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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
EOPS 

 
Strategy 1.2: Work with Bureau of Emergency Communications to receive more accurate 

and updated dispatch information. 
 

Goal #1 Performance Measure 
Ensure that 911 calls are triaged correctly and that 
resources are dispatched appropriately to meet 
enhanced public safety and ongoing operational needs. 

Reduce mistriaged PF&R 911 calls - those dispatch 
resources inappropriately to calls for emergency 
services - by 5% in each year 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
The response review tab in the incident system was activated in early 2011. The EMS Battalion Chief has been collecting and 
monitoring the information in the response review tab since that time. This program was announced with Chief’s Memo 11-
06—Response Review and at several weekly EOPS Division meetings. The information is aggregated by the EMS BC and 
placed into a memo that is sent out monthly to stations showing the information that has been submitted. 
 
Results Achieved: 
Responders are documenting call types that are possibly mistriaged. In addition, they are identifying chronic system users that 
may be better served through other service providers.  
 
Date(s) Completed: 
1st quarter of FY 11-12 with continuous updates and refinements. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Continue to collect and analyze data to ensure we are capturing what we need to make decisions related to this issue. 
 
Timeline: 
 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Chief’s Memo 11-06 Response Review (attached), EOPS meetings. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 1.3: Establish a Dispatch Triage Review Committee in conjunction with Bureau 

of Emergency Communications and other partner agencies to periodically 
review mistriaged calls. 

 
Goal #1 Performance Measure 

Ensure that 911 calls are triaged correctly and that 
resources are dispatched appropriately to meet 
enhanced public safety and ongoing operational needs. 

Reduce mistriaged PF&R 911 calls - those dispatch 
resources inappropriately to calls for emergency 
services - by 5% in each year 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  Mark Schmidt 
Supporting Individual(s): John Nohr, Ken Burns 
 
FY 10-11 Year-End Close Out:      Strategy 1.3 will be carried over to the next fiscal year for completion and included 

in the FY 11-12 Annual Business Plan 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
The Fire Triage Committee was temporarily suspended during the first quarter of 2012 while updates to the new Versadex 
CAD and MDTs were implemented.  Additionally, a Staffing and Deployment Study was completed by TriData that 
concentrated on call types,  non-emergent calls and rapid response vehicles (RRVs).  This led to new CAD configurations for 
the RRV deployment, which then delayed work on triage reviews.  
 
EMS Dispatch Committee has a subcommittee for C.Q.I.  The EMS Dispatch C.Q.I. sub-committee looked at the Stroke 
Cards to identify questions to assist dispatchers in proper triage. 
 
Results Achieved: 
The Stroke Cards were changed in late-December and the outcome is under review. 
 
Date(s) Completed: 
Triage review is an ongoing process.  Because of the time and effort necessary to pull and review audio tapes of calls, it is 
estimated that two triage guides per quarter can be completed.   This will continue throughout the life of the strategic plan.    
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Work with BOEC, Multnomah County EMS, PF&R, and other EMS providers in Multnomah County to establish an EMS 
Dispatch Triage Committee to perform similar functions as the Fire Dispatch Triage Committee.  
 
To increase effectiveness in the EMS/CQI process, as of 4/5/2012 the EMS Dispatch C.Q.I. sub-committee will be meeting 
bi-monthly to make modifications to the dispatch type-code cards.  On 4/5/2012, four cards were modified. 
 
Timeline: 
It will take more coordination to bring all players together for the EMS Dispatch Triage Committee.  It is likely that this will 
need to be pushed back to FY 12-13. 
 
The EMS/CQI process is an ongoing and time-consuming process. 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
A communication needs to be drafted and sent out that describes the Fire Dispatch Triage Committee and the methodology 
used to review calls and make recommendations for improvements.  
 
A bureau-wide communication describing the efforts to review and improve 9-1-1 triaging will be released once a formal 
process for reviewing EMS triage guides is established.     
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 1.8: Identify partners and work with them to share outcomes of interventions 

from initiation of incident through hospital discharge. 
 

Goal #1 Performance Measure 
Ensure that 911 calls are triaged correctly and that 
resources are dispatched appropriately to meet 
enhanced public safety and ongoing operational needs. 

