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Organizational Structure – We found the current organizational structure to be ineffective 
and not operating at an optimal level due to the current structure of multiple organizations 
and management teams, a lack of consistent and coordinated policies and procedures, and 
a failure to implement the Center consolidation plan as originally intended.  We 
recommend that the findings under the organizational structure section be reviewed 
within the next 30 – 60 days, and should be one of the first projects initiated. 
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Executive Summary  

Employee Feedback 
 
Integral to this review we conducted a confidential and anonymous employee survey to 
enable 100% of the employee population (397 identified employees, including HEC 
management and both HPD and HFD classified and management personnel) to provide 
feedback.  The surveys were distributed to ten individual survey groups.  The overall 
response rate of 48% is well above the average response rate of a comparative 25% to 
30% as reported by the independent survey company. 
 
According to the survey company, a score of 3.00 is the point of neutrality for the survey.  
In our experience and that of the survey company, a mean score of 2.63, below the mean 
of 3.00, should be an immediate concern for the Center.   Of particular interest is the fact 
that the lowest score provided for an individual panel of questions by the HEC 
Administration survey group of 3.73 is still higher than the highest score (3.68) for any 
individual panel of questions provided by any other group surveyed within the Center. 

 
Composite Panel Aggregate (n = 189) Rank 

Personal Job Satisfaction 2.47 2 
Compliance with Laws and Regulations 2.37 1 
Quality of Services 2.71 5 
Employee Communications 2.57 4 
Management Practices 2.52 3 
Human Resources Practices 2.77 6 
Financial Management 3.11 7 

Overall Mean 2.63  
Return Rate   48%  

 
  = Strength  = Neutral  = Needs Improvement 

 
Key Employee Feedback Observations: 
 
- Employees are still in the transitional stage of a change in the system of awarding 

shifts from a process based strictly on seniority to a process that also includes 
performance (EPE) scores and prior year attendance.   Employee related complaints 
include that attendance has a multiple effect on the shift bidding process as it is 
counted both on its own and again as part of the employee performance evaluation 
(EPE) score. 

 
- Employees feel that the current Employee Relations liaison function does not provide 

an effective avenue for them to discuss employment related issues. 
 
- Employees do not feel that open two-way communication takes place both between 

management and employees and between the various functions within the Center. 
 
- IT employees feel that they are not provided with sufficient tools and training 

necessary to perform their functions in the most efficient and effective manner.    
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Recommendations 
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Review of Overtime Incidence and Costs for HEC Telecommunicators 
 
The increase in individual overtime rates is common across all HEC Telecommunicator 
groups, but especially among Police Telecommunicators’ whose ranks also declined 
almost 9% since 2003. (Data per Appendix I-1 to I-3) 
 
 

Overtime Worked by Total Overtime Hours Per Person 
HEC Telecommunicators 2003 2004 2005 2005 vs. 2003 
     
9-1-1 130 190 192 + 48 % 
Police 159 167 279 + 75 % 
Fire / EMS 170 143 274 + 61 % 

 
 
 

Police Telecommunicators 2003 2004 2005 
    
Roster Headcount 93 89 85 
Number Working Overtime 66 84 77 
% Working Overtime 71 % 94 % 91 % 
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Approximately $800,000 in estimated annualized 2005 overtime expense for HEC, or 
over $1 million including associated burden for benefits, could be reduced by fully 
staffing the HEC (9-1-1, Police, and Fire/EMS) Telecommunicator functions. This should 
represent a net annual savings to the City of Houston of  $266,000, or $346,000 including 
burden, for the otherwise 50% pay rate premium on the overtime that should be avoided: 
 
 
HEC Overtime-Civilian Budgeted  Estimated* Overrun Burden** 
      
Hours at Base Pay   $534,000   
Premium Pay for Overtime (50%)   $266,000    $80,000 
Total Expense, excluding benefits $498,432  $800,000 61 % $240,000 

 
*  Extrapolation of average benefit year to date HEC Telecommunicator only overtime 

hours at recent average pay rate of $22 per hour including 50% premium for 
overtime.  

 
**  Based on recent effective burden rate as supplied by City of Houston.   
 
 
 
Review of Overtime Incidence and Costs for HPD Police Dispatchers 
 
HPD civilian overtime costs for the Fiscal 2003 and Fiscal 2004 years are not strictly 
comparable to 2005, as the Police Dispatchers were employees of both HEC and HPD 
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Recommendations 

during different parts of each year. The requisite data is split between separate City 
organizations and is not fully available.  
 
