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INTRODUCTION

. This repoft on the 911 kemer\‘gency commaunications system
has been prepared for the Commissioners! Administrative Com-
mittee, At meeting number 17 on March 2, 1871, Commissionecr
Hampton advised that,Alderrﬁan Leger “had suggested a study be
conducted to determine the pléceme’nt of 911, Commissioner
Hampton asked: ) ' ‘

a, if a study should be conducted to determine the

placement of the 911 system, or — ;
b, if the study should be delayed until a new fire hall

v:as constructed with a communication cenler,

If 611 was lransferred to the IFire Department, the possi-
bility was expreasecd that the firemen alarm operators could alsc
operate 911 and lhereby negate the need for seventeen female infor-

metion operators presently emplcyed by the Police Department,

P

. W noved by Commisgioner HB,II‘lptOl’l that the Analytical
It wasy o J
Services Section of Management Services conduct a study to deter-

o

mine the placement of 911,

Initial inve stigation revealed that the Fire Department has
considered the possibility of a new replacement fire hall for the
No. 1 Station location at 99 Street - north of Jasper Avenue, How-
ever, this would not include a communications center in the fire
station. Thus,‘ the Eogineer's Communications Center housing the
Fire Departmeni's alarm system was congidered as an e.fte:.'nate

location if 911 was Lo be placed under the Fire Department,
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RECOMMENDATIONS

1. That the 911 equipment and operations located in the Police

Main Headquarters remain there,

2. That the jurisdiction for the operation of the 911 system remain

with the Police Department.

3. That Edmonton Telephones immediately establish a 911 syslem
refresher course for the 811 operalors and that this be contin-

ued on an annual basis,

4. Periodic review and evaluation every two years of 811 under

the direction of the 211 Committee.

HISTORY

Upon inception of the 811 emergency communications system
on March, 1969, the City of Edmonton established an organization to
provide immediate and appropriate service response for all public-
conceived emergencies within the City, A primary function of 911
operators is to transfer Incoming emergency calls to the proper

agency or agencies,

The 911 communications boards and operations were placed
under thé jurisdiction of ‘the Police Department with the locaticn
being the Police Headquarters Communications Center. A major
consideralion in selecting the Police Depariment was the facl that
the Police Headquartlers had like physical facilities and staff to
accommuodate the female 911 operators, Functionally, 211 would

A

have been more appropriately placed with 13dmonton ‘U'elephones



.

£‘ 1
X

i

2l

-_ii‘u
PL:

"
1?
e |

v

. w-.)"f“*'

e

whose primary concern is telephone communications.

On June 6, 1969, Mr. Jack Maitland, then a Management

‘Services Analyst, submitted a report on the Civic Service com-

raunicalions facilities to the Commission Board. The report recom-
mendatioﬁs relating to tlie placement of 911 included:
1. That thie four 911 boards and associzted equipment
be relocated from the Police Station to the new
Téielebne Building, and lransferred from the juris-
diction of the Police Department lo the jurisdiction.

of the Fire Department, |

2. That the operation of the 811 boards be combined with
the existing Fire Signals Boards and be manned by
lhe existing ¥ire Signals operating staff, under the

authority of the Fire Chief,

A major benefit to have been derived from the preceeding two
recommendations was an estimated savings of $33, 719, 40 per year
for the City. Tiis amount represented the salaries of nine female

operatore that were to be replaced by the Fire Department di.spat~

chers, This propesed saving was later held in question by the

Fire Department as they suggested that additional fire alarm opera-

tors would have to be hired to accommedate 911,

The recommendations relating to lbe placement of the 911
equipment and operations were not bnplemented, Consequently,

911 remained . with the Police Depariment in their Main eadguarters.,

JUSTIFICATION FOR THE RECOMMINDATIONS

Given the terms of reference as outlined in the introduction,

N
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the criteria followed in recommending the placement of 811 and the
jurisdiction over its operations were as follows: '
1., The calibre of service expected of the 911 system

and personnel by the public and other 911 agencies.

