CITY OF PORTLAND Bob Cozzie, Director

BUREAU OF EMERGENCY COMMUNICATIONS Post Box 1927
Portland, Oregon 97207

503.823.0911

Ted Wheeler, Mayor FAX 503.823.4630
Mike Meyers, Deputy City Administrator www.portlandoregon.gov/911

BOEC User Board
October 17, 2024

Call to Order Reeser

Establishment of Quorum (8 needed)

*Minutes Approval —July 18, 2024
(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 DeslJardins
Dispatch Technologies Morley
Radio Technologies Locati

Old Business
Change Existing Cost Allocation Update Reeser

New Business
Media Map Cuti

Good of the Order

Next Meeting January 16, 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

October 17th, 2024 — 1:30 PM

PRESENT:

Chris Barney, PF&R Mike Grimm, BOEC Aaron Monnig, MCEMS
Steve Bevens, MCSO Travis Gullberg, GPD Mayor Montross, City of Maywood
Brian Bourdon, BOEC Rian Hakala, MCSO Park

John Bryson, Community Rep Chelan Huddleston, City Budget Nicole Morrisey 0'Donnell, MCSO
Bob Cozzie, BOEC Director Office Murrell Morley, BOEC
Sherrie Koss, BOEC Melanie Payne, BOEC

Jaymee Cuti, BOEC

Ginger Damron, CSD Nathan Leamy, Community Rep Seth Reeser, City of Wood Village

Ryan Deslardins, BOEC Greg Locati, BTS Nakita Thomas, BOEC
Todd DeWeese, BOEC Steve Mawdsley, BOEC Kidus Yared, BOEC
Charles Miller, MCEMS Alan Yoder, City Attorney

Bill Eggert, City of Gresham

CALL TO ORDER: The meeting was called to order by Chief Gullberg at 1:33 pm.

ESTABLISHMENT OF QUORUM: A quorum was not established.

APPROVAL OF MINUTES: Minutes from June 2024 were postponed to next meeting due to not having a
quorum.

INTRODUCTIONS:

Captain Rian Hakala for MCSO River Patrol replacing Captain Steve Bevens.
Deputy Chief Chris Barney for Portland Fire

Sheriff Nicole Morrisey O’Donnell

Charles Miller MCEMS Design Coordinator



BUSINESS UPDATES:
DIRECTOR’S REPORT - Bob Cozzie

Dispatch Staffing
As of September 1%, 2024, 127 of 136 positions are filled, consisting of:

e 86 Fully Certified Dispatchers (in their given field)

o Six-911/non-emergency certified ONLY.

o One-911/non-emergency/Police dispatch certified ONLY.

o 79-911/non-emergency/Police, Fire & EMS dispatch certified.
e 41 Trainees

o 18 Academy/Call-taking trainees (No certifications)

o 18 Police Trainees (911/non-emergency certified)

o Five Fire Dispatch Trainees (911/non-emergency/Police dispatch certified)
e 9 limited-term vacancies

911 Call Volume & Performance
From September 2023 to September 2024:
e 911 call volume increased by 6% (highest September call volume on record)
e Non-emergency call volume has reduced by about a third with the start of 311 and since case-
service was turned on.
e Call answering average wait-time has reduced by 15% (60 seconds to 51 seconds)

We are still striving to hit the NENA standard of 90% of all 911 calls be answered within 15 seconds and
95% of all 911 calls be answered within 20 seconds.

Someone asked why a dispatcher trainee would not continue with their training to become a senior
dispatcher. This can be due to many factors, such as they were originally hired as a call taker per old
contract language, or they may not be able to complete police dispatch training. If they are a good
employee, they may be given the option of staying as a call taker and move back into training later.

BUDGET REPORT - Ginger Damron

FY24 Expenses
e Expenses are on track for the year.

e With the improved staffing, there has been a 20% reduction in operational overtime hours in Q1
compared to last year.

e The 2.0 OT ending has led to a 32% reduction in OT costs in Q1 compared to last year.

e The external and internal materials and services had overages due to the logging recorder
system completion expenses not all being capitalized.

e There is $543,347 left in contingency for the training pipeline.