Reduce mistriaged PF&R 911 calls - those dispatch 
resources inappropriately to calls for emergency 
services - by 5% in each year 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Division Support: Training & Safety/EMS 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Ken Burns 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
Enhanced partnerships with Multnomah County EMS and AMR Ambulance and are sharing protocols, training, and 
providing information related to the outcomes of patients.  
 
Results Achieved: 
Identified training needs, and potential changes to protocols. 
 
Date(s) Completed: 
Ongoing. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Develop a data-base to follow the patient from initial 9-1-1 call to hospital discharge. 
 
Timeline: 
Ongoing. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Memo will be sent. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 2.5: Develop partnerships with the regional health system for purpose of 

developing agreements and data base, which tracks uses of health services. 
 

Goal #2 Performance Measure 
Create and enhance viable opportunities for 
collaboration with other agencies to improve its service 
to the public. 

All existing interagency agreements have been 
reviewed and evaluated, and contact made with a 
minimum of three new potential partner agencies per 
year at the local, regional, or National levels. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Division Support: Training & Safety/EMS 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Ken Burns 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
Identified potential partners within the region. 
 
Results Achieved: 
Established relationships with key stakeholders. 
 
Date(s) Completed: 
Ongoing. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Schedule individual meetings/contacts with potential partners within the region.  Identify common concerns and interests.  
Define resources available from partners. 
 
Timeline: 
Ongoing. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Memos and reports. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 2.6: Develop and support a regional Operations Review Committee to share 

agency guidelines & procedures. 
 

Goal #2 Performance Measure 
Create and enhance viable opportunities for 
collaboration with other agencies to improve its service 
to the public. 

All existing interagency agreements have been 
reviewed and evaluated, and contact made with a 
minimum of three new potential partner agencies per 
year at the local, regional, or National levels. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Division Support: Training & Safety 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Todd Keathley 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
The Chief Safety Officer for PF&R has been active with five main groups concerning collaboration with partner agencies at 
the local, regional and national level.  These partner agencies include the City of Portland’s Office of Risk Management, the 
Metro Safety Officers Association (MSOA), the Oregon Occupational Safety and Health Administration (OR-OSHA), the 
Regional Fire Operations Group (RFOG) and the National Fire Protection Association (NFPA). 
 
 
Results Achieved: 
Portland Fire & Rescue received an award for achieving a significant reduction in losses during fiscal year 2011 against an 
average of the previous three fiscal years.  Losses were recognized in the following categories of risk exposure: General 
Liability - losses reduced 45%, Fleet Liability - losses reduced 24 % and Workers’ Compensation - losses reduced 45%.   
 
Metro Safety Officers Association (MSOA) meets bi-monthly and has recently completed a revision of the committee by-
laws and has been actively reviewing and revising organizational policies & procedures.  Revisions are forwarded to the 
Regional Fire Operations Group (RFOG) for approval and regional adoption.  RFOG meets monthly and created a web page 
to post regionally adopted policies and procedures to promote awareness and consistency across organizational boundaries.   
Multiple operational guides have been reviewed and recommended by the committee. Four guidelines were brought to the 
Multnomah County Fire Defense Board chiefs in early 2012 for adoption by Multnomah County agencies.   The OR-OSHA 
Firefighter Advisory Group is in the draft phase of a revision to OAR 437-002-0182 Division 2L 09 Oregon Rules for Fire 
Fighters.  A final draft will be completed when the committee meets again on May 23, 2012.   
 
PF&R has a long-standing principal member serving on the NFPA Technical Committee on Respiratory Protection 
Equipment.  This committee defines the national standard for NFPA 1981, 1952 & 1989.   As of November 2011, the Chief 
Safety Officer will serve as an alternate to the principal member on this committee.  Additionally, the Chief Safety Officer 
was selected as an advisory panel member for a three year NFPA research project funded by the Office of Homeland 
Security.  This project seeks to establish a scientific basis for a single PASS alarm signal for use throughout the U.S fire 
service, and address possible technological enhancements such as receiver enhancements and addressable non-audible 
frequencies.  
 
 
Date(s) Completed: 
2nd quarter FY11-12. 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Continue our participation with the identified groups and committees.   Continue to review regional policies and procedures 
to determine the need for clarification and / or revision. 
Timeline: 
Ongoing. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
The mode of communication to PF&R personnel will be in one of the following ways.  In the form of an interoffice, Training 
or Chief’s memorandum, as a General Order or Operational Guideline.  Additionally, information can be conveyed as a TV 
program through the use of TV services or as an agenda item for the monthly safety committee meeting.  OR-OSHA and 
NFPA committee work will be communicated in the form of a state or national standard and/or publication.  
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 3.6: Expand the use of internal Post Incident Review policy to major non-fire 

incidents. 
 

