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

BOEC Update: November 2025

www.portland.qov/911

Strategic Plan Progress:

1. Improve Public Safety Response Capabilities —
Working with the Public Safety Service Area to
develop an educational campaign about accessing
public safety services.

2. Enhance Collaboration Internally, with Partner
Agencies, and with the Community — Kicked-off a
new internal Review Committee to update
standardized operational procedures.

3. Increase Focus on the Overall Wellbeing of the
Public Safety Workforce and System — Conducted
“wilderness wellness” training during Fall
Inservice.

“As we express our gratitude, we must never forget that the

highest appreciation is not to utter words, but to live by them."
— John F. Kennedy

Training Department Updates:

-Fall Inservice is complete. We highlighted recent bureau
progress and provided training on ethics, domestic violence
resources, medical and fire call taking protocols, wellness,
customer service, and accountability.

-Our recent trainee class graduated from the DPSST
telecommunicator academy with class-wide academic honors.
Trainee Mollie received the Carol Fagan Individual Academic
Achievement Award, and trainee Jeremiah was selected to give
the class address.

-New academy starts on December 8, 2025

Quality Assurance Department Updates:

Our team reached Accreditation-level performance for a
fourth month in a row (7 of the last 12 months) in
Emergency Medical Dispatch protocol use! We will be
submitting for EMD Accreditation before the end of the
year. We are 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%.

4 Quarter Goals:

¢ Maintain EMD & EFD Performance — Continue
ACE-level EMD performance; transition to EFD
Version 8.

e Police QA Project — CommsCoach is actively
reviewing calls for the dispatchers on the
workgroup; modifications to the system will be
made, and the third phase of the project will begin
with additional dispatcher feedback.

e Fire Version 8 — Delayed but still on track for
implementation before the end of the year,
following additional collaboration with Fire
responders.

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

Employee of the Month
Core Values Spotlight - TEAMWORK

Using a combination of resources, including maps and local
knowledge, our team member helped someone navigate
to their destination in an emergency.

Dispatch Staffing (136 FTE)

As of November 1, 2025

88
Sr. Dispatchers (911, Police, Fire Certified)

19 11 4
Call Taking Trainees (No Vacancies 911 Certified
certifications) Only

4
9 Fire Dispatch
Trainees

Police Dispatch Trainees (911

Certified) (911, Police

Certified)

City of Portland Core Values: Anti-Racism — Equity — Transparency — Communication — Collaboration - Fiscal Responsibility
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911 Call Volume October Total 911 & Non-911 Call Volume in October
(Includes 911 caller-disconnected calls)
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9-1-1 Call Answering Performance and Average Wait-to-Answer Time Trends*
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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

B Average Wait- in Seconds



Non-Emergency Call Volume in October Total Call Volume in October
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Non-Emergency Average Wait-to-answer Time Trends*
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Certified Dispatch Staffing Required to Answer 9-1-1 Calls Within 15 Seconds*
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BOEC Workload Call Volume
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9-1-1 TTY
Voice
TTY
Voice

Ten-digit Emergency TTY

Non-Emergency

Voice
Admin Voice
Other* Voice
Workload Total

February 2025

April 2025

June 2025

August 2025

October 2025

*Varies by workload call volume and processing metrics.

64,913

86,708

Mo
Non-Emergency
Ten-digit Emergency

. Admin

. Other*

B Wworkload Total

55,297

52,174
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43,738
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Decemb
October 2024 e;grzn . ®  February2025  April 2025 June2025  August2025  October 2025

21 36 27 32 38 50 94
52,153 49,618 43,711 47,353 52,069 55,247 49,330
1,763 1,569 1,468 1,601 1,580 1,446 1,538