FY24 Revenue
e The city does a year-end accrual on historical averages. 1% reduction in payment led to a slight
credit from accrual.
e The State Shared Revenue and Local Cost Share show a mismatch of under/overage from local
cost share budget the ends up covered by state shared revenue allocations.
e S1.7M of the fund balance will be spent on personnel and capital projects.



State Shared Revenue
e State shared revenue for local jurisdictions is paid as a percentage of population for cities and at
least 1% of total amount for counties.
e Most populations have increased.
e This will be reviewed by the Finance Committee. If you would like to be added to this
committee, please reach out to Ginger Damron.

OPERATIONS AND STAFFING

Operations — Todd DeWeese

Supervisor Vacancies and Recruitment

e Recruitment is open now to fill two supervisor positions on the floor. It will close on 11:59:59pm
on October 28",
e Currently there are 6 candidates.

NEMCCA Monthly Meetings

e Management rotates who attends the meetings that take place out of Corbett.
e It's been a great opportunity to connect with different agencies and organizations.

Call-type Restructuring
e (CSD and City of Portland Emergency agencies are reviewing the existing call types and the
priorities assigned to see if any need an update.
e We would like to review with each of the agencies to ensure we are all consistent and on the
same page.

Staffing/Training — Melanie Payne

Certifications/Trainees

As of July 1st
e 5 new senior dispatcher (911/non-emergency/Police, Fire & EMS dispatch certified)
e 5 certified police dispatchers (911/non-emergency/Police dispatch certified ONLY)
e 9 certified call-takers (911/non-emergency certified ONLY)
e 5in call-taking/police dispatch training.
e 19in Police dispatch only training.
e 6 in Resource Dispatch training.

Academy
e 11 expected to graduate from basic academy and will start on-the-floor training on November

7,

e Next academy starts November 12, Currently there are 6 candidates in the psychological
assessment phase.

e The following academies will be in February and June 2025.

Recruitment
e 32 candidates are in 2" interviews this week.

Training Time
e Average on-the-floor training has reduced by 19 weeks since our average of 80 weeks in 22/23.

e The goalis to get down to 56 week of average on-the-floor training.



e Average weeks from hire to fully certified has reduced by 50 weeks since our average of 138
weeks in 22/23.

QUALITY ASSURANCE - Ryan DeslJardins

EMD/EFD Compliance
e We are continually progressing in both EMD and EFD, with the natural slight summer set-back.
Areas of focus on are key questions or actions for EMD. Overuse of Protocol 26 and Chief
Complaints for EFD.

e |n September we met EFD accreditation.

General Updates
e The new QPR team of two, started October 1°* with hopes of new perspectives and educational
feedback on case reviews.
e We have held a few Educational Clinics for both supervisor’s and dispatchers which has helped
speed up turnaround for feedback.

e Mentor Training is scheduled to begin January 2025.

DISPATCH TECHNOLOGIES — Murrell Morley

Portable Radio GPS
e  Go-live is December 1,

911 Phone system upgrade
e Contract was too close to expiration to allow for an upgrade purchase, so we’re in the process of
getting a contract extension through 2030 which would cover the upgrade and service and
support until we’re up for another one.

Agency Projects
e The technology team has a lot of projects on our plate right now, and with BTS scrutinizing tech
related projects a bit closer, there could be some delays in assisting with implementing your
projects. As soon as you know of a project, let us know so we can give them a heads up, even if
you’re not ready for our interaction.

Case Service Non-Emergency Triage
e (Case Service has been active for one year as of October 11. We continue to see a positive impact
to our non-emergency call volume, about 30% of calls are being referred and not hitting our call-
takers. The current contract is leveraged off the PPB RMS contract, which is valid through June
2025, so we'll be evaluating renewal options.

