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911 PSC Mission Statement 

Take the Call & Send Help 

Presenter
Presentation Notes
Simple mission; many moving parts



“Take the Call” Requirements 
 

• Adequate # of trained call-takers 
 

• Data analytics 
 

• Connectivity to nearby 911 centers 
 

•  911 phone system 
 

•  CAD system 
 

•  Recording system 
 

Presenter
Presentation Notes
NENA/APCO staffing models for this variable – need fewer call-takers during graveyard (17/40/43)  
Need to be able to drill down for reporting  agent time in queue, frequent flyers, accidental dials, response times for transfers, and phone calls per incident. 
Broken Arrow & Windstream – 311 & 211 & non-emergency calls  (took a suicide call via email)
$1.4 million is Tulsa annual share for AT&T hosted system and 12 members of Regional 911
2013 - $2.2 million - $260,000 annual M&O
2014 - $370,000 NICE - $57,000 annual M&O  (liability & quality monitoring)




“Send Help” Requirements 
 

• Adequate # of trained dispatchers 
 

• Data analytics 
 

• CAD system 
 

• Connectivity for joint response 
 

• Radio system 
 

• Recording system 
 
 

 

Presenter
Presentation Notes
Fixed positions (7/2) - six radio functions for mainside, master, service, and record checks
Average and exceptional response time from call pickup to call dispatch to arrival on scene; average response times by division,  priority, squad, etc.; incidents by call type, priority, location, caller
Mobile CAD would provide a direct link from Dispatch to field officers (power steering) (see what dispatchers see) for self-initiated calls without radio conversation between dispatch and car, mapping,  automatic dispatching by GIS location of officer, typed messaging between dispatcher and officer (avoid scanners); anything that reduces the amount of chatter that dispatchers have to monitor helps focus – APCO recommendation for radio traffic limitation on a particular dispatcher is:    
Quicker ways to connect to different radio systems in Broken Arrow, college campuses, TPS
Motorola 800MHz system shared by TCSO, OHP, Sand Springs, Owasso, Collinsville, but BA, Glenpool, Bixby, Jenks, Rogers County are on Harris system requiring bridgiing equipment.  
6.  Liability & quality monitoring




Problem Areas/Strategies 
• Answering 911 calls quickly  (KPI 3.1.1) 

 Adequate staffing 
 Technology improvements to call flow 
 Training for call control & call-backs reduction 
 Educated public  

• Analyzing performance 
 Data analytics tools 
 Data analytics support team 

• Funding for 911 services 
 Consolidate resources within NE region & State level  
 Self-supporting - 911 phone fees, public safety sales taxes, 

contracts w/jurisdictions, ad valorem taxes (public safety districts)  

• Focusing on core services 
 ASAP dispatch for intrusion alarm calls 
 Technology solutions for self-help on some non-emergency calls 
 
 

Presenter
Presentation Notes
Public education in the 60s & 70s worked too well
Data warehouse for data analytics – business decisions/technology review



What it means 
KPI 3.1.1 Objective – Achieve NENA standard. 
 

NENA Call Answering Standard is “90% of all 9-
1-1 calls arriving at the Public Safety Answering 
Point shall be answered within 10 seconds 
during the busy hour (the hour each day with the 
greatest call volume).” 
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Presenter
Presentation Notes
397,356  9-1-1 calls for 2016 – Primary PSAP (Police, EMSA, and Fire)  (1,088 9-1-1 calls per day)
688,026  All calls for 2016 – Police and Fire  (1,885 calls per day) (80 calls per hour)




What it means 
§63-2864 – The OK 911 Mgmt. Authority has the power 
to “direct the Oklahoma Tax Commission to escrow all or 
any portion of funds collected pursuant to OK 911 
Management Authority Act attributable to a public 
agency, if the public agency fails to meet NENA 
standards limited to call-taking or and caller-location 
technology or comply with an improvement plan to meet 
such standards as directed by the Authority 
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93% answer time for 15 calls/hr. – 1 call every 4 min. for an average day 

49% answer time for 69calls/hr. – 1.15 calls every 
min. for an average day 
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Presenter
Presentation Notes
To meet NENA call answer standard we need more call takers and fewer calls.  The best indicators of employee ability to comfortably handle the workload are average speed of answer, call abandonment rates, agent occupancy rates, overtime and other quality criteria.




Power of Staffing for Answer Time 

What it means 
KPI Objective –  Meet NENA standard for call 
answer times by sufficient staffing numbers. 
APCO Project RETAINS –  “The addition of a 
single employee can make a huge difference in 
employee stress and the quality of service 
provided to the public. Large center managers 
reported an average of nine vacancies.  
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Power of One  More 
Average Speed of Answer Agents ASA

54 6 sec.
53 8 sec.
52 12 sec.
51 19 sec.
50 30 sec.
49 50 sec.
48 91 sec.
47 236 sec.

Level of Service  
for Staff Numbers 
(346 calls/1/2 hr.) 

Agents ASA Agents ASA Agents ASA
10 30 sec. 25 30 sec. 50 30 sec.
9 80 sec. 24 58 sec. 49 50 sec.

