GOVERNMENT OF THE DISTRICT OF COLUMBIA
Office of Unified Communications
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Muriel Bowser I Karima Holmes
I

Mayor Director

February 1, 2019

The Honorable Charles Allen

Chairman, Committee on the Judiciary
Council of the District of Columbia

1350 Pennsylvania Avenue, N.W., Suite 402
Washington, DC 20004

Dear Chairman Allen:

In response to the Committee on the Judiciary’s performance oversight questions related to the
Office of Unified Communications (OUC), I respectfully submit the following information.

Thank you for the opportunity to provide prehearing responses to your questions related to the
Office of Unified Communications’ FY18 performance.

Sincerely,
/Tﬁ s vmu’-’U( _@IU‘;%

Karima Holmes
Director



General Questions

1. Please provide a current organizational chart for the agency, including the number of
vacant, frozen, and filled positions in each division or subdivision. Include the names and

titles of all
chart.

senior personnel, and note the date that the information was collected on the

See Attachment

a. Please provide an explanation of the roles and responsibilities of each division and
subdivision.

Office of the Director
The Office of the Director is responsible for planning, organizing, and

promoting programs that enhance and expand emergency and non-emergency
customer service functions to the District of Columbia and its surrounding
jurisdictions. It directs the development and overall operation of the OUC,
establishes all related policies and procedures, and ensures agency alignment
with the Deputy Mayor for Public Safety and Justice and the Mayor.

Office of the Chief of Staff
Under the direct supervision of the Director, this office is responsible for

assisting the Director in guiding and managing the overall strategic direction
and success of the Agency. This office is also expected to exercise originality
and initiative in carrying out responsibilities. It ensures that the various
divisions within the organization achieve agreed-upon goals while
maximizing opportunities to achieve the mission of the agency. It provides
oversight of both internal and external communications as well as agency
budget and purchasing activities. It also manages the practical implementation
of programmatic and technological enhancements of new programs between
internal agency divisions and external agency partners.

Public Information and Community Outreach Division

The primary function of Public Information and Community Outreach
Division is to serve as OUC’s media liaison and frequently as the official
communications division for the agency. Working with the Director,
operational staff, and subject matter experts within the organization, the
division responds to all press inquiries in a timely and informative fashion. In
addition, the division identifies potential news items involving the agency
and/or its personnel and works to gain the attention of news media. It develops
promotional messaging and maintains the agency’s social media strategy and
itinerary. It serves as primary liaison between the agency and the Executive



Officer of the Mayor (EOM) Communications staff to keep EOM informed of
emerging and on-going matters. The division serves on various citywide task
forces designed to develop strategy and direction in communications activities
and coordinate special events, such as press conferences, open houses, and
community meetings, as assigned by the Director.

Office of the Chief Information Officer
The Technology Division provides centralized, District-wide coordination and

management of public safety and other city services communications
technology, including voice radio, 911/311 telephony, computer aided
dispatch systems (CAD), citizen interaction relationship management (CIRM)
systems, mobile data computing systems (MDC) and other technologies,
including wireless and data communication systems and resources.

In addition, the Division develops and enforces policy directives and
standards regarding public safety and non-public safety communications;
operates and maintains public safety and non-public safety voice radio
technology; manages building facilities that support public safety voice radio
technology and call center technology; and reviews and approves all agency
proposals, purchase orders, and contracts for the acquisition of public safety
voice radio technology and call center technology systems, resources, and
services.

Office of the Chief of 911 Operations

Reporting directly to the Director, this office is responsible for the day-to-day
planning, design, development, and coordination of all emergency operations,
including the following:

911 Operations Division

The 911 Operations Division receives all 911 calls as the sole Public Safety
Answering Point (PSAP) in the District. Highly trained call takers utilize
specialized systems to answer calls and follow specific protocols to probe
callers to ensure the most appropriate responses to their needs. Call takers
enter caller-provided information to create incident records and electronically
transfer each incident record onsite to highly trained dispatchers. These
dispatchers are responsible for coordinating responses to incidents on behalf
of the MPD and FEMS. Dispatchers also communicate with on-scene first
responders to provide updates, coordinate support from additional units, and
support on-scene responder safety as necessary.

Office of the Chief of 311 Operations



VI.

