
Strategic Plan Progress: 
 

1. Improve Public Safety Response Capabilities – 
Expanding the multilingual 911 call taker program 
by increasing the testing and certification for 
medical and fire incident translation in Spanish. 
 

2. Enhance Collaboration Internally, with Partner 
Agencies, and with the Community – 
Collaborating with the User Board to finalize the 
process for recruiting three new community 
representatives. 
 

3. Increase Focus on the Overall Wellbeing of the 
Public Safety Workforce and System – Revised 
employee “stay survey” to better support 
individual professional development and 
employee retention measures. 

Training Department Updates: 
• Our new trainee class that started on December 8th have 

been busy learning bureau policies, Dispatch Computer 
commands, and practicing simulated call taking scenarios. 

 
• Exit interview updates were sent to Leadership to review and 

identify trends that impact retention  
 
• City Auditor is conducting a survey of all staff through January 

8 about the recruitment, hiring, and training program  
 
• Training is reconciling training hours scheduled vs training 

hours documented to identify gaps and better understand 
how much time people are getting hands-on. 

 

 

 
“Obstacles are those frightful things you see 

when you take your eyes off your goal.” 
– Henry Ford 

 

Employee of the Month 
Core Values Spotlight – TEAMWORK 

 
Two employees (a call taker and dispatcher) were both 
recognized for their coordination during a potential armed 
burglary in progress of a residence where someone inside 
reported hearing footsteps. 

Quality Assurance Department Updates: 
Our team reached Accreditation-level performance for a fifth month in a row (8 of the last 12 months) in Emergency 
Medical Dispatch protocol use and our FIRST month in Emergency Fire Dispatch protocol use! We will be submitting for 
EMD Accreditation before the end of the year. 

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

4rd Quarter Goals: 
• Maintain EMD & EFD Performance – Continue ACE-level EMD performance; transition to EFD Version 8. 
• Police QA Project – CommsCoach is actively reviewing calls for the dispatchers on the workgroup; modifications to 

the system will made and the third phase of the project will begin with additional dispatcher feedback. 
                

 Technology Department Updates 
 

Pipeline Projects: 
-EFD call type phased-in conversion, Winter 2025 
-Integrated Text-to-911, Winter 2025 
-Remote call answering, Spring 2026 
-Next-Gen 9-1-1, 2026-2027 
-CAD in the cloud, 2027-2028 

 

 

BOEC Update: December 2025 
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
BOEC Staffing Monthly
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9-1-1 Call Answering Performance and Average Wait-to-Answer Time Trends*
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911 Call Volume November
(Includes 911 caller-disconnected calls)
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Total  911 & Non-911 Call Volume in November

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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Total Call Volume in November
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Non-Emergency Call Volume in November
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November 2024 January 2025 March 2025 May 2025 July 2025 September 2025 November 2025
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132

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

45,257
19

52,873
52

54,908
74
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35
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1

892621579604577580
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*Other: Mutual Aid, Ringdowns, Alarm, PSR, TTY, Operator Assisted

Measure Names
Additional Staff Need
Call-taking Certified Staff

9-1-1
Non-Emergency
Ten-digit Emergency
Admin
Other*
Workload Total



2025

January February March April May June July AugustSeptember October November
Grand
Total

Multnomah
County

Portland
Gresham
Troutdale
Unincorporated Areas
Fairview
Wood Village
Maywood Park

Other Other
Grand Total

32
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5,015
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41,608
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4,727
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4,874
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376
2,435
4,609
5,720
6,430
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8429809371,0751,1021,1951,1231,0501,1099701,222 11,605
45,27649,42452,92555,29754,98252,10749,36147,38547,02243,73847,046 544,563

Multnomah County 9-1-1 Call Volume*

© 2025 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 (map)*
January through November, 2025
January, February, March and 8 more, 2025,
data based on 9-1-1 & 911 caller automated location information(ALI)
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Portland Council District Dispatch Workload by Discipline*
January through November, 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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19.01%
109,456
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Dispatch Workload/CAD Incidents
January through November

2020 2021 2022 2023 2024 2025

Portland Police

Multnomah County Sheriffs Office

Gresham Police Department

Grand Total
100.00%
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Dispatch Workload/CAD Incidents - Police
November
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Portland Fire and Rescue

Gresham Fire Department

Mutual Aid

Corbett Fire

Sauvie Island Fire

Grand Total 100.00%
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0.12%
13

100.00%
11,893

82.70%
9,836

16.50%
1,962
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0.23%
32
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0.57%
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Dispatch Workload/CAD Incidents - Fire/Medical/PSR
November

2020 2021 2022 2023 2024 2025

All Disciplines Grand Total 100.0%
47,766

100.0%
50,885

100.0%
50,420

100.0%
48,337

100.0%
49,759

100.0%
53,332
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3,911 29,585

4 12,671
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