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Bureau of Emergency Communications
The Bureau of Emergency Communications (BOEC) submitted a base budget of $24,789,778,
including 176 authorized positions, 142 full-time and 34 limited-term positions. The FY 2017-18
Requested Budget includes a proposal for a 2% General Fund reduction along with add packages for
13 certified positions and $500,000 for the project management and implementation planning of the
3-1-1 system.
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Key Issues
Staffing Issues
As in previous years, staffing remains the key issue for BOEC. The bureau currently has 77 filled
certified positions out of 107 authorized. BOEC continues to face challenges in hiring and
retaining an adequate number of certified operators for its operations. The bureau estimates
that it loses 12 call takers/dispatchers per year due to retirements and departures. Long‐
running scheduling practices, including rigid seniority rules, could be contributing to the
bureau’s staff retention challenges.
In FY 2016‐17, BOEC has implemented several new strategies to increase the number of recruits
for its certified operators. The bureau has added a third trainee academy, with the goal of hiring
ten trainees per academy and eventually certifying an additional four to seven call
takers/dispatchers. Another strategy is to certify trainees first as call takers and then assign
them to work for six months on the operations floor before moving them on to police dispatch
training. These two strategies have been recently implemented; it is too early to assess their
effectiveness in filling staff vacancies.
The FY 2016‐17 Adopted Budget includes a budget note directing BOEC to comprehensively
review its long term staffing requirements as well as operations set‐up. BOEC has retained a
consultant for this study and the findings are expected to be released in March 2017.

Performance Measures
In FY 2015‐16, BOEC exceeded its annual target in “percentage of emergency 9‐1‐1 calls
answered within 20 seconds,” answering 99.6% of calls within 20 seconds, and averaging just
one second to answer emergency 9‐1‐1 calls. This is consistent with bureau performance in the
previous two fiscal years. The Bureau of Technology Services (BTS) recently implemented
technology upgrades which have generated data that indicate that 9‐1‐1 call hold times may be,
on average, longer than previously reported. Comprehensive revised information about call
hold times is not currently available. BTS is developing an automated method that will allow
BOEC to receive the new information about hold times.
Also in FY 2015‐16, BOEC did not meet the annual targets for the remaining three KPMs
pertaining to dispatch time; the bureau cited under‐staffing as the cause. Comparing
performance measures between FY 2014‐15 and FY 2015‐16, the staffing needs are evidenced
in other bureau performance measures: the number of bureau calls per operator increased by
6% to 7,937 calls/year, and the number of overtime hours increased by 66% to 18,182. The
total number of calls increased slightly, with emergency calls increasing by 1% and non‐
emergency calls increasing by 7%. BOEC continues to face challenges in hiring and retaining an
adequate number of certified operators to perform call answering and dispatching duties. The
bureau has lowered the original FY 2016‐17 targets as well as the targets for FY 2017‐18 for all
four KPMs to reflect these staffing challenges.
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Decision Package Analysis & Recommendations
BOEC 2% GF Reduction Parts 1 and 2, EC_01 and EC_02, ($382,613)
These two decision packages comply with the budget guidance to propose a 2% General Fund
reduction for public safety bureaus. For BOEC, this reduction equates to $382,613. Of this
amount $302,035 is General Fund and $80,578 is from partner jurisdictions in Multnomah
County.
This reduction would impact the overtime account and would reduce its budget by 23% in FY
2017‐18. As BOEC continues to face challenges in hiring and retaining an adequate number of
certified operators to perform call answering and dispatching duties as explained above, the
bureau is using an increasing amount of overtime to enhance staff availability. In FY 2015‐16,
overtime was overspent by $432,576 by year end. Savings from vacant positions provided the
necessary funding to cover overtime costs. Similarly, in FY 2016‐17, $640,278 was budgeted for
overtime, and CBO currently projects overspending by approximately an additional $541,335.
BOEC will continue to fund these overtime costs by using savings from vacant positions and
additional funding for the 13 positions requested for this fiscal year to cover overtime costs.
Based on the above findings, CBO believes that reducing the budget for overtime in FY 2017‐18
would negatively impact BOEC operations; therefore, CBO does not recommend the 2% General
Fund reduction as proposed.

