CITY OF PO RTLAN D Bob Cozzie, Director

BUREAU OF EMERGENCY COMMUNICATIONS Post Box 1927
Portland, Oregon 97207

503.823.0911

Keith Wilson, Mayor www.portlandoregon.gov/911

Mike Meyers, Deputy City Administrator

BOEC User Board
April 17, 2025

Call to Order Reeser

Establishment of Quorum (8 needed)

*Minutes Approval - January 2025
(member’s present)

Introductions

Business Updates:

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

Old Business
Change Existing Cost Allocation Update Reeser
User Board Survey Results Cozzie

New Business

Good of the Order

Next Meeting July 17, 2025

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

User Board Zoom Meeting

April 17, 2025 - 1:30 PM

PRESENT:
Brian Bourdon, BOEC Mike Grimm, BOEC John Niiyama, City of Fairview
John Bryson, Community Rep Travis Gullberg, GPD Melanie Payne, BOEC
Ed Connolly, BTS — Radio Tech Rian Hakala, MCSO Andy Ponce, PF&R
Bob Cozzie, BOEC Director Steve Mawdsley, BOEC Seth Reeser, City of Wood Village
Ginger Damron, CSD Charles Miller, MCEMS Alicia Russell, PPB
Todd DeWeese, BOEC Derik Minard, GFD Scott Schlimpert, MCSO
Bill Eggert, City of Gresham Aaron Monnig, MCEMS Nakita Thomas, BOEC
Nathan George, City of Fairview Murrell Morley, BOEC Kidus Yared, BOEC

CALL TO ORDER: The meeting was called to order by Seth Reeser at 1:34 pm.

ESTABLISHMENT OF QUORUM: A quorum was established.

APPROVAL OF MINUTES: Minutes from January 2025 were approved.

INTRODUCTIONS: John Niiyama is replacing Peter Boyce for the City of Fairview, and their new City manager is
Nathan George.

BUSINESS UPDATES:
DIRECTOR’S REPORT - Bob Cozzie

Bob shared updates about the Telecommunicators Week, highlighting the recognition of 911 dispatchers
and the positive response from the community.

He also presented data showing significant improvement in staffing levels, from 40 vacancies to only
four in two years and the number of senior dispatchers moving from 63 to 85. Seth praised Bob and his
team for their successful efforts in addressing the staffing issues and improving the situation.

Bob presented the year-to-date data, showing a reduction in 911 calls and an improvement in call
answering times. He also mentioned the upcoming summer season might increase call volume.

BUDGET REPORT - Ginger Damron

Ginger provided a budget report, noting a reduction in personnel costs and overtime, and a return of
$193,000in the General Fund. She also mentioned the training pipeline has a million dollars in it.

Seth thanked Bob and Ginger for their efforts and mentioned an updated letter of budget support for
BOEC, which they are ready to send if necessary.



OPERATIONS AND STAFFING

Operations

Call-type Restructuring — Todd DeWeese

Todd explained that the project began last summer with BOEC and PPB meeting weekly to
discuss the various police call types. They have determined that a few call types are no longer
needed and some need modifications. They have also been discussing alternative options and
have met with different agencies. Todd also mentioned that they discovered most of the alarm
call dispositions have been false, and they are considering changing the disposition code and
removing it altogether.

Todd discussed ongoing conversations with police and fire departments about call responses,
with a focus on welfare checks and the potential for fire to take on more responsibilities. He also
mentioned an upcoming meeting with the Medical Examiner's office.

BOEC Wellness Program — Nakita Thomas

Nakita shared the progress of an internal wellness program, which received positive feedback
from staff.

BOEC Recognition Program — Steve Mawdsley

Steve updated on the revamped recognition program, which now includes more inclusive
opportunities for all employees and efficiency for providing recognition.

Staffing/Training — Melanie Payne

Melanie reported that 37 trainees are in various stages of training, with 12 more expected to start the
next academy by the end of June. Bob clarified that they are over-hiring, which is possible due to the
training pipeline sub-fund. He also mentioned that they are considering delaying the next academy to
ensure there is adequate funding to sustain over-hiring.

