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MEMORANDUM

TO: Board of Directors, Executive Committee, Operations Committee and DCC Staft
FROM: Diane Lind
DATE: September 12%, 2011

SUBIJECT: Monthly Statistical Reports

The monthly statistical report for the Dakota Communications Center is presented in two sections;
activity stats, which are the basis for determining the cost allocation for DCC operational expenses, and
performance measures, which compare the DCC’s performance of selected work flow aspects to
standards adopted by the DCC Board of Directors.

Activity Statistics

Each month, DCC Members are invoiced for the monthly share of their annual DCC Member fees.
During the annual adoption of the DCC operating budget, fees are adopted for the upcoming budget year.
Under the Board approved cost allocation formula, each Members cost is determined by the number of
“Assigned Computer Aided Dispatch (CAD) events™ as a percentage of all assigned CAD events handled
by the DCC. The percentage is calculated using the average of the most recent three years of CAD
activity'. Although not a factor in the cost allocation formula, we will continue to report 9-1-1 call totals
from each member jurisdiction as information for the reader.

The current activity statistics are found on pages 4 and 5 of this document.

Performance Measures
In May of 2010 the DCC Board of Directors approved a set of performance measures that replaced the

~ measures in use since 2008. The measures were also endorsed by the DCC’s fire and law enforcement

MEMBERS:

users through the Operations Committee and are intended to be more relevant than the original measures
that were adopted prior to operational experience at the DCC. They are intended to provide the DCC staff
and decision makers with information to help determine the quality of our services and to assist in
resource decisions. The measures provide information on event processing times, protocol compliance
and feedback from the public and agencies we serve.

Event Processing
1. 9-1-1 call pick-up: The amount of time between the start of the first audible ring of an

incoming 9-1-1 call and the call pick-up by DCC staff.

e Standard: 80% of incoming calls answered within 7 seconds.
90% of incoming calls answered within 10 seconds.
95% of incoming calls answered within 20 seconds.

12010 allocation formula: (2004 % x 2 + 2008 %) + 3.
2011 allocation formula: (2004 % + 2008 % + 2009 %) + 3.
2012 allocation formula and beyond will use the average of the last three calendar years of DCC CAD data.
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o Reference: National Emergency Number Association (NENA).
90% of incoming calls answered within 10 seconds.
95% of incoming calls answered within 20 seconds.

The current 9-1-1 call pick-up statistics are found on page 6 of this document.

2. Fire Call Process Time: The amount of time from the pick-up of the 9-1-1 call and the
notification of the responding fire agency by the DCC. This standard does not apply to medical
emergency calls (see standard #4).

e Standard: 95% of fire calls processed in 75 seconds or less.
99% of fire calls processed in 130 seconds or less.

o Reference: National Fire Protection Association (NFPA) Standard
1221.A.7.4.1.
95% of fire calls processed in 75 seconds or less.
99% of fire calls processed in 130 seconds or less.

The current Fire call total process time statistics are found on page 7 of this document.

3. Law Enforcement Call Creation Time (selected activity): The amount of time from the pick-up
of the 9-1-1 call through the call creation. This standard does not apply to medical emergency
calls (see standard #4).

e Standard: Average total call creation time of 55 seconds or less for law
enforcement incidents classified as:
0 Assaults
Domestics
Fights
Personal Injury Accidents
Robberies
Weapons
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e Reference: No current national standard.
The current Law Enforcement total process time statistics are found on page 8 of this document.

4.  Emergency Medical Dispatch (EMD) protocol compliance: The percentage of EMD cases
handled by DCC staff in compliance with case entry standards as well as total compliance with
the established EMD protocol. Based on a sampling of 3% of cases per dispatcher per month or 6
EMD calls per dispatcher per month, whichever is greater.

e Standard: 95% case entry compliance.
90% total compliance (including chief complaint, key questions
and post dispatch/pre-arrival instruction.)

o Reference: National Academy of Emergency Dispatch (NAED).
95% Case entry compliance.
90% Total compliance.

The current EMD compliance statistics are found on page 9 of this document.



User Feeback
While more subjective than the event processing measures described above, user feedback provides

important information to the DCC. The DCC utilizes survey instruments to request and gather feedback
from the public as well as users from DCC Member agencies.

As a start-up operation, the DCC uses the information gathered to establish a baseline of responses in
order to observe trends in user opinions regarding the services we provide. The information will be useful
in the identification of performance areas in need of organizational focus.

1) Public Survey. Using CAD records, the DCC mails a survey card to every 200" person identified
as a caller to the DCC. The survey is easily completed and returned on the postage paid form.
The survey does not identify the respondent or incident unless the respondent chooses to provide
that information.

No public survey was sent out in August.

