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

ESTABLISHMENT OF QUORUM: A quorum was established at 1:36 pm.  

APPROVAL OF MINUTES: Minutes from July 20th, 2023, were approved. 

INTRODUCTIONS:  

Melanie Payne is the BOEC Training & Development Manager who has been with the Bureau for 17 
years, she will now be joining the User Board meetings to give the Quarterly Staffing/Training update. 
The operations and staffing/training update will now be separate as opposed to one combined update.  

BUSINESS UPDATES:  
DIRECTOR’S REPORT – Bob Cozzie 

911 Call Performance: Our 911 call performance is trending in the right direction. 911 calls decreased by 
just under 3% when compared to September 2022 with a 15% improvement to call answering times of 
11 seconds. We are nowhere near the NENA call answering standards, but we are trending in a positive 
direction. 

Strategic Planning: Our current strategic plan was intended to last 3-5 years. With COVID and everything 
that has happened recently, we have discovered that each of our plans last about two years and we now 
need to revisit, start over, and create a new plan. Our Leadership Team will be kicking off the third 
iteration of this process starting October 31st, 2023, with figuring out what is going well, what is going 
poorly and what is going extremely poorly; brainstorming ideas of how to make things better. With 
continuing to focus on staffing and call answering improvements, we are also shifting gears with hopes 
of becoming an Agency of Excellence and achieving accreditation through the National Academy of 
Emergency Dispatch. 



Cozzie shared his individual success factor goals for the 2023-2024 fiscal year. Success factor goals are 
the City’s system of tracking performance for individual employees, they are comprised of 3 service area 
goals and 3 people-oriented goals. Bob reports directly to Commissioner Gonzalez and the user board is 
instrumental in providing input to the commissioner in charge of BOEC, so he is hoping sharing his goals 
can be mutually beneficial. His goals are as follows: 

1. Ensure BOEC improves 911 call answering performance. 
2. Increase operations staffing to improve call answering performance. 
3. Meet EMD and EFD accreditation levels defined by IAED. 
4. Improve onboarding of BIPOC staff. 
5. Improve BIPOC staff retention. 
6. Strategic Planning. 

 

DISPATCH TECHNOLOGIES – Brian Bourdon 

Case Service Non-Emergency Triage: Case service (the AI phone system) is now live and running 24/7. It 
went live last Wednesday, October 11th, at 0900 and as of Tuesday, October 17th, it had taken 
approximately 4,500. Of those 4,500 calls, about 3,100 were processed directly by BOEC staff, or roughly 
68% of calls. The others 32% were rerouted to places like 311, animal control, and referrals. Some SMS 
text messages with links to online reporting systems for various partners were provided. A handful were 
deemed to be 911 emergencies and were transferred to emergency lines and processed by BOEC.  

Public Safety Logging Recorder: BOEC’s Public Safety Logging Recording System is being replaced. The 
upgrade is scheduled for November or December of this year, currently trying to work some kinks out 
before it goes live. With the new logging recorder, we will also be implementing:  
 

• a Quality Management Component to be used by our quality assurance team.  
• a Work Force Management program to help operations with scheduling and staffing. 
• Speech Analytics to help with research and finding calls associated with key words, phrases 

and/or locations.  
 

BUDGET REPORT - Ginger Damron 

FY24 Revenue: State Shared Revenue comes in quarterly the month after the quarter ends and so far, it 
is tracking where expected at this point. One thing pointed out was an 5% increase over last year, which 
will result in larger credit for all local user contributions. Each year the population numbers are what 
calculate the cost, this year Multnomah County and Portland’s numbers went down while everyone 
else’s went up so there will be a slight bump there. 

 
FY23 Expenses: Personnel is on track to be overspent due to changes after the budget adoption with 
bargaining cost increases and the extension of the 2.0 overtime. Some of the overages will be covered 
by a general fund increase from BOEC’s compensation set-aside and natural staff attrition.  
 
There is also a potential that the training pipeline sub fund will need to be utilized, which is something 
that will be discussed in the restart of the Finance Committee. The first meeting will be held November 
16th. The Finance Committee will meet monthly most likely through February to work through budget 
development. The invite has been sent out already but if anyone needs to be added, please reach out to 
Ginger so she can get them added. 