QUALITY ASSURANCE —Bob Cozzie on behalf of Ryan Deslardins

Bob discussed the quality assurance unit's four major areas of focus, including implementing the latest
versions of medical and fire pro QA software, developing a Police Quality Assurance program, and
creating a multidiscipline QA program. He also shared data on emergency fire dispatch and emergency
medical dispatch, noting that they are close to meeting accreditation standards. Bob emphasized the
importance of accreditation in providing the best service to the community and mentioned the impact
of new employees in creating a culture of normal EMD protocol. He also mentioned the QA police
project, which is using an Al-assisted QA and training platform called Comms Coach.

DISPATCH TECHNOLOGIES — Murrell Morley

Murrell reports that the portable radio GPS project is live but facing battery drain issues, limiting its
effectiveness. Due to this, we will not be implementing on the floor at this time, but we can still ping a
radio if needed.

The 911 phone system upgrade is progressing, with new hardware expected to be installed by mid-
September.

A major project to implement EFD 8.0 and convert fire call types is starting, with a target completion
date of November 1st.



The non-emergency triage system is being reevaluated due to latency issues, with plans to explore new
options through an RFP process.

The Data Portal will be offline and unavailable on April 30" from 0800-1200.

Technology Systems Contact Update

e VCAD@portlandoregon.gov should be used for general questions/inquiries/advice.

e BOECHelpdesk@portlandoregon.gov should be used for support, paging updates, CAD support,
etc. Your email is imported into the ticketing system, allowing them to respond in the order
received.

e 503-865-8223 (VCAD) can be used for immediate help.

RADIO TECHNOLOGIES — Ed Connolly on behalf of Greg Locati

Ed provided the update on radio encryption project, stating that the programming implementation is
about three quarters of the way done and everything is moving forward as planned.

You can reach out to Greg with any questions at Greg.Locati@portlandoregon.gov.

OLD BUSINESS:
CHANGE EXISTING COST ALLOCATION - UPDATE - Seth Reeser

Seth discussed ongoing work on cost allocation, mentioning a meeting with Washington County to
discuss their current methodology. A meeting is in the works with Willamette Valley as well. A formal
vote is expected soon.

USER BOARD SURVEY RESULTS — Steve Mawdsley

Steve presented the results of the User Board survey, which shows varied experiences with BOEC's call
performance and dispatching services. He mentioned the operations focus areas of the 9-1-1 and non-
emergency calls, including the process, service areas, and the leadership team's response to user
partner inquiries. He also highlighted the priorities for BOEC, which include proving how calls are
assessed, seeking accreditation, making policy refinements, and collaborating across agencies. The
themes discussed included collaboration and partnership, community engagement, operations, and
continuous improvement. BOEC will follow up with each responding agency.

NEW BUSINESS:

Bill raised a question about the updating of NFIRS (National Fire Incident Reporting System) codes to the
nearest code system for fire, but Murrell clarified that this is typically done through the records
management systems managed by the agencies themselves.

Andy will connect Bill with Mark Tilden regarding the NFIRS code update project.

GOOD OF THE ORDER: Nothing to add.
ADJOURNMENT: The meeting was adjourned at 14:28.

NEXT MEETING: July 17*, 2025, at 1330.


mailto:VCAD@portlandoregon.gov
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Call To Order — Chair Reeser

Establishment of Quorum (8 needed)

*Approval of Previous Meeting
Minutes

* January 16, 2025
Introductions

Business Updates:
e Director’s Report — Cozzie
* Budget Report — Damron

* Operations & Committees —
Mawdsley

* Training Update — Payne

e Quality Assurance — Cozzie

e Dispatch Technologies — Morley
e Radio Technologies — Locati

Old Business

* Change Existing Cost Allocation —

Update — Reeser

New Business

* User Board Survey Results —

Mawdsley

Good of the Order

Next Meeting: July 17, 2025

Adjourn

* Action Item



Establishment of Quorum

8 Required



Approval of Previous Meeting Minutes

*January 16, 2025

* Action Item



Introductions
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f\ 7 Happy Public Safety
Te/é\‘tl\ngmmunicator’s Week!

Director’s Report

Bob Cozzie




Record low staffing
Community frustration

Employee burnout

ROCK
BOTTOM!