Goal #3 Performance Measure 
Continue to plan, coordinate, and communicate with 
City bureaus and partner agencies to enhance the 
City’s response to Low Frequency/High Consequence 
events.    

The plans for Low Frequency/High Consequence 
events are reviewed, updated and disseminated once 
every two years and as needed to all internal members 
and appropriate external partners. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process.  
 
Division Lead:  EOPS 
Division Support: EMS/Chief’s Office     
Individual(s) Responsible:  John Nohr 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
Battalion Chiefs complete incident reviews on fires and other significant responses. Incident types include fires, EMS, 
hazardous materials releases, motor vehicle crashes, multiple patient scenes, and any other incident the responding BC feels 
would be valuable. The responding BC completes the review and sends it to all PF&R Chief Officers. After reviewing the 
document, the EOPS Division Chief forwards the document to the EOPS Division, the Training & Safety Division, and the 
FMO Training Coordinator. 
 
In the 2nd quarter of FY 11-12 all incident reports dating back to 2008 were placed on the PF&R Intranet under the Training 
& Development tab.  
 
In the 4th quarter of FY 10-11 the Training & Safety Division began a program where a Training Lieutenant would complete 
an in depth review of major events and distribute bureau-wide. These reviews have been well received with positive feedback 
from personnel in all divisions. 
 
Results Achieved: 
Significant incidents are reviewed and the resulting document is distributed to PF&R Personnel. 
 
Date(s) Completed: 
This system is in place and has been functioning well since the 1st quarter of FY 11-12. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Formalization of the program, with guidelines about which incidents to review and timelines for completing a review. 
 
Timeline: 
A proposal for a formal program will be ready to present to the EOPS Division Chief by the end of the 4th quarter of FY 11-
12. 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Chief’s Memo 11-11—Incident Narrative Program (attached) communicated the incident reviews.  Posting of incident 
narrative reviews in on the PF&R intranet, Employee tab was distributed on April 12, 2011 and can be found at:   
http://www.portlandonline.com/fire/index.cfm?c=56611 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 11.1: Define the scope of inappropriate call types, which are those that do not 

require a response by PF&R. 
 

Goal #11 Performance Measure 
PF&R will work with community and regional partners 
to increase efficiencies within the emergency medical 
services system and to improve appropriate use of the 
911 system to ensure response readiness for actual 
emergencies. 

Decrease by 5% the number of inappropriate 911 calls 
- those calls that do not require a response by PF&R - 
per capita that fall into the "not appropriate for 911" 
category per year. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Ken Burns 
 
FY 10-11 Year-End Close Out:      Strategy 11.1 will be carried over to the next fiscal year for completion and included 

in the FY 11-12 Annual Business Plan 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
Established cooperation with Portland Fire & EMS CQI committee with AMR CQI committee.  EMS Dispatch CQI 
committee representation established. 
 
Results Achieved: 
Identified approximately 6000 SK3 responses. 150 of theses calls required a code 3 transport to the hospital. Joint CQI is now 
working to identify if the calls were mis-triaged.   Identified additional question to be added to Stoke type code card as a 
result of EMS Dispatch CQI process. 
 
Date(s) Completed: 
Ongoing, There are several type codes to process.  
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Review EMS reports, Response review program searching situation found different than Dispatch area.  Review 911 call 
audios of caller to determine if history obtained matches the type code. Identify additional questions that should be asked. 
 
Timeline: 
Ongoing. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Memos. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 11.2: Collect and analyze baseline data of inappropriate call types. 
 

Goal #11 Performance Measure 
PF&R will work with community and regional partners 
to increase efficiencies within the emergency medical 
services system and to improve appropriate use of the 
911 system to ensure response readiness for actual 
emergencies. 

