
 
Strategic Plan Progress: 

 
 

1. Call Performance and Staffing: Sixteen 
Training Academy candidates in background 
investigation phase.  New Emergency 
Communications Supervisor recently 
appointed and Assistant Operations 
Manager interviews scheduled.  Additional 
dispatch FTE requested in FY21/22 budget. 

2. Consistent, Efficient, and Effective Call 
Triage: Beginning to outline potential nurse 
triage program. 

3. Public Information and Outreach: 
Addressing numerous media inquiries; 
developing video messages for 911 
community education. 

4. Partner Agency Collaboration: User Board 
recruiting west side community 
representative. 

5. Equity: Heritage Month celebration 
educational opportunities expanded; 
Scheduling Equity Coordinator interviews. 

6. Training and Quality Assurance: Medical and 
fire triage training complete; computer 
integration (ProQA) training underway; 
ProQA go-live May 4. 

7. Career and Leadership Development: 
Creating mechanism for Operations and 
Training to create program framework.   

8. Technology Systems:  Plan under 
development addressing aging technology 
and implementing new efficiencies.  ProQA 
CAD integration configurations underway.  

9. Administration Processes: FY21/22 budget 
preparation complete submitted and 
preparing for spring BMP. 

10. Secure, Efficient, and Resilient Facility: 
Coordinating console replacement project 
with BTS and Facilities; developing “Future 
Needs Assessment” with Facilities, to include 
potential remodel and back-up center plan.  

 
 

                                                                                    
 

 
 
 
 
 
 
 
 

 
 

 
  
 
 
 
 
 
 
 
 
 
  
 
 
 2020-2021 Budget to date: (FY 68.3% Complete) 

 
 

-Expenditures:  $28,618,146 (revised budgeted) 
   $17,285,517 (60.4% expended) 
   $11,332,629 (remaining) 
 
 
 
 
 

-Revenue:  $28,618,146 (revised budgeted) 
$18,135,317 (63.4% collected) 
$10,482,829 (remaining) 

 

BOEC Update: March 2021 
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Teamwork 
 

Call Answering: February 2021 
• 37,400 9-1-1 calls answered 
• 55% within 15 seconds 
• 59% within 20 seconds 

 

NENA Standard: 90% of all 911 calls shall be answered within fifteen 
seconds.  95% of all 911 calls should be answered within 20 seconds. 

“Move before the wave and 
change before you have to.” 

– anonymous 
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9-1-1 Call Answering Performance Trends*
NENA Standards:  90% answered within 15 seconds; 95% answered within 20 seconds
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*Caller-disconnected calls are not included.



BOEC Workload Call Volume
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*Varies by call volume and processing metrics.
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9-1-1 Answered vs. Caller-disconnected Trends
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Homeless-Related
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Homeless-Related Hours of Work (CAD incidents open to close)
February 2021
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