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C1iTY OF PORTLAND Lisa Turley, Director

Post Box 1927

BUREAU OF EMERGENCY COMMUNICATIONS porﬂandf Oregon 97207
 503.823.0911
Sam Adams, Mayor FAX 503.823.4630
Amanda Fritz, Commissioner _ www.portlandonline.com/911

January 30, 2012

Mayor Adams
City Hall .
Portland, Oregon

‘Re: FY 1213 Budget Submission
Dear Mayor Adams,

The requested budget submission is within the targ_et funding levels. It supports a staffing
level of 144.58 FTE. The target operating budget is $20.5 million, with $1.1 million for CAD
debt service payment and a contingency of $2.6 million. The total fund budget is $24.4
million..

Currently there are 80 certified emergency communication call takers/dispatchers, 15 certified
call takers and 5 trainees on staff.

The most significant project in process is the replacement of the Computer Aided Dispatch

system (CAD). The system implementation occurred in April 2011. The system

implementation has gone very well for a system of this size and complexity. Work continues

" in support of the CAD system via multiple agency partner committees, internal groups and
CAD support team effort. .

Our continued goal is to maintain 120 operations line staff with at least 102 of these fully
certified, based on our call volumes and processing times. Until we reach this level of
staffing, we expect to average about $500k in overtime to support the staff numbers and
maintain levels of service. Overtime costs above this level have been temporarily needed to
support the transition to the new CAD system.

We have _submltted the three dec:smn packages at a 4%, 6% and 8%‘reduction level:

- 4%  Portland General Fund Decision Package (actual impact to BOEC is 5.04%
reduction) '

Total Reduction of $656 378; $520,573 General Fund, $135,805 Public Safety
Partners

6%  Portland General Fund Decision Package (actual impact to BOEC is 7.57%
reduction) |

Competence - Integrity - Respect - Responsibility - Teamwork - Compassion

Please notify the City of Portland no less than five (5) business days prior to an event for ADA accommodations at
503-823-0911, by the City's TTY at 503-823-6868, or by the Oregon Relay Service at 1-800- 735 2900,
An Equal Opportunity/Affirmative Action Employer



-2- January 30, 2012

Total Reduction of 984,567; $780,860 General Fund, $203,707 Public Safety
Partners

8%  Portland General Fund Decision Package (actual impact to BOEC is 10.09%
" reduction)

Total Reduction of $1, 312,755; $1 041 , 156 General Fund, $271 609 Publlc
Safety Partners

The decision packages inciude total reductions calcuiated at the designated percentages of
general fund support; with the addition of reductions to BOEC Public Safety Partner Revenue
due to the BOEC Billing Methodclogy which is based on percent of population within
Mu!tnomah County as an allocation method for operatmg costs.

The reductions have been made in overtime funding at the 4% level, addmg staff reductions
at the 6% level and addrtional staff reductlons at the 8% level.:

Support costs of the new CAD system from the ve_'ndor were paid through FY 1112 via the

. development contract with the vendor, Versaterm. These costs are now included as a BOEC
operating cost in FY 1213 and beyond. The annual support costs to Versaterm for ,
maintenance, support and license usage in FY 1213 is $509,017, with projected annual

increases, This cost was anticipated and planned for, and is funded W|th|n the target budget =

level.
Sincerely, - : _ | Smcerely,_
_ \
/4 /,,Lé,, | W*‘C\'qv {_
Lisa Turley, Dtrector BOEC R '~ Commissioner Fritz, or designee

Please notify the City of Portland no less than ﬂve (5} busmess days prior to an event for ADA accommodations at 503- -823-
0911, by the City’s TTY at 503-823-6868, or by the Oregon Relay Service at 1-800-735-2900,
Competence - Integrity = Respect -~ Responsibility - Teamwork - Compassion
An Equal Opportunity/Affirmative Action Employer
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Bureau Section

Fiscal Year 2012-2013

REQUESTED BUDGET




Bureau Summary

BUREAU MISSION

The mission of the Bureau of Emergency Communications (BOEC) is to serve the public by providing
the vital link between citizens in need and the proper emergency service responder by means of the most
efficient operating systems available.

