,
vision, goals and values from Chief Officer Staff to all personnel.
2) Provide forums for feedback on important issues to employees to key
staff members.
3) Development of additional communication and problem solving
exchanges between administration, line personnel and Local 1440.
1) Administrative Chief Officers meet with each shift/company at
least three times per year to discuss Department mission, vision,
goals and values and obtain feedback on key issues.
2) Operations Battalion Chiefs meet with company officers on duty at
least once per work cycle.
3) Respondents to employee survey show an increased percentage of
satisfaction in communication from administrative staff.
4) Respondents to employee survey show an increased percentage of
opportunities to provide feedback to key staff members on
department issues.
Implementation of company officer development program
1 Year
1) Analysis and review of officer promotional process
2) Continue quarterly officer meetings

Performance
Measurements
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3) Implementation and review of New Company Officer Mentoring
Program
1) Hold quarterly officer meetings.
2) Newly promoted company officers participating in the New
Company Officer Mentoring Program indicate via pre-program and
post-program survey that the program provided assistance in
performing job related tasks.
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Objective 4C
Timeframe
Critical Tasks

Performance
Measurements
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Implement Updated Employee Wellness/Fitness Program
1 Year
1) Cooperatively discuss employee wellness/fitness options with
Firefighter’s Local 1440.
2) Train 3-4 peer fitness trainers.
3) Create a timeline for implementation of program components.
4) Implement program components in accordance with timeline.
1) Complete planning meetings with Local 1440
2) Train 3-4 peer fitness trainers
3) Complete implementation timeline
4) Implement components as determined in timeline

2015
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Strategic Goal #5 - Infrastructure: Facilities, apparatus, and equipment will be maintained and
replaced with respect to the efficiencies and limits of available resource allocations.
Objective 5A
Timeframe
Critical Tasks

Performance
Measurements
Objective 5B
Timeframe
Critical Tasks
Performance
Measurements
Objective 5C
Timeframe
Critical Tasks

Performance
Measurements
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Transition to digital radio system
Two years
1) Continued acquisition of equipment for conversion
2) Implementation/training of all personnel that use equipment as part of
their job.
1) Complete internal programming and deployment of all radio
equipment for digital conversion.
Station 81 and /or Station 84 remodeling
One Year
1) Remodel of Station 81 apparatus bay for additional space needed for
newer ambulance standards
2) Continued analysis for potential purchase of Station 84 Fire Station
1) Board of Directors approval for any submitted remodeling
recommendations
Select and implement employee scheduling/timekeeping software
One Year
1) Create a team to develop organizational requirements and evaluate
service provider options
2) Analyze proposals from service providers
3)Select service provider and train employees for implementation if
funding allows
1) Train 100% of employees prior to implementation
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Considerations for Next Five Years
The landscape of all levels of government has likely changed in the State of Wisconsin more in
the past two years than had collectively changed in the past ten years. Along with that, the
uncertainty of the American economy makes predicting the future even more challenging. Yet,
based on historical data, trends and modeling, certain predictions about the future can be made.
Using those, several items should be considered for close evaluation in future updates of the
Department’s Strategic Plan.
•

•
•
•
•
•
•

Evaluate potential expanded relationships between the North Shore Health
Department and the building inspectors in the seven North Shore communities to
determine if additional synergies and efficiencies can be created either at the
administrative or operational level.
Prepare for additional demand on the Department for emergency medical services and
how the Department can best respond to the changing needs of the population and the
healthcare system in general.
As Bond debt expires, prepare and plan for replacement/remodeling of Fire Stations
#83 and #84.
Identify future regional fire and emergency medical service partnerships that can be
created to reduce cost and increase efficiency through functional consolidation.
Internal technology uses for daily operations and training will expand as the cost of
technology shrinks and uses grow.
Enhance emergency planning with the private sector.
The Department should be prepared to utilize data and results of the development of
the Standards of Cover and Self-Assessment to review the impact of operational
staffing changes over the past ten years. Operational staffing has been decreased in
order to manage budgets. The primary concern with decreased staffing is the impact it
has on response times to emergent incidents for first arriving fire companies and the
balance of the Effective Response Force at significant incidents. The seven
communities served by North Shore Fire/Rescue have a number of unique structures
and threats including multiple high rise buildings, Bayshore Town Center, hotels,
elderly care facilities, major commercial structures and hazardous materials
transported by road and rail or stored at commercial facilities.

Staffing is also a concern as the Department both relies on mutual aid more often and provides
reciprocal aid to other departments. The Mutual Aid Box Alarm System (MABAS) requires
staffing of four personnel on engines and trucks. Currently, the Department staffs all engines and
trucks with three personnel when at minimum staffing. If a North Shore apparatus responds to
another municipality for mutual aid, a fourth person is taken off another piece of equipment
resulting in it being taken out of service due to less than adequate staffing. As the number of
vehicles staffed on a daily basis has decreased over the last several years, the impact of taking
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two vehicles out of service for a mutual aid incident has impacted the ability of the Department
to serve the customers that continue to call for emergency services while the mutual aid call for
service is ongoing.
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