
 Strategic Plan Progress: 

1. Adequately staffed 911 workforce – Celebrated
four certifications in Call Taking, Police Dispatch,
and Fire Dispatch; academy trainees took the
midterm test and have about a month left in the
Academy!

2. Programs that improve processes and support
employee development – Forming an Operational
Standard Operating Procedure (SOP) Committee to
review and regularly update policies.

3. Embody and normalize a culture of inclusion,
equity, and anti-racism – Working on providing
inclusive and accessible materials at outreach
events.

4. Collaboration with community members and
partner agencies – Outreach Committee attended
Fairview on the Green, Sunday Parkways, and ADA
Celebration Day.

5. Secure, efficient, and resilient primary and
backup facilities – Preparing for elevator
replacement at primary facility.

“The strength of the team is each individual 
member. The strength of each member is the team.” 

– Phil Jackson

Employee of the Month 
Core Values Spotlight - COMPETENCE: 

• Our team member used their extensive mapping and
geography knowledge to pinpoint the location of a 911
incident based on nearby landmarks and reference
points.  The caller was impressed with this employee’s
level of service, and they called back to recognize their
excellent work!

QA Updates: 
EMD/EFD Accreditation: 

Our team reached ACE-level performance in EMD in July; focusing EFD efforts on questioning about locations and the caller’s 
relationship to the call (e.g., involved, not-involved, witness, etc.). 
IAED Accreditation Standard: Partial and Low Compliance must be at or below 10%; Non-compliant must be at or below 7%. 

3rd Quarter Goals: 
• Maintain EMD & EFD Performance – adjusting to updated EMD protocols and reach/maintain ACE-level performance.
• Police QA Project – Pending technology integration, we expect progress in the next month.
• Fire Version 8 — On-track to start implementation in the Fall; shifting to a phased approach over the coming months.

Technology Updates: 
• Non-Emergency Triage – Working with City

Procurement on an RFP for a replacement solution. Goal
to release RFP in August and implement Winter 2025.

• Vesta 911 Phone Upgrade – Hardware has been
replaced, including new monitors. Adding two new
Vesta positions to fill out all positions on the floor.
Scheduled for September 10, 2025.

• Pipeline Projects – Several long-term projects, including
EFD call type conversion, Fall 2025; integrated text to
911 with the new Vesta upgrade, Winter 2025; remote
call answering, Winter 2025; Next-Gen 9-1-1 2026-27;
CAD in the cloud 2027-28.

BOEC Update: 
August 2025 

www.portland.gov/911 

Integrity 

Respect 

Competence 

Compassion 

Responsibility 

Teamwork 

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

http://www.portland.gov/911
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July Total 911 Call Volume
(Includes 911 caller-disconnected calls)
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July Non-911 Call Volume
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9-1-1 Call Answering Performance and Average Wait-to-Answer Time Trends*

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.

Within 20 Seconds
Within 15 Seconds

Average Wait - in Seconds



July 2024 September 2024 November 2024 January 2025 March 2025 May 2025 July 2025

104 109 108 107 103 107 108

47 40
28 23 27 24 29

151 149
136 130 130 131 137

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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September
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November
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9-1-1

Non-Emergency

Ten-digit Emergency

Admin

Other*

Workload Total 86,82978,85672,39471,40171,42484,69689,788

621579604577580694635

2,3892,4492,5672,2682,1242,7682,690
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*Other: Ringdowns, Alarm, Mutual Aid, TTY, Operator Assisted

Additional Staff Need*

Call-taking Certified Staff
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Ten-digit Emergency

Admin

Other*

Workload Total
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Multnomah County 9-1-1 Call Volume*
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Multnomah County 9-1-1 Call Volume by City

330,416
Unincorporated Multnomah County

4,048
Troutdale

285,548
Portland

2,919
Fairview

1,473
Wood Village

246
Maywood Park

36,182
Gresham

© 2025 Mapbox © OpenStreetMap

Multnomah County 9-1-1 Call Volume by City

246 285,548

*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.

Unincorporated Areas

Other Areas
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Portland Council District 9-1-1 Call Volume (map)*
January through July, 2025
January, February, March and 4 more, 2025,
data based on 911 caller automated location information(ALI)
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Portland Council District Dispatch Workload by Discipline*
January through July, 2025
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*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 by Jurisdiction
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