BUREAU OVERVIEW

BOEC provides all 9-1-1 and police non-emergency call answerin.g within Multnomah.County. Staff also
dispatches police, fire, and medical calls to all of the public safety agencies within Multnomah County.

The FY 2012-13 Requested Budget for BOEC totals $20.5 million for the operating budget and supports
- 144.58 positions. Of these positions, 114 are emergency communications call-takers and dispatchers or
trainees. The budget is primarily supported by resources from the City of Portland and other regional user
jurisdictions, as well as State of Oregon 9-1-1 tax revenues. The total budget for the Emergency
Communications Fund is $24.4 million and includes; the operating budget; $1.1 million for CAD debt’
service payment and $2.6 million in BOEC operations contingency.

STRATEGIC DIRECTION

- Staffing Issues

Currently there are 80 certified Emergency Communications Senior Dispatchers, a level similar to the
previous year. In addition, there are 5 trainees and 14 certified Call Takers. In 2008-09, in an effort to
retain qualified professional operations staff, BOEC created lateral entry positions which provide an
opportunity for trained dispatchers from other agencies to enter the organization without having to start at
the beginning of BOEC’s training process. It was hoped that these steps, as well as other proactive
changes, would reduce turnover and improve recruiting success. While that approach did work in the
short-term, and provided us with necessary staffing to transition to our new CAD system with sufficient
staffing, we have found that it is not an approach that we can sustain for the long term and are looking at
other alternatives. BOEC’s goal is to maintain a certified staffing level of at least 102, with the remaining
positions filled by trainees, Maintaining a 24/7 operation with less than certified staffing fevels means
that BOEC must resort to utilizing more overtime hours in order to ensure adequate staffing of calltakers
and police and fire certified dispatchers on all shifts.

As our partner agencies implement new response strategies, priorities and requirements, BOEC faces the
challenge of providing sufficient staffing levels to meet potentially new obligations. These new response
strategies include involvement with the SaferPDX project, Project Respond (to assist the Portland Police
Bureau’s initiatives to better manage incidents involving mental health issues) and, Portland Fire and
Rescue’s Rapid Response Vehicle initiative. Although these are partner agency initiatives, any changes
that are implemented will have a very direct impact on BOEC’s workload and staffing. For example, in

“the 2011 TriData “Fire Rescue Service Demand Update and Rapid Response Vehicle Staffing and
Deployment Review” done at Council’s direction for PF&R, it states “It is much more cost effective to

“save 30 seconds of response time through additional dispatch center staffing and technology than fo build
additional stations and staff additional units.” and “Portland has an opportunity to improve response time
by 45 seconds through dispatch center improvements.” Any initiative implemented which results in 2
staffing or workload impact to BOEC will require additional funding. -



SUMMARY OF BUDGET DECISIONS

‘The FY 2012-13 BOEC Requested Budget includes funding for operation of the 9-1-1 center at a level
similar to FY 2011-12 with the addition of funding for CAD support which was appropriated as a result .
of a budget note in the FY2011-12 adopted budget.

City Bureau AdJustments

City bureaus were directed to submit reduction packages of 4, 6 and 8 percent. The BOEC Requested _
Budget for FY 2012-13 includes a reduction of $656,678 in overtime salary costs for BOEC - $520,573 in
general fund support and $135,805 in BOEC partner jurisdiction support at the 4 percent level.
Depending on the impacts of the previously mentioned changes in partner agency procedures—this could
result in a severe increase in time per call to perform additional triage or pre-arrival activities. In turn,
this would result in slower call processing times and fewer calls handled per call taker, meaning that calls
could hold waiting for answer on 9-1-1 lines. Reductions at the 6 and 8 percent leve! will not only
critically reduce the overtime budget, but also eliminate currently vacant call taker positions. As stated,
any of these cuts are service effecting and impact BOEC’s ablhty to meet the mission of answermg 9-1-1
calls and dispatching pubhc safety responders

BTS / CAD Support Costs

The CAD system replacenient project was completed and is going very well, System implementation
occurred on April 17,2011 and currently there remain only 6 outstandmg issues being acldressed with the
‘vendor. : :

9.1-1 Ope'rations

Description

The 9-1-1 Operatlons program prowdes call-taking and dispatch services to the residents and emergency
Tesponse agencies of Multnomah County.