Dispatch Staffing

As of February 1, 2023

Sr. Dispatchers (911, Police, Fire Certified)
Certified Police Dispatchers

911 Certified Only

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

Call Taking Trainees (No certifications)

Academy Trainees (No certifications)

Vacancies

Total




Dispatch Staffing
As of February 1, 2023

Sr. Dispatchers (911, Police, Fire Certified)
Certified Police Dispatchers

911 Certified Only

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

Call Taking Trainees (No certifications)

Academy Trainees (No certifications)

Vacancies
Total

Dispatch Staffing
As of March 1, 2025

10

Sr_ Dispatchers (911, Police, Fire Certified)
Certified Police Dispatchers

911 Certified Only

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

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

Total
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2020

154.751 170,204 170,029 165,626

2023 2024

911 Call Volume

and Average Wait Times

156,985

Year-to-Date

January 1 — April 12

2025

38
40
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30
30
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Average Wait Time (in seconds)
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10

2020 2021 2022 2023 2024 2025



FY25 Budget Report

Jul 1, 2024 — Mar 31, 2025

Gperses | budget | soem | %

Personnel

External M&S

Internal M&S

Capital

General Fund Overhead

Debt Retirement
Subtotal

Contingency

Total

$26,608,547
$2,264,632
$6,604,021
$800,000
$1,679,292
$349,877
$38,306,369
$543,347
$38,849,719

$19,121,240
$363,270
$4,838,523
$9,469
$1,244,910
$25,577,413
0
$25,577,413

72%
16%
73%
1%
74%
0%
67%
0%
66%

Ginger Damron
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Returning $193K GF

» Moving $424K back to training
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FY25 Budget Report

Jul'1l, 2024 — Mar 31, 2024

Jurisdiction Logzl Cost StateRShared

General Fund $22,613,896 $18,344,448 81% City of Gresham | $2,808,118 $802,982
State Shared Revenue $6,286,717 54,349,186 69% 1 City of Maywood Park 518,416 55,437
Local Cost Share $7,191,158  $3,633,176  51% SEYCAIRIEED || R il
Interest $72’000 $50,603 70% City of Wood Village $97,382 $34,545
Charges for Services $378,072 $424,192 112% MUItr.lomah coumy 14,368 372,568
Subtotal ~ $36,348,943 $26,801,605  74% e PO;:Z ey z::z

Fund Balance $2,307,873
I Total 638,849,716 $26,801,605 69%

S1.7M of fund balance
budgeted in personnel &
capital




Operations

Steve Mawdsley

e Call Type Restructuring Project

*BOEC Wellness Program

* BOEC Recognition Program



* Certifications since Jan 1
* 1 New Senior Dispatcher
(training completed)
e 3 certified as police

1N dispatchers
Tra I ﬂ I ﬂ g e 5 certified as call takers * Next academy: 6/23 |
e 12 passed psychological

: testing
Melanie Payne

 Current Status — 37 Trainees

* 9in Basic Academy .
« Graduation 5/21 * Future Academies (TBD)

* 15 in Call Taking/Police
Dispatch Training

e 10 in Police Dispatch Training
only

* 3in Resource Dispatch (Fire,
EMS and Mental Health)



Medical & Fire Software
Updates

2025 Quality Focused improvement to reach
ACE in Medical and Fire
Assurance

Police QA Program in
Bob Cozzie Development

Multi-discipline QA before the
end of 2025



EFD Quarterly Performance

® EFD Total Compliance % © EFD Partial Compliance % ® EFD Low Compliance % ® EFD Non-Compliant %
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EMD Quarterly Performance

@ EMD Total Compliance % @ EMD Partial Compliance % ® EMD Low Compliance % ®EMD Non-Compliant %
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Improve EMD & EFD Protocol Performance

e Take our high level of performance even higher.

BOEC Police QA Project

e Complete the CommsCoach integration with CAD and

2nd Quarter Recorder and start Al Training

GOa I_S e Conduct pilot QA reviews with select staff.
Implement 2024 Medical ProQA Software

* Implement the most recent version of Medical ProQA

Fire Version 8 Workshop

e Complete a two-day collaborative workshop with fire
partners, BOEC Operations & MCEMS.