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. This email imports into the ticketing system allowing them to respond in the order received.
e 503-865-8223 (VCAD) can be used for immediate help



mailto:VCAD@portlandoregon.gov
mailto:BOECHelpdesk@portlandoregon.gov

RADIO TECHNOLOGIES - Greg Locati

Radio Encryption Project
e There is continual work on updating radio templates and encryption retrofits on in-the-field
subscribers.

e Atarget date has yet to be announced as continual tracking is needed.

APX Subscriber Roadmap
e Our APX subscriber sets are getting close to being out of factory support. To get ahead of this,
they have asked Motorola to come out to give a presentation on a roadmap of where they are
going with their radios and what the lifecycles are. They would like to invite stakeholders of
interest, so be on the lookout for an invite.

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

e Continual communication with the chairs office to find some additional ways to move forward
with this. They are doing more research and will get back to us.

e Also, Gresham sent out their memo and a meeting will be scheduled to come to an
understanding of what they are hoping for.

NEW BUSINESS:
MEDIA MAP — Jaymee Cuti

e The Media Map is a tool that allows media to see nearly real-time high profile newsworthy
events without needing to call the floor supervisors.

e Recently, usage security was set up asking users to individually create accounts to access the
map. And a policy was created, which had been sent out prior to this meeting, stating that users
can be suspended for being disruptive at incidents. The policy has been approved by the Portland
City Attorney’s office.

e Not every situation is displayed on the media map. No exact addresses or specifics are given.

GOOD OF THE ORDER: Nothing to add.
ADJOURNMENT: The meeting was adjourned at 14:23.

NEXT MEETING: January 16, 2025, at 1330.
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Call To Order — Chair Reeser

Establishment of Quorum

*Approval of Previous Meeting Minutes
e July 18, 2024

Introductions

Business Updates:
e Director’s Report — Cozzie
* Budget Report — Damron
* Operations & Committees — Mawdsley
* Training Update — Payne
e Quality Assurance — DesJardins
* Dispatch Technologies — Morley
e Radio Technologies — Locati

Old Business

* Change Existing Cost Allocation —

Update — Reeser

New Business
* Media Map — Cuti

Good of the Order

Next Meeting: January 16, 2025

Adjourn

* Action Item






Approval of Previous Meeting Minutes

*July 18, 2024

* Action Item






Director’s Rep

Bob Cozzie




Dispatch Staffing as of September 1, 2024

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 (eight limited term positions)

Total




Call Volume

September Total 911 Call Volume
(Includes 911 caller-disconnected calls)

September Non-911 Call Volume

55878 55380 3793 0%

1343% 0.89%  gro, ©0:05%

49’252 I I I

2020 2021 2022 2023

39,701
41445 1 219 34539

13.00% 30,256
12.40% 2%
I I 8.62%

2020 2021 2022 2023 2024




9-1-1 Call Answering Performance and Average Wait-to-Answer Time Trends*

9% Answered within NENA Standards

60%

S50%

40%

30%

20%

10%

0%

NENA Standards: 90% of all 911 calls shall be answered within 15

seconds; 95% of all 911 calls should be answered within 20 seconds

[l within 20 Seconds
Within 15 Seconds
. Average Wait-in Seconds

September 2023  November 2023

January 2024

March 2024

May 2024

15% improvement
comparing Sept 2023
to Sept 2024

July 2024

September 2024

60
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FY25 Budget Report

Jul 1, 2024 — Sep 30, 2024

perses | pudget | soem | %

Personnel $26,608,547 $6,423,646 24% Hlich
Overtime Highlight:
External M&S $2,264,632 $288,339 13% . : shils .
** Improved staffing has resulted in
Internal M&S $6,604,021 51,524,694 23% a 20% reduction in operational
Capital $800,000 . 0% overtime in Q1 compared to last
’ year
General Fund Overhead $1,679,292 $405,264 24% % End of 2.0 overtime has led to a
Debt Retirement $349 877 _ 0% 32% reduction in OT costs in Q1
' compared to last year
Subtotal $38,306,369 $8,641,943 23%
Contingency $543,347 0 0%