However, Fiscal 2005 overtime through April 28th of almost 18,000 hours represents a 
six-fold increase compared to either Fiscal 2001 or 2002, the last two full years when the 
function was fully under single (HPD) management. (Appendix I-6)  This six-fold 
increase is attributed to a combination of employee attrition, sick leave and absenteeism. 
 
The Police Dispatching function is currently operating with only 70 civilian personnel 
versus an authorized roster of 92, which necessitates significant and demoralizing 
amounts of both mandatory and last minute drafted overtime. Headcount has dropped 
considerably since the function returned to HPD jurisdiction in early 2004. 
 
This is further compounded by the increasing incidence of personnel on (medically) 
restricted duty and unavailable for overtime, reducing the personnel available for 
overtime to less than half the authorized roster level. (Appendix I-4)   
 

Police Dispatchers (SPTs) on roster versus SPTs available 
to work overtime 
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Recommendations 

Discussion: 
 
We reviewed call volume and handling data provided by HEC and supplemented by 
dispatch data from HFD and HPD.   
 
Call Volumes 
 
Two sources of calls exist from citizens for emergency assistance: 9-1-1 and separate 10-
digit numbers for Fire/EMS and Police respectively.  Data is not readily available to 
indicate what respective percentage of 9-1-1 and 10-digit calls result in services being 
dispatched.  
 
10-digit calls accounted for 47% of the total calls answered in 2004 and Other 9-1-1 Calls 
(each addressed in more detail later) constituted 16%.  

Constituents of Total 2004 Houston Emergency Center Call Volumes
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2004 Call Volumes      
              9-1-1      %        10 Digit      Combined      % 
Other 9-1-1           609,872    31%                 -              609,872    16% 
Police 9-1-1       1,048,632    53%                 -           1,048,632    28% 
Fire 9-1-1            56,199      3%                 -                56,199      2% 
EMS 9-1-1          266,171    13%                 -              266,171      7% 
Police 10 digit                   -           -        1,690,066        1,690,066    45% 
Fire/EMS 10 digit                   -           -             62,350             62,350      2% 
Total number of calls       1,980,874  100%     1,752,416        3,733,290  100% 
      
See also Appendix D-1 to D-10. 
 
     48 



































































































































































































































































































































Appendix D-1

Average
9-1-1 % 10 Digit Combined % per Month

Fire/EMS 10 digit -             -   62,350       62,350       2% 5,196      

Police 10 digit -             -   1,690,066  1,690,066  45% 140,839  

EMS 9-1-1 266,171     13% -             266,171     7% 22,181    

Fire 9-1-1 56,199       3% -             56,199       2% 4,683      

Police 9-1-1 1,048,632  53% -             1,048,632  28% 87,386    

Other 9-1-1 609,872     31% -             609,872     16% 50,823    

Total number of calls 1,980,874  100% 1,752,416  3,733,290  100% 311,108  

2004 9-1-1 Call Volume

Houston Emergency Center
Constituents of Total 2004 Call Volumes
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Appendix D-2

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Totals Avg. Per Month
Police 9-1-1 80,003 75,245 89,783 86,223 92,548 85,551 94,450 89,047 86,532 91,127 81,698 96,425 1,048,632 87,386
Fire 9-1-1 4,981 4,120 4,591 4,472 4,492 4,445 4,932 5,237 4,893 4,311 4,283 5,442 56,199 4,683
EMS 9-1-1 20,694 20,227 22,227 22,132 22,318 21,633 22,369 22,724 21,813 22,902 21,738 25,394 266,171 22,181

Other 9-1-1 Calls 50,258 47,836 55,169 50,971 53,129 53,109 52,256 52,177 46,028 46,210 48,603 54,126 609,872 50,823
Total 2004 9-1-1 Calls 155,936 147,428 171,770 163,798 172,487 164,738 174,007 169,185 159,266 164,550 156,322 181,387 1,980,874 165,073
Total 2003 9-1-1 Calls 129,736 120,723 149,731 149,742 162,374 154,873 162,856 160,882 148,173 156,328 157,349 161,240 1,814,007 151,167
%Increase/Decrease 16.80% 18.11% 12.83% 8.58% 5.86% 5.99% 6.41% 4.91% 6.97% 5.00% -0.66% 11.11% 9.20%

9-1-1 Daily Avg. 5,030 5,265 5,541 5,460 5,564 5,491 5,613 5,458 5,309 5,308 5,043 5,851

         Houston Emergency Center

2004 9-1-1 Call Volume
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Appendix D-3HOUSTON EMERGENCY CENTER TOTAL CALL VOLUME
Comparison 2004 vs. 2003

Estimated for four 
days due to 
Symposium down.