Decrease by 5% the number of inappropriate 911 calls 
- those calls that do not require a response by PF&R - 
per capita that fall into the "not appropriate for 911" 
category per year. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Ken Burns 
 
FY 10-11 Year-End Close Out:      Strategy 11.2 will be carried over to the next fiscal year for completion and included 

in the FY 11-12 Annual Business Plan 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
The response review tab in the incident system was activated in early 2011. The EMS Battalion Chief has been collecting and 
monitoring the information in the response review tab since that time. This program was announced with a Chief’s Memo and 
at several weekly EOPS Division meeting. The information is aggregated by the EMS BC and placed into a memo that is sent 
out monthly to stations showing the information that has been submitted. 
 
Results Achieved: 
Responders are documenting call types that are possibly mistriaged. In addition, they are identifying chronic system users that 
may be better served through other service providers.  
 
Date(s) Completed: 
1st quarter of FY 11-12 with continuous updates and refinements. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Continue to collect and analyze data to ensure we are capturing what we need to make decisions related to this issue. 
 
 
Timeline: 
Ongoing. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Chief’s Memos, EOPS meetings. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 11.3: Prioritize types of calls to target for reduction. 
 

Goal #11 Performance Measure 
PF&R will work with community and regional partners 
to increase efficiencies within the emergency medical 
services system and to improve appropriate use of the 
911 system to ensure response readiness for actual 
emergencies. 

Decrease by 5% the number of inappropriate 911 calls 
- those calls that do not require a response by PF&R - 
per capita that fall into the "not appropriate for 911" 
category per year. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
No progress to report this period. 
 
Results Achieved: 
N/A 
 
Date(s) Completed: 
N/A 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
 
 
Timeline: 
 
 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 11.4: Engage regional partners in developing a comprehensive plan and strategies 

to address the issue of inappropriate use of the 911 system. 
 

Goal #11 Performance Measure 
PF&R will work with community and regional partners 
to increase efficiencies within the emergency medical 
services system and to improve appropriate use of the 
911 system to ensure response readiness for actual 
emergencies. 

Decrease by 5% the number of inappropriate 911 calls 
- those calls that do not require a response by PF&R - 
per capita that fall into the "not appropriate for 911" 
category per year. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Division Support: Prevention 
Individual(s) Responsible:  John Nohr 
 
FY 10-11 Year-End Close Out:      Strategy 11.4 will be carried over to the next fiscal year for completion and included 

in the FY 11-12 Annual Business Plan 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
No progress to report this period. 
 
Results Achieved: 
N/A 
 
Date(s) Completed: 
N/A 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
 
 
Timeline: 
 
 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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EOPS SERVICES DIVISION 
FY 11-12 Division Work Plan & Semi-Annual Status Report 

Division Head:   John Nohr 
Reporting Period:    July 1, 2011 – December 31, 2011 

 
Strategy 15.6: Improve dissemination of current post incident process of appropriate 

major and minor incidents to all fire stations. 
 

Goal #15 Performance Measure 
Provide ongoing and improve existing professional 
development for firefighters. 

Increase training productivity on firefighter skills by 20 
percent coupled with employee feedback. 

 
Background: Created in 2010 from the 10-15 Strategic Planning Development Process 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr     
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
All incident reviews completed by Battalion Chiefs are forwarded to PF&R Chief Officers. Upon review of the document, the 
EOPS Division Chief distributes the incident review to the EOPS, Training & Safety, and Fire Prevention Divisions.  
 
In the 2nd quarter of FY 11-12 all incident reports dating back to 2008 were placed on the PF&R Intranet under the Training 
& Development tab.  
 
In the 4th quarter of FY 10-11 the Training & Safety Division began a program where a Training Lieutenant would complete 
an in depth review of major events and distribute bureau-wide. These reviews have been well received with positive feedback 
from personnel in all divisions. 
 
Results Achieved: 
Incident reviews are completed by the appropriate Battalion Chief and disseminated to all fire stations. 
 
Date(s) Completed: 
2nd quarter FY 11-12. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Formalization of the program, with guidelines about which incidents to review and timelines for completing a review. This 
will allow for a quicker turnaround for the reviews and fire stations receiving the information within a reasonable time after 
the event. 
 
Timeline: 
4th quarter FY 11-12. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Chief’s Memo 11-11—Incident Narrative Program (attached) communicated the incident reviews and the posting of the 
reviews in on the PF&R intranet was distributed on April 12, 2011. 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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BI 57: Service Delivery Study-- Work with TriData Corporation to perform a 

service delivery study of PF&R to determine if rapid response vehicles 
purchased with GO bond proceeds should be staffed with existing or new 
resources. Efforts to support the study will come from members of the 
EOPS and MSD divisions. This action is prompted by a Council directed 
budget note in the FY 11-12 budget. 

