
2018 Performance Measurements

Presenter
Presentation Notes
Each year we review various performance measures to see how we are doing, where we can improve, and what areas are performing well.   
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911 ANSWERING STATISTICS

911 Calls Answered within 15 Seconds (Goal 95%)

911 Calls Answered within 10 seconds (Goal 90%)

Presenter
Presentation Notes
I usually begin this presentation by covering call processed on the dispatch floorHowever this year due to the transition to Esinet II (the latest Next Generation 911 IP network for Washington state) these numbers are not yet available.  Once these numbers are available, we will update this presentation on our site. We will begin with CALL ANSWERING PERFORMANCEFirst we look the NFPA1221 goal which - 95% of all 911 calls are answered within 15 seconds. We  continued to exceed this standard in 2018 with 99.38%. Up slightly from 99.2% in 2017.  We also look at Kitsap 911’s internal goal of all 911 calls answered within 10 seconds 90% of the time.  We also exceeded this goal with 97.83%, up from 97.5% in 2017.The average 911 call was answered in 3.42 seconds, down from 3.58 seconds in 2017 and 4.2 seconds in 2016. 
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Presenter
Presentation Notes
Our Average talk time for all calls taken in 2018 was 166 seconds, this is up from 164 seconds in 2017.    Depending on the time of day, this fluctuates about 20 seconds either direction; 1300 to 0000 are our busiest hours, and include our highest priority events, while call volume drops off most mornings after 0200.
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Presenter
Presentation Notes
The dispatch floor processed 163 text to 911 events in 2018. This was a 39% decrease from the 267 text events in 2017, Although texting is being used less often overall, there is more frequent use for the right reason.  



DISPATCHED EVENT HISTORY 1993 to 2018
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229,803 Law                37,394 Fire/EMS               2364 Other               Total 
269,561

LAW FIRE MISCLAW

Presenter
Presentation Notes
Looking at dispatched events…In 2018 Kitsap 911 handled 269,561 broken down between law, fire, and other events. This is just over a 1% increase over 2017 (266,350) . Law enforcement accounted for 229,803 of our total events  (2017’s 227,132)   Fire/EMS accounted for 37,394 (36,877 events.)    Other events accounted for 2364. 



Priority 1 Law Enforcement 

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

Average 
Dispatch 

Time 
Priority 1 

Law  Events 28.10 32 28.14 27 22.7 27.7 23.57 26.34 28 29

Presenter
Presentation Notes
Looking at our processing times for priority 1 law enforcement events,  The goal in to dispatch these events within 30 seconds of their appearance in the CAD system. We met this goal for 2018 with an average of 29 seconds, this was a 1 second increase from 2017.  In 2018 Kitsap 911 conducted a radio congestion study to review the amount of radio traffic on the three law enforcement channels and associated workload. SOUTH showed to be our most congested channel with an average of 75% usage, with NORTH and BPD at 50%. Highs on SOUTH were the most concerning ranging from 85% utilization 36% of the time to 100% utilization 7% of the time.    Productivity is impacted at this rate of work.  This performance measure is an indicator of this impact.  Over the last several years, the seconds have continued to increase as to how long it takes for a dispatcher to dispatch a priority 1 event.  A workgroup was formed to developed recommendations to decrease traffic and workload.   The first round of recommendations has been approved by the Chiefs and will be implemented by May 2018.  



2017 & 2018 Fire & EMS Initiative

Purpose:   Research and evaluate options to reduce the time between when 
a call to 911 is received and when resources are alerted to and have been 
provided enough information to respond. 

Outcome: Implemented Operational changes to decrease times.

– Condensed Initial Dispatch

– Created a new fire macro to assist the dispatchers to quickly dispatch 
events

– Updated call processing and dispatch policies 

– Shortened the length of tones for each agency

– Conducted fire refresher training for all operations personnel. 