Goals

BOEC supports the City goal of ensuring a safe and peaceful community and the bureau s central goal of
pr0v1dmg excellent and timely call- takmg and dispatch services.

Performance

One of the most significant operations performance indicators is the percent of emergency calls answered

within 20 seconds. Performance on this measure has been slowly but steadily increasing, from 86% in FY
- 2003-04 to 98.2% in FY 2010-11. The goal established by the BOEC User Board is 90%.

~The average time to answer an emergency call has fluctuated over the past several years due to varying

" factors such as reduced staffing levels, requests by partner agencies to better triage calls ensuring that we
 are dispatching the most appropriate response, and implementation of a new CAD system. All of these

factors have had an impact on ocur availability to answer 9-1-1 calls. The FY 2010-11 performance

‘measures reported that the average time to answer an emergency call was 2.06 seconds.

Dispatch times are tracked for police calls, fire calls, and emergency medical calls from the point in
which the call comes in until the attempt to dispatch action. The primary focus is on response times to the
highest priority, most urgent calls. The performance goal for high priority police calls is to dispatch 90%



in 120 seconds; for high priority fire calls the goal is 90% in 60 seconds; for medical calls the goal is 90%
in 90 seconds. The percentage of high priority calls dispatched within these time frames is 85.9% for
police calls, 71.5% for fire calls, and 75.4% for medical calls.

Recruitment, training, and certification are a continuing challenge. BOEC’s goal is to have three
academies each year, hiring up to nine new staff per academy. Sometimes there are insufficient numbers
of successful applicants to conduct three academies so the bureau ends up having only two. BOEC hopes -
to certify up to 50% of the trainees. With normal attrition of eight operators per year, net staff increases
per year are at a slow growth rate. Recruitment efforts restarted in FY 2011- 12 after hiring was deferred
in FY 2010-11 due to the 1mp]ementat10n of the new CAD system.

Changes to Services and Activities
There are no significant changes to the program in FY 2012-13.
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Bureau of Emergency Communications -

Performance Measures

FY 2009-1¢  FY 2010-11 FY 2011-12 FY 201213 FY 201213

. Year-End  Year-End Revised Performance Performance

Performance Measure Type Actuals Actuals - Budget - - No Dec Pkg. With Dec Pkg

EC_ 0003 - Total Calls, Emergency Telephone Lines WORKLOAD 444,581 . 446,638 500,000' 500,000 500,000

EC_0004 - Total Calls, Nonemergency Telephone Lines WORKLOAD 253,085 . 262,613 300,000 300,000 100,000

EC_0005 - Percent of Trainee Class Certified Within 18 Months of EFFICIENCY 78% 0% 75% 75% 5%

Hire ) : : . : :

EC_O'OOS - Percent of Emergency 9-1-1 Calls Answered Within 20 EFFECTIVE 99% 98% 97% 97% - 97%

Seconds _ : . _ '

EC_OOO? - Percent of Police "Emergency Priority" Calls Dispatched EFFECTIVE 89% 86% 0% 90% 90%

Within 120 Seconds . :

EC_0008 - Percent of Fire "Urgent Priority” Calls Dispatched Within EFFECTIVE 2% 72% 75% 75% 75%

60 Seconds :

EC_0009 - Percent of Medical "Priority Emergency, 1, or 2" Calls EFFECTIVE 77% 75% 80% 80% 80%

Dispatched Within 8¢ Seconds _ .