 
Background: Newly created for FY 11-12 Annual Business Plan. 
 
Division Lead:  EOPS 
Individual(s) Responsible:  Don Russ 
Supporting Individual: Mark Kaiel 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
July -Sept:  Scope of Work, timeline and budget established for Service Delivery Study.  Agreement for Professional, 
Technical, or Expert Services contracted with TriData Division, System Planning Corporation. Project Managers assigned 
and Steering Committee established.  PF&R background submittal process started.  Kickoff Meeting held on September 14, 
2011 with PF&R Core Leadership Team, Project Managers and Tri-Data contractor personnel.  List of like metropolitan fire 
and rescue fire departments formulated for comparisons. Monthly progress report submitted to Core Leadership Team by 
project manager.    
 
Oct-Dec:  Initial Draft Report submitted by TriData to PF&R Core Leadership, Steering Committee and City Council.  
Content of the Initial Draft Report is comprehensively reviewed by PF&R Core Leadership, Steering Committee and City 
Council with interpretation and clarification provided by TriData.  Monthly progress report submitted to Core Leadership 
Team by project manager.  Final Draft Report submitted by TriData to PF&R Core Leadership, Steering Committee and City 
Council.  Work session scheduled for January 24, 2012 in lieu of a formal City Council presentation of the TriData Final 
Report.         
 
Results Achieved: 
A comprehensive report was created by TriData-System Planning Corporation which evaluated the rapid response vehicle 
(RRV) concept.  Recommendations on PF&R’s staffing levels, deployment and vehicle design were evaluated and 
comparisons with other similar service organizations with regards to overall staffing and deployment levels were produced in 
the report.  Several major tasks were outlined in the study which included updates of the population growth, demographics, 
risks and demand analyses, review of response time and reliability, determination of the staffing and assessing the safety and 
supervisory requirements for the proposed RRV program and assess the training requirements for implementation.             
 
Date(s) Completed: 
Final Report completed and distributed on December 2, 2011.     
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Hold work session involving City Council, PF&R Core Leadership Staff, TriData contractors, Multnomah County Health 
EMS Division, BOEC and Local 43. Follow City Council’s direction concerning the future of the RRV program.  Decision 
needs to be made by Core Leadership on viable options within the budgetary restraints of how to implement the RRV 
program as outlined in the report.       
 
Timeline: 
Council members and their appointed representatives are to review the details of the TriData report prior to the scheduled 
work session.  City Council work session is scheduled for January 24, 2011 in council chambers.      
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When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
TriData’s report is posted on PF&R’s website:   http://www.portlandonline.com/fire/tridata2011 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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BI 58: Fire Alarm Response Policy-- Determine if PF&R’s current response 

guidelines for residential and commercial alarms is appropriate and make 
changes to the response guides where fitting. Less than 1% of fire alarm 
responses by PF&R over the past 10 years resulted in an actual structure 
fire. By refining dispatch and response procedures for these calls, PF&R 
may be able to reduce up to 5,000 responses per year. An internal committee 
made up of PF&R company and chief officers will study the data and make 
recommendations. 

 
Background: Newly created for FY 11-12 Annual Business Plan. 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
Supporting Individual(s): Mark Gift 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
Ten years of PF&R false alarm activity from 2001 through 2010 was compiled and reviewed.  IAFC NFPA 72 articles and 
fact sheets were reviewed as well as an NFPA Journal article from July/August 2011.  After analyzing the initial statistical 
data one quickly comes to the conclusion that false alarms are a chronic problem across this nation. 
 
A significant number of fire departments were contacted and a request for information was made to each agency regarding 
false alarm policies for fire alarm systems, citations for repetitive false fire alarms and associated citation fee structures.  
Eight fire departments have responded back to our request at this time.   
 
A request to query Fires2000 data bases for fire alarm and sprinkler systems that are monitored is in process. Assistant Fire 
Marshal Doug Jones has helped coordinate the parameters of the data base search. Due to the PSSRP process, some data 
collection and program enhancements pertinent to this strategic plan item have been delayed or postponed at this time.  
 
