
 Strategic Plan Progress: 

1. Adequately staffed 911 workforce – Celebrating
11 trainees as they graduate from the Academy;
Recruitment is open for Spring 2026 dispatcher
trainee Academy. Achieved two certifications in
Call Taking and Police Dispatch!

2. Programs that improve processes and support
employee development – The Technology Team
met with a Fire partner agency to review and
update response recommendations.

3. Embody and normalize a culture of inclusion,
equity, and anti-racism – Hosting MultCo Justice
Fellowship cohort to discuss community outreach
and engagement.

4. Collaboration with community members and
partner agencies – Social Media posts of interest
to the community, including BOEC appearances at
public Outreach and Celebration events.

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

“If anything is certain, it is that change is certain. 
The world we are planning for today will not exist 

in this form tomorrow." 
– Phillip Crosby

Employee of the Month 
Core Values Spotlight - COMPETENCE: 

Our team member connected with a 911 caller who used coded 
language to relay the urgency of a domestic situation at their 
location. Careful to not alert the suspect, the call taker 
questioned the caller to obtain necessary information and 
dispatch immediate help. 

QA Updates: 
EMD/EFD Accreditation: 

Our team reached ACE-level performance in EMD in July and again in August! Preparing to submit the required documentation to apply 
for EMD Accreditation. 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%. 

3rd Quarter Goals: 
• Maintain EMD & EFD Performance – Adjusting to updated EMD protocols and reach/maintain ACE-level performance.
• Police QA Project – Training and QA teams are being trained on the new CommsCoach application; the police workgroup will be 

integrated into the process soon.
• Fire Version 8 — To be implemented on 11/18; legacy call types will be converted to ProQA protocol numbers in the coming months.

Technology Updates: 
Non-Emergency Triage – Working with City Procurement on an 
RFP for a replacement solution. Releasing RFP this month and 
plan to implement in Early 2026.  

Vesta 911 Phone Upgrade – was implemented on 9/10/25; new 
hardware was installed and several Dispatch workstations were 
relocated to increase the number of coach/trainee training 
positions. Completed 

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: 
September 2025 

www.portland.gov/911 
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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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911 Call Volume in August
(Includes 911 caller-disconnected calls)

2020 2021 2022 2023 2024 2025

37%

Non-911

33%

Non-911

36%

Non-911

38%

Non-911

41%

Non-911

47%

Non-911

63%

911

67%

911

64%

911

62%

911

59%

911

53%

911

97,364
102,799

95,455 94,069
87,002 87,529

Total Call Volume in August

August 2024 October 2024 December 2024February 2025 April 2025 June 2025 August 2025
0%

10%

20%

30%

40%

50%

60%

70%

%
 A
ns
w
er
ed
 w
it
hi
n 
N
EN
A 
St
an
da
rd
s

0

10

20

30

40

50

Av
er
ag
e 
W
ai
t T
im
e 
(in
 s
ec
on
ds
)

38%

49%
53%

65% 66%

52%

59%

41%

52%

56%

69% 70%

56%
63%

42

36

53

23
21

33

26

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
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 Non-Emergency Average Wait-to-answer Time Trends*
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Non-Emergency Call Volume in August
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*Caller-disconnected calls are not included.



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

107 110 108 105 104 108 108

41 38 28 24 26 29 28

148 148
136 129 130 137 136

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

Non-Emergency

Ten-digit Emergency

Admin

Other*

Workload Total 87,52982,46672,50965,70475,51278,99287,002

718615562513595555716

2,2672,3282,4562,2592,6282,5712,738
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*Other: Ringdowns, Alarm, Mutual Aid, TTY, Operator Assisted
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2025
January February March April May June July AugustGrand Total

Multnomah
County

Portland
Gresham
Troutdale
Unincorporated Areas
Fairview
Wood Village
Maywood Park

Other Other
Grand Total
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440
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36,626

28
194
350
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551
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39,432
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1,747
3,357
4,037
4,733
41,893
332,035

1,0751,1021,1951,1231,0501,1099701,222 8,846
55,29754,98252,10749,36147,38547,02243,73847,046 396,938

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

*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 (3)
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Portland Council District 9-1-1 Call Volume (map)*
January through August, 2025
January, February, March and 5 more, 2025,
data based on 911 caller automated location information(ALI)
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Portland Council District Dispatch Workload by Discipline*
January through August, 2025

2025

1 2 3 4 Grand Total

January
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Grand Total
100%
90,443

14%
12,714

14%
12,424

13%
11,752

13%
11,368

12%
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11,002
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66,872

15%
9,856

14%
9,272

13%
8,758
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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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Incidents
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Dispatch Workload/CAD Incidents
January through August

2020 2021 2022 2023 2024 2025

Portland Police

Multnomah County Sheriffs Office

Gresham Police Department

Grand Total
100.00%
39,602

76.59%
30,331

12.35%
4,890

11.06%
4,381

100.00%
42,269

75.48%
31,904

13.88%
5,865

10.65%
4,500

100.00%
38,969

75.67%
29,489
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5,458

10.32%
4,022
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38,927
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28,761

14.64%
5,698

11.48%
4,468

100.00%
39,550

76.05%
30,077

11.99%
4,744

11.96%
4,729

100.00%
41,902

78.11%
32,728

10.87%
4,556

11.02%
4,618

Dispatch Workload/CAD Incidents - Police
August
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Portland Fire and Rescue

Gresham Fire Department

Mutual Aid

Corbett Fire

Sauvie Island Fire

Grand Total
100.00%
11,809

82.73%
9,770

16.36%
1,932
0.29%
34
0.37%
44
0.25%
29

100.00%
13,395

82.33%
11,028

16.80%
2,251

0.26%
35
0.51%
68
0.10%
13

100.00%
14,316

83.29%
11,924

15.59%
2,232

0.59%
85
0.43%
61
0.10%
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15,793

84.51%
13,347

14.34%
2,265

0.68%
107
0.36%
57
0.11%
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83.97%
12,676

14.78%
2,231

0.62%
93
0.48%
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0.16%
24
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16,019

84.99%
13,615

13.98%
2,239

0.49%
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0.40%
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0.14%
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Dispatch Workload/CAD Incidents - Fire/Medical/PSR
August

2020 2021 2022 2023 2024 2025

All Disciplines Grand Total 100.0%
51,411

100.0%
55,664

100.0%
53,285

100.0%
54,720

100.0%
54,646

100.0%
57,921

PSR
Fire
Medical
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4,022 32,728

13 13,615
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