2) Responder Survey. The DCC has developed a responder survey which is distributed to Member
agency personnel electronically. Our distribution goal is to provide all users the opportunity to
participate in the survey at least twice a year. Users respond on-line and are not identified only
by emergency service branch, and general area of responsibility. The DCC will not know the
specific identity of either the respondent or their agency unless the respondent voluntarily
provides that information.

Results of the responder survey are found on pages 10 through 12 of this document.
The goal of performance measurement at the DCC is to assure a high quality of service to the citizens and

emergency responders in Dakota County. DCC staff welcomes questions, comments and concerns
regarding any of the information provided in this document.



Dakota Communications Center Monthly Statistics

2011
Jan Feb March April May June July August | Sept| Oct | Nov | Dec| Totals

Apple Valley *49,084
Law Enforcement 2575 2,495 2,733 2,656| 2,988 3,199 3,250 2,873 22,769
Fire/EMS 127 127 119 112 93 115 119 115 927
911 Calls 604 519 638 640 643 670 737 657 5,108

Burnsville *60,306
Law Enforcement| 3,124 2,619| 3,209 2,887| 3,252 3,727 3,839 3,838 26,495
Fire/EMS 433 383 411 378 413 403 473 429 3,323
911 Calls 971 829 932] 1,024 1,041 1,065 1106 1136 8,104

Dakota County 17,877
Law Enforcement| 1,934 1,659 1,871 1,533| 1,773 1,981 2,823 2,472 16,046
Community Corrections 41 72 69 42 49 27 74 39 413
911 Calls 103 76 84 82 95 84 74 101 699

Eagan *64,206
Law Enforcement| 3,481 3,331| 3,819 3,475| 3,469 3,845 4,056 3,559 29,035
Fire EMS 86 74 66 64 82 94 170 111 747
911 Calls 755 708 748 738 750 867 868 821 6,255

Farmington *21,086
Law Enforcement 808 802 929 950| 1,123| 1,130 1,095 1,056 7,893
Fire EMS 43 32 40 47 64 44 61 46 377
911 Calls 141 115 133 161 158 146 171 188 1,213

Hastings *22,172
Law Enforcement| 1,356 1090| 1,365 1,316| 1,344 1,399 1,627 1,592 11,089
Fire EMS 271 210 230 209 256 233 303 254 1,966
911 Calls 349 285 300 197 266 280 312 393 2,382

Inver Grove Heights *33,880
Law Enforcement| 1,580 1,447 1,734 1,573 1,681 1,756 2,000 1,654 13,425
Fire EMS 88 83 89 93 105 92 116 104 770
911 Calls 356 325 389 297 314 317 314 285 2,597

Lakeville *55,954




Law Enforcement 2205 2,098 2,489 2,411 2,597 3,019 3,417 2,924 21,160
Fire EMS 92 66 46 60 58 73 120 66 581
911 Calls 457 398 486 543 585 618 596 579 4,262
Jan Feb March April May June July August | Sept| Oct | Nov | Dec| Totals
Mendota Heights ~ *11,892
Law Enforcement 513 531 653 593 598 665 613 610 4,776
Fire EMS 19 10 12 28 13 25 32 20 159
911 Calls 112 121 139 96 100 100 103 115 886
Miesville Fire
Fire EMS 5 2 2 4 4 13 12 3 45
911 Calls*** 5 2 2 4 4 13 12 3 45
Randolph-Hampton Fire
Fire EMS 6 11 11 6 8 10 7 12 71
911 Calls*** 6 11 11 6 8 10 7 12 71
Rosemount *21,874
Law Enforcement 917 840 1,024 1,085 1,100 1,257 1,133 1,067 8,423
Fire EMS 88 67 53 43 55 51 62 55 474
911 Calls 226 226 195 347 253 220 220 265 1,952
South St. Paul *20,160
Law Enforcement 1,299 1,279 1,405 1,470 1,639 1,687 1,733 1,842 12,354
Fire EMS 170 155 150 164 180 154 216 200 1,389
911 Calls 272 206 200 176 206 184 213 184 1,641
West St. Paul *20,061
Law Enforcement 1,972 1,521 1,504 1,508| 1,748 1,651 1,745 1,604 13,253
Fire EMS 227 203 228 195 191 244 283 258 1,829
911 Calls 410 356 388 334 370 382 409 400 3,049
Law Enforcement Total| 21,805 | 19,784 | 22,804 | 21,499 | 23,361 | 25,343 27,405 25,130 | - - - - 186,718
Fire EMS Total| 1,655 1,423 1,457 1,403 | 1,522 1,551 1,974 1,673 | - - - - 12,658
911 Total**| 4,767 4,177 4,645 4,645 | 4,793 4,956 5,142 5,139 | - - - - 38,264

*Population per Census Bureau, based on Metro Council website information (www.metrocouncil.org).
* Dakota County Population reflects service area for Sheriff's patrol function.
** 911 Totals do not include cell phone or VOIP call numbers
*** Per Board policy, Each fire call in Hampton-Randolph or Miesville is assumed as one 9-1-1 call, to be subtracted from Dakota County 9-1-1 total.