Estimated for two 
days due to 
Symposium down.

Estimated for seven 
days due to 
Symposium down.

 
Total 9-1-1 JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC YTD 9-1-1 Avg. MONTH

2004 155,936 147,428 171,770 163,798 172,487 164,738 174,007 169,185 159,266 164,550 156,322 181,387 1,980,874 165,073
2003 129,736 120,723 149,731 149,742 162,374 154,873 162,856 160,882 148,173 156,328 157,349 161,240 1,814,007 151,167

PERCENTAGE 16.80% 18.11% 12.83% 8.58% 5.86% 5.99% 6.41% 4.91% 6.97% 5.00% -0.66% 11.11% 9.20%

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC TOTALS Avg. MONTH
Police 9-1-1 80,003 75,245 89,783 86,223 92,548 85,551 94,450 89,047 86,532 91,127 81,698 96,425 1,048,632 87,386
Fire 9-1-1 4,981 4,120 4,591 4,472 4,492 4,445 4,932 5,237 4,893 4,311 4,283 5,442 56,199 4,683
EMS 9-1-1 20,694 20,227 22,227 22,132 22,318 21,633 22,369 22,724 21,813 22,902 21,738 25,394 266,171 22,181

Other 9-1-1 Calls 50,258 47,836 55,169 50,971 53,129 53,109 52,256 52,177 46,028 46,210 48,603 54,126 609,872 50,823
Total 155,936 147,428 171,770 163,798 172,487 164,738 174,007 169,185 159,266 164,550 156,322 181,387 1,980,874

Police 10-Digit JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC YTD POLICE 10-DIGIT Avg. MONTH
2004 138,229 125,276 144,509 155,962 150,520 143,612 149,047 142,176 132,427 137,151 130,433 140,724 1,690,066 140,839
2003 155,234 144,061 167,201 167,535 174,564 166,697 168,620 165,640 153,839 138,858 136,490 140,717 1,879,456 156,621

PERCENTAGE -10.95% -13.04% -13.57% -6.91% -13.77% -13.85% -11.61% -14.17% -13.92% -1.23% -4.44% 0.00% -10.08%

Fire/EMS 10-Digit JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC YTD FIRE/EMS 10-DIGIT Avg. MONTH
2004 5,116 4,556 5,375 5,221 5,508 5,667 5,377 5,497 4,483 4,918 5,229 5,403 62,350 5,196
2003 9,410 8,299 9,932 9,504 10,758 10,233 10,444 10,790 8,719 5,844 5,629 5,321 104,883 8,740

PERCENTAGE -45.63% -45.10% -45.88% -45.07% -48.80% -44.62% -48.52% -49.05% -48.58% -15.85% -7.11% 1.54% -40.55%

Total Call Volume JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC TOTALS Avg. Month
2004 299,281 277,260 321,654 324,981 328,515 314,017 328,431 316,858 296,176 306,619 291,984 327,514 3,733,290 311,108
2003 294,380 273,083 326,864 326,781 347,696 331,803 341,920 337,312 310,731 301,030 299,468 307,278 3,798,346 316,529

PERCENTAGE 1.66% 1.53% -1.59% -0.55% -5.52% -5.36% -3.95% -6.06% -4.68% 1.86% -2.50% 6.59% -1.71% Avg. Day
10,036

                Houston Emergency Center

HEC Call Volume Comparison 2004 vs. 2003
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Appendix D-4

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
9-1-1 Police Calls 80,003 75,245 89,783 86,223 92,548 85,551 94,450 89,047 86,532 91,127 81,698 96,425 1,048,632 87,386
Police 10-Digit Calls 138,229 125,276 144,509 156,186 150,520 143,612 149,047 142,176 132,427 137,151 130,433 140,724 1,690,290 140,858
2004 Police Totals 218,232 200,521 234,292 242,409 243,068 229,163 243,497 231,223 218,959 228,278 212,131 237,149 2,738,922 228,244
2003 Police Totals 213,381 197,706 234,435 235,670 248,289 237,163 238,368 235,827 227,394 221,815 218,272 224,764 2,733,084 227,757
% Increase/Decrease 2.22% 1.40% -0.06% 2.78% -2.15% -3.49% 2.11% -1.99% -3.85% 2.83% -2.89% 5.22% 0.21%

