
Strategic Plan Progress: 

1. Improve Public Safety Response Capabilities – 
BOEC earned the distinguished award as an 
Accredited Center of Excellence (ACE) in 
Emergency Medical Dispatch (EMD) – ensuring 
consistent use of medical protocols. 
 

2. Enhance Collaboration Internally, with 
Partner Agencies, and with the Community – 
Conducting robust social media messaging, 
connecting with the community during 
outreach events, and collaborating with 
partner agencies to celebrate National Public 
Safety Telecommunicator Week! 
 

3. Increase Focus on the Overall Wellbeing of 
the Public Safety Workforce and System – 
During in-service, BOEC staff are reviewing 
text-to-911 procedures for community 
members who are deaf and hard of hearing. 

Training Department Updates: 
 
• Our newest academy of 9 people started on April 13th; after 

employee onboarding, they will begin classroom training 
and simulated hands-on skill building. 

• We are reviewing the Employee Stay Survey results and 
gathering topics-of-interest for future professional 
development opportunities. 

• Bureau In-Service training is underway – topics include: 
ethics and free speech, mental health, EMD and EFD ProQA, 
accessibility barriers for the deaf and hard of hearing, 
manual mode simulation. 

 

 
“Portland 911 dispatchers weathered a crisis 
– now they’re among the best in the world.” 

– Evan Watson, KGW 

 

Employee of the Month 
Core Values Spotlight – Competency 

 

An employee was recognized for their exceptional call-taking 
skills and professionalism during an emergency where a 
caller spoke in coded messaging because they were in an 
unsafe situation.  The employee’s intuition and genuine 
empathy supported the caller in their time of need. 

Quality Assurance Department Updates: 
 

BOEC is an Accredited Center of Excellence (ACE) for Emergency Medical Dispatch (EMD) by the International Academies of Emergency 
Dispatch (IAED).  Our team continues progressing towards accreditation-level performance in Emergency Fire Dispatch (EFD) – a few 
more percentage points and we’ll be there!  Several team members are attending the IAED Navigator Conference this month. 

IAED Accreditation Standard: Partial and Low Compliance must be at or below 10%; Non-Compliance must be at or below 7%. 
2nd Quarter Goals: 

• Achieve ACE! - Maintain ACE-level performance in EMD and achieve consistent ACE-level performance in EFD. 
• Police QA Project – A technical solution for call taking QA awaits final approval, which allows the project to move forward to 

implementation in this calendar year. 

Technology Department Updates 
 

Pipeline Projects: 
-EFD call type phased-in conversion, 2026 
-Improved Text-to-911, 2026 
-Remote call answering functionality, Fall 2026 
-Next-Gen 9-1-1, 2026-2027 
-CAD in the Cloud, 2027-2028 

 

 

BOEC Update: April 2026 
www.portland.gov/911 

 

 
  

BOEC Core Values: Integrity – Respect – Competence – Compassion – Responsibility – Teamwork 
 

City of Portland Core Values: Anti-Racism – Equity – Transparency – Communication – Collaboration – Fiscal Responsibility 

http://www.portland.gov/911
Kidus Yared
Staffing Level Block Chart Stamp
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9-1-1 Call Answering Performance and Average Wait-to-Answer Time Trends*
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9-1-1 Call Volume March
(Includes 911 caller-disconnected calls)
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Total  9-1-1 & Non-911 Call Volume in March

Within 20 Seconds
Within 15 Seconds

NENA Standards:  90% of all 911 calls shall be answered within 15 seconds; 95% of all 911 calls
should be answered within 20 seconds

*Caller-disconnected calls are not included.

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

*Varies by workload call volume and processing metrics.

BOEC Workload Call Volume
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9-1-1 TTY
Voice

Non-Emergency TTY
Voice

Ten-digit EmergencyTTY
Voice

Admin Voice
Other* TTY

Voice
Workload Total
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*Other: Mutual Aid, Ringdowns, Alarm, PSR, Operator Assisted

Measure Names
Additional Staff Need
Call-taking Certified Staff
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Ten-digit Emergency
Admin
Other*
Workload Total
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January February March
Grand
Total

Multnomah
County

Portland
Gresham
Troutdale
Unincorporated Areas
Fairview
Wood Village
Maywood Park

Other Other Areas
Grand Total

25
219
438
467
628
4,927
36,825

29
195
406
357
534
4,346
33,243

46
172
355
442
534
4,922
37,852

100
586
1,199
1,266
1,696
14,195
107,920

804725891 2,420
44,33339,83545,214 129,382

Multnomah County 9-1-1 Call Volume*

© 2026 Mapbox © OpenStreetMap

Multnomah County 9-1-1 Call Volume in
Unincorporated Areas

*Data is sourced from an Automated Location Identification (ALI) system
for call data. Unincorporated Areas may include parts of Lake Oswego;
calls may be reflected as 'Other' when the ALI is not available or
originated from outside Multnomah County.
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Multnomah County 9-1-1 Call Volume by City
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Portland Council District 9-1-1 Call Volume*
January through March,
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Portland Council District Dispatch Workload by Discipline*
January through March, 2026
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Year
2026

Month
January
February
March

19,399 31,985

1,797 2,716

4,599 7,785

553 1,520

*Data is sourced from an
Automated Location Identification
(ALI) system for call data and from
caller-provided location for CAD
data.  Note: Less than one percent
of calls may not be reflected in the
total count.
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Dispatch Workload/CAD Incidents
January through March
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Dispatch Workload/CAD Incidents - Police
March
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Dispatch Workload/CAD Incidents - Fire/Medical/PSR
March
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All Disciplines Grand Total 56,394 54,422 52,929 54,120 52,283 53,045 59,023
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