
Strategic Plan Progress: 
 

1. Call Performance and Staffing: Eight trainees 
begin academy on September 20. 
Recruitment for January Academy underway.  
 

2. Consistent, Efficient, and Effective Call 
Triage: Informing the 311 program and 
vetting Case Service app to address non-
emergency and referral call answering.  
Addressing ProQA integration hurdles. 

 
3. Public Information and Outreach: Working 

with local media to create community 
education campaign. 
 

4. Partner Agency Collaboration: BOEC User 
Board Finance Committee reconvening 
October 13; Full User Board meeting October 
21. 
 

5. Equity: Updating 21/22 Equity Work Plan; 
Convening monthly Equity Leadership Team 
work sessions.   
 

6. Training and Quality Assurance: ProQA 
Quality Assurance component implemented; 
seeking funding for Quality Assurance 
analysts and dedicated training ECS 
positions.  
 

7. Career and Leadership Development: AOM 
reaching out to key bureau leaders to begin 
career and leadership development 
programs.   
 

8. Technology Systems: Automated alarm 
protocol (ASAP-to-PSAP) project 
implementation expected in November.  
Seeking funding for Automated Abandoned 
Callback to assist with 911 hang-ups.  
Expected implementation by end of 2021. 
 

9. Administration Processes: Fall Budget 
Monitoring Process (BMP) complete with 
technology and staffing requests.   
 

10. Secure, Efficient, and Resilient Facility: 
Console replacement project underway.   

 
  

BOEC Update: 
September 2021 

  

Integrity 
 
Respect 
 
Competence 
 
Compassion 
 
Responsibility 
 
Teamwork 

Call Answering: August, 2021 
• 48,202 9-1-1 calls answered 
• 37% within 15 seconds 
• 41% 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. 

“Do just once what others say you 
can’t do, and you will never pay 

attention to their limitations again.” 
–John L. Mason 

 

2021-2022 Budget to date: (FY 12.5% Complete) 
 

-Expenditures:  $30,080,291 (budgeted) 
   $   4,094,341 (13.6% expended) 
   $25,985,950 (remaining) 
 
 

-Revenue:  $30,080,291 (revised budgeted) 
$   3,810,982 (12.7% collected) 
$26,269,309 (remaining) 
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9-1-1 Call Answering Performance Trends*
NENA Standards:  90% answered within 15 seconds; 95% answered within 20 seconds

2019 2020 2021

60,416
16.71%51,765

1.24%51,132

August 911 Call Volume
(2019 through 2021 Comparison)

2019 2020 2021

45,599
-3.088% 42,380

-7.059%
47,052

August Non-911 Call Volume
(2019 through 2021 Comparison)

October 2020 December 2020 February 2021 April 2021 June 2021 August 2021

42,69540,802
48,202

37,40037,871
46,703

9-1-1 Call Volume Trends*
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*Caller-disconnected calls are not included.
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9-1-1 Average Wait-to-answer Time Trends*

*Caller-disconnected calls are not included.

BOEC Workload Call Volume
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Other*
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9-1-1 Answered vs. Caller-disconnected Trends
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Dispatch Workload/CAD Incidents
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