CITY OF PO RTLAN D Bob Cozzie, Director

BUREAU OF EMERGENCY COMMUNICATIONS Post Box 1927
Portland, Oregon 97207

503.823.0911
Ted Wheeler, Mayor FAX 503.823.4630
Rene Gonzalez, Commissioner www.portlandoregon.gov/911

BOEC User Board
January 18, 2024

Call to Order Reeser

Establishment of Quorum (8 needed)

*Minutes Approval —October 19, 2023
(member’s present)

Introductions

Business Updates:

Director’s Report Cozzie
Dispatch Technologies Morley
Budget Report Damron
Operations and Staffing Mawdsley
Training Update Payne
Quality Assurance & Improvement Update DesJardins
Radio Technologies Locati
Dispatch Committees/Policy Decisions Jones

Old Business
311 Update Cozzie

New Business

Good of the Order

Next Meeting April 18, 2024

Adjourn

*Action item

Integrity - Respect - Competence — Compassion — Responsibility - Teamwork

Please notify the City of Portland no less than five (5) business days prior to an event for ADA accommodations at
503-823-0911, by the City’s TTY at 503-823-6868, or by the Oregon Relay Service at 1-800-735-2900.
An Equal Opportunity/Affirmative Action Employer


http://www.portlandoregon.gov/911

Steve Bevens, MCSO
Brian Bourdon, BOEC
John Bryson, Community Rep
Bob Cozzie, BOEC Director
Jaymee Cuti, PBEM/BOEC PIO
Ginger Damron, CSD
Ryan Deslardins, BOEC
Todd DeWeese, BOEC

CALL TO ORDER: The meeting was called to order by Seth Reeser at 1:32 pm.

User Board Zoom Meeting

January 18, 2024 - 1:30 PM

PRESENT:

Dan Douthit, BOEC
Mike Grimm, BOEC
Hank Hays, PPB

Chelan Huddleston, City Budget
Office

Mark Huls, Port of Portland
Sherrie Koss, BOEC
Greg Locati, BTS

Scott Lewis, GFES

ESTABLISHMENT OF QUORUM: A quorum was established at 1:35 pm.

APPROVAL OF MINUTES: Minutes from October 19, 2023, were approved.

INTRODUCTIONS:

Steve Mawdsley, BOEC
Aaron Monnig, MCEMS
Melanie Payne, BOEC
Andy Ponce, PF&R
Seth Reeser, Wood Village
Nakita Thomas, BOEC
Nathan Williams, Community Rep

Kidus Yared, BOEC

Bob introduced BOEC’s new Assistant Operations Manager, Sherrie Koss and BOEC’s new Equity

Manager, Nakita Thomas. Both started as dispatchers, were promoted to supervisors in 2021, and now
have been promoted to their new titles.

BUSINESS UPDATES:

DIRECTOR’S REPORT - Bob Cozzie

Problem Solving

New Ways to Train: BOEC has ramped up recruitments with over 800 applicants resulting in 44 new
employees starting across four different academies. Fast Track Training has been implemented which
has streamlined training phases and prioritizes training hours for late-phase trainees. And we are

attracting more coaches by creating tiered coaching upgrades based on different responsibilities.

Staffing: BOEC is budgeted for 136 FTE’s with 121 filled as of the beginning of 2024. Of this, 74 are fully
certified in their particular position which includes three call-taker only positions, one police/call-taking
dispatcher only position and the others are certified in every certification (Police, Fire, Med, and Call-

taking.) Currently there are 47 trainees consisting of six fire trainees, 17 police dispatch trainees, 15 call
taking trainees and nine in the current academy. BOEC is hoping to fill the 15 vacancies with the 3
Academies starting throughout 2024.



Implementation of Technology: BOEC’s Automated Callback on 911 hangup calls has reduced call-taker
workload by 30-40 hours per month. The alarm company connectivity has reduced call-taker workload
by 25-30 hours per month. And Case Service which is the non-emergency call answering system has
reduced non-emergency call-taker workload by 30-35%.