– Updated EMS event processing 

Presenter
Presentation Notes
In 2017 Kitsap County’s Fire Chiefs asked Kitsap 911 to review call processing and technology used to alert responders to calls for serviceand potentially reduce the time between when a call to 911 is received and when responders are alerted to respond. In 2017 and 2018 Operational changes were implemented to reduce these times:   Condensed Initial DispatchCreated a new fire macro to assist the dispatchers to more quickly dispatch fire/EMS eventsupdated call processing policies Held fire refresher training for all operations personnel. Shortened the length of tones for each agencyChanged medical event processing Not all of these changes worked perfectly. Some were implemented, then tweaked a bit or reverted back.  But agencies and Kitsap 911 were committed to the process and worked to implement changes that made sense and decreased the time it took to get from  the 911 call to ems personnel being able to respond.    



Results of 2017/2018 FIRE/EMS 
Operational Changes 

2017 2018

90% Dispatched Within 64 Seconds 56% 84%

95% Dispatched Between within 106 Sec. 91% 96%

Answered to Dispatched 1:07 :47

Fire Agency Turnout Time Average 1:07 1:04

Fire Agency Dispatch to On Scene Average 06:45 06:50

Presenter
Presentation Notes
The results of these operational changes are clear:   Kitsap 911 call processing times have improved in both NFPA categories: For the first category  - 90% of events dispatched within 64 seconds, we went from 56% to 84%.  for the 2nd category, 95% of events dispatched within 106 seconds, we went from 91% to 96%.A percentage is difficult to show what this really means, time is more clear.    In 2017 it took, on average,  1 minute and 7 seconds for Kitsap 911 to answer a 911 call,  figure out what type of fire or aid response needed to be started, get that call entered into the CAD system, and then dispatch the event.    In 2018 our average for this same process dropped to 47 seconds.  That is a decrease of 20 seconds between the call is answered and units are dispatched. The county average for fire agency turn out times has also decreased 3 seconds from 2017 to 2018.  The county average for response time shows an increase, however 4 agencies did decrease response times, 1 agency stayed the same and 1 agency increased.     The operational changes have decreased the amount of time between when a 911 call is received and a ems units is dispatched, on average countywide, by 18 seconds.  That may not seem like an extremely high number until you realize that seconds actually do safe lives. Technology improvements will further decrease response times.  We are near the end of the process of selecting a vendor for our digital alerting system.  At this time we have received two detailed design documents from our top vendors and will be meeting in the coming weeks to go through the final selection process. 



KITSAP 911 Staffing Today 
76 Full Time Permanent Positions

1 Full Time Temporary

3 Extra Help

7 Vacant Operations Positions  1 Vacant Tech Position

9 recruitments in 2018

– 4 Operations, 4 Technology, 1 Management

– Two Primary Call Receiver academies 
• 6 Trained Primary Call Receivers 
• 7 Call Receivers in-training 
• 4 in Law Enforcement Training

Telecommunicator Recruitment April 8th, 2019. 

Presenter
Presentation Notes
Now let’s look at Kitsap 911 Staffing We have 76 BUDGETED full time positions and 3 extra help employees.  62 of these positions are dedicated to the operations group.  Currently  7 vacant Operations positions, 1 vacant Technology PositionCompleted 9 recruitments in 2018.       We continued the trend of shorter recruitment periods, averaging 3 months or less (from our previous average of  6 months.)  These recruitments resulted in 2 primary call receiver academies, 6 trained call receivers, 7 call receivers in training, and 4 in law enforcement training. We have 3 employees prepared at attend another law enforcement academy in May 2019. Our next Telecommunicator recruitment opens April 8th.   Our Technician recruitment will be opening within the next few weeks. 



Average Tenure:   9.43 Years 

Retention Rates:
Non-Probationary 88.19%. 