EC_0010 - Average Time to Answer Emergency 9-1-1 Calls EFFECTIVE 2 2 4 4 10

(Seconds) _

EC_0011 - Calls per Emergency Communications Operator WORKLOAD - 3,969 4,511 4,000 4,000, 6,000

EC_0012 - Calls per Capita _ WORKLOAD - 1.00 - 0.97 1.10 1.10 1.10

EC_0013 - Overtime Hours . EFFICIENCY 9,977 11,245 11,000 11,000 3,500 '

EC_0014 - Gall Taker Certification Rate : ' EFFICIENCY. 71% 0% 70% T0% - 70%
A130/2012

Page 1 of 1



Total FTE and Salary by Class
Bureau of Emergency Communications

CY_REVBUD {Rep}

V752_N0_DP {Rep}

V52_TOTAL {Rep}

Grand Total

‘Class Title No. | Amount No. | Amount No. | Amount
30000434 Administrative Assistant 1.00 69,456 1.00 69,456 1.00 69,456
30000436 Administrative Supervisor | 1.00 63,840 _ 1.00 65,802 1.00 65,802
30000441 Buéiness Operations Manager 1.00° 100,044  1.00 100,044 1.00 100,044
30001533 Business Systems Analyst, Principal 1.00 20,5641  1.00 93,556 1.00 83,5656
30000031 Emerg Commun Call Taker - 6.00 271,362 8.00 283,022 6.00 283,022
30000034 Emerg Commun Dispatcher, Sr 102.00 5,903,058 102.00 6,023,232| 102.00 6,023,232
30000032 Emerg Commun Dispatcher, Trainee 6.00 239,616 6.00 251,988 6.00 251,988
30000786 Emerg Commun Operations Mgr 1.00 117,684 .00 117,684 1.00 117,684
30000787 Emerg Commun Operations Mgr, Assistant 2.00 187 656 2.00 187,656 2.00 187‘,656
30000789 Emerg Commun Program Manager ' 1.00 84,636 1.00 87,237 1.00 87,237
30000785 Emerg Commun Supervisor 11.00 903,780 11.00 914,438 11.00 914,438
30000835 Emerg Commun Support Specialist 2.00 87,912 2.00 87,912 2.00 87,912
30000788 Emerg Commun Training & Dev Mgr 1.00 89,112] 1.00 89,112 1.00 89,112
30000429 Emergency Communications Director 1.00 146,952 1.00 146,952 1.0 146,952
30000487 Emergency Management Program Manager 1.00 - 84,636 1.00 84,636 1.00 84,636
30000568 Financial Analyst, Sr 1.00 84,636 1.00 84,636 1.00 84,636
30000451 Management Analyst 1.00 76,584 1.00 76,584 1.00 76,584
300004_52 Management Analyst, Sr . 1.00 84,636 1.00 84,636 1.00 84,636
30000012 Office Support Specialist || 1.00 43,956 1.00 43,956 1.00 43,956
30000013 Office Support Specialist [N 2.00 103,800 2.00 103,800 200 103,800
Total Full-Time Positions ' 144.00 $8,833,920| 144.00 $8,996,339] 144.00 $8,996,339
30000448 Business Systems Analyst 1.00 68,394 0.58 40,936 0.58 40,936
Total Limited Term Positions 1.00 $68,394 0.58 $40,936 0.58 $40,936
145.00 $8,902,314] 144.58 $9,037,275| 144.58 $9,037,275
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FUND OVERVIEW

Fund Purpose

The Emergency Communication Fund is the operating fund for the Bureau of Emergency
Communications (BOEC). Expenditures are relateéd to emergency 9-1-1 call-taking and dispatch as well
as to administrative support for these activities. The fund revenues include an annual transfer from the
General Pund, state 9-1-1 tax funds, and payments from other regional jurisdictions served by BOEC.,
User jurisdictions, in addition to Portland, include Muitnomah County and the Cities of Gresham,
Troutdale, Fairview, Maywood Park, and Wood Village. Fund expenses include all BOEC operating

. expenses. '

| Activity Not Budgeted in Fund

The State of Oregon pays all costs associated with providing wireline and wireless services within
Multnomah County. These costs are paid directly by the state to the vendor and are not reflected in the
Emergency Communication Fund. ' :

Managing Agency

Bureau of Emergency Communications
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Bureau of Emergency Communications

Management Data
Commissioner in Charge: Amanda Frltz

Workforce Data
Minorities: 7.58%

Female: 72.73%

‘Non-Represented: 17.9%
Span of Control: 7.2 positions per supervisor
Management Layers: 1 to 5

Bureau Director: Lisa Turley

Website: www.portlandoregon.gov/911
Administration: 5.1% '

| M/W/ESB Contract $: 0.0% Prime & 0.0% Sub

Resourée and FTE Summary

Note: The Reduction column reflects the base less the 8% Decision Package, pet OMF direction.