555 595 513 562 615 718 1,935
78,184 74,453 64,913 71,654 81,718 86,708 81,045

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




Multnomah County 9-1-1 Call Volume*

2025 Grand

January  February March April May June July August September October Total
Multnomah Portland 39,432 36,626 39,192 39,649 40,964 43,436 46,249 46,487 44,604 41,611 418,250
County Gresham 4,874 4,727 5,065 5,059 5,542 5,378 5,537 5,711 5,403 5,139 52,435
Troutdale 551 440 548 615 560 627 707 685 637 561 5,931
Unincorporated Areas 395 457 448 385 448 666 655 583 558 555 5,150
Fairview 350 348 434 402 479 487 419 438 478 366 4,201
Wood Village 194 155 188 202 224 261 249 274 280 186 2,213
Maywood Park 28 15 38 23 21 57 64 44 28 26 344
Other Other 1,222 970 1,109 1,050 1,123 1,195 1,102 1,075 937 980 10,763
Grand Total 47,046 43,738 47,022 47,385 49,361 52,107 54,982 55,297 52,925 49,424 499,287

Multnomah County 9-1-1 Call Volume by City

Multnomah County 9-1-1 Call Volume by City

Other Areas

A\ © 2025 Mapbox © OpenStreetMap

*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 ALl is not available or
originated from outside Multnomah County.
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Portland Council District 9-1-1 Call Volume (map)*
January through October, 2025

2025 Grand Total
ran ota
1 2 3 4
Janua 9% 10% 9% 9%
uary 11,025 10,124 10,752 39,494
Februar 9% 9% 9% 9%
ebruary 10,367 9,336 9,963 36,665
Varch 9% 9% 9% 10% 9%
a 10,793 9,462 7,980 11,002 39,237
Aoril 9% 10% 10% 9% 9%
P 10,918 10,324 7,986 10,468 39,696
" 10% 10% 10% 10% 10%
ay 11,225 10,002 8,428 11,368 41,023
June 10% 10% 10% 10% 10%
12,084 10,902 8,758 11,752 43,496
ul 11% 11% 11% 11% 11%
uly 13,111 11,513 9,272 12,424 46,320
Auaust 11% 11% 12% 11% 11%
ugus 12,855 11,114 9,856 12,714 46,539
September 11% 11% 11% 10% 11%
P 12,557 11,320 8,895 11,875 44,647
October 10% 9% 10% 10% 10%
ctobe 11,887 9,867 8,271 11,657 41,682
Grand Total 100% 100% 100% 100% 100%
a a 116,822 103,964 84,038 113,975 418,799
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Automated Location Identification
(ALl) 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
© 2025 Mapbox © OpenStreetMap © 2025 Mapbox © OpenStreetMap total count.




Dispatch Workload/CAD Incidents
January through October

2025
2024
2023
2022
2021

2020

Dispatch Workload/CAD Incidents - Police
October

2020
Portland Police - 2?)5122/;)
Multnomah County Sheriffs Office 1593976%
Gresham Police Department 1535751%

o ot 100.00%
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Dispatch Workload/CAD Incidents - Fire/Medical /PSR

October
2020
Portland Fire and Rescue - 892,-565?
Gresham Fire Department 1;92234%
Mutual Aid 0'§§%
Corbett Fire O'S;’%
Sauvie Island Fire O'i'g%

100.00%
Grand Total - 11,164
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EMD Charts

EMD Protocol Performance
From: 10/1/2025 To: 10/31/2025

( N
R _ 50% 160
o _ 34% 107
Partial Compliance E 7%‘23
Low Compliance 3%9 E E
Non-Compliant - 6:‘%) 1&’
E 7% E 10.00%
0% 10% 20% 30% 40% 50% 60%
\_ J
EMD Performance Trend
From: 11/1/2024 To: 10/31/2025
e N
@ % Total Compliant ® % Partial Compliance ®% Low Compliance ®% Non-Compliant
100%
83%35s 83%3% 829411 84% 31 819% e 84% s 85%316 g9,
(]
o or 315 19% 31
80% o 516 77% 3] 78%
60%
40%
20%
o 316 10% 315
:5%:315:::"""'""E'.é....::??’f’ffﬁ:........;"6%:3: B s T GOhns - 6% e %o
0%
November December = January February March April May June July g Sep b Octob
2024 2025




EFD Charts

EFD Protocol Performance

From: 10/1/2025 To: 10/31/2025
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