911 Call Volume & Performance

Since 2018, 911 call volume has increased by 42% with only a 1.5 % increase in the past two years. With
the implementation of 311 and Case Service there has been a significant decrease in non-emergency call
workload. There has also been a significant shift from police to fire, EMS and PSR calls for service with
fewer officer-initiated calls for service. With this, our 911 call performance is trending in the right
direction with a 14 second decrease in call answering between 2022 and 2023; if the call volume and
answering time trend continues there is a chance that we will decrease by another 20-30 seconds by the
end of 2024. We are nowhere near the NENA call answering standards of 15-20 seconds, but we are
trending in a positive direction.

A question was asked about the spike and if it was driven by any particular type of call? During the
summer there was a spike in shootings, heat events and homeless encampment fire calls.

2024 Focus Areas

e New strategic plan

e Increase certified staff and maintain current employees.
e Continue to address call wait times.

e Employee wellness

e Greater focus on QA and providing excellent service.

e Aiming for agency accreditation

DISPATCH TECHNOLOGIES — Murrell Morley

Portable Radio GPS: This will give the dispatchers the ability to ping a pac-set radio to find their location.
This is not real-time and is only able to be received if the dispatcher executes a command and will only
show the location at the time that the command is executed. We will not be able to provide in a replay
data since it is not real-time in our system. Testing has been completed in the development
environment and we are waiting on the licenses from Versaterm and the green light from partner
agency dispatch committees to move this into production.

Upcoming Projects

e  Wrapping up the Public Safety Logging Recorder project with getting the secondary applications
installed and providing training to our management staff.

e In March will be a full ops floor computer replacement

e |n Fall 2024 the 911 phone system upgrade that is overdue by one year

BUDGET REPORT - Ginger Damron

FY24 Revenue: The State Shared revenue had an increase of 1% in the last quarterly payment which will
continue to give a larger credit on local jurisdiction cost share. The interest on the fund balance is
coming in higher than anticipated each month but had an adjustment at the beginning of the year that
makes it look behind budget. At this point we don’t anticipate needing any of the $2.9M training
pipeline fund balance this year, so it will be preserved for next year.



FY23 Expenses: We continue to be overspent on Personnel because of the bargaining agreement
increases and continuation of 2.0 overtime. Adjustments will be made for this in the spring budget
monitoring process and there are one-time and ongoing resources available to cover the overage. The
capital budget will be underspent because the phone upgrade is not happening until next year.

The Finance Committee has been meeting monthly to work on FY25 budget development and will be
submitting the requested budget on February 16™. With the City’s transition in form of government we
will be submitting the budget for all public safety bureaus together, but BOEC will still have its individual
components.

OPERATIONS AND STAFFING

Mawdsley introduced the new Operations Management team that will be giving the Operations updates
moving forward. Sherrie Koss is our new Assistant Operations Manager; she has been with the bureau
since 2005 starting as a dispatcher and then became a supervisor in 2021. Todd DeWeese is our other
Assistant Operations Manager; he has been with the bureau since 1994 starting as a dispatcher, worked
for many years as a supervisor and then took his current role in 2021.

Operations
Policy Updates — Todd DeWeese

Outdated SOPs have been a concern of ours for some time now, especially with so many new
employees joining us. BOEC currently has about 210 total bureau policies that are categorized
into several different categories that are ever growing with updates to an existing policy or
entirely new ones being made. In an effort to better track where each policy is at, our new AOM,
Sherrie Koss, has created an SOP tracking process which has made it easier to visualize what is
needed for each individual policy to be updated and posted. Since then, 15 fire and medical
policies have been updated with 7 more fire and medical policies ready to send to the PPA for
posting approval; also, we have 37 more policies under review. Our hope is to have all policies
updated by the end of the year.

Supervisor Staffing — Sherrie Koss

When fully staffed we have 14 supervisors with two devoted to the Training department leaving
12 to staff the operations floor. In the month of December there was a huge shift in our
supervisor staff with two being promoted, one voluntarily demoting back to dispatching and one
left for employment with another agency, creating a critical staffing need for our supervisors.
So, what we have done is temporarily upgraded one of our coaches to be a supervisor for 3-6
months. There is a current recruitment where we have invited six applicants to interview at the
end of this month, four are internal and two are external. So, if any of the internal candidates
are hired that will affect staffing with needing to fill that position.