Probationary: 81.48%

Average sick leave per employee per year:
74.16 hours  

Hours of overtime worked: 
13929

KITSAP 911 EMPLOYEES

Presenter
Presentation Notes
Looking at our employees: Our average tenure is now 9.43 years down from 9.78 in 2017      We had 3 20+ year employees leave Kitsap 911 in 2018 which accounts for the decrease  Non-Probationary Retention Rates 85.19% down from 88.5% in 2017.  Probationary: Retention Rates 81.48% this is up from 67% in 2017.  In 2018 we had  13 full time employees leave KITSAP 911.     5 of them were Probationary and 8 were not.                         Probationary – 2 were terminated for job performance.  1 resigned due to job performance.  1 resigned due to medical reasons, 1 left to become a paramedic.   Non-probationary – 2 took a different job, 2 relocated, 1 left for medical reasons, 2 retired, and 1 was terminated. Average sick leave per employee for 2018 rose to 74.16 hours from 45.39 hours in 2017. (63.38% increase)      Overtime hours worked in 2018 was 13,929 hours, up from 12,055 in 2017.    (15.55% increase)  While we worked with the guild on staffing agreement to decrease overtime from vacant positions we could not surpass the impacts of the increased sick leave that began with the new sick law in the beginning of 2018.   



Performance Inquiries

4 Internal Investigation; 3 Founded  

Founded , 788

Kudos, 328

Unfounded, 51

Ext. Founded , 137

Ext  Kudos, 44

Ext. Unfounded, 22

External, 203

Founded Kudos Unfounded Ext. Founded Ext  Kudos Ext. Unfounded

Presenter
Presentation Notes
Looking at inquiries for the year…      These are REVIEWS of concerns we have or receive from any of our customers – citizens, member agencies, etc. They also include kudos for handling an event well or for going above and beyond.  There were 1167 inquiries investigated by our supervisory groupOf those,  67% (788) were founded, up from 60% in 2017. 4% (51) were unfounded, down from 9% and 29%  (328) were kudos,  down from 31% in 2017.    Of those 1167, 17.4% (203) were from an external source, down from 22% in 2017.   22% (44) of those external inquiries were kudos, up about 1%,  67% (137) were founded, down from 72%,   11%  (22) were unfounded, up from 7% in 2017.  Kitsap 911 also had 4 internal investigations in 2018, 3 of which were founded.  



KITSAP 911 
CUSTOMER 

SATISFACTION 
SURVEY

Presenter
Presentation Notes
In 2018 Kitsap 911 created and distributed a customer satisfaction survey.  We posted the survey on our website social media sitessent self addressed postage paid return postcards randomly selected callers from the previous 6 months asking for their assistance with our survey.  We asked  callers to rate their satisfaction on 7 questions:  Length of time to handle your call.How helpful they thought we were. The demeanor of the employee that helped them. The information that was provided on what would happen with their call. The reassurance provided by the employee who handled their call The employees overall competence  and lastly the effectiveness of service provided by Kitsap 911. They also had an opportunity to leave comments on how we could improve our service and how we could better serve the community. 



KITSAP 911 CUSTOMER SATISFACTION SURVEY
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Presenter
Presentation Notes
Of the 800 or so surveys we sent out, 71 surveys we returned and  8 were completed on line.   On a 1 to 4 rating scale with 1 being poor and 4 being excellent, our average rating came back between 3.64 and 3.85. Our lowest score (3.64) was for satisfaction of information that was provided on what would happen with their call.    We are limited with what we can share with callers, such as expected response times, so this may explain some level of unmet expectations, yet an area to watch with continued responses.  Our highest score (3.85) was for the Length of time it took to handle the 911 call.   Previously reviewed call handling and processing measures are in-line with these responses.  We meet and exceed response and processing goals.  The majority of returns had not comments.  Those that did, the vast majority were positive, very few have any feedback.  
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PUBLIC DISCLOSURE REQUESTS

DPA LE FIRE Atty Citizen Total Requests

Presenter
Presentation Notes
Looking at Public Disclosure Requests, There were 839 total public disclosure requests in 2018, a small increase from 2017’s 833. Every requestor type decreased in 2018 with the exception of private citizens which increased from 219 to 247.  This was broken down between:KC Prosecutor 		129 same as 2017 Law enforcement		183 down from 197  Fire agencies		56 down from 61 Private attorney		224 down from 227Citizen			247 up from 219



Technology Services Group

 Emergency Services Information 
Network (ESINET 2) 