FY 2011-12 FY 2012-13 FY 2012-13 FY 2012-13 FY 2012-13
. Adopted Base 8% Reduction Add Packages: Requested
GF Ongoing $20,361,697 $21,739,054 $1,312,755 ‘ $0 $20,426,299
GF One-Time : 0 0 0 _ 0 0
GF Overhead 0 0 0 .0 0
Bureau’s Choice 0 : 0 0 ‘ ol 0.
Other Revenues 2,641,696 2,691,696 0 0 2,691,696
Total Revenues $23,003,663 | $24,430,750 $1,312,755 ' $0 $23,117,995
FTE 145.00 144.58 | 6.00 0.00 138.58

Bureau Overview and Significant Issues

MISSION—OQur mission is to serve the community by prov1d1ng the v1tal link to the proper emergency
response using the most efficient operating systems available. In April, 2011, we successfully implemented a
new Computer Aided Dispatch (CAD) system. Collaborative work with our partner agencies continues as we
move through the stabilization period.

FISCAL ISSUES—BOEC has submitted three decision packages for the FY2012-13 budget at 4, 6, and 8
percent reductions to the General Fund as requested. It should be noted that these reductions will result in
additional loss of revenue from external user jurisdictions beyond the General Fund reduction amount. Thus, if
these reduction packages are implemented, BOEC will realize reductions at 5.04, 7.57, and 10.09 percent
respectively. The bureau has only one program—9-1-1 Calltaking and Dispatch. -Funding reductions are
limited to either salaries and benefits (including overtime) or I'T support. Reductions in IT support are not
feasible since the implementation of the new CAD system which requires a higher level of BTS support as well
* as increased vendor maintenance costs. We are currently understaffed. Until we reach the necessary level of
stafﬁng, we expect to average $500,000 in overtime costs to support staffing numbers and to'maintain levels of
service. The proposed reduction in the overtime budget as submitted, coupled with less than reqmred certified
staffing levels will result in slower call processing times and fewer calls handled per call taker, meanmg that
calls will hold longer waiting for answer on 9-1-1 lines.

PERFORMANCE MEASURES--If'the above proposed cuts are implemented, bureau performance measures
will be impacted. BOEC answers about 300,000 non emergency calls per year. Not all of these are public
safety dispatch-worthy events and should be handled by a more appropriate agency, such as a non-emergency
Call Center. The reductions in overtime will drastically impact our ability to staff the Operations floor 24/7. If
implemented, the proposed cuts will reduce the number of overtime hours available from 11,000 to 3,500 and
will compel BOEC to collaborate with other bureaus and with our partner agencies to determine how to best
serve the needs of the public by routing calls to the most appropriate agency. The attached dashboard shows
metrics of the BOEC non-emergency call volume for 2011 and the number of calls that could be routed to a
more appropnate agency.




PERFORMANCE DASHBOARD
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- BOEC Non-emergency Call Volume, 2011

100%

W If Handled by Non-emergency Call Center
Menday-Friday 8 a.m.-5 p.m.

# If Handied by Non-emergency Call Center

BOEC Volume With Non-emergency Center in Place 7 days/week 6 a.m-8 p.m.

~ The above graph demonstrates the impact of non-emergency calls on BOEC’s current 9-1-1 operations. During
2011, we handled 100% of these calls. The red part of the graph above shows the number of calls that “could”

" have been handled by a non-emergency call center that was open Monday-Friday, 8am-5pm. The gray part of

the graph shows the number of calls that “could” have been handled by a non-emergency call center open 7

days a week, from 6am-8pm. We believe that having such a resource available to the City would allow BOEC

to maintain effective 9-1-1 operations at current service and staffing levels.

Operating and Capital Requirements _ '
Note: The Request column reflects the base less the 8% Decision Package, per OMF direction.