57 Calls/1/2 hr. 163 Calls/1/2 hr. 346 Calls/1/2 hr.

Presenter
Presentation Notes
APCO Effective Practices Guide:  Centers that are not fully staffed have more difficulty keeping employees and use more overtime to fill the gaps in the schedule; productivity goes down as new employees are being prepared to fill the vacant positions, and the quality of service is compromised. The best strategy for positive media coverage is to provide high quality service. Every authorized position should be filled as quickly as possible.



APCO Staffing Workbook 

What it means 
KPI Objective –  Meet NENA standard for call 
answer times by sufficient staffing numbers. 
APCO Project Retains Workbook provides 
estimates for the number of staff needed to 
achieve desirable quality indicators of answer 
time, abandon call rate, employee satisfaction 
and retention.  

Inside City 
Hall 

Positive 
Morale 

Training 
Answering 

Calls Quickly 

Problem Area 

M
ay

or
/C

ou
nc

il 
G

oa
ls

 

10 8,736 87,360 1,680 52 1.15 60

Hrs Needing 
Coverage 

Base 
Staff

Turnover 
Adjustmt

Dispatch 
Staff 

Needed

FTEs for Coverage Positions
Net 

Available 
Work Hrs.

Coverage 
Positions

Hrs in a 
Year

850,000 3.3 18 47,222 1,680 0.80 1,344 35.0 1.15 40

Turnover 
Adjustmt

Call-taker 
Staff Needed

Hrly. 
Process 

Capability

Workload 
(call hrs.)

Net 
Available 
Work Hrs.

Agent 
Occupancy

True 
Availabilty 

(hrs)
Base StaffTotal Call 

Volume

Avg. 
Process 

Time (min.)

FTEs for Volume Positions

80 60 6 14 100 20

Positions 
to Add

Staffing Requirements for 911 PSC 
Current 

Authorized 
Positions 

Needed 
Staffing

Current 
Working 
Positions 

Current 
Vacant 

Positions 

Current 
Untrained 
Positions 

Presenter
Presentation Notes
Coverage-influenced positions are number of consoles that need to be manned regardless of call volume or level of activity:
Volume positons are influenced by workload – calls and radio traffic.  (17/40/43)



APCO Project RETAINS  

What it means 
KPI Objective – Hire Right & Retain to Train 
APCO Project RETAIN found turnover rate for 
average PSAP is 17% and the best predictor  for 
high retention is having all authorized positions 
filled and being fully staffed. About 40 percent of 
the large center managers indicated they “over 
hire” to accommodate routine turnover  
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Presenter
Presentation Notes
CALEA defines a large center as 76 employees or more.



Conclusion 
To improve outcomes for citizens, responders, 
and employees, 911 PSC priority needs are: 
  
• Additional 

employees 
 

• Data analytics 
tools 
 

• Revenue 
enhancement 

Presenter
Presentation Notes
Understaffing is risky business.  Tulsa is operating at 75% of authorized staffing.  60/80  A recent headline in the Washington Post might qualify: “[Prince George’s
County] Hiring More 911 Center Calltakers: Pledge Comes After Fire That Claimed Couple.” The article describes a center that was operating with about 75 percent of its authorized staffing level.  Neighbor called in and hung up when put on hold – 8 minutes elapsed between time of first call and arrival of fire unit.   At the time, there were 183 calls in 30 minutes and 10 call takers meaning call processing time of 1.5 minutes per call.



TulStat - Police 
The City Experience 

Well-Being 
 

April 17, 2017 
 



Data Sources 
• This data and this presentation is subject to 

limitations caused by the lack of robust 
business intelligence capabilities and the 
lack of appropriate reporting modules in our 
dispatching software and our records 
management system. 

• These limitations will in some cases impede 
our ability to extract and use this data in 
ways that would optimize resource 
deployment to address issues 

• These limitations will in some cases also 
impede our ability to clearly analyze and 
report the results of operational efforts 

 



What it means 
Part 1 crimes are Homicide, Rape, Robbery, Aggravated 
Assault, Burglary, Larceny, and Auto Theft. Key 
Performance Indicator (KPI) One is a 5% decrease in 
Part 1 crimes over the previous year. Part 1 crime counts 
are above last year’s level, which are in turn higher than 
the previous year’s level We are currently experiencing 
an increase of 8.3% over 2016. The next slide shows a 
breakdown of violent crime. 
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What it means 
Part 1 Violent crime is a subset of Part 1 crimes 
and includes Homicide, Rape, Robbery, and 
Aggravated Assault. 2016 levels were generally 
higher than 2015. In February 2017 levels went 
below the 2016 count by 2.1% The next slide 
focuses on firearm related crimes. 