 Automatic Vehicle Location (AVL) 
Based Deployments

 Mobile Responder 

Total # of 
Work Orders 
in 2017 

Total # of Work 
Orders Resolved 

Resolved within 
72 Hours 

Resolved within 
48 Hours 

Resolved within 
24 Hours 

2486 2209 1222 669 505

88.86% 55.32% 30.29% 22.86%

Total # of 
Work Orders 
in 2018

Total # of Work 
Orders Resolved 

Resolved within 
72 Hours 

Resolved within 
48 Hours 

Resolved within 
24 Hours 

2467 1697 941 565 416

68.79% 55.45% 33.29% 24.51%

Presenter
Presentation Notes
Our Technology Services Group is comprised of the Technology Manager, 7 full-time technicians, and 1 full-time temporary technician.  Their principle role is supporting the operation, maintenance and repair of all technology and systems used at Kitsap 911.  They completed a number of projects this year including: conversion to the Next Generation 911 IP network  ESINETIIimplementation of Automatic Vehicle Location (AVL) based deployments for fire and ems events, deployed mobile responder for both fire and law, They also completed 1697 work orders. 55% of those within 72 hours.  33% with 48 hours; 25% within 24 hours.  



CAD:  99.997%
MCT:  99.918%

911:  99.897%  
Text to 911: 100% 

Radio:  99.997%  North: 99.996%  South: 99.963%

100% of MSAG errors were corrected within 30 days
100% of MSAG error corrected within 90 days

100% of New Street names are entered into CAD within 7 days. 

GOAL:    All systems functional and accurate 100% 

P.01 Grade of Service Compliant 

MAP/CAD ADDRESS ACCURACY

Presenter
Presentation Notes
Looking at system reliability… Our goal is all systems functional and accurate 100% of the time.  These number fall in line with what we already know.  Some of our technology is approaching end of life. It is more susceptible to failure.  Most critical is the radio, which we are currently replacing, go live is scheduled for the end of March 2019.     In 2018 Kitsap 911 began a Technology Strategic planning process to evaluate current systems, available replacement/upgrade options,  and to begin planning for large replacements in the next 3, 5, and 10 years.   The process continues this year.  For CAD,  we were down for a total of 14 minutes over 3 outages early in the year when we were dealing with our UPS issues.  For MCT’s we came in at 99.918% due to a number of server and netmotion issues  that resulted in 432 minutes of downtime throughout the year.   You are all aware of the 911 telephone outage in December 2018, we had two smaller outages as well – one during a phone upgrade and the other during the UPS power outages, for a total down time of 539 minutes.  Text to 911 came in at 100% For Radio, all of the outages are related to the necessary ACOMM or radio replacement that is currently under way with the exception of the 14 minutes from the UPS outage for all radio channels.      Down time for South totaled 196 minutes,  North was 23 minutes.   We have done well in our Map/Address Accuracy,  meeting all goals in this area.  We are also P.01 complaint - This is the NENA standard that basically means that no more than 1 in every hundred callers can receive the “all circuits are busy” message – if this occurs, it means another trunk is needed.  



REGULAR REVENUES

2017 2018

Sales Tax
49%

Fees for 
Service 

25%

Other, 
1%

Telephone 
tax, 24%

Misc. One 
Time 

Revenue

1%

Presenter
Presentation Notes
Looking at Kitsap 911 Finances, As for revenues in 2018 73% of Kitsap 911's regular funding came from dedicated 911 taxes (the 1/10th of 1% sales tax and 911 excise tax on wireless, wireline, VoIP, and Prepaid Wireless telephone services). The is the same percentage as 2017. .            Miscellaneous, one time revenues consist of payments for DUI and State Grants.                 We also receive revenues from our customer agencies, contract partners, grants and other miscellaneous sources including $273,732 by leasing unused space on our radio towers.                 



2017 20172018

Personnel, 76%

Technical 
Improvements, 2%

Operating 
Supplies & 
Services, 

18%

Bond Debt, 
4%

20182017
REGULAR EXPENDITURES

Presenter
Presentation Notes
For expenditures, Kitsap 911's staff constitutes the bulk (76%) of our expenditures up from 72% in 2017. .  The supplies & services category contains our day to day operating expenses. The technical improvement category includes our capital projects. Together these account for 20% of our expenditures.    
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We are Kitsap 911,
providing exceptional public safety emergency 

communications services 
every day.
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