FY 2010-11 | FY 2011-12 | FY 2012-13 | FY 2012-13 | FY 2013-14 |
Actuals. Adopted Base . Request Estimate
Operating - Base $17,640,356 | $20,361,967 | $21,739,054 | $20,426,299 | $23,445,156
Operating - One-Time Tnitiatives 0 0 0 0 - 0
Capital - New Construction 0 0 0 0 1,100,000
Capital - Major Maintenance 0 0 0] 0 0
Unappropriated Endlng Balance 0 2,641,696 2,691,696 2,691,696 2,741,696
Total $17,640,356 | $23,003,663 | $24,430,750 | $23,117,995 | $27,286.852
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Five-Year Financial Plan
Fiscal Year 2012-2013

REQUESTED BUDGET




City of Portland
Bureau of Emergency Communications

FY1213 Requested Budget
Five Year Financial Plan Narrative -

The five year plan starts in FY1213 prior to decision packages, BOECis
submitting three General Fund decision packages as requested, 4%, 6%, and
8% reductions. These have an actual |mpact to the Bureau budget of 5.04%,
7.57%, and 10.09% :

“Since it is unclear if any of these packages will be accepted by CdLinciI, BOEC
has listed the budget prior to decision packages as the starting point for the five-
year information. '

The current year is a very significant year for BOEC and public safety. The new
Computer Assisted Dispatch (CAD) system was implemented in April 2011. This
translated in a hold on hires of new dispatch and calltaker staff in order to focus
on training for the new system.

In FY1112, normal recruitment for new staff began in the Fall and Spring with a
goal of hiring at least 9 positions in each recruitment. We were able to hire 7
new staff in the Fall and hope to have equal or better success in the Spring,
provided we can obtain an exemption to the Citywide hiring freeze.

BOEC is anticipating the creation of nine new permanent positions in FY1314 -
'six Emergency Communications Senior Dispatchers (ECSD), two Emergency
Communications Supervisors (ECS), and one OSS {ll. The ECS positions are
needed to rebalance supervisory span of control, currently at 10 to 11 staff per
‘supervisor, down to 9 to 10. This is still far greater than the span of control
recommend by FEMA (5-7), but is a good first step. Additionally, with more
supervisors there will be less need for overtime to cover for supervisors out on
vacation or sick leave. :

In FY 1415, we anticipate the addition of one Senior Business System Analyst to
. the CAD Suppon Team. This position is required because of the complexity of
the new CAD system and continuing increase in cost for BTS overhead support.
We have found that it is much more cost effective to utilize BOEC staff to
manage as much of our technology needs as possible before calling in the more
expensive BTS support staff. Additionally, with more expertise on the CAD
Support Team they can become more familiar with some of the interfacing
systems and provide first-level troubleshooting in that realm.



In FY 1516, we anticipate the addition of six more Emergency Communications
Senior Dispatchers. As call volumes and calls for service continue to increase, it
is necessary that we have trained staff in place to manage those increases.

In FY 1617, we anticipate the addition of one Business Systems Analyst to the
CAD Support Team. This position will complete the technical team providing
support, not just to CAD, but also to the telephone system, the radio system, and
the various interfaces connecting to the CAD. Although they will not provide full
support to any of these systems (for that we rely on vendors or BTS), they do

- provided first-level support and troubleshooting capability so that any calEouts to
~vendors or BTS are minimized — fmancnal!y and length of time.

-BOEC antncapates Capital Investment beginning in FY1314 through FY1617 as
follows:

NextGen 9-1-1: State of Oregon funded support for improvements to the 9-1-1
system (NextGen 9-1-1). These improvements in the telephone system are
expected to include the capability for technology upgrades that will allow Voice
over Internet Protocol (VolIP), text messaging from handheld devices, and
video/photo transmissions directly into the 9-1-1 center.