Total $38,849,719 $8,641,943 22%



FY25 Budget Report

Jul 1, 2024 — Sep 30, 2024

Jurisdiction Local Cost Local Cost State Shared
Share-Aug Share-Sep Rev
General Fund $22,613,896 54,076,544 27% City of Gresham $392,621 $246,503 $266,737
State Shared Revenue $6,286,717 $442,998 7% || | CitvofMaywood park 22,834 >1,899 >1,806
Local Cost Share $7,191,158  $856,293  12% Sy @ TRl S SR SELTEE
City of Wood Vill $15,676 $9,017 $11,475
Interest $72,000 $5,927 8% TR T
Multnomah County $35,662 $123,760
Charges for Services $378,072 $211,566 61%
City of Portland (523,818)*
Subtotal $36,348,943 §7,631,590 20%
TOTAL $540,031 $316,262 $856,293
Fund Balance 52'307'873 *City of Portland does year-end accrual on historical
$38,849,716 $7,631,590 20% ?r\:)er;agszr;;é reduction in payment led to slight credit

I Total

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




State Shared Revenue

Previous New 8/14/24
Population Population Payment

City of Fairview 10,451 10,671 S24,306 Population %
City of Gresham 114,833 117,107 $266,737 Population %
City of Maywood Park 829 793 $1,806 Population %
City of Portland 647,697 648,097 $1,476,182 Population %
City of Troutdale 16,819 17,005 $38,733 Population %
City of Wood Village 4,585 5,038 $11,475 Population %
Multnomah County 14,788 6,159 $123,760 1% Minimum*

*current methodology of crediting state shared revenue payment will result in
Multnomah County not paying any more this year with updated population
numbers



Operations
Steve Mawdsley

e Supervisor vacancies and
recruitment

* NEMCCA monthly meetings

* Call type restructuring




 Certifications since July 1
* 5 New Senior Dispatchers

Ell trgiping completed) * Next academy: 11/12
e 5 certified as police

* 6 passed psychological
dispatchers P P>y 5

Tra | n | n g e 9 certified as call takers . giﬁiﬁ?zdicm ~a

drug testing are

: : underwa
Melanie Payne * Current Status — 41 Trainees v

* 11 in Basic Academy

* 5in Call Taking/Police e Future Academies

Dispatch Training + February 2025
* 19 in Police Dispatch

Training only

* 6in Resource Dispatch
RICHAVNERRY ENEL
Health)

e Summer?

e Recruitment
e 32 candidates are in 2nd
interviews this week



Average On-The-Floor Training Weeks (CT, PD, RD)

24% decrease
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Average Weeks from Hire to Achieve Sr. Dispatcher
Certification

36% decrease
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Quality Assurance

RYAN DESJARDINS — 2024 3fP QUARTER UPDATE




EMD TREND

® EMD Total Compliance % © EMD Partial Compliance % ® EMD Non-Compliant % ® EMD Low Compliance %

100% .......... ’
80% Goal
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71.38% 70.66%
caars 69.09% 67.30%
) 64.24%
62.89% 6132%  gosgy  62-58%
58.18%
60% 54.40% ) . P ——————— L
40%
28.62%
20% e - o~ 1698%  1698%  17.09% o 1761%
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10% ACE » ® 2 *
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EMD PERFORMANCE BENCHMARKS 24 QTR 2024

Percentage of Deviations

Critical

Major

Moderate

Minor

Case Entry 0.11% 2.00%
Chief Complaint | 3.89% 1.59%
Final Coding 431% 0.00%

Dispatch Life Support

1.88%

2.34%

4 58%

9.02%

Customer Service

0.95%

0.00%

0.00%

0.26%

Total Accreditation Acceptance

0.94%

1.01%

2.13%

277%




EMD PERFORMANCE BENCHMARKS 39 QTR 2024

Percentage of Deviations

Critical

Major

Moderate

Minor

Dispatch Life Support

4.18%

8.96%

Customer Service

0.21%

0.00%

0.00%

0.17%

Chief Complaint 174%
Final Coding 0.00%
[ &= ]
[ =i ]

