
Significant Updates: 
• ProQA Project Status:  Testing underway; 

Dispatcher training begins in January.  
Newly-formed Dispatch Review Committee 
finalizing response configurations.  “Go-live” 
is on schedule for May 4, 2021.  

Strategic Plan Progress: 
1. Call Performance and Staffing: Training 

academy underway with 11 trainees.  
Recruitment for May academy underway.  

2. Consistent, Efficient, and Effective Call 
Triage: Additional FTE and operations floor 
reconfiguration to accommodate Portland 
Street Response being vetted.  Planning for 
ProQA Dispatch Review Committee.  

3. Public Information and Outreach: Supported 
joint information center activation for recent 
elections. 

4. Partner Agency Collaboration: IGA revision 
and funding model discussions continue; 
ongoing adaptation of call processing and 
dispatch protocols due to COVID-19 impacts 
and responder resource reductions. 

5. Equity: Undoing Institutional Racism training 
for Leadership, Supervisory, and 
Administrative teams near complete. Equity 
lens, plan, and budget being developed 
through on-going equity discussions and 
Equity Committee work. 

6. Training and Quality Assurance: Current 
focus on ProQA deployment, ethics, CPR, 
and academy training.  Groundwork 
complete for PSR training. 

7. Career and Leadership Development: 
Researching development programs through 
contacts at PSU.   

8. Technology Systems: ProQA call types 
entered and being tested in CAD.  Assisting 
partner agencies with various projects that 
integrate with CAD.  Assessing feasibility of 
future CAD upgrade to cloud services.   

9. Administration Processes: FY21/22 budget 
preparation underway; seeking eight 
additional dispatch FTE. 

10. Secure, Efficient, and Resilient Facility: 
Replacement dispatch and call-answering 
console selections due by December.  
Participating in Black Sky Exercise with a 
focus on shared resources with neighboring 
bureaus.   

 
 

                                                                                    
 

 
 
 
 
 
 
 
 

 
 

 
  
 
 
 
 
 
 
 
 
 
 
 
 
 

2020-2021 Budget to date: (FY 33.3% Complete) 
 

-Expenditures:  $28,474,488 (budgeted) 
   $  8,930,921 (31.4% expended) 
   $19,543,567 (remaining) 
 

-Revenue:  $28,474,488 (budgeted) 
$  9,444,892 (33.2% collected) 
$19,029,596 (remaining) 

 

BOEC Update: Nov. 2020 

  

Integrity 
 
Respect 
 
Competence 
 
Compassion 
 
Responsibility 
 
Teamwork 
 

Call Answering: October 2020 
• 40,802 9-1-1 calls answered 
• 55% within 15 seconds 
• 60% 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. 

“Your own soul is nourished 
when you are kind; it is 

destroyed when you are cruel. 
– Ancient Proverb 
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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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9-1-1 Call Volume Trends*
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9-1-1 Average Wait-to-answer Time Trends*
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*Caller-disconnected calls are not included.



BOEC Workload Call Volume
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9-1-1
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Other*

Workload Total 83,82094,59985,73871,85279,31377,907
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Workload Total

*Other: Ringdowns, Alarm, Mutual Aid, TTY, Operator Assisted
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Certified dispatch staffing required to answer 9-1-1 calls within 10 seconds*

39% 100%
% within 10 seconds range

Additional Staff Need
Call-taking Certified Staff

*Varies by call volume
and processing metrics.
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Dispatch Workload/CAD Incidents
October 2020
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Grand Total 5.03%2,597
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Homeless-Related Dispatch Workload/CAD Incidents
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Portland Homeless-Related Dispatch Workload/CAD Incidents
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Portland Homeless-Related Dispatch Workload/CAD Incidents



Homeless-Related
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Homeless-Related Dispatch Workload/CAD Incidents
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SMOKE IN AREA- OUTSIDE
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Grand Total 2,785.7289.86
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Homeless-Related Hours of Work (CAD incidents open to close)
October 2020
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