Dispatcher Shift Signup Pilot — Steve Mawdsley

Historically our dispatch employees that are certified in call-taking and beyond bid for a shift
every six months, in the fall and spring. In the last round of bargaining, we agreed to do a pilot
shift signup that will run for a whole year. The signup pilot will include quarterly deadlines for
when additional certifications would receive a new shift; vacation spots will increase or decrease
based on the number of certified employees at any given time; and it will ensure employees
have at least 10 hours of respite between work periods. So, using statistics based on call wait-
times, call volume, call answering performance, staff absences and some other things, we are



doing our best to create a shift signup to best staff where needed based off that data.
Membership starts bidding for those shifts next month with a start date of March 14,

Staffing/Training — Melanie Payne

Certifications: Our fast-tracking program is yielding many certifications which is welcomed news. Since
November 1°, we have 5 new fully certified dispatchers, 5 police certified dispatchers and 9 call-taking
certifications. The 5 police and 9 call-taking certified folks will continue through the training program.

Trainee status: Currently there are a total of 45 trainees including 9 currently in basic academy. There
are 14 in call-taking/police dispatch training, 17 in Police dispatch training only which means they have
certified in call-taking and are able to answer calls independently for part of their day, and 5 in resource
dispatch which includes Fire, EMS, and Mental Health training.

Future Academies: There is a current recruitment opened until the end of January, currently we have
over 170 applicants. Our next academy is April 15" with two more this year in August and December.

QUALITY ASSURANCE - Ryan DeslJardins

Medical Call Review Totals: Since the summer of 2021 we have increased our compliancy by 30-40% and
we are still trending in a positive direction towards our goal of being over 80% compliant. To hit our
ultimate goal of accreditation we need our non-compliance to be at 7% or lower, and our low and partial
compliance to be at 10% or lower. Recently we have seen our non-compliance down in the low teens
and our performance benchmarks between summer/fall and winter have drastically improved in many
areas, so the dispatchers are working hard to meet accreditation.

Fire Call Review Totals: Currently we are trending in the right direction but there are still areas of
improvement needed. Areas of red on the EFD Percentage of Deviations chart on the PowerPoint show
that there is room for improvement in areas of moderate and minor case entry, which are not critical or
life-safety errors but are due to people asking extra questions that are not related to the case entry.

BOEC’s QAU goals for the next two quarters:

*  Supervisor Training: Working with supervisors to enhance feedback to employees.

e Supervisor Feedback: Supervisors will be more involved in the feedback process.

* In-service training: two-hours of focused training during spring in-service.

e Advanced protocol Sessions: Monthly advanced protocol training starting in February.

RADIO TECHNOLOGIES —Greg Locati

Radio Encryption Project/ Radio Encryption Grant Purchase

The end goal is to encrypt PPB, MCSO and Gresham’s main dispatch nets. Many of the agencies do not
have the compatible equipment, so PPB was proactive in securing a Grant Coordinator and work
continues on securing the second round of the Grant with efforts to figure out who needs it the most to
get us to our end goal. The last of the 2021 grant funding that was set aside is currently being used to
update encrypting BOEC’s pac-sets/radios, County Sheriffs radio’s as well as PBOT, PBEM, and a couple
other smaller agencies.



OSP ISS| update

We are currently working with the State and Washington County to finalize an ISSI (Inter Sub-System
Interconnect) connection on a subscriber level that will allow communication and roaming between all
three systems. The patches have been completed and are ready for use but training between each
agency and subscriber programming on the State’s end is in the works before officially implemented.

DISPATCH COMMITTEES/POLICY DECISIONS — Patrick Jones

No updates & no questions

OLD UPDATES:
311 Updates — Bob Cozzie on behalf of 311

John Bryson had a question about 311 funding which 311 responded saying that they will not be
requesting funding from cities in Multnomah County for this upcoming fiscal year. 311 is currently
funded jointly by the City of Portland and Multnomah County but if they start to take more calls or
referrals than the amount, they receive now then a more cautionary model will be explored.

NEW UPDATES:

No updates

GOOD OF THE ORDER:
IGA UPDATE — Seth Reeser

The Mayor’s from Portland, Troutdale, Maywood Park, and Fairview are going to meet with the County
Chair in February to discuss AMR related issues, which includes the IGA. Hopefully that meeting will give
us direction on what our next steps are on the IGA.

SPECIAL APPRECIATIONS TO BOEC

Scott Lewis from Gresham FD wanted to give appreciation the dispatchers and call-takers for the last week
during the ice storm. Their hard work has not gone unnoticed.