1
2, The most econoimical operations cost for a given

level of service performance of 911,

3. Future space and facility requirements for the 911

system,

The alternatives considered ‘for the placement of the 911
equipment and operations were: |
1. Maintain the 9¥1 system in the present location, the
Police Headquarters, where the PPolice Department
has full jurisdiction over the operation of the 911

system,

o2

Transfer jurisdiction of the 811 operations to the
Fire Department and place the equipment in the
Communications Center which presently houses the
fire alarm system. The present 911 female cpera-

tors would be replaced by firemen operators,

CALIBRE OF SERVICE OF 911

In attempting to evaluate the calibre of service of the 911
system, three primary variables have been considered — the per-
sonnel operating 911, the operational system and procedures, aud

the physical equipment.
The duties of 911 operators are to answer incoming emer-

.



1
i

L1,
ek

Ty

B g
ﬁ)ﬁ.‘ﬁ‘l iRt

ik

dwak

¥

- dlel

ity

g;s».‘,';'" :

Je

3

Bossid

P

-5 -
:
SR,

gericy and complaint czlls and make the proper connections to what-
ever agency or agencies the operator deems necessary; to complele

dispatch’ forms and initiate necessary recording of incoming calls;

""-to, noﬁify the police radio dis-patcher when immediate police assisl-

ance is necessary.

Measures of effectiveness that can be applied to personnel
operating 911 are: oo
1, Record of complaints firom the Public or any of the

sixteen agencies on the 911 extensions.
2. The turnover rate of 911 operators,

The Police Departm.en't does not have any record of com-
plaints regarding their 211 operations. However, the Fire Depart-
ment recdrded difficulty with approximately 8% of 211 calls re-
ceived for pneolators in the first three months of 1871. The break-
down of the nature of these calls is as follows: | .

‘1, In twenty-four pneolator calls an ambulance reached

the victim before the pneolator unit,

b

2., In two cases the Police arrived before the pneolator

unit,

3. In two cases both the ambulance and police reachad

the victim before the pneclator unit.

4, In one case a wrong address received by the firemen

alarm operators.

It is difficult to ascertain the relevance of these calls in

“evaluating the performance of the 811 oparalors, Other factors such

as the proximity of a Police patrol car or ambulaice to the person

¥
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requesting assistance may account for their arrival before a pneolator
unit from the Fire Department. Also, the occassional situation

arises where a person calling 911 meay insist on an ambulance where

‘a pneolalor unit may be more effective. In such a situation both the

ambulance and Fire Department are contacted.

The nine operators on 911 are drawn {rom a pool of seven-

teen operators on a rotation basis, The other eight pesitions serve

the Police Department's complaints section.

With an iexpected zero-crror performance level of 811 opera-
tors, new operators present an element of ricsk as they are more
liable to err while becoming familiar with the system operations.
Thus, turnover rate of 911 olser.ators mey affect the standard of

911 operalions.

Initially the Pclice Department experienced a high turnover
of 811 oberators. Whether due to their salary range or frustrations
with a new system, four operators resigned within two months of
operations of the 911 system. The high turnover rate has decreased
substantially as the Police Department's Communications Section
have had {ive separations out of sevémteen yositions in 1870, There

have been no separations for the f{irst four months of 1971,

The fire alarm operators are drawn primarily from former
liremen or men who have held other, positilons in the Fire Depart-
ment and are thoroughly familiar with the operations of a fire hall,
They are predominantly older men who have had considerable ex-
perience in handling emergency situations. There is vir tually no

turnover of fire alarm operators in'the Communications Centre,
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In the absence of substantial recorded instances of dissatis~
faclion with the 811 operators, it rnust be assumed that they are
‘providi_ng a satisfactory level of ser\:ricc. There appears no assur-
ance thaf the fire alarm operatol;"_,s can transfer incoming 911 calls
to the proper agency or agencies more effectively than the present
911 operators., Thus, based on lhe criteria of work level perfor-

mance, replacing the present 911 operators cannot be justified,v/

Upon receipt of a call, the 911 operator asks for the name
of the person calling, the address, and the nature of the emergency,
Once the nature of the emergency is established, the 911 operator
transfers the call to the appropriate agency and, if needed, con-
tacts other agencies whose assistance may be required., In trans-
ferring calls to other agencies, the operator monitors calls to
double~-check the information relayed to the agency with that re~
ceived initially by the 911 operator. This check procedure serves
the importaut function of assuring that the agencies contacted re-
ceive the proper location address., However, monitoring calls

creates downpower which variably affecis the reception volume by

as much as 30%. This results in a poorer quality of reception by

the €11 agency contacted.

