






“Dallas, The City That Works: Diverse, Vibrant and Progressive” 

Memorandum 

 
 
 
 
 
 

DATE June 16, 2017 
 

   TO Honorable Mayor and Members of the City Council 
 

SUBJECT Call Center Update 
 
Improvements and enhancements to the operations of the 911 Call Center are continuing to advance.  
The purpose of this memo is to provide a status report of the various tasks and activities identified in 
the Overview of 911 Call Center Operations briefing that was provided to Council on April 19, 2017.  
While progress is being made, emphasis is still needed to ensure that we reach our staffing and 
service level goals.  Staff continues to make this a high priority, and I have asked the Center for 
Performance Excellence to further evaluate the hiring process and procedures to determine if 
additional improvements are needed.  The following report provides a status summary of the tasks 
currently in progress.  Some highlights of recent activities are listed below.     

 
 

 

The Dallas Police Department has been working 
on increasing staffing levels and maintaining the 
service level goal of 90% of calls answered within 
10 seconds.  The average call answer time has 
improved for May 2017 and was within the target 
goal. 
 
Communication & Information Services is in the 
process of transitioning from E9-1-1 to NG9-1-1 
(Next Generation 9-1-1), replacing the analog 
communication circuits to digital, and working to 
improve the PC workstations.  The application 
system and hardware refreshes of the core 
Computer Aided Dispatch System was completed 
in May 2017. 
 

Equipment & Building Services has several 
enhancements planned to improve the work 
environment such as remodeling the 
kitchen/breakroom and ladies’ restroom/locker 
room and installing new lighting, chairs and air 
purifiers.  These improvements are on schedule to 
be completed between  
July 2017 and October 2017. 
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Authorized 101 Call taker 
Positions 

CIS/DPD October 1,2017 – 
Full Staffing 

Current Staffing is 65 call takers, 17 
call taker trainees, and 39 officers on 
special assignment for a total of 122 

 
There are currently 47 applicants in 
the background portion of the hiring 

process 
 

15 call taker trainees have been hired 
since April 1, 2017 while 4 have left 
employment in the call center for a 

net gain of 11 
 

The first group of Neighborhood 
Policing Officers have completed 

their rotation in the Call Center and 
have returned to their respective 

Patrol Divisions. The second group of 
Neighborhood Policing Officers have 

just completed their on the job 
training in the Call Center 

 
A call back list of qualified non-

communications police department 
employees has been established to 

be available if staffing shortages 
become critical 

 
Communications personnel testing is 

being conducted consistently in 
conjunction with the sworn-on site 

testing 
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March 30, 2017 - April 1, 2017 –  
The job fair significantly increased 

the number of applicants in the 
vetting process and the number of 

employees hired 
 

Shortened overall hiring process to 3 
months which includes steps taken 

for CVS and DPD 
 

July 1, 2017 –  
Staggered start times will be 
implemented to assist with a 

smoother transition from one shift to 
the next. (Currently shift start times 

are 7am, 3pm, and 11pm. Staggered 
shift start times will 7am and 

8am,3pm and 4pm, and  
11pm and 12am) 

    

Add three civilian 
background detectives to 

process applicants 

DPD July 5, 2017 June 21, 2017 –  
Two scheduled to begin 

 
July 5, 2017 –  

Third scheduled to begin 

    

Continuous open 
postings for 911 Call 

Taker Trainee 

CVS  Completed 

    

Reduced application  
re-apply period from  

30 to 15 days 

CVS  Completed 
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Implemented weekly and 
Saturday 911 testing 

CVS  Completed 
 

    

Candidates passing the 
911 exam are referred to 

DPD within  
1-3 business days 

CVS  Completed 

    

Research the option to 
waive the 911 exam for 

applicants with 911 
experience and 

certification 

CVS July 14, 2017 Researching 

    

Develop a process to 
decrease attrition of 911 

Call Takers (selection and 
environment) 

CVS August 25, 2017 On-going 

    

Public Service 
Announcement 

PIO June 30, 2017 June 30, 2017 –  
Anticipated release date to bring 

awareness to the public on the Call 
Center and its operational 

procedures 

    

911 Service Level CIS/DPD Monthly Service level for 
April 2017 was 88% 

 
Service Level for 

May 2017 was 92% 
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Average Call Answer Time CIS/DPD Monthly Average call answer time for April 
2017 was 7 seconds 

 
Average call answer time for May 

2017 was 3 seconds 

    

Upgrade the hardware 
and software of the 

Computer Aided Dispatch 
(CAD) System 

CIS May 2017 Completed  

    

Upgrade desktop PC 
hardware and software at 

Dispatch and Call Taker 
stations for CAD 

CIS October 2017 June 26, 2017 –  
Scheduled to be Ordered  

 

    

Upgrade desktop PC 
hardware and software at 

Call Taker stations for 
Vesta NG911 system 

CIS October 2017 May 5, 2017 –  
Ordered  

 

    

Upgrade Legacy voice 
network 

CIS September 2017 Being Programmed 

    

Install Vesta NG911 
telephone system 

CIS October 2017 Being Programmed 

    

Training on NG911 
system 

CIS/DFR/DPD October/November 2017 Pending Upgrade 
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Install & Train on 911 Call 
Center management 

system 

CIS October/November 2017 Pending Upgrade 

    

Implementation of all 
Improvements (Go-Live) 

CIS/DFR/DPD November 2017 Pending Upgrades 

    

Call Center Renovation 
(Lighting, Ceiling, 

Flooring, Paint) 

EBS October 2017 Coordinating work schedules (CIS, 
EBS, DPD, Vendors) to minimize 
impact to Call Center operations 

 
August 2017 –  

Construction Begins 

    

Install Air Purification 
System 

EBS July 25, 2017 Procurement Underway 

    

Remodel Kitchen EBS August 9, 2017 June 2017 –  
Construction Begins  

    

Remodel 
Restroom/Locker Room 

EBS August 22, 2017 July 2017 –  
Construction Begins 

    

Replace Call Taker Chairs  EBS August 1, 2017 911 selection pending and delivery 
time is 5 weeks after selection. 
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