Aaron Monnig from MCSO thank you to the staff for their hard work in coordinating the limited resources we
have available.

Hank Hays from Portland also wanted to thank the staff for their incredible work during this time.

NEXT MEETING: April 18, 2024, at 1330. Hybrid: In-person at BOEC and Virtually via Zoom.

ADJOURNMENT: The meeting was adjourned at 2:44 pm.
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Call To Order — Chair Reeser

Establishment of Quorum

*Approval of Previous Meeting Minutes
* October 19, 2023

Introductions

Business Updates:
* Director’s Report — Cozzie
* Dispatch Technologies — Morley
e Budget Report — Damron
* Operations & Staffing — Mawdsley
* Training Update — Payne
* QA Report — DesJardins
e Radio Technologies — Locati
* Dispatch Committees
Policy Decisions — Jones

Old Business
s 311 Update-Staff

New Business

Good of the Order

Next Meeting: April 18, 2024

Adjourn

* Action Item



Establishment of Quorum

8 Required

o




Approval of Previous Meeting Minutes *

e October 19, 2023

* Action Item




Introductions

* New Assistant Operations Manager
* Sherrie Koss

* New Equity Manager
* Nakita Thomas




2023 BOEC Year in Review

Director’s Report

Bob Cozzie




911 Call Volume 2018-2023 1.5% increase
the past two

years

636,497 645,967 655 633

526,013 21.0%

?29 281 “New Normal?”
461,524 >
4%
increase from
2018

2018 2019 2020 2021 2022 2025




Problem Solving:
New Ways to Train

e 4 academies * Prioritizing
e 44 new training hours

e Tiered coaching
based on

employees for late-phase

e Over 800 trainees
applicants e Streamline

training phases

responsibility




Staffing

as of January 1, 2024

136

budgeted FTE
(121 filled)

70

47

HEINREES

(various
disciplines)

97

call taking
certified
employees

3

Academies
scheduled in
2024




Problem Solving:
mplementation of Technology

e Reducing call taker e Reducing call taker

workload by 30-40 workload by 25 hours
hours per month per month

e Reducing non-
emergency call taker
workload by 30% -
35%




Year-to-Date 911 Average Wait-to-answer Time Trends*
(2018 through 2023 Comparison)
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Weekly 911 Average Wait-to-answer Time Trends*
(2019 through 2024 Comparison)

Promising trends...
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December 31, 2024 - January 6, 2024 data




Non-emergency call volume

487,114 493,994 484,771
493 681 421 537

I I ]

2018 2019 2020 2021 2022 2023




Yearly Dispatch Workload
2018-2023

Significant shift

from police to - s

726,579

fire, EMS and

. Medical
98,923 104,499 638,590 636,045  g19591 625159 [l Police
PSR calls for
. - s 116,973 119,132
service : :
— . 598,898
— e We r Offl C e r_ 505,585 486,209 455,091 452 613
initiated calls for
service
2018 2019 2020 2021 2022 2023




2024 Focus

IEER

* New Strategic Plan
° Increase certified staff

* Continuing to address call
wait times

* Employee wellness

e Greater focus on QA and
providing excellent service

* Aiming for agency
accreditation




Winter Storm Data —1/13-1/17, 2024

CAD Incidents m s

W Madica
M Fira
B Polica

2,404

1472084 AR

1,580

VAT 208 LI 115300

B
5
g

BoO 1,000 1,200 1400 1500 1,E00 2,000 2,200 2400

12 Ak
188
Y |
38
4 Ak
S
L700 )
it |
)
LT )
1088
11 A8
bR e
104
i |
et |
4"

5 Pk

Call Volume

1/13/2024 | B
21m M Hens11
e _
2910
o _
2578
1/16/2024
2513
e _
3757
o 500 1000 1,500 2.000 2,500 3,000 3500 4,000
Total Calls

132024
]

]
!
1

e

17142024

137
: 17 142 141

[k

141

4

117

=
E = 35 = = I T = E = 5 5 = = ¥ % F T F %
- = = = = = = = - B a B a a B B B B -4 &
] - o~ r + P & e a ] - ™ o - W o - @ o g a



Dispatch

Technologies:
Murrell Morley




FY24 Budget Report

Jul'1l, 2023 — Dec 31, 2023

Ginger Damron

}

General Fund 19,024,702 10,377,108 54%
State Shared Revenue 5,941,000 2,621,761 44%
Local Cost Share 6,252,819 1,862,801 30%
Interest 49,026 17,851 36%
Charges for Services 426,483 215,773 47%
Subtotal 31,724,147 15,095,294 42%