Mobile Call Center Upgrades: BOEC would like to pursue the construction of at
least 2 alternate sites to locate the Back-up Trailer. This would require the
construction of some sort of concrete pad strong enough to support the weight of

“the fully loaded vehicle over time, the transport media (fiber, telephone,
microwave, radio) to the trailer, and electrical connections. Additionally, to
pro!ong the life of the trailer, a covered structure is desirable. Securlty for the
unit is also necessary — alarms, fences, etc. :

Computerized Emergency Medical Dispatch Triage System: This might be
necessary as soon as FY1112 depending on Council’s direction following their
acceptance of recommendations from the Tri-Tech PF&R RRV report. This is an
interface to the CAD computer that manages intake of emergency medical calls

to ensure appropriate response is dispatched in a timely manner. -
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City of Portland
Bureau of Emergency Communications

FY1213 Budget Submission - not updated

Customer Service Improvement Status Report

Bureau: Emergency Communications
Staff Contact: Lisa Turley

Phone: 503-823-0911

Date: January 30, 2012

Bureau Mission and Goals: The mission of BOEC is to serve the community by providing the
vital link to the proper emergency service response using the most efficient operating systems
available. The BOEC Service Improvement Plan focuses on improving BOEC operations in the
following areas: .

+ Focus on Quality Awareness—handling the receipt of calls and dispatching emergency

 services
+ Focus on Effective and Responsive Operaticnal Supervision

Customer Service Assessment: BOEC does not conduct any community surveys regarding
customer service. The City of Portland 20" Annual Community Survey Results issued in
November 2010 continues to include an assessment of the community perception of 9-1-1
services. The 2010 survey vielded that 80 percent of residents felt positively about 9-1-1
services. This compares favorably to past surveys and remains fairly high.

Workforce Development: The two most important efforts BOEC made to develop customer
service competency is by improving the outreach with the community and by enhancing the
performance review process to reinforce expectations of professionalism. BOEC partnered with ONI
to attend more neighborhood associations meetings than in years past. The BOEC goal was {o
listen to the public and discover ways that will make accessing 9-1-1 easier for them. The valuable
feedback BOEC received was immediately conveyed to staff in an effort to align the public's
expectations with the service BOEC delivered. The feedback also gave BOEC an opportunity to
have policy discussions with the BOEC partner agencies to ensure that what BOEC was
communicating was consistent with the actions of the responders.

As for the performance review process, BOEC supervisors took an active role in assessing
professionalism for all operational employees on a monthly basis. As an organization, BOEC
identified key customer service aspects by which to evaluate our employees. Employees reviewed
their calls with the supervisors and improvements were documented. Overall, BOEC has seen a
significant decrease in complaints from the public.
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Customer Service Improvement Status Report

Bureau: Emergency Communications
Staff Contact: Lisa Turley

Phone: 503-823-0911

Date:  January 30, 2012

Bureau Mission and Goals: The mission of BOEC is to serve the community by providing the vital link
to the proper emergency service response using the most efficient operating systems available. The
BOEC Service Improvement Plan focuses on improving BOEC operations in the following areas:

« Focus on Quality Awareness—handling the receipt of calls and dispatching emergency
services . .
» Focus on Effective and Responsive Operational Supervision

Customer Service Assessment

The bureau provides a Community Feedback form via www portiandoregon.gov/911 . Comments received
through the website are shared with appropriate staff members to respond or provide follow-up as needed.
BOEC is preparing to migrate to a new website which will enable more opportunities to interact with the

community.

Within the past year BOEC has focused on improving community outreach in an effort to better understand
customer expectations. The bureau partnered with the Office of Neighborhood Involvement (ONI) and Portland
Police to participate in neighborhood association meetings. As a result, 9-1-1 staff is more accessible to
community members. Feedback from community oufreach meetings has been communicated to staff in order
to better align public expectations with BOEC services.

The Auditor's Annual Community Survey included questions which assessed community perception of 8-1-1
services. The 2010 Community Survey Report stated 80% of residents felt positively about 9-1-1 services.
Survey results are available via the Auditor’s website.

Workforce Development

The 9-1-1 Operations process of performance reviews has undergone a significant revision with a focus on
providing respectful customer service delivery. Employees and supervisors review calls monthly to document
opportunities for improvement in call taking and customer service skilis. The bureau has seen a significant
decrease in complaints.

In the recruitment process for ali positions, customer service expectations are communicated in the job class
specifications, job announcements and during the interview process. New employee orientation and training
includes; daily evaluations which critique key elements of customer service delivery, an explanation of the
expectations of the BOEC Standard of Conduct, Code of Ethics, Customer Service Expectations and Staff
Workplace Aspirations.
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