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“Call performance measures have been met 
in recent years through the extraordinary 
efforts of our staff . . . .”

“BOEC’s first key performance measure is the 
percent of emergency calls answered within 20 
seconds. Performance . . . has been slowly but 
steadily increasing, from 86% in FY03-04 to 
99.6% in FY15-16. . . . In FY15-16, the average 
time to answer an emergency call was 1.2 
seconds.”



Performance Measure
Bureau’s 
Numbers
(FY15-16)

Corrected Numbers
(Dec. 2016 – Apr. 2017)*

90% of emergency 911 calls 
answered within 20 

seconds
99.6% 67.8%

Average time to answer 
emergency 911 calls

1 second 23 seconds

*The Bureau of Technology Services calculated five months with complete data at the Ombudsman’s 
request.



National Industry Standard
Corrected Numbers

(Dec. 2016 – Apr. 2017)

90% of emergency 911 calls 
answered within 10 seconds 

(during the busy hour)
29.6%
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