9-1-1 Police Daily Avg. 2,581 2,687 2,896 2,874 2,985 2,760 3,047 2,872 2,791 2,940 2,635 3,110
10-Digit Police Daily Avg. 4,459 4,474 4,662 5,206 4,855 4,787 4,808 4,586 4,414 4,424 4,208 4,539

Police 10-Digit Comparison JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2004 10-Digit 138,229 125,276 144,509 156,186 150,520 143,612 149,047 142,176 132,427 137,151 130,433 140,724 1,690,290 140,858
2003 10-Digit 155,234 144,061 167,201 167,535 174,564 166,697 168,620 165,640 153,839 138,858 136,490 140,717 1,879,456 156,621
% Increase/Decrease -12.30% -14.99% -15.70% -7.27% -15.97% -16.07% -13.13% -16.50% -16.17% -1.24% -4.64% 0.00% -11.19%

Police 911 Comparison JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2004 911 80,003 75,245 89,783 86,223 92,548 85,551 94,450 89,047 86,532 91,127 81,698 96,425 1,048,632 87,386
2003 911 58,147 53,645 67,234 68,135 73,725 70,466 69,748 70,187 73,555 82,957 81,782 84,047 853,628 71,136
% Increase/Decrease 27.32% 28.71% 25.11% 20.98% 20.34% 17.63% 26.15% 21.18% 15.00% 8.97% -0.10% 12.84% 18.60%
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Appendix D-5

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year
Fire 9-1-1 Calls 4,981 4,120 4,591 4,472 4,492 4,445 4,932 5,237 4,893 4,311 4,283 5,442 56,199
EMS 9-1-1 Calls 20,694 20,227 22,227 22,132 22,318 21,633 22,369 22,724 21,813 22,902 21,738 25,394 266,171
Fire/EMS 10-Digit Calls 5,116 4,556 5,375 5,221 5,508 5,667 5,377 5,497 4,483 4,918 5,229 5,403 62,350
2004 Fire/EMS Totals 30,791 28,903 32,193 31,825 32,318 31,745 32,678 33,458 31,189 32,131 31,250 36,239 384,720
2003 Fire/EMS Totals 30,551 27,410 32,124 31,916 35,340 34,140 33,241 34,105 31,825 33,965 32,463 35,350 392,430
% Increase/Decrease 0.78% 5.17% 0.21% -0.29% -9.35% -7.54% -1.72% -1.93% -2.04% -5.71% -3.88% 2.45% -2.00%

Fire 911 0:00:03 0:00:03 0:00:03 0:00:05 0:00:04 0:00:03 0:00:04 0:00:03 0:00:03 0:00:02 0:00:02 0:00:03 0:00:03
EMS 911 0:00:02 0:00:02 0:00:02 0:00:03 0:00:03 0:00:02 0:00:02 0:00:02 0:00:02 0:00:01 0:00:02 0:00:02 0:00:02
Fire/EMS 10-Digit 0:00:02 0:00:03 0:00:02 0:00:05 0:00:04 0:00:03 0:00:02 0:00:02 0:00:02 0:00:02 0:00:02 0:00:02 0:00:03

EMS Calls Dispatched 16,924 16,295 17,880 17,601 18,357 17,921 18,421 18,560 18,119 18,418 17,216 17,858 213,570
Fire Calls Dispatched 4,221 3,638 4,072 4,015 4,089 4,196 4,064 4,325 3,719 3,944 3,899 4,148 48,330
Total Calls Dispatched 21,145 19,933 21,952 21,616 22,446 22,117 22,485 22,885 21,838 22,362 21,115 22,006 261,900

2004 Percentage Dispatched of Calls Received 

Average Answer Delay

 Houston Emergency Center
2004/2003 Fire/EMS Call Volume
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Appendix D-6

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Totals Avg. Per Month
Police 9-1-1 81,104 72,202 76,329 229,635 76,545
Fire 9-1-1 4,001 3,795 4,271 12,067 4,022
EMS 9-1-1 22,206 21,617 22,928 66,751 22,250

