RESOLUTION No. 37297

Direct the Bureau of Emergency Communications to work in consultation with partner
agencies to review standards for call answering based upon national best practices
(Resolution)

WHEREAS, the Bureau of Emergency Communications (BOEC) is critical to all
emergency response and dispatch and provides all the 9-11 and non-emergency call
answering within Multhomah County; and

WHEREAS, the Bureau of Technology Services (BTS) is responsible for providing
technology support for the BOEC emergency communications system, and provides all
call data to BOEC; and

WHEREAS, BOEC has endeavored to improve call answering times and provide better
service to the community; and

WHEREAS, in December 2016, the City Ombudsman’s office issued a report detailing
that for more than a decade the City’'s emergency communications system had lost
information which had caused under-reporting of call times and abandoned call rates;
and

WHEREAS, BOEC has taken some steps to remedy this situation but issues still
persist; and

WHEREAS, the City Ombudsman'’s office is issuing a follow up report detailing issues
with inaccurate performance data collection and reporting; and

WHEREAS, City Council has provided resources for additional staffing during the
regular budget process and protected the additional capacity from budget cuts; and

WHEREAS, additional staffing, while needed, is only a portion of the solution and must
be coupled with leadership, review of practices, and more accurate data on
performance measures to assess progress and identify problems; and

WHEREAS, BOEC and BTS with the assistance of other City bureaus will move forward
with steps to ensure that this critical service is supported, accountable, and has
appropriate performance metrics using the National Emergency Number Association
(NENA) Call Answering Standard/Model Recommendation.

NOW, THEREFORE, BE IT RESOLVED that the performance measurements for BOEC
should be reviewed based upon the NENA Call Answering Standard/Model
Recommendation.

BE IT FURTHER RESOLVED, BOEC and BTS will work collaboratively to ensure that
performance data collection and reporting is accurate.

BE IT FURTHER RESOLVED, BOEC, BTS, OMF, and the City Budget Office will hold a
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Government Accountability Transparency Results (GATR) session with public safety
partner agencies focused solely on the City’'s 911 services and identify areas for
improvement in business processes.

BE IT FURTHER RESOLVED, The City’s Technology Oversight Committee (TOC) will
review all technology changes to the 911 service to determine if they are appropriate for
TOC oversight.

BE IT FURTHER RESOLVED, that BOEC, BTS, OMF, and the City Budget Office will
return to City Council during the Fall Budget Monitoring Process with refined metrics and
recommendations for implementation.
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