* Portland Radio GPS
* 911 Phone System Upgrade
* ProQA EFD Code Conversion
* Non-Emergency Al Triage System
* Technology Systems Contact
* VCAD@PortlandOregon.gov

* BOECHelpDesk@PortlandOrego
* 503-865-8223 (VCAD)



mailto:VCAD@PortlandOregon.gov
mailto:BOECHelpDesk@PortlandOregon.gov

Radio
Technologies:

Ed Connolly

*Radio Encryption
Project




Old Business

*Change Existing Cost Allocation — update



Change existing cost allocation — update

Seth Reeser




* Serves a population of 415,000 people and 29 agencies across Polk,
Marion, & Lincoln Counties.

* Third largest dispatch center in Oregon
* Run by City of Salem

* 516,575,000 annual operating budget
» 424,000 calls for service annually

Willamette * Allocates EMS costs to 15 governmental and 2 private ambulance
Valley provider (PacWest & South Lincoln).

* Private providers pay $351,520 in FY2025.

Communication

Center

* Has charged with this methodology for 25+ years
 WVCC Allocation.

* Fixed costs are billed based on population. Fixed defined as costs to keep doors
open and have 1 call taker in the dispatch center (ie includes all overheads).

* Variable costs are all additional operating costs and are split to function by call for
service and allocated to agencies within function by their CAD incidents.




* Serves a population of 609,235 people across 2 counties, 15 cities and six

WCCCA fire districts.

SETTCE+ FIRE « MEDTCAT * Second largest dispatch center in Oregon

* Run by independent Board appointed by each participating
jurisdiction

« 521,400,000 annual operating budget

e 595,000 calls annually

* Washington County issued an RFP for EMS services in 2022

* Included schedule for EMS dispatch payments and a requirement for agreement
Conso“dated directly with WCCCA and provider, not just Washington County EMS.

* FY2025 costs of $700,000 with 5% escalator annually.

* Initially, using WVCC methodology proposed a cost of S1.1M. Received politically push back from
Age N Cy Metro West this number was “too high

Washington
County

Communications

* Estimated medical call volume ~70% of BOEC. Equivalent contract amount / call for BOEC would
result in a charge of $1,100,000.

* Number based off of WVCC methodology would be $1,575,000.
* Three providers submitted bids, chose AMR




New Business

*User Board Survey Results




User Board
Survey Results

Steve
Mawdsley

* Open:Jan 16 - Feb 28

* 11 responses

* (6 fully completed)
e City (1)
* Law Enforcement (1)
* Fire (4)

* Answer Scoring:
* Very Well to Not Sure
* Narrative

IBOEC Services
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Call Performance

911 Call Answering 911 Call Processing

Very well

Very well
Well

Well

Moderately well

Moderately well

Poorly
Poorly

Very poorly

0% 10% 20% 30% 40% 50% 60% T0% B0% 90% 100%

Very poorly

0% 10% 20% 30% 40% 50% 60% 70% B0% 90% 100%




Call Performance

Non-Emergency
Call Answering

Very well

Moderately well

Poorly

Moderately
poorly

Very poorly

0% 10% 20% 30% 40% 50% B0% 70%

B0%

90%

100%

Non-Emergency

Call Processing

Very well

Moderately well
Poorly

Very poorly

0% 10%
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Dispatching and Documentation

Providing Dispatching Documenting Information

90 to 100
percent ofthe-
time
80to 89
time

70 to 79

percent of the
Moderately well time

60 to 69
percent of the
time

50to 59
percent of the
time

Very well

Poorly

Very poorly Less than 50

percent of the

time
0% 10% 20% 30% 40% 50% 60% T0% 80% 90% 100% 0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%




Other Areas of Service

* Billing

* Public Records

* Leadership Team Response to Inquiries

* Communication about Service Delivery

e Qutreach, Education, Engagement, and Accessibility



* Improve how calls are assessed and routed

What three
priorities

* Ensure correct and timely dispatching

should BOEC
focus on?

* Accreditation and policy refinements

* Cross-department collaboration and
communication




* Collaboration and Partnership
e Council presentations, communication, coordination

Th emes with Partner leadership

* Community Engagement

& N eXt * Listening sessions, public education, outreach
Steps

* Operational Efficiency

* Right resource to the right call, nurse triage,
accreditation, relay safety information

* Continuous Improvement

* Increase data and information sharing, ensure policy
reflects evolving needs

* Next Steps - Director and Deputy Director
direct outreach to responders




Good of the Order:

Next Meeting:
July 17, 2025
Location: Virtual

Adjourn

Thank you!

.
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