DCC 9-1-1 Call Pick-up Performance

Percent
Total 911 Percent within Percent within within
Calls 7 Seconds 10 Seconds 20 Seconds
Standards 80% 90% 95%
Jan 14680 88.1% 95.1% 98.9%
Feb 12939 90.1% 95.9% 99.0%
Mar 13497 87.1% 94.8% 99.0%
Apr 14010 83.3% 92.8% 98.6%
May 15736 83.5% 92.7% 98.4%
June 16675 85.5% 93.8% 98.8%
July 17858 80.3% 90.1% 97.7%
Aug 16749 79.5% 90.4% 97.9%
DCC 9-1-1 Pick-Up Times Compared to
Standard
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Fire Calls

% Within Standard

% < 75 Seconds % < 130 Seconds Average

Standard = 95% Standard = 99% (Seconds)
Jan 65% 87% 78
Feb 66% 89% 65
Mar 61% 89% 69
Apr 69% 90% 60
May 68% 89% 64
June 69% 90% 62
July 71% 91% 59
Aug 72% 93% 57

Total Processing Time
Fire Calls - 2011

100

% <75 Seconds
Standard = 95%

% <130Seconds
Standard = 99%

Processing Time

Average
(Seconds)

M Jan

HFeb
M Mar
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H May
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i July
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Law Enforcement Priority Calls

Assault | Domestic Fight Pl Accdnt | Robbery | Weapons All
(Seconds) | (Seconds) | (Seconds) | (Seconds) | (Seconds) | (Seconds) | (Seconds)
Jan 52.3 61.7 37.9 56.7 39.3 53.5 57.8
Feb 61.1 59.7 38.1 44.9 23 56.4 55.4
Mar 40.5 57.8 31.9 54.4 97.5 54.3 53.3
Apr 64.7 65.9 37.8 48.8 44 47.4 57.6
May 50.1 56.7 38.3 46.7 48.9 57 53.3
June 72.1 62.3 48.3 43.4 84.0 74.3 60.1
July 56.9 59.3 33.0 37.4 79.0 61.6 53.0
Aug 68.5 60.7 46.5 40.8 13.7 60.3 57.1
Create Times Priority Law Calls - 2011
Standard: 55 Second Average Creation
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Priority Calls

Case files removed from statistical times:

Robberies Assaults
Jan n/a n/a
Feb n/a MH1102160000906 — Third party caller;
victim of assault not present & was mobile
Mar n/a n/a
Apr WS110419007257 — had to use language line
May n/a HA110519006745 — Assault occurred 20
minutes earlier and suspect had left scene.
S$S110517007101 - Past action, RP requesting
phone call only.
June BV110630023219 — Past action, Occurred 20
minutes prior to call to PD
July LA110712018713 — Assault reported after
parties were separated & at different locations




EMD

% Compliance

Month Case Entry Compliance Total Compliance
(95%) (90%)
January 97.46% 97.88%
February 95.54% 97.52%
March 97.5% 98.47%
April 96.77% 98.12%
May 97.33% 98.42%
June 97.49% 98.3%
July 97.89% 98.6%
August 99.29% 99.2%

2011 EMD Protocol Compliance
100%

98%
96% -
94% -
92% -

90% -
88% -
86% -
84% -
82% -
80% -

M Case Entry
95% Compliance

d Total
90% Compliance




August, 2011

SurveyMonkey

1.0On ascaleof1-5, 1representing never and 5 representing always, do the call takers
adequately document details in CAD to assist you in responding to the calls?
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Response Response

Percent Count
4.8% 1
9.5% 2
42.9% 9
42.9% 9
4.8% 1
Comments 3
answered question 21
skipped question 0
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2.0n ascale of 1-5, 1 representing never and 5 representing always, do you feel the
dispatchers follow through on requests for additional assistance? (Ex: additional officer,
calls for tows, running CCH's, etc.)

Response Response

Percent Count
1 0.0% 0
2 B 9.5% 2
3 [ 9.5% 2
4 | I 33.3% 7
5 | | 47.6% 10
Comments 1
answered question 21
skipped question 0

3. On ascale of 1-5, 1 representing never and 5 representing always, do DCC dispatchers
convey a professional tone on the radio or phone?

Response Response

Percent Count
1 0.0% 0
2 4.8% 1
3 9.5% 2
4 | I 42.9% 9
5 | I 47.6% 10
Comments 0
answered question 21
skipped question 0
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4. 0n ascale of 1-5, 1 representing never and 5 representing always, do the dispatchers

respond promptly to you when you call on the radio?

Response
Percent

0.0%

5.0%

25.0%

30.0%

40.0%

Comments

answered question

skipped question

5. 0On a scale of 1-5, 1 representing never and 5 representing always, do you find it
necessary to request additional information from the dispatcher on call assignments?
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