
 Strategic Plan Progress: 

1. Adequately staffed 911 workforce – Twelve
candidates started BOEC’s academy on June 23.
We celebrated four employee certifications in
calltaking and police dispatch while a returning
employee completed refresher training.

2. Programs that improve processes and support
employee development – The Training
Department will begin using CommsCoach in Basic
Academy to develop simulated exercises to
enhance certification and ongoing training.

3. Embody and normalize a culture of inclusion,
equity, and anti-racism – Leadership team
members participated in an ADA Self-Evaluation
interview process and tabletop exercise.

4. Collaboration with community members and
partner agencies – Conducting User Board survey
follow-up.

5. Secure, efficient, and resilient primary and
backup facilities – Recently conducted a camera
audit to ensure facility safety and security.

“Always remember that you are absolutely 
unique, just like everyone else.” 

– Margaret Mead

BOEC Update: 
July 2025 

www.portland.gov/911 
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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 is in the process
of being replaced, including new monitors. Adding 2
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.

QA Updates: 
EMD/EFD Accreditation: 

Our team performed at the ACE-level average in EMD between April and June and one percentage point away from the 
same level in EFD! 
IAED Accreditation Standard: 73% or better compliance/high compliance; ≤ 10% partial compliance; ≤ 10% low compliance; ≤ 7% non-compliance 

3rd Quarter Goals: 
• Maintain EMD & EFD Performance – seeking to reach the summit by gaining a few percentage points to then maintain ACE-

level performance.
• Police QA Project – Pending technology integration, we expect progress before the end of the summer.
• Fire Version 8 — Fire partners are continuing to assign their response configurations for our expected fall implementation.

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

4th of July: 
• 9-1-1 call volume decreased by 13%
• Reduced average 911 wait time from 26 seconds in 2024 

to 8 seconds in 2025!
• Non-emergency fireworks reporting website received 

over 4,600 reports including ~2,500 on July 4th.

http://www.portland.gov/911
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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



June 2024 August 2024 October 2024 December 2024 February 2025 April 2025 June 2025

102 107 110 108 105 104 108

40 41 38
28 24 26 29

142 148 148
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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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Multnomah County 9-1-1 Call Volume*
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Multnomah County 9-1-1 Call Volume by City
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Multnomah County 9-1-1 Call Volume by City
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*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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Portland Council District 9-1-1 Call Volume (map)*
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Automated Location Identification
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caller-provided location for CAD
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of calls may not be reflected in the
total count.
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