Fund Balance 4,561,761 1,467,706
Total 36,285,908 16,563,000 45%

Jurisdiction State Shared Local Cost
Rev Share
City of Fairview 50,476 127,280
City of Gresham 554,622 1,391,418
City of Maywood Park 4,004 10,104
City of Troutdale 81,233 196,460
City of Wood Village 22,145 54,056
Multnomah County 261,024 83,483
City of Portland 1,648,257

TOTAL 2,621,761 1,862,801

November State Shared Revenue had a

1% increase from August from continued
cell phone user growth.




FY24 Budget Report

Jul 1, 2023 — Dec 31, 2023
Ginger Damron

Personnel
External M&S
Internal M&S
Capital

General Fund Overhead

Debt Retirement

Contingency*

Subtotal

Total

21,936,515
2,105,861
6,102,907
1,340,845
1,369,311

336,414

33,191,853
2,976,490

36,168,343

*Training Pipeline Sub-fund

12,588,021
789,218
3,033,130
470,575
684,648

0
16,880,945
0
16,880,945

57%
37%
50%
35%
50%
0%
51%
0%
47%

Personnel increases due
to changes after budget
adoption:

» Labor bargaining cost
increases to improve staff
retention and recruitment

» Extension of 2.0 Overtime
to fast-track training and
certifications




e
Operationsiand Staffing

Steve Mawdsley
Todd DeWeese
Sherrie Koss

* Policy updates
®

e Supervisor staffing

* Dispatcher shift sigrwp pilot



Training

WISERIEIENREE
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* Certifications since Nov 1
* 5 New Senior Dispatchers (all training
completed)
e 5 certified as police dispatchers
* 9 certified as call takers

* Current Status — 45 Trainees
* 9in Basic Academy
e 14 in Call Taking/Police Dispatch Training
e 17 in Police Dispatch Training only
* 5in Resource Dispatch (Fire, EMS and
Mental Health)

* Recruitment open until Jan 29!

e Future Academies
e April 15
e August (TBD)
 December (TBD)



Quality Assurance

NERIDENEI S
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EMD Performance Benchmarks July-Sept

Percentage of Deviations

Critical

Moderate

Minor

Case Entry

Chief Complaint

Key CQluestions

0.51%

3.46%
2.13%

0.26%

Final Coding

Dispatch Life Support

Customer Service

0.00%

13.21%

Total Accreditation Acceptance

0.28%




EMD Performance Benchmarks Oct-Dec

Critical Major Moderate

Percentage of Deviations

Case Entry

Chief Complaint

Key Questions

0.33%

Minor

9.80%

Final Coding

Dispatch Life Support

Customer Service

Total Accreditation Acceptance

1.28%




Oct-Dec 2023

July-Sept 2023

Apr-June 2023

Jan-Mar 2023

Oct-Dec 2022

July-Sept 2022

Apr-Jun 2022

Jan-Mar 2022

Oct-Dec 2021

July-Sept 2021

m High Complaint

EFD Quarterly Compliance Trend (All Cases)

30%

= Compliant

Partial Compliance

Low Compliance

60%

1 Non Compliant

16%

14%

4%

11%

I

13%

13%

9%

11%

13%

11%

14%

12%

11% 6%




EFD Performance Benchmarks July-Sept

Percentage of Deviations

Critical

Major

Moderate

Minor

Case Entry

0.00%

0.00%

9.94%

21.771%

Chief Complaint

341%

1.18%

1.84%

0.00%

Key Questions

0.80%

2.37%

202%

4 07%

Final Coding

1.57%

1.84%

0.00%

0.00%

Dispatch Life Support

3.74%

Customer Service

0.00%

3.24%

2.70%

5.680%

0.00%

0.00%

0.19%

Total Accreditation Acceptance

1.42%

2.14%

283%

4 .01%




EMD Performance Benchmarks Oct-Dec

Percentage of Deviations Critical Major Moderate Minor
Chief Complaint 1.30% 0.52% 2.60% 0.00%
Key Questions
Final Coding 1.04% 1.82% 0.00% 0.00%
Dispatch Life Support 2.79% 5.56%
Customer Service 0.00% 0.00% 0.00%
0.87% 1.5 2.73% 3.50%