CBO Recommendation: $0
Create Ongoing Positions with Existing Funding, EC_03, 13.00 FTE
This decision package would add 13 Emergency Communications Dispatch positions to BOEC
funded by existing resources. In FY 2016‐17, BOEC requested ongoing funding to add the above
positions to its budget. The impact on the General Fund was $858,527 and the remaining was
funded by BOEC partners, for a total of $1,091,376.
Council approved the funding, but not the positions because the bureau still carried several
vacancies at the time. As discussed in Key Issues, Council directed BOEC to embark on a study to
comprehensively review its long‐term staffing requirements as well as operations set‐up,
including training, scheduling, ongoing education, and quality control. CBO does not
recommend the creation of additional positions at this time. CBO recommends delaying this
decision pending the completion of the study.

CBO Recommendation: 0.00 FTE
3‐1‐1 Project Management and Implementation Plan, EC_04, $500,000
BOEC requests $500,000 in one‐time General Fund resources to fund the project management
and implementation plan of the 3‐1‐1 system. This would be a Portland‐only project, so there
will be no participation from partner jurisdictions in Multnomah County.
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A study assessing the feasibility of implementing a 3‐1‐1 system in the City was accepted by
Council in November 2014. This report recommended that Portland create a call center to
streamline handling of non‐emergency calls and access to government services and
information. Approximately 25‐35% of 9‐1‐1 calls to BOEC are non‐emergency, so
implementation of a 3‐1‐1 system would likely result in reduced workload for BOEC operations
staff. Detail on the scope of this project is not yet defined and CBO recommends waiting for
information on the project scope before consideration of funding. As more information
becomes available during the budget process, CBO will review it and make recommendations
regarding funding.

CBO Recommendation: $0
BOEC Bargaining Agreement, EC_05, $261,536
The City is currently in labor negotiations with the American Federation of State, County and
Municipal Employees Council 75 Local 189‐2. At the time of CBO recommendations, bargaining
has gone to arbitration. The City's offer will cost an additional $249,006 in ongoing resources
and $12,530 in one‐time resources for FY 2017‐18. If the arbiter sides with the Union’s last best
offer, the total ongoing cost of the labor agreement will ramp up to $1,015,443 by FY 2018‐19.
This would require the City to budget or relocate an additional $407,363 in FY 2017‐18 and
additional $346,545 in FY 2018‐19. This package reflects the City’s last best offer.

CBO Recommendation: $261,536
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Bureau Budget Summary – Request and Recommendations
Adopted
FY 2016‐17
Resources
Budgeted Beginning Fund Balance
Charges for Services
Intergovernmental Revenues
Fund Transfers ‐ Revenue
Miscellaneous Sources
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$
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Base
(A)
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CBO
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Recommended Recommended
Packages (B) Adjustments (C) Revised (A+B+C)

1,085,886 $ 1,470,269
349,000
375,749
7,784,545
7,852,805
15,681,759
15,080,955
10,000
10,000
$24,911,190
$24,789,778

$ 16,222,467 $ 16,441,774 $
819,511
869,818
4,498,227
4,909,389
1,412,541
232,141
882,708
859,391
1,075,736
1,477,265
$24,911,190
$24,789,778

$
(80,578)
197,965

80,578
63,571

1,470,269
375,749
7,852,805
15,342,491
10,000
$25,051,314

$117,387

$144,149

(382,613) $
500,000

644,149 $ 16,703,310
(500,000)
869,818
4,909,389
232,141
859,391
1,477,265
$144,149
$25,051,314

$117,387

BOEC funds its operations primarily by General Fund resources (80%) and through contributions
from partner jurisdictions in Multnomah County (20%). Overall the FY 2017‐18 Requested Budget
is consistent with the bureau’s budgets in previous years. The Debt Service allocation drops
significantly due to the completion of the Computer Aided Dispatch system debt service. The final
payment was made in FY 2016‐17. CBO does not recommend the bureau’s proposal for the 2%
General Fund reductions, nor requests for additional positions or funding for the 3‐1‐1 system. A
decision package for the bargaining assumption was added by CBO for budgetary purpose. Please
see the section Decision Package Analysis & Recommendations above for discussion of these
items.
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City of Portland
Decision Package Recommendations
(Includes Contingency and Ending Balance)
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Adds
EC_03 - Create ongoing positions with existing funding

01
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0
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0
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