The 911 equipment has provisions for listening in on calls
through another line which dees not affec‘t the quality of call recep-
tion of the agency contacted, The problem of downpower can be |
eliminated‘by iristr.ucting the 811 opefators to follow the proper pro-

cedure In verifying information transferred through the 811 board to

. any agency. This problem .could be corrected in the near future

by a reiresher course on the 911 system operation to be conducted

by Edmonton Telcphones. A yearly refresher course would pre-
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k: vent such problems from recurring,

é’ COST BSTIMATE COMPARISONS TOR OPERATING 911

3 Assuming present 911 operators in Police IIeadguarters

% '

'{" provide comparable service to vhat firemen operators could provide,
B the following equiprient transfer and operating cost estimates have

- to be considered: -

3 Police Departmerit

’:3 The Police Communications Center employs seven-

teen telephone operators to handle regular complaint calls

and 911 emergency calls on a rolation basis. Of these,

1

! ,m;ﬂﬁ

only nliie operators are required for the 811 system -~ three

= per shift to operale two boards.

4

- " Based on 1970 wage rates, the annual payout for nine
= ' 911 operators ranges from a minimum of $36, 683.00 to a

maximum of 849, 329, 00,

Fire Department

Given the present voiume of incoming 911 calls, the

Fire Department estimmates it would initially require four

- more operators, If the vciume of calls proved this number
i inadequate then an additional four operators would be re-
,Lé,q _
guired, : .
3 . o
i3 , - . The annual payout for the Tire alarm operators on
911 could vary from 326, 127, 36 (minimum pay for four opera-
g, g
NE tors) to §71, 366,40 (maximum pay for eight operators).
~%
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Theorc.tically», the savings in salaries by meaintaining the
present staff of 211 operators ranges from - $10, 566, 00 to

. N . ‘ . L N :
$21,837.00, A mid-range figure would yield on annual savings of

'$16,301. 52 in operalor wages by maintaining the present 811 op-

eratm_" s.

Another cost associaled with the transfer of operations from

the Police to the Fire Department is the estimated fixed cost of

eqtiipment transfer. A conditional cost estimate provided by Ed-
monton Telephones for transferring the 011 equipment from the
Police to the Fire Communications Center is $30, 500, 00, This
estimate does not include the cost of ingtalling transmission equip-
ment for the interim usc of emer gency locals. The time required
for equipment relocation is approximately sixteen months.

Thus, Recommendations #1 and {2 suggesting thie retention
of the present 911 system and operations in the Police Department

is supported by the fact that the transfer of 911 to the Fire Depart-

ment offers no obvious economic advantsge in operation.

FUTURE FACILITY AND SPACE RIEQUMEMINTS TOR 911

Of the four 911 Communications boards at the Police Depart-

“ment, only two are regularily staffed. The other two units are on

reserve as back-up beards to accommodate an overflow of emer-

gency calls or break-downs.

A current survey of four months aciivity revealed that 911
operators process an average of 3.8 calls per hour, This has not
changed significently from the number of calls processed in the

same time span the previous year, The greatest variance in the



-10 -

number of 911 calls processed in any two months compared is ap-
proximately 8%.
ased onrecord history, little volume change for 911 calls

received can be projected for the nesxt two to three years, Present

H
slaff and location can adeguately serve the needs of the 911 opera-

g lions for the next few .years,

CONCLUSION |

Using the criteria of future space and facility requirements,

economy of operations, and calibre of 911 service, it is recom-

T3 - mended that 811 remain in ils present state in prelerence to trans-
ferring the equipment and operations to the Fire Department. How-
ever, this should not negate future considerations for improvements
to the 911 system. There are certain factors that may provide
fulure pussibilities for improving 911, These may include Edmonton
Telephoncs transferring their administrative staff to their new
Main Wire Center from ineir present location at the Churcikill Wire
Center by 1976 and the computerizétion of the Fire Department's
communications systen:. The 811 emergency communications sys-
tem and ils function should be perioidically reviewed to assure its

best possible operalion and a continued high standard of service.
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