Total Accreditation Acceptance

0.79%

1.12%

A
AU

2.08%

291%




EMD PERFORMANCE BENCHMARKS 3@ QTR 2023

Percentage of Deviations Critical Major Moderate Minor
Key Questions 0.11% 0.63% 5.02%
Final Coding 5.77% 5.46% 0.00%

Dispatch Life Support

4 04%

5.56%

12.86%

Customer Service

0.84%

0.00%

0.00%

0.27%

Total Accreditation Acceptance

1.711%

3.04%

4.78%




EFD TREND

@ EFD Total Compliance % ¢ EFD Partial Compliance % ® EFD Low Compliance % @EFD Non-Compliant %

100% ............................................................................................
82.01% 82.73%  83.45% 82.86%  429%
80% Goal
80% '.I.II.II.II!II.IIII.II.II'II.IIl.II.IIII.'I"I.Ts.SS%.I CER R R R R R S e
71.32%
68.57% 7037%  ega5%  68.57%
60%
20.71%
20% 15.00% ............................................................................................................
O A e e —— e . . esom= 504 y- 8.57% . 6.43%. -
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Sep Oct Nov Dec Jan Feb Mar Apr May Jun Jul Aug Sep

2023 2024




EFD PERFORMANCE BENCHMARKS 2" QTR 2024

Percentage of Deviations Critical Major Moderate Minor

0.00% 3.47% 13.66%

Case Entry 0.00%

0.60% 2.40% 0.00%

Chief Complaint 1.44%

i
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EFD PERFORMANCE BENCHMARKS 37 QTR 2024

Percentage of Deviations

Critical

Major

Moderate

Minor

Case Entry 0.00% 0.00% 2 55% 10.64%
Chief Gomplaint 143% 131% 143% 0.00%
Key Questions 0.34% 1.06% 1.15% 258%
Final Coding 0.00% 0.95% 0.00% 0.00%

Dispatch Life Support

1.44%

0.96%

1.32%

1.32%

Customer Service

0.00%

0.00%

0.00%

0.03%

Total Accreditation Acceptance

0.54%

1.00%

1.31%

1.98%




EFD PERFORMANCE BENCHMARKS 37 QTR 2023

Percentage of Deviations

Critical

Major

Moderate

Minor

Dispatch Life Support

3.55%

3.20%

2.56%

5.88%

Customer Service

0.00%

0.00%

0.00%

0.29%

o
oo

Total Accreditation Acceptance

1.36%

2.04%

2.82%

4.11%




4th Quarter 2024 QA

New QPR Team

e ACE Evaluator
e Experienced Auditors

e More frequent
analysis and
meetings

Leadership Training

¢ ACE Review
e Achieving ACE

e Examine Success
Stories

ECS Training

¢ Feedback

e [nterpreting IPR
Comments

¢ Protocol Education

Advanced Protocol
Training
e Dispatcher CE

e Focus on impact
areas

e Advanced Scenarios

Mentor Training
(Jan 2025)

e Peer Mentor
Development

e Communication Skills

e Advanced Protocol
Theory




Police Quality Assurance

e Facilitated by QA
WO rkg rou p e Dispatchers, ECS, Union

e Develop Standards, Scoring & Processes

« 3 Party QA Services
e December contract award

e \VVerint Automated Quality Management

Al OptiOnS e GovWorx

e Corti

* Goal: by 3" Quarter 2025



Dispatch Technologies:

Murrell Morley

* Portland Radio GPS

* 911 Phone System Upgrade

* Agency Projects

* Case Service Non-Emergency Triage

* Technology Systems Contact
 VCAD@PortlandOregon.gov
* BOECHelpDesk@Portlanc '0N.gov
* 503-865-8223 (VCAD)



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

Radio Technologies:

Greg Locati

(R)

e Radio Encryption Project

e APX Subscriber Roadmap



Old Business

*Change Existing Cost Allocation — update



Change existing cost
allocation — update

Seth Reeser



New Business

Media Map — Jaymee Cuti, PIO




* Allows media to see high profile
N newsworthy events

e Direct link to CAD

* BOEC can filter tactically

M Ed ia M d p compromising or sensitive calls
* Access is approved by BOEC PIO

* Partner agency PIOs advise of
incident disruptions

\ disruptive at incidents
* Users can be suspended



Bureau of Emergency Communications Policy & Procedure
City of Portland, Oregon

Media Map

The Media Map was developed in collaboration with BOEC partner agency Public Information Officers
and local media outlets to provide a tool to receive basic information about active incidents within
Multnomah County. The Media Map was designed to increase transparency about general information.
Access to the media map allows the media to see in approximate real-time, traffic related incidents and
other events that may be deemed high profile or newsworthy by incident type or the number of
responders assigned to the incident.

Incidents are fed to the Media Map through a direct link with CAD. BOEC can filter out calls displayed to
the media feed that would compromise tactics or release sensitive information. The media feed serves
as a one-way channel that allows BOEC dispatchers to relay information to the media in real time, such
as road closure and staging information related to an incident.

4.022 Media Map Use & Access

Defines how BOEC should administer the website “Incidents for Media Notification” or “Media Map” at
https://911-live.portlandoregon.gov/mediamap new.

1) General
a) The Media Map provides fire, emergency medical service, and police incident information
from BOEC's partner agencies to the general public, including the news media.
)] BOEC Public Information Officer (P10)
a) Approves requests from the general public to access the Media Map at
boecpio@portlandoregon.gov;
b) Communicates with Media Map users about planned or unplanned outages to the Media
Map; and
¢) Conducts an annual review of the Media Map Use & Access policy with partner agency PIOs.
1) Partner Agency PIOs
a) Shares information with the BOEC PIO about any incident disruptions caused by Media Map
users; and
b) Participates in an annual review of the Media Map Use & Access policy.
v) BOEC Virtual Computer-Aided Dispatch (VCAD) Team
a) Maintains the Media Map website.
b) Creates user accounts and provides user access instructions once created by the BOEC PIO.
c) Provides account support for Media Map users at BOECHelpDesk@portlandoregon.gov.
V) Media Map User
a) Accesses incident information from BOEC's partner agencies on the Media Map; and
b) Agrees to not interfere with a fire, emergency medical service, or police response while
observing or recording at an incident. Examples of interference may include, but are not
limited to, the following:



https://911-live.portlandoregon.gov/mediamap_new
mailto:boecpio@portlandoregon.gov
mailto:BOECHelpDesk@portlandoregon.gov

Intentional and persistent attempts to distract or communicate with a witness or
suspect with whom the police are speaking or engaging;

Direct physical intervention or breaching the specified amount of distance
established by a BOEC partner agency member;

Repeated attempts to engage a member with questions or interruptions, thereby
dividing the attention of the BOEC partner agency member to the matter at hand;

iv. Intentionally impedes the movement of emergency equipment or personnel;
v. Incites others to violate any law or any lawful command; or
vi. Any action by the person that jeopardizes the safety or security of a BOEC partner
agency member, victim, witness, suspect, or third party.
Vi) Account Access Violations

a) A partner agency PIO may report a complaint of interference by a Media Map user with a
fire, emergency medical service, or police response to the BOEC PIO.

b) After the second reported complaint of interference within a thirty (30) day period, the
BOEC PIO will ask the BOEC VCAD Team to suspend the Media Map user’s access to the
Media Map for a period of six (6) months from the date of the second violation.

References

e BOEC4.021 Media Contact.

e PPB 0631.35 Press/Media Relations - https://www.portlandoregon.gov/police/article/526154.

e PPB 0635.20 Community Member Observation of Police -
https://www.portlandoregon.gov/police/article/713766.

Education & Review Schedule

e Annually.


https://www.portlandoregon.gov/police/article/526154
https://www.portlandoregon.gov/police/article/713766

Thank you!
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