Reporting directly to the Director, this office is responsible for the day-to-day
planning, design, development, and coordination of all police and fire/EMS
non-emergency and city services, including the following:

311 Operations Division

The 311 Operations Division is the access point for residents and visitors
requiring DC government services and/or information. This division supports
the submission of scheduled service requests such as trash removal, pothole
repair, bulk trash pick-ups, and recycling collection through a number of
platforms, including telephone, web, and mobile applications. Users can also
engage with the division to report a missed scheduled service, inquire about
city agency phone numbers and hours of operation, and pursue other customer
service-related items. To be clear, the OUC is not responsible for the
provision of city services. Instead, the city agencies that provide such services
have service-level agreements which outline the expected level of
performance for each request type. Accordingly, the 311 Division serves as a
one-stop conduit for convenient access to methods of requesting services from
partner agencies and following up on their status. Furthermore, the 311
Division does not close service request tickets--this is the responsibility of the
respective agency. 311 Operations recently implemented a police non-
emergency option. Residents and visitors of the District can now call 311 to
report all police non-emergencies. The OUC and MPD define a non-
emergency call as any call related to an incident that does not pose an
immediate threat to the safety of individuals and/or incidents that occurred at
least one hour before the initial request for police assistance is made.

Office of the Chief of Professional Standards
The Office of Professional Standards and Development (OPSD) is responsible

for the training of new employees as well as continuing education and
developmental training for incumbent employees from call takers to
management. This division is also responsible for quality assurance and
performance improvement.

OPSD develops, implements, and coordinates training with industry
associations, partnering agencies, as well as internal departmental divisions.
Training is conducted strategically to maintain a functional workforce that
yields effective and efficient services to the citizens and visitors of the
District. In addition, the division identifies shortfalls and best practices
through a thorough Quality Assurance program. This identification allows for
the agency to develop employees and programs that best address any quality
improvement needs. The combination of training and quality assurance



ensures that agency goals and objectives are met. The Office directs the
activities of the Transcription Division, which serves as the custodian of
records and utilizes highly specialized archival systems to research files
related to all 911 and 311 communications. The purpose of this research is to
provide audio files and other data to partnering local and federal government
agencies, as well as the general public. Transcriptionists often testify in court
on behalf of the agency to authenticate 911 calls and/or to explain event
chronologies in both criminal and civil proceedings under direct examination
by OAG and USAO attorneys.

VIl.  Office of the Chief of Administration
This office is responsible for independently planning, designing, developing,

coordinating, and directing the oversight of all administrative functions
including human resources, payroll, and personnel administrative programs
supporting the management staff and other personnel employed in the agency.
In addition, Administrative Services oversees the employee performance
management system, new employee onboarding, and policy adherence for
OUC personnel.

b. Please provide a narrative explanation of any changes to the organizational chart
made during the previous year.

The only change made to the organizational chart in FY18 was the separation
of 911/311 Operations into two distinct functions aligned with separate
division heads who each report directly to the agency director.

2. Please provide a current Schedule A for the agency which identifies each position by
program and activity codes, with the employee’s name, title/position, salary, fringe
benefits, and length of time with the agency. Please note the date that the information was
collected. The Schedule A should also indicate if the position is
continuing/term/temporary/contract or if it is vacant or frozen. Please separate salary and
fringe and indicate whether the position must be filled to comply with federal or local law.

See Attachment
3. Please list all employees detailed to or from your agency. For each employee identified,

please provide the name of the agency the employee is detailed to or from, the reason for
the detail, the date of the detail, and the employee’s projected date of return.

Name Agency Reason Date
Nicole Donnelly OCTO Data Discovery | January 2017

This detail is included in the annual GIS MOU between OUC and OCTO. There is no
projected date of return for this detail, but it can be terminated at any time at the
request of either agency.