False alarm citations are authorized by Portland City Code, Title 31 - 31.10.070 (A7).  Potential citation fees range from 
$500.00 to $2,000.00.  Reviewed false alarm notification letters sent to building owners by Fire Marshal’s office.  Citations 
are entered directly into FIRES2000, and then billed out through SAP along with the rest of the code enforcement billings by 
the Fire Marshal’s office.  Currently waiting for last fiscal year (2010 – 2011) data base query results for false alarm citations 
billed and revenue collected.   
 
Results Achieved: 
For Portland Fire & Rescue this translates to an average of 5,129.4 false fire alarms each year, which breaks down to a 
monthly average of 427.45.  PF&R responds to approximately 3 false commercial fire alarms for every false residential alarm 
response.  Approximately 12.7% of the commercial false alarm responses required a company to stay on scene over 20 
minutes, compared to 2.5% of the time for residential false alarms.  PF&R responded to an average of 62,499.9 calls per year 
during this ten year period.  False alarms make up an average of 8.2% of PF&R’s average call volume per year. 
 
Three of the contacted fire departments; Garden Grove, CA; Mesa, AZ; and Overland Park, KS; do not have a policy in place 
to address false fire alarm responses.  Five agencies responded that do have policies and/or ordinances, and fee structures in 
place for businesses that fail to comply with jurisdictional requirements for false fire alarms.  A brief description of the five 
agencies policies and citation fee structure regarding repetitive false alarms is below.  
 
Fullerton, CA: Annual adoption with fire code fee resolution.  First offense; warning letter, 2 false alarms in 30 days or 3 
false alarms in 6 months or a failure to notify the fire department when the alarm system is being worked on results in a 
$210.00 fine per responding unit. 
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Clackamas County Fire District #1: No charge for the first 3 responses to false alarms in a calendar year and a $125.00 
minimum fee thereafter.  Any response requiring multiple units or lasting over 30 minutes may include billing according to 
established hourly rates for apparatus and personnel plus administrative and overhead costs. 
 
Salem, OR: During a calendar year; $0 for first false alarm.  Second false alarm - $50.00.  Third false alarm - $100.00.  
Fourth false alarm - $150.00. Fifth false alarm - $200.00. Sixth false alarm - $250.00.  No more than two false alarms per 
calendar year will be excused unless occupant produces documentation of certified repairs. 
 
Tucson, AZ: Will site as necessary based on 2006 IFC 901 code fine provisions; $250.00 to $2500.00 per day. 
 
Vancouver, WA: Adopted as local ordinance into Vancouver Municipal Code; $500.00 per false alarm after the fourth false 
alarm in a 12 month period. 
 
Date(s) Completed: 
 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
Completion of data collection, data review by PF&R internal committee members and committee discussion on potential 
policy changes or alternate solutions to reduce false alarm responses and to reduce on scene time at false alarm responses. 
 
Timeline: 
December 31, 2012. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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MI 4: Rapid Response Vehicle Program Development- The general 

obligation bond passed by voters in 2010 provides for the purchase of 
four rapid response vehicles to supplement PF&R response resources. 
PF&R must develop a program to provide the following items: 

 
- Specification of vehicle design 
- Purchase of the vehicles 
- Personnel plan for staffing the vehicles 
- Determination of appropriate incident types for response 
- Geographic placement of the vehicles in selected stations 
- Evaluation of the program against desired outcomes 
- Refinement of the program to meet expectations, as necessary 

 
It is expected that the development of this program will involve 
multiple divisions of PF&R as well as outside agencies such as 
Portland Police, the Bureau of Emergency Communications, 
Multnomah County EMS, Gresham Fire & Emergency Services, and 
others. 

 
Background: Newly created for FY 11-12 Annual Business Plan. 
 
Division Lead:  EOPS 
Individual(s) Responsible:  John Nohr 
Supporting Parties:  All PF&R Divisions, MSD Data Analysis, Ken Burns 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed: 
PF&R commissioned a study by the TriData Corporation to look at the proposed program and whether it can be staffed with 
existing resources or if new resources would be necessary.  
 
The study was completed in December 2011 with a presentation to City Council scheduled for January, 2012. The study 
recommended four sport utility vehicles be purchased and provided options for staffing.  
 
Considerable staff time and effort has been expended by PF&R to support this study and develop the pilot program.  
 