Other 9-1-1 Calls 53,108 50,538 70,620 174,266 58,089
Total 2005 9-1-1 Calls 160,419 148,152 174,148 0 0 0 0 0 0 0 0 0 482,719 160,906
Total 2004 9-1-1 Calls 155,936 147,428 171,770 163,798 172,487 164,738 174,007 169,185 159,266 164,550 156,322 181,387 1,980,874 165,073
% Increase/Decrease 2.79% 0.49% 1.37% #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! -75.63%

9-1-1 Daily Avg. 5,175 5,291 5,618 0 0 0 0 0 0 0 0 0

   Houston Emergency Center
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Appendix D-7

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
9-1-1 Police Calls 81,104 72,202 76,329 229,635 76,545
Police 10-Digit Calls 132,241 116,631 138,692 387,564 129,188
2005 Police Totals 213,345 188,833 215,021 0 0 0 0 0 0 0 0 0 617,199 205,733
2004 Police Totals 218,232 200,521 234,292 242,409 243,068 229,163 243,497 231,223 218,959 228,278 212,131 237,149 2,738,922 228,244
% Increase/Decrease -2.29% -6.19% -8.96% #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! -343.77%

9-1-1 Police Daily Avg. 2,616 2,579 2,462 0 0 0 0 0 0 0 0 0
10-Digit Police Daily Avg. 4,266 4,165 4,474 0 0 0 0 0 0 0 0 0

Police 10-Digit Comparison JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2005 10-Digit 132,241 116,631 138,692 0 0 0 0 0 0 0 0 0 387,564 129,188
2004 10-Digit 138,229 125,276 144,509 156,186 150,520 143,612 149,047 142,176 132,427 137,151 130,433 140,724 1,690,290 140,858
% Increase/Decrease -4.53% -7.41% -4.19% #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! -336.13%

Police 911 Comparison JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2005 911 81,104 72,202 76,329 0 0 0 0 0 0 0 0 0 229,635 76,545
2004 911 80,003 75,245 89,783 86,223 92,548 85,551 94,450 89,047 86,532 91,127 81,698 96,425 1,048,632 87,386
% Increase/Decrease 1.36% -4.21% -17.63% #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! -356.65%
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Appendix D-8

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
Fire 9-1-1 Calls 4,001 3,795 4,271 12,067 4,022
EMS 9-1-1 Calls 22,206 21,617 22,928 66,751 22,250
Fire/EMS 10-Digit Calls 5,126 4,511 4,880 14,517 4,839
2005 Fire/EMS Totals 31,333 29,923 32,079 0 0 0 0 0 0 0 0 0 93,335 31,112
2004 Call Volume 30,791 28,903 32,193 31,825 32,318 31,745 32,678 33,458 31,189 32,131 31,250 36,239 384,720 32,060
% Increase/Decrease 1.73% 3.41% -0.36% #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! #DIV/0! -312.19%

EMS Calls Dispatched 17,873 17,773 35,646 11,882
Fire Calls Dispatched 3,725 3,392 7,117 2,372
2005 Total Calls Dispatched 21,598 21,165 0 0 0 0 0 0 0 0 0 0 42,763 14,254

 Houston Emergency Center
2005/2004 Fire/EMS Call Volume
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Appendix D-9

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC YTD Total Avg. Per Month
9-1-1 Police Calls 81,104 72,202 76,329 229,635 76,545
Police 10-Digit Calls 132,241 116,631 138,692 387,564 129,188
2005 Total Police Calls 213,345 188,833 215,021 0 0 0 0 0 0 0 0 0 617,199 205,733
2004 Police Totals 218,232 200,521 234,292 242,409 243,068 229,163 243,497 231,223 218,959 228,278 212,131 237,149 2,738,922 228,244
2003 Police Totals 213,381 197,706 234,435 235,670 248,289 237,163 238,368 235,827 227,394 221,815 218,272 224,764 2,733,084 227,757

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2005 Calls Sent to Dispatch 168,058 152,849 172,592 493,499 164,500
2005 Calls Dispatched 144,350 128,601 143,983 416,934 138,978
Difference 23,708 24,248 28,609 76,565 25,522

JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
2004 Calls Sent to Dispatch 168,714 155,204 173,351 169,502 175,072 164,174 167,573 163,035 158,956 168,407 161,413 164,481 1,989,882 165,824
2004 Calls Dispatched 141,571 129,373 142,921 139,992 146,498 137,093 139,936 136,555 134,470 143,081 136,774 139,736 1,668,000 139,000
Difference 27,143 25,831 30,430 29,510 28,574 27,081 27,637 26,480 24,486 25,326 24,639 24,745 321,882 26,824

