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CiTtY OF PORTLAND Lisa Turley, Director

- . Post Box 1927
BUREAU OF EMERGENCY COMMUNICATIONS Portland, Oregon 97207
502.823.0511

Ted Wheeler, Mayor FAX 503.823.4630
Amanda Fritz, Commissioner www . partiandonline. com//S11

“Call performance measures have been met

O e in recent years through the extraordinary

Commissioner Amanda Fritz
Commissioner Dan Saltzman

efforts of our staff....”

Re: FY 1718 Budget Submission
Dear Mayor Wheeler and Commissioners Eudaly, Fish, Saltzman, and Auditor Caballero: ‘
Tt

The Cit’;" of Portland has EXDTESSEL‘I heo Aaciea tn o o cafn eacilinnt and spaeafiil cammeminie
BOEC is central to Council and com . .
emergency management, and is o Bureau of Emergency Communications
emergency shelter safety managen - —_—

the residents and emergency respa|  Public Safety Service Area

providing 9-1-1 services Is costly,

Call performance measures have by
of our staff and by using increasing
actual number of certified staff con

now surpassed its capacity, as staff _— IIBOEC’S first key performance measu re iS the

BOEC management is intensely see) Kﬂ‘ Performance |
an effort to prevent or slaw perforn|

s e s recnece PEFCENT OF @mergency calls answered within 20

accepted by our public safety partn

A rbuaal Artual

our Fraining approach, look at aptig) Demen',a;e of i]
et enenn 2= saconds. Performance . . . has been slowly but
ntroduced, erceniage of
. - seconds . . . .
mentesiatannd een Steadily increasing, from 86% in FY03-04 to
are anticipated. :ﬁpa:med with

I il 99.6% in FY15-16. ... In FY15-16, the average

Competence - [ntegrity -

@ time to answer an emergency call was 1.2

P e o e Number of over
An Eaua) Percent of new | secon d S ”
Workload i
Total number of emergency telephane line calls 526,243 530,343
Total number of nonemergency telephane line calls 299,007 34916
Number of calls per emergency communications operator 7,502 7.937

Number of calls per capita 1.10 1.00




Bureau’s

Corrected Numbers

Performance Measure Numbers
(Dec. 2016 — Apr. 2017)*
(FY15-16)
90% of emergency 911 calls
answered within 20 99.6% 67.8%
seconds

Average time to answer

1 second 23 seconds

emergency 911 calls

*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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