 

 



OPERATIONS AND STAFFING  

Operations - Steve Mawdsley (New Deputy Director) 

Assistant Operations Manager Recruitment: With Mawdsley’s promotion to Deputy Director, the 
position that he has held for 8 years opened for recruitment. The Internal recruitment closed on 10/2. 
Candidates are in the written exercise phase and the next step is a panel interview. 

Collective Bargaining Agreement Implementation: Council approved the bargained BOEC PPA contract 
on 8/24 through FY26-27. Our Focus areas were retention, accountability, and health and well-being 
through changes in coaching, sick and annual leave, shift signup, and reaching accreditation level 
performance. 

Labor Management Committee kickoff is 11/1. 

Focused Police and Fire dispatcher training time: Continue prioritizing of Police and Fire dispatcher 
training time which is resulting in regular certifications. Additional certified police dispatchers can be 
moved to shifts where they are most needed which allows others to move into police training. 

Fall Inservice: Mawdsley is co-presenting with Bob Cozzie to share the vision of creating a culture of 
support and excellence. Presented a 90-day plan at the Deputy Director final interview which included 
recruiting for an Asst Ops Manager, implementing the CBA, and partnering with Quality Assurance.  
Those efforts are underway. Through a combination of pathways involving relationships, accountability, 
mental health support, and development opportunities, we can work to improve our 
culture…retention…workplace satisfaction at BOEC. 

Staffing/Training – Melanie Payne 

Certifications: Our fast-tracking program is yielding many certifications which is welcomed news. Since 
August 1st, we have 5 new fully certified dispatchers, 4 police certified dispatchers and 4 call-taking 
certifications. The 4 police and 4 call-taking certified folks will continue through the training program. 

Trainee status: Currently there are a total of 47 trainees including 8 currently in basic academy who all 
passed their midterm. There are 20 in call-taking/police dispatch training, 15 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 4 in resource dispatch which includes Fire, EMS, and Mental Health training. 

Future Academies: Our next academy is December 11th with a total of 11 folks moving to the psych test 
and with such a large group of applicants there will be another academy in spring of 2024 with 14 folks 
currently going through background investigations. 

In-Service: BOEC’s bi-annual in-service training begins this month, we will be covering ethics, important 
QA changes, how to process mental health calls and several more topics will be covered. 

 

QUALITY ASSURANCE UPDATE - Ryan DesJardins   

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; and 
also in the minor total accreditation acceptance is at 4.11% and would like this to be below 3% to meet 
total accreditation acceptance. Since this chart is a true random sampling that includes alarm and 
service calls and are easily very high-compliant calls, it offsets some things from other calls. But the main 



area of non-compliance is in dispatch life support which is primarily post-dispatch instructions given 
after dispatch. 

Medical Call Review Totals: During the summer there is a higher call volume that effects compliance 
numbers. Our main area of focus to improve our compliance numbers, is in the Dispatch Life Support 
zone, which includes the post-dispatch and pre-arrival instructions and the diagnostic tools (breathing 
diagnostic, aspirin administration, contractions/heart-rate timers, etc.) The biggest issue affecting our 
non-compliance is staying on the line with callers that identify as not responding normally. There is a 
pathway to follow that is not always being followed when the patient is relatively stable but are still not 
classified as alert. These are all things that take place after the call has been dispatched. 

BOEC’s QAU goals for the next two quarters: 

• In-service: 4.5 hours of training during Oct-Nov with a focus on “high impact” areas of 
compliance. 

• Development: Developing supervisor and coach protocol knowledge base to be “experts.” 
• Focused on ACE: Dispatch Review committee (DRC) restructure to focus primarily on 

accreditation and quality improvement. 
• Version Updates: EMD upgrade from Version 13.3 to 14.0 in December and an EFD upgrade 

from Version 7.1 to 8.0 in Spring of 2024. 
 