Status 
The City 

Experience 

Violent Crime 

M
ay

or
/C

ou
nc

il 
G

oa
ls

 



What it means 
Similar to all violent crimes, firearm crime in 
2016 for most of the year was above 2015 
levels. In 2017, firearm crime started high but 
dropped 11.9% in February compared to 
2016. Officers have deployed roughly 42 
trauma kits since June of 2014, most of them 
on violent crime victims, which profoundly 
improved a person’s chance of survival. 
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What it means 
These are the number of guns recovered by 
our Special Investigations Division (SID). Gun 
recoveries are up for 2017 over previous 
years. January 2017 was a highly successful 
month due to several incidents in which 
multiple guns were seized in each incident. 

Status 



What it means 
Key Performance Indicator Two is a 5% decrease 
in high injury/fatality collisions over the previous 
year. Most of 2016 was lower than 2015, and 
2017 is even lower. The first two months of 2017 
are 36.9% lower than 2016. 
Detailed traffic statistics for 2016 are on the next 
slide. 
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Traffic Safety 
(Calendar Year 2016) 

 
• Collision calls for service: 17,080 

• 7.9% of all citizen-generated calls 
• 32,002 total units responded 

• Time spent on collisions: 36,951 hours 
• 9.8% of all recorded officer time 

• Traffic Citations issued: 59,727 
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What it means 
KPI Three is a 5% increase in priority 1 calls 
responded to in 3 minutes or less over the 
previous year. 2015 to 2016 saw a 1.4% 
decrease. So far this year we are averaging a 
1.77% increase. Officer manpower levels 
affect this KPI. 
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What it means 
TPD had 217,438 citizen generated calls in 
2016, not counting self-initiated activity and 
non-dispatched calls. The top 10 call types 
(out of 183) are listed above in rank order and 
account for 48% of all citizen calls. 



Community Policing 
 
 

• 61st and Peoria 
Community 
Demographics 

• TPD’s 
Community 
Resource Officer 
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Community Policing 
 

• New position makes use of a sergeant to 
engage the community in social media and 
public forums 

• New civilian employee to assist 
• Create a 10-code for community 

engagement activities 
• Example: PSA’s regarding leaving keys in 

the car to reduce a rising auto theft rate 
(Stolen cars with keys in the ignition was 
14% in 2016 and is currently 20% in 2017) 
   



What it means 
Public Intoxication (PI) arrests are on the decline. An 
internal 2015 study (Using a small random sample) of 
time spent by officers on PI arrests showed the time 
taken on all PI arrests is roughly equivalent to 14 full 
time officers. A public inebriate alternative to jail would 
free officer time for other more important needs. 
Funding for this alternative is currently unavailable 
(Approx. 225K) and this project is currently on hold. 



Mental Health 
 

• Crisis Intervention Team (CIT) 
• Assisted Outpatient Treatment (AOT) 
• Community Response Team (CRT) 
• Roughly 28 uses of naloxone since June 

2014 
• Three slides follow showing cost savings 

• Mental Health Transport Costs 
• OSU transports going down 
• St. Francis transports going down 
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What it means 
Mental health transports are when officers 
transport a person in need of mental health 
treatment to a treatment facility. We are 
lowering our overtime costs by completing 
regional transports on duty. We anticipate a 
reduction near $100,000 for all of 2017. 
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What it means 
These are persons in need of mental health 
treatment transported by police from OSU 
medical to a treatment facility. They are down 
significantly due to a change in our 
policy/paperwork requirements. We are 
making conscious decisions that save us time 
and money while building partnerships. 
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What it means 
These are persons in need of mental health 
treatment transported by police from St. 
Francis to a treatment facility. They are down 
significantly due to a voluntary partnership 
between TPD and St. Francis to utilize a 
private transport company in certain cases. 
This saves significant officer time and costs. 
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What it means 
PD-01 (Officer rank and not counting officers in training) 
manpower is predicted to be at a low of 491 in November 
2017. Our long term attrition rate is near 3/month, 
however the last 12 months it is near 4/month. With those 
attrition rates, the predicted future PD-01 manpower is 
shown above. This prediction includes three 30-person 
academies per year. 
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Tulsa Municipal Court 
TulStat  

April 17, 2017 
 



What it means 
We see an increase of individuals failing to 
appear in court or failing to pay their fines and 
costs.  We need to evaluate ways to improve 
or promote people coming to court.  
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What it means 
It appears the economy is bad and/or people 
are electing not to pay their fines.    
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What it means 
Larceny is an epidemic in Tulsa.  We need to 
address this problem with real solutions, 
which may include the number of individuals 
sent to jail. 
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What it means 
One could argue with the statistics these 
cases are concentrated in low income areas.  
However, a view of the map indicates that 
larceny cases are an epidemic for the entire 
city.   
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What it means 
Even with their limited traffic officers and high 
call volumes they are addressing speeding 
violations.   
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What it means 
The individuals charged with speeding 
violations tend to pay their fines and take 
care of business.    
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TulStat  
 Support Department 

Metrics 
 

April 17, 2017 
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Citizen Calls to 311

Department
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Department Year of Mo..
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Sum of # of Grievances/Complaints/Investigations for each Month Year broken down by Department.  The marks are labeled by sum of # of
Grievances/Complaints/Investigations. The view is filtered on Department, which keeps City-Wide, Municipal Court and TPD.
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TPD Municipal Court City Wide
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