Total Accreditation Acceptance




FY 23-24 Q3 & Q4 Focus Areas

: : : Advanced
Supervisor Supervisor In-Service
o - Protocol
Training Feedback Training :
Sessions
e Working with e Supervisors will e Two-hours of e Monthly
supervisors to be more focused advanced
enhance involved in training during protocol
feedback to feedback spring in- training
employees process. service starting in

February



Radio Technologies:
Greg Locati

* Radio encryption project

* Radio encryption grant purchase

* OSP ISSI update



Dispatch Committees/ Policy Decisions:

Patrick Jones

*No update




Old Business




New Business




Good of the Order:

Thank you!

Next Meeting:
April 18, 2024
Location: BOEC/Hybrid




Strategic Plan Revised and New Initiatives:

1. Adequately staffed 911 workforce
a. Improved employee health, well-being,
engagement, and morale
b. Workforce that promotes belonging,
accessibility, equity, and represents the
community served
c. Delivering effective, timely, high-quality
service that meets or exceeds national
standards
2. Training, technology, and quality assurance
programs that improve processes and support
employee development
a. Efficient and timely trainee certifications
b. Established career and leadership
development, mentorship, and
succession planning programs
c. Develop remote call answering

framework

d. Leverage cloud storage capabilities for
CAD

e. Participate in and guide state NG911
planning

3. Embody and normalize a culture of inclusion,
equity, and anti-racism (under development)

4. Collaboration with community members and
partner agencies (under development)

5. Secure, efficient, and resilient primary and
backup facilities (under development)

BOEC Update:
December 2023

Integrity
Respect
Competence
Compassion
Responsibility

Teamwork

“Don’t fight back. Fight forward.”
-Sam Obisanya’s dad from Ted Lasso

Technology Updates:

e Case Service —We are continuing to work with the
vendor on the latency issues experienced, we will
be implementing a new update in the coming
weeks that will hopefully help with the
problem. An average of 30 — 35% of non-
emergency calls are referred to 311, online
reporting, or other resources.

e Portable GPS — Provides the ability to request GPS
location of portable radios. Testing is complete!
BOEC will be working with partner agencies to
establish operational policies and a go-live date.

e Ops floor computer replacement — We will be
replacing the CAD and OA computers on the
dispatch operations floor, increasing the storage
and RAM to make them more robust for our 24/7
use. Scheduled for March 2024

e Vesta 911 Phone Upgrade — The 911 phone
system hardware is nearing the end of life and is
due for an upgrade. Scheduling in Fall 2024.

e Non-Emergency Calls — In addition to using Case
Service for triage, we are researching other
potential options for reporting police non-
emergency incidents, such as online or mobile
app options. Send ideas to the tech team!

Dispatch Staffing

As of January 1, 2024

15

31
Sr. Dispatchers (911, Police, Fire Certified) 70
Certified Police Dispatchers 1

911 Certified Only
Fire Dispatch Trainees (911, Police Certified)
Police Dispatch Trainees (911 Certified)

Call Taking Trainees (No certifications) 15
Academy Trainees (No certifications)

Vacancies

Total 136

Call Answering: December, 2023
e 43,836 9-1-1 calls answered
e 52% within 15 seconds
e 55% 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.



kyared
monthly page 1 staffing and need


December Total 911 Call Volume December Non-911 Call Volume
(Includes 911 caller-disconnected calls)

51,731 52,963 50,886

22.59% 2-38% -3.92% 37,173
42,197 34,367 '
38,145 ’ 8.16% 32,326
0.37% -9.900 '
42,041 b 9.90% -13.04%
23,857
26.20%
2019 2020 2021 2022 2023 2019 2020 2021 2022 2023

9-1-1 Calls Answered

S 48,816
43,847 45,007 47593 42,763 43,836
39,823 ’
20K
OK
December 2022 February 2023 April 2023 June 2023 August 2023 October 2023 December 2023

Answered 39,823 [ G o5

9-1-1 Call Answering Performance Trends*
NENA Standards: 90% answered within 15 seconds; 95% answered within 20 seconds

0
47% 23%
43% N 48%
0
40% 39% 43%
35% 39%
0
20% 29% 26%
0%
December 2022 February 2023 April 2023 June 2023 August 2023 October 2023 December 2023
. Within 20 Seconds Within 15 Seconds . Within 10 seconds

*Caller-disconnected calls are not included.