RADIO TECHNOLOGIES –Greg Locati  

Radio Encryption Project: The Radio Engineering Group will continue to pre-load newly created 
Encrypted Dispatch Nets in radio templates to ease the transition to the use of encrypted nets. An effort 
behind the scenes is taking place of pre-loading many templates so once an operational piece gets set 
up the transition is easy to move them to the other nets.  

Radio Encryption Grant Purchase: The first large order was placed for the Multnomah County Sherriff’s 
and are currently getting installed and are at 90% encrypted so far. Work continues with the PPB Grant 
Coordinator 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. 

OSP ISSI update: We are currently working with the State and Washington County to finalize an ISSI 
connection on a subscriber level that will allow communication and roaming between all three systems.  

 

DISPATCH COMMITTEES/POLICY DECISIONS – Patrick Jones 

Radio Talk-group Operations: The complex radio system BOEC uses is managed by Greg Locati and his team at 
BTS.  BOEC monitors and provides dispatch services on a relatively small number of the hundreds of unique talk-
groups.  For Fire and EMS operations, BOEC continuously staffs dispatchers on Fire Tap-out (Resource Dispatch) 
and Fire Ops 1.  Large-scale events are handled on any of several tactical talk-groups, staffed by ready 
dispatchers when needs arise.  For Law Enforcement operations, five primary talk-groups are staffed by 
dispatchers 24/7: one for each PPB precinct, one for GPD, MCSO, and other East County operations, and Service 
Net.  Authority over the actual use of Fire, EMS, and Law Enforcement primary talk-groups resides with our 
partner agencies.   

BOEC’s recording system captures all primary Fire, EMS, and Law Enforcement radio talk-groups, as well as many 
of the most frequently used secondary talk-groups.  Talk-group recordings are part of public record and are 
released to the public in accordance with ORS, City Code, and partner agency agreement. 



Currently, BOEC, CRESA, PF&R, Airport Fire, and Vancouver Fire are in discussions to create a new protocol for 
designating a default talk-group for Columbia River and bridge calls for service.  The goal is to streamline field 
communications on these multi-jurisdictional, complicated incidents. 

NEW UPDATES:  
Mission Critical Partners: Call Allocation Study – Bonnie & Gigi  

Mission Critical Partners visited over the last two days, along with our stakeholders, to go over this study 
that was conducted over the last year. In January they started what they call a Scope A, which was the 
call allocation study that discovered what types of calls were coming into the system and how those 
calls were being received. Initially we would have moved into Scope B, which would have been a staffing 
study but after the first report of information that was received, they realized that they needed to get 
into an alignment with all the policies and procedures. They discovered that there are a lot of alternative 
response programs with duplicating efforts, and they recommended bringing those different response 
policies together – not to update or refresh any programs policies but rather to have one policy that will 
allow the receiving entity to have authority with where the call should go without needing to jump 
through a lot of complex hoops. Over the next couple of weeks, they will be meeting with everyone to 
talk through objectives and come up with a single policy to bring forth to Council. Once through council, 
the next steps would be to create a Community Service Resource Network (CSRN), having an umbrella 
over the various types of alternative programs that are out there, how they could work and possibly 
what that will look like. 

 

GOOD OF THE ORDER: 
IGA UPDATE – Seth Reeser 

There is a new director for Multnomah County Health and AMR has been reaching out to local elected 
officials to talk through some of the issues that have been raised. So once those discussions have 
happened, the User Board will be updated and then we will discuss how to proceed from there. 

 
Steve Bevens from MCSO asked if there was a way for BOEC to get a new paging vendor who does not require 
server level personnel due to some issues they have been running into. Brian Bourdon mentioned that BOEC 
recently transitioned from the Sherwell ticketing system with BTS to a new one called ServiceNow, and they 
discovered this exact issue that Bevens is bringing up. There was a misconfiguration on the BTS side which was 
causing them to not be alerted of the new tickets for pager groups and that has now since been resolved, so all 
the outstanding tickets for pagers have been entered and BOEC is hopeful it will just take a couple days at this 
point that everyone will start receiving their notifications. If there are any more concerns, please reach out to 
Brian and Murrell. 

 

NEXT MEETING: January 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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