4. Please provide the Committee with:

a. A list of all vehicles owned, leased, or otherwise used by the agency and to whom
the vehicle is assigned, as well as a description of all vehicle collisions involving
the agency’s vehicles in FY18 and FY19, to date; and

Vehicle Make and Model Location Tag# Assignment Accidents
Toyota Prius ucc 10223 Administrative none
Toyota Prius ucc 10152 Administrative none
Toyota Prius ucc 10224 IT Department none
Toyota Prius ucc 10151 Administrative none
Dodge Caravan ucc 10183 Administrative none
Chevrolet Silverado Pick up UCC/PSCC | 711510 Director none
Dodge Caravan ucc 10186 Outreach use none
Dodge 15 Passenger Van ucc 10225 Emergency none

Vehicle
Chevrolet Silverado Pick up PSCC 10192 Radio Shop none
Dodge Caravan PSCC 10188 Radio Shop none
Dodge Caravan PSCC 10187 Radio Shop none
Dodge Caravan PSCC 10184 Radio Shop none
Dodge Caravan PSCC 10185 Radio Shop none
Dodge Caravan PSCC 715664 Radio Shop none
Dodge Caravan PSCC 715745 Radio Shop none
Trailer PSCC 717836 Radio Shop none
Dodge Ram ucc 7112051 | THOR Support none
Tractor UCC 7112073 | THOR Tractor none
Trailer uccC 7112492 | THOR none
Trailer ucc 7112493 | THOR Support none




*Unified Communications Center (UCC) 2720 MLK. Ave. SE; Public Safety Communications Center (PSCC)
310 McMillian Dr. NW

b. A list of travel expenses, arranged by employee for FY18 and FY19, to date,
including the justification for travel.

FY18 TRAVEL COSTS
October 1, 2017 - September 30, 2018
DATE EMPLOYEE'S NAME TITLE TOTAL JUSTIFICATION TRAVEL
EXPENSE FREQUENCY

10/18/2017 - | Anthony Covington TEO $318.84 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Brittany Fletcher TEO $318.84 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Cortnee Wilson TEO $318.84 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Frances Hall TEO $160.00 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Jahmela Barlow TEO $160.00 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Judy Duff Chief, $258.35 Mid Eastern APCO One Time
10/20/2017 Professional Chapter Fall

Standards & Conference, Ocean
Development City, MD

10/18/2017 - | Laluan Sullivan Operations $160.00 Mid Eastern APCO One Time
10/20/2017 Manager Chapter Fall

Conference, Ocean

City, MD
10/18/2017 - | Latrice Covington Dispatcher $160.00 Mid Eastern APCO One Time
10/20/2017 Chapter Fall

Conference, Ocean

City, MD




10/18/2017 Marcia King Training $318.84 Mid Eastern APCO One Time
10/20/2017 Specialist Chapter Fall
Conference, Ocean
City, MD
10/18/2017 Mark Hunter Dispatcher $318.84 Mid Eastern APCO One Time
10/20/2017 Chapter Fall
Conference, Ocean
City, MD
10/18/2017 Marlene Hollins Training $356.70 Mid Eastern APCO One Time
10/20/2017 Development Chapter Fall
& Conference, Ocean
Organizational City, MD
Specialist
10/18/2017 Robin R Scott Training $160.00 Mid Eastern APCO One Time
10/20/2017 Development Chapter Fall
& Conference, Ocean
Organizational City, MD
Specialist
10/18/2017 Sheldon Thorne TEO $96.00 Mid Eastern APCO One Time
10/20/2017 Chapter Fall
Conference, Ocean
City, MD
10/18/2017 Tammie Creamer Quality $318.84 Mid Eastern APCO One Time
10/20/2017 Assurance Chapter Fall
Specialist Conference, Ocean
City, MD
10/18/2017 Tiffany Fuller Dispatcher $160.00 Mid Eastern APCO One Time
10/20/2017 Chapter Fall
Conference, Ocean
City, MD
10/18/2017 Trayshelle Jackson Dispatcher $318.84 Mid Eastern APCO One Time
10/20/2017 Chapter Fall
Conference, Ocean
City, MD
11/15/2017 Karima Holmes Director $96.00 Intergovernmental One Time
11/16/2017 Meeting with the
U.S. Department of
Energy, San Antonio,
X
12/11/2017 Marlene Hollins Training $388.54 9-1-1 One Time
12/13/2017 Development Telecommunicator