Results Achieved: 
The study was completed and sent to City Council. PF&R was provided with much information and feedback about our 
current operations and how we can possibly make modifications to continue to meet service demand. 
 
Date(s) Completed: 
Study completed in December 2011. 
 
Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps: 
PF&R will develop a pilot program to implement many of the recommendations of the service delivery study. The anticipated 
start date for the pilot program is April 12th, 2012. 
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Timeline: 
Development of the pilot program will occur in the 3rd quarter of FY 11-12 with the pilot slated to start on April 12th, 2012. It 
will be a six month pilot with data collected and analyzed to determine what modifications need to be made. 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
Communication mode used & release date (attach hard copy, electronic file of communication, web link address, etc): 
Multiple, including Chief Memos, CORE meeting minutes, EOPS meeting minutes, and a live Chief’s Corner in January 
2012.  TriData’s report is posted on PF&R’s website:   http://www.portlandonline.com/fire/tridata2011 
 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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MSD – BUSINESS SERVICES  

 
BI 17: PF&R with BTS should develop a disaster recovery plan that provides for 

recovering PF&R Bureau specific applications as needed and for providing 
various IT support during emergency events.  

 
Background: TriData Recommendation #107. Carry-over from 09-10 Annual Business Plan, 

previously BI 154. Per Jack Graham at 07/01/2010 CORE work session, Jay Guo and 
Leon Hart: 1) to obtain status of station data backup and 2) outline BTS disaster recovery 
plan regarding data recovery. 

 
Division Lead:  MSD – Business Services    
Individual(s) Responsible:  Leon Hart 
Supporting Individual:  Jennifer Cooperman 
 
FY 10-11 Year-End Close Out:      BI 17 will be carried over to the next fiscal year for completion and 

included in the FY 11-12 Annual Business Plan 
 

FY 11-12 Semi-Annual Status Report – July 1, 2011 – December 31, 2011: 
Describe what activities or actions have been completed toward achievement of the strategy.    Description should clearly 
state what was completed, results achieved, and when completed (date). 
What completed:  

1. In FY 09-10, PF&R identified a risk to its disaster recovery plans in that computer data in the stations was not being 
backed up anywhere off site.  As of September 27, 2011, BTS performs an automatic daily system-wide backup of 
the Station Administration folders maintained on the master computer within each PF&R station.  This backup does 
not require station personnel intervention; station personnel receive a daily email from BTS confirming the status of 
the backup.  Station personnel have instructions on how to restore lost files, if needed, outside BTS normal business 
hours. 

2. Regarding IT support during emergency events, as of March 5, 2012, PF&R staff has been informed how to access 
BTS support resources both during and after BTS normal business hours. 

3. Regarding the broader picture of bureau-wide disaster recovery, the source code for PF&R’s FIS applications is 
maintained on servers (PFBData, PFBApps, PFBReports) in BTS in the Portland Building.  PF&R’s Application 
Analysts check-in and out of the version control repository on PFBApps as they work on these applications on their 
desktops at Logistics.  Data is backed up nightly to the SAN at BOEC.   

Results Achieved:   
1. Daily backups of data on station computers. 
2. Communication to bureau personnel regarding availability of BTS support resources. 
3. Backup to PF&R-specific applications. 

Date(s) Completed:   
1. September 27, 2011. 
2. March 5, 2012 
3. No changes to processes that have been in place. 

Describe what activities or actions remain to achieve the strategy (next steps) and the estimated timeline for completion. 
Next Steps:  
 
Timeline: 
 
When strategy is completed, will results be communicated to PF&R staff?   If yes, please specify the communication mode 
and date (i.e., interoffice memo, Chief’s memo, newsletters, web links, other).    If you would like help communicating 
completed strategy results from the Strategic Plan Communications Subcommittee, please check box below. 
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Communication mode used & release date (attach hard copy, electronic file of communication, weblink address, etc): 

1. Computer Memorandum (11-04) was distributed to PF&R on September 27, 2011 which included documentation for 
the Station Computer Notebooks. 

2. Computer Memorandum (12-01) was distributed to PF&R on March 5, 2012, which included documentation for  the 
Station Computer Notebooks. 

3. This does not need to be communicated to general PF&R staff. 
Help is requested from the Strategic Plan Communications Subcommittee communicating results: 
 

    Yes                   No 
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