Certified Dispatch Staffing Required to Answer 9-1-1 Calls Within 15 Seconds*

Additional Staff Need*
£ 154 151 151 161 144 B Call-taking Certified Staff
T S ———— 134

74 65 60 63 /5 54 37

'

December 2022 February 2023 April 2023 June 2023 August 2023 October 2023 December 2023

*Varies by workload call volume and processing metrics.

Caller-disconnected

Total 9-1-1 Trends Incomplete Calls
M Answered
_62,022 60,427
52,963 52,625 21.23%(13,169) 1 029 (12,703) 51,763 50,886
47 851 R _
17.13%(9,072) 14.39% (7,571) 17.33% (8,971) 13.80% (7,023)
16.71% (7,997)
l )
December 2022 February 2023 April 2023 June 2023 August 2023 October 2023 December 2023

*Incomplete calls: calls with no talk-time, which require call-taker callback.

Caller-disconnected Average BOEC Initial Call-back Time Trends
Avg. Call-back Time

(hh:mm:ss)
00:00:45 00:00:44 /Q%\ 00:00:41 00:00:56
00:00:41 00:00:44 00:00:42 00:00:42
December 2022 February 2023 April 2023 June 2023 August 2023 October 2023 December 2023

*Call-back time is measured from when the call was identified by the BOEC phone system to the first call-back attempt by the BOEC AAC system
starting May 17, 2022.



9-1-1 Average Wait-to-answer Time Trends*
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BOEC Workload Call Volume

100K
90K
80K
70K
60K
50K
40K
30K
23,245
20K
10K
6,039
2
OK 5
December
2022
9-1-1 52,963
Non-Emergency
Ten-digit Emergency
Admin 2,477
Other* 565
Workload Total 85,289

47,851
23,804
21,518
4,759 4,753
6 2,483
February 2023  April 2023
47,851 52,625
2,316 2,483
607 567
77,051 84,232

36

April 2023

62 76

June 2023 August 2023

52

October 2023

36 [

40

December 2023

*Caller-disconnected calls are not included.

95,359

94,069

62,022

24,716 24,069
5,078 5,813
9

June 2023 August 2023

62,022 60,427
2,933 2,929
610 831
95,359 94,069

* Other: Ringdowns, Alarm,

18,011

5,736

2,598

October 2023

51,763

2,598
607

78,715

Mutual Aid, TTY,

Mo
Non-Emergency
Ten-digit Emergency

. Admin

. Other*

. Workload Total

74,743

14,922
5,948

2,441
6

December
2023

50,886

2,441
546

74,743

Operator Assisted




County Wide Dispatch Workload/CAD Incidents

January through December

2023

2022

2021

2020

2019
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Dispatch Workload/CAD Incidents by Jurisdiction

December

Multnomah County Sheriffs Office

Gresham Police Department

2019

. 35,375
Portland Police _ 76.0%

5,707
12.3%
5,490
11.8%

Grand Total 100.0%

Portland Fire and Rescue PSR

Fire

EMS

Total

Gresham Fire Emergency Fire

Services

Mutual Aid

Corbett Fire

Sauvie Island Fire

Grand Total

EMS

Total

Fire

Total

Fire

EMS

Total

Fire

Total

2019

2020
28,858
76.0%

4,442
11.7%

4,651
12.3%

37,951
SR £ 06.0%

2020

2021

28,536

76.3%
4,772
12.8%
4,108
11.0%

37,416
SR £06.0%

e
100.0%

2022
e
75.8%
4,609
12.9%

4,040
11.3%

ey
100.0%

- 16,415
100.0%

EGZS,lSZ
%619,591

636,045

638,690

2023
I -6 5
73.8%

5,019

14.2%

4,255
12.0%

[y
100.0%

2023
849
5.9%
3,239
22.6%
7,940
55.4%
12,028
84.0%
449
3.1%
1,713
12.0%
2,162
15.1%
69
0.5%
14
0.1%
83
T 0.6%
25
0.2%
17
0.1%
42
T 0.3%

0.0%

8
0.1%

. o
100.0%

Discipline
M PSR

M Fire

B Medical
B Police

4,040 35,375
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