Houston Emergency Center
2005/2004/2003 Police Related Call Volume

Police Related Dispatch Information

Provided by HEC Management  
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JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
Fire 9-1-1 Calls 4,001 3,795 4,271 12,067 4,022
EMS 9-1-1 Calls 22,206 21,617 22,928 66,751 22,250
Fire/EMS 10-Digit Calls 5,126 4,511 4,880 14,517 4,839
2005 Fire/EMS Totals 31,333 29,923 32,079 0 0 0 0 0 0 0 0 0 93,335 31,112
2004 Call Volume 30,791 28,903 32,193 31,825 32,318 31,745 32,678 33,458 31,189 32,131 31,250 36,239 384,720 32,060
2003 Fire/EMS Totals 30,551 27,410 32,124 31,916 35,340 34,140 33,241 34,105 31,825 33,965 32,463 35,350 392,430 32,703

Dispatched Information

2005 JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
Fire/EMS Sent to Dispatch 22,036 21,542 22,801 66,379 22,126
Fire/EMS Calls Dispatched 21,598 21,165 22,350 65,113 21,704
Difference 438 377 451 1,266 422

2004 JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
Fire/EMS Sent to Dispatch 22,382 21,073 23,371 23,135 24,051 23,418 23,830 24,556 23,258 22,849 21,570 22,487 275,980 22,998
Fire/EMS Calls Dispatched 21,145 19,933 21,952 21,616 22,446 22,117 22,485 22,885 21,838 22,362 21,115 22,006 261,900 21,825
Difference 1,237 1,140 1,419 1,519 1,605 1,301 1,345 1,671 1,420 487 455 481 14,080 1,173

2003 JAN FEB MAR APR MAY JUN JULY AUG SEPT OCT NOV DEC Total Year Avg. Per Month
Fire/EMS Sent to Dispatch 24,543 23,480 22,124 70,147 23,382
Fire/EMS Calls Dispatched 23,691 22,270 21,470 67,431 22,477
Difference 852 1,210 654 2,716 905

 Houston Emergency Center
2005/2004/2003 Fire/EMS Call Volume

Provided by HEC Management  
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Police Dispatch Call Volumes - Distribution by Priority Code
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Appendix D-12

Police Dispatch Call Volumes - Hourly Distribution
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Houston Emergency Center
Calendar 2003-2004

Key Components of Average Total Emergency Response Time for Calendar 2003-2004

Key Components of Average Total Emergency 
Response Time for Calendar 2003-2004
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Houston Emergency Center
Calendar 2003-2004

Relative Impact of Key Components of Average Total Emergency Response Time  
for Calendar 2003-2004

Relative Impact of Key Components of Average  
Total Emergency Response Time for Calendar 2003-
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Appendix E-4

Houston Emergency Center
9-1-1 Police Calls - End to End Response Time By Function - Priority 1

January 2003 through December 2004

9-1-1 Police Calls - End to End Response Time By Function: Priority 1
January 2003 through December 2004
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Houston Emergency Center
9-1-1 Police Calls - End to End Response Time By Function - Priority 2

January 2003 through December 2004

9-1-1 Police Calls - End to End Response Time By Function: Priority 2
January 2003 through December 2004
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Appendix E-6

Houston Emergency Center
9-1-1 Police Calls - End to End Response Time By Function - Priority 3

January 2003 through December 2004

9-1-1 Police Calls - End to End Response Time By Function: Priority 3
January 2003 through December 2004
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Appendix E-8

Houston Emergency Center
 9-1-1 Fire Calls - End to End Response Time by Function 

January 2003 through December 2004
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Appendix E-9

Houston Emergency Center   
9-1-1 EMS Calls - End to End Response Time by Function 

January 2003 through December 2004
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9-1-1 Fire Calls 
Average End to End Total Response Time 
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9-1-1 EMS Calls 
Average End to End Total Response Time 
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Appendix H-2

Houston Emergency Center
Police Dispatchers (SPTs) on Roster versus SPTs Available to Work Overtime

Police Dispatchers (SPTs) on roster versus SPTs available to work overtime 
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Appendix I-2

Houston Emergency Center
HEC Employees - Telecommunicators Only

Average Overtime Worked Per Person 2003 - 2005
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Appendix I-3

Houston Emergency Center
Growth In Overtime Hours Worked 2002 - 2005
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