&

First Responders
Disability Awareness




Organizational

Training Event,

Specialist Cambridge, MD
12/11/2017 - | Robin R Scott Training $160.00 9-1-1 One Time
12/13/2017 Development Telecommunicator
& First Responders
Organizational Disability Awareness
Specialist Training Event,
Cambridge, MD
4/15/2018 - | Arrelle Anderson Chief of Staff $741.98 Annual user summit One Time
4/18/2018 brings clients
together to share
best practices and
hands-on product
training, Denver, CO
4/15/2018 - | Wanda Gattison Public Affairs $1,821.59 Annual user summit One Time
4/19/2018 Specialist brings clients
together to share
best practices and
hands-on product
training, Denver, CO
4/29/2018 - | Stephen Matthews Radio Cache $1,002.22 MTUGMid-Atlantic One Time
5/1/2018 Manager Region Meeting,
Charleston, SC
4/29/2018 - | Wanda Gattison Public Affairs $1,716.25 Engage 311 One Time
5/3/2018 Specialist Conference, Tampa,
FL
4/29/2018 - | Erick Hines 311 Operations | $2,033.33 Engage 311 One Time
5/3/2018 Manager Conference, Tampa,
FL
6/04/2018 - | Teodros Kavaleri Chief IT Officer | $2,985.27 2018 PSCR Public One Time
6/9/2018 Safety Broadband
Stakeholder
Meeting/Conference,
San Diego, CA
6/15/2018 - | Karima Holmes Director $2,348.64 NENA 2018 One Time
6/19/2018 Conference and Expo
& NASNA 2018

Annual Meeting
Agenda, Nashville,
TN




6/15/2018 Teodros Kavaleri Chief IT Officer | $3,617.99 NENA 2018 One Time
6/21/2018 Conference and
Expo, Nashville, TN
7/25/2018 Karima Holmes Director $219.10 Northeast One Time
7/27/2018 Workshops to
Enhance Emergency
Communications
Governance,
Philadelphia, PA
7/26/2018 Teodros Kavaleri Chief IT Officer | $320.29 Northeast One Time
7/27/2018 Workshops to
Enhance Emergency
Communications
Governance,
Philadelphia, PA
8/05/2018 Karima Holmes Director $2,281.42 APCO 2018, APCO One Time
8/09/2018 International’s
Annual Conference &
Expo, Las Vegas, NV
8/04/2018 Mark Hunter Training & $2,654.97 APCO 2018, APCO One Time
8/09/2018 Organizational International’s
Development Annual Conference &
Officer Expo, Las Vegas, NV
8/03/2018 Tiffany Fuller Dispatcher $416.00 APCO 2018, APCO One Time
8/09/2018 International’s
Annual Conference &
Expo, Las Vegas, NV
8/19/2018 Judy Duff Chief $2,462.58 Training; Criteria One Time
8/25/2018 Professional Based Dispatch Train
Standards & the Trainer, Seattle,
Development WA
8/19/2018 Marlene Hollins Training and $2,071.65 Training; Criteria One Time
8/25/2018 Development Based Dispatch Train
Specialist the Trainer, Seattle,
WA
8/19/2018 Robin Scott Training and $2,071.65 Training; Criteria One Time
8/25/2018 Development Based Dispatch Train
Specialist the Trainer, Seattle,
WA
8/19/2018 Beatriz Ortega Training and $2,071.65 Training; Criteria One Time
8/25/2018 Development Based Dispatch Train
Specialist
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the Trainer, Seattle,
WA
9/24/2018 - | Karima Holmes Director $3,782.10 Dreamforce 2018, One Time
9/28/2018 San Francisco, CA
9/24/2018 - | Kelly Brown Special $3,012.53 Dreamforce 2018, One Time
9/28/2018 Assistant San Francisco, CA
9/24/2018 - | Teodros Kavaleri Chief IT Officer | $3,662.72 Dreamforce 2018, One Time
9/28/2018 San Francisco, CA
9/24/2018 - | Wanda Gattison Public $3,794.28 Dreamforce 2018, One Time
9/28/2018 Information San Francisco, CA
Officer
FY18 Total $49,635.68
FY19 TRAVEL COSTS
October 1, 2018 — December 31, 2019
TOTAL TRAVEL
DATE EMPLOYEE'S NAME TITLE EXPENSE JUSTIFICATION FREQUENCY
FY 2019
10/17/2018 Assistant Ii‘ggggl\%"é’::t'é‘::
- Alexandria Jones Watch $283.01 Chapter. Ocean Cit One Time
10/19/2018 Commander P 'MD 4
10/17/2018 Training S)_/mposmm
. . . / APCO Mid-Eastern .
- Alice Oliver Dispatcher $376.02 Chanter. Ocean Cit One Time
10/19/2018 peer, Y,
MD
10/17/2018 Training Symposmm
. . / APCO Mid-Eastern .
- Alita Darby Dispatcher $190.00 Chater. Ocean Cit One Time
10/19/2018 peer, Y,
MD
10/17/2018 Teleco_mmunl Training S)_/mposmm
cations / APCO Mid-Eastern .
- Anthony Walker . $376.02 . One Time
Equipment Chapter, Ocean City,
10/19/2018
Operator MD
T
- Arrelle Anderson Chief of Staff $376.02 Chanter. Ocean Cit One Time
10/19/2018 peer, Y,
MD
Training Symposium
10/1772018 . Program / APCO Mid-Eastern .
- Beatriz Ortega Analvst $190.00 Chapter. Ocean Cit One Time
10/19/2018 y P WD Y,
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Training Symposium

10/17/2018 .
- Cheri Johnson Dispatcher $376.02 é&PiSrMc;géiiSE?:n One Time
10/19/2018 pter, Y.
MD
10/17/2018 Assistant Ii‘gggg,\%"é’::t'é‘::
- Dione Williams Watch $376.02 Chapter. Ocean Cit One Time
10/19/2018 Commander P 'MD Y,
10/17/2018 Training S)_/mposmm
. . / APCO Mid-Eastern .
- Eugene Billingsley Dispatcher $376.02 Chanter. Ocean Cit One Time
10/19/2018 pter, Y.
MD
10/17/2018 Training Symposmm
. . / APCO Mid-Eastern .
- Jatondra Fair Dispatcher $190.00 Chater. Ocean Cit One Time
10/19/2018 pter, Y
MD
10/17/2018 Training S)_/mposmm
. . / APCO Mid-Eastern .
- Jennifer Morsell Dispatcher $190.00 Chanter. Ocean Cit One Time
10/19/2018 pter, Y.
MD
Chief, Training Symposium
1071772018 Professional / APCO Mid-Eastern .
- Judy Duff $501.02 ; One Time
Standards & Chapter, Ocean City,
10/19/2018
Development MD
sy
- Karen Anderson Dispatcher $190.00 Chapter. Ocean Cit One Time
10/19/2018 prer. Y.
MD
10/17/2018 Training Symposmm
. . / APCO Mid-Eastern .
- Keisha Joy Dispatcher $376.02 Chanter. Ocean Cit One Time
10/19/2018 pter, Y.
MD
10/17/2018 Assistant Ifgggg,\jﬂng;:;:::
- LaDonna Wright Watch $190.00 Chapter. Ocean Cit One Time
10/19/2018 Commander P 'MD Y,
Telecommuni Training Symposium
1071772018 cations / APCO Mid-Eastern .
- Lauren Camper . $376.02 . One Time
Equipment Chapter, Ocean City,
10/19/2018
Operator MD
Training and Training Symposium
10/17/2018 Organization g oymp
/ APCO Mid-Eastern .
- Mark Hunter al $408.88 Chanter. Ocean Cit One Time
10/19/2018 Development peer, Y,
S MD
Specialist
10/17/2018 Training Symposmm
. / APCO Mid-Eastern .
- Nury Hernandez Dispatcher $376.02 Chanter. Ocean Cit One Time
10/19/2018 pter, Y.
MD
10/17/2018 Quality Training Symposium
- Trayshelle Jackson Assurance $376.02 / APCOgM)il d-l?astern One Time
10/19/2018 Specialist
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Chapter, Ocean City,
MD
10/17/2018 Telecommuni Training Symposium
William Brown- cations / APCO Mid-Eastern .
- . $190.00 : One Time
Mooney Equipment Chapter, Ocean City,
10/19/2018
Operator MD
10/30/2018 IT Systems APCO Emerging
- Zahid Chohan Mayna er $975.70 Technology Forum, One Time
11/01/2018 g Pittsburgh, PA
11/04/2018 “moniations atety Users.
- Selena MacArthur $1,656.84 y One Time
11/07/2018 Program Conference,
Manager Westminster, CO
11/04/2018 Chief of H?ﬁ?ff”uii?l'c
- LaJuan Sullivan . $1,445.27 y One Time
11/07/2018 Operations Conference,
Westminster, CO
FY19 Q1
10,360.92
Total $

5. For FY18 and FY19, to date, please list all intra-District transfers to or from the agency
and the purpose for each transfer.

FY 2018 Intra-District Summary - BUYER

OFFICE OF UNIFIED COMMUNICATIONS

SELLING AGENCY DESCRIPTION OF SERVICES PROVIDED FUNDING FUNDING
SENT DUE
Department of Human Resources DCHR to provide Criminal backgroung checks and drug 18,534 0
testin
Department of Human Resources DLP %’ersonnel senices 120,000 0
OFRM RTS Senices 3,876 0
Office of the Chief Technology Officer Provisioning and maintenance of 462,072 0
telecommunications
Office of the Chief Technology Officer Support for OUC Cisco equipment 150,045 0
FEMS CPR/AED certification and recertification training 8,250 0
Office of the City Administrator OPR-approved records retention schedule senices 27,557 0
TOTAL 790,334 0
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FY 2018 Intra-District Summary - SELLER

OFFICE OF UNIFIED COMMUNICATIONS

FUNDING FUNDING
BUYING AGENCY DESCRIPTION OF SERVICES PROVIDED RECEIVED OWED

Alcoholic Bewverage Regulation 800MHZ Radio Communications 1,993 0
Adminisrtation
Department of Behavioral Health 800MHZ Radio Communications 26,591 0
Department of Human Senices 800MHZ Radio Communications 1,993 0
DC Office of Aging 800MHZ Radio Communications 53,183 0
DC Public Library 800MHZ Radio Communications 26,591 0
DC Public Schools 800MHZ Radio Communications 39,887 0
Department of Consumer and Regulatory | 800MHZ Radio Communications 1,993 0
Affairs
Department for Hire Vehicles 800MHZ Radio Communications 88,684 0
Department of Energy and Environment {Low Income Energy Assistance Program 309,125 0
District Department of Transportation 800MHZ Radio Communications 258,200 0
District Department of Transportation Avaya/CTI Integration 21,299 0
Department of General Senices 800MHZ Radio Communications 53,494 0
Department of Corrections 800MHZ Radio Communications 176,533 0
Department of Health 800MHZ Radio Communications 5777 0
Department of Public Works 800MHZ Radio Communications 58,597 0
Department of Youth and Rehabilitation | 800MHZ Radio Communications 116,021 0
Senices
Fire and EMS 800MHZ Radio Communications 195,716 0
Homeland Security and Emergency 800MHZ Radio Communications 6,649 0
Mgmt Agency
Office of the Chief Medical Examiner 800MHZ Radio Communications 4193 0
Sene DC 800MHZ Radio Communications 1,993 0
Dept. of Forensic Science 800MHZ Radio Communications 80,590 0
Fire and EMS - AMR 800MHZ Radio Communications 66,741 0
Fireand EMS - 311 26,570 0
Office of the Chief Technology Officer 800MHZ Radio Communications 1,954 0
Metropolitan Police Department 800MHZ Radio Communications 821,469 0
Metropolitan Police Department Radio Replacement 139,349 0
Metropolitan Police Department NSID Radio Procurement 171,884 0
Department of Energy and Environment | 800MHZ Radio Communications 14,797 0
Department of Parks and Recreation 800MHZ Radio Communications 13,481 0
Department of Employment Senices 800MHZ Radio Communications 250,000 0

TOTAL 3,035,349 0
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FY 2019 Intra-District Summary - BUYER

OFFICE OF UNIFIED COMMUNICATIONS

SELLING AGENCY DESCRIPTION OF SERVICES PROVIDED FUNDING FUNDING
SENT DUE
Department of Human Resources DLP Personnel senices 21,340 0
Department of Human Resources Background and Drug testing 0 19,244
Fire and EMS Shared Senvices Training Costs 10,000
OFRM RTS Senvices 15,000
TOTAL 46,340 19,244

FY 2019 Intra-District Summary - SELLER

OFFICE OF UNIFIED COMMUNICATIONS

FUNDING FUNDING
BUYING AGENCY DESCRIPTION OF SERVICES PROVIDED

RECEIVED OWED
Department of Energy and Low Income Energy Assistance Program 313,859 0
Environment
Alcoholic Beverage Regulation 800MHZ Radio Communications 1,993
Adminisrtation
Department of Behavioral Health 800MHZ Radio Communications 26,591
Department of Human Senices 800MHZ Radio Communications 41,880
DC Office of Aging 800MHZ Radio Communications 39,887
DC Public Library 800MHZ Radio Communications 26,591
DC Public Schools 800MHZ Radio Communications 26,591
Department of Consumer and 800MHZ Radio Communications 1,993
Regulatory Affairs
Department for Hire Vehicles 800MHZ Radio Communications 6,647
District Department of Transportation] 800MHZ Radio Communications 93,071
Department of General Senices 800MHZ Radio Communications 26,591
Department of Corrections 800MHZ Radio Communications 135,551
Department of Health 800MHZ Radio Communications 6,647
Department of Public Works 800MHZ Radio Communications 1,993
Department of Regulatory Affairs 800MHZ Radio Communications 6,647
Department of Youth and 800MHZ Radio Communications 236,840
Rehabilitation Senices
Homeland Security and Emergency | 800MHZ Radio Communications 6,647
Mgmt Agency
Office of the Chief Medical Examiner ;| 800MHZ Radio Communications 1,993
Serne DC 800MHZ Radio Communications 1,993
Dept. of Forensic Science 800MHZ Radio Communications 121,906
Office of the Chief Technology 800MHZ Radio Communications 1,993
Officer

TOTAL 852,026 | 275,875
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6. For FY18and FY19, to date, please identify any special purpose revenue funds maintained
by, used by, or available for use by the agency. For each fund identified, provide:

mP o0 o

The revenue source name and code;
The source of funding;
A description of the program that generates the funds;
The amount of funds generated by each source or program;

Expenditures of funds, including the purpose of each expenditure; and
The current fund balance.

OFFICE OF UNIFIED COMMUNICATIONS

SPECIAL PURPOSE REVENUE - USE OF FUND AND BALANCE

E911 Fund 1630

FY 2019
Fy 2018 (actual as of Dec. 31)*
Beginning Fund Balance: 7,437,247 6,438,357
Revenue Collections 11,433,041 50,892 |Ssessed on Cariers providing 911
services
Payment from the Courts: 0 0
Interest Income: 0 0
Less Expenditures (3500,3501): 12,431,930 1,685,920 [911/311 related Non-Personnel,
supplies,equipment,maintenance and
other support
Ending Fund Balance: 6,438,357 4,803,329.95

*NOTE: “Actual Fund Balance” calculation reflects SOAR G/L balance after FY2018 year-end

adjustments

OFFICE OF UNIFIED COMMUNICATIONS

SPECIAL PURPOSE REVENUE - USE OF FUND AND BALANCE

2% Prepaid Wireless Fund 1631

FY 2019
FY 2018 Programs that generate the funds
(actual as of Dec. 31)* g g
Beginning Fund Balance: 1,185,934 1,168,711
Revenue Collections 534,191 121,984 é:lseessed to Consumers at a Point of
Payment from the Courts: 0 0 |NA
Interest Income: 0 0 |[NA
Less Expenditures (3500,3501): 551,415 205,591 (911/311 related Non-Personnel,
supplies,equipment,maintenance and
other support
Ending Fund Balance: 1,168,711 1,085,104

*NOTE: “Actual Fund Balance” calculation reflects SOAR G/L balance after FY2018 year-end

adjustments

7. For FY18 and FY19, to date, please list any purchase card spending by the agency, the
employee making each expenditure, and the general purpose for each expenditure.
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See Attachment

8. Please list all memoranda of understanding (“MOU”) entered into by your agency during
FY18 and FY19, to date, as well as any MOU currently in force. For each, indicate the date
on which the MOU was entered and the termination date.

FY18 MOUs
Date Date

Buyer Seller | MOU Description

Entered Terminated
ouc DCHR | Suitability Screenings 8/24/2017 9/30/2018
ouc OCTO | GIS/ Data Analyst 10/1/2017 9/30/2018
ouc DCHR DLP Internship 11/20/2017 9/30/2018
ouc OCTO DC Net 12/13/2017 9/30/2018
ouc OCTO | Cisco SmartNet Support 10/1/2017 9/30/2018
ouc OCTO/ | MS Office 365 Enterprise Subscription Services 11/16/2017 9/30/2018

OCA
ouc 0os/ Citywide - Record Retention 10/17/2017 9/30/2018
OCA

ouc FEMS CPR Training 3/26/2018 9/30/2018
OCME ouc Radio — Custom Support Services 9/11/2018 9/30/2018
DDOT ouc Radio — Custom Support Services 8/30/2018 9/30/2018
DCPL ouc Radio — Custom Support Services 11/21/2017 9/30/2018
MPD ouc New Radios for NSID Vehicles 8/16/2018 9/30/2018
DFHV ouc Radio — Custom Support Services 8/16/2018 9/30/2018
FEMS/ ouc In Building Wireless 4/4/2018 9/30/2018
DCRA
DOES ouc Customer Service SOPs 11/8/2018 9/30/2018
DOEE ouc 311 - Low Income Energy Assistance Program 9/5/2017 9/30/2018
CITYWIDE | OUC Radio — Radio System Usage 11/21/2017 9/30/2018
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FY18 MOUs

Date Date

Buyer Seller | MOU Description

Entered Terminated
DCHA ouc Radio 11/6/2017 9/30/2018
DC Water | OUC Radio 12/5/2017 9/30/2018
DPR ouc Radio — Custom Support Services 1/8/2018 9/30/2018
DFS ouc Radio — Custom Support Services 8/2/2018 9/30/2018
DDOT ouc Salesforce Call Center Integration & 1/8/2018 9/30/2018

Maintenance
DYRS ouc Radio — Custom Support Services 1/9/2018 9/30/2018
DPW ouc Radio — Custom Support Services 1/17/2018 9/30/2018
DGS ouc Radio — Custom Support Services 2/21/2018 9/30/2018
DOC ouc Radio — Custom Support Services 3/26/2018 9/30/2018
MPD ouc Radio — Lost & Stolen Equipment 5/24/2018 9/30/2018
DOEE ouc 311 Licenses 5/14/2018 9/30/2018
FEMS ouc Radio & Other IT Support Services 3/6/2018 9/30/2018
FEMS- ouc Radio 4/26/2018 9/30/2018
AMR
FEMS ouc 311 2/21/2018 9/30/2018
FY19 MOUs
Buyer Seller MOU Description Date Entered | Date
Terminated

ouc DCHR Suitability Screenings 10/9/2018 9/30/2019
ouc DCHR DLP Internship 10/29/2018 9/30/2019
ouc OCTO GIS & Data Analyst 10/1/2018 9/30/2019
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FY19 MOUs

Buyer Seller MOU Description Date Entered | Date
Terminated
ouc OCTO DCNet 1/17/2019 9/30/2019
DOEE ouc 311 - Low Income Energy Assistance Program 10/16/2018 9/30/2019
CITYWIDE | OUC Radio — Radio System Usage 10/10/2018 9/30/2019
DCHA ouc Radio 10/16/2018 9/30/2019
HSEMA ouc 1UCSHS - 2018 Interoperable Communications 10/16/2018 9/30/2019
Planning, Training, and Exercises
HSEMA ouc 2UCUAS8 - 2018 CAD Information Sharing and 10/16/2018 9/30/2019
Interoperability

HSEMA ouc 1UCUAB - 2018 Radio Cache 10/16/2018 9/30/2019
DC Water | OUC Radio 1/11/2019 9/30/2019
DYRS ouc Radio - Custom Support Services 11/29/2018 9/30/2019
DOEE ouc 311 Licenses Draft 9/30/2019
FEMS ouc 311 Licenses Draft 9/30/2019
FEMS oucC Radio and IT Services Draft 9/30/2019
FEMS- ouc Radio — Radio System Usage Draft 9/30/2019
AMR

HSEMA ouc PSCC Generator Draft 9/30/2019
DOC ouc Radio - Custom Support Services Draft 9/30/2019
DGS ouc Radio - Custom Support Services Draft 9/30/2019
DPR ouc Radio - Custom Support Services Draft 9/30/2019
DPW ouc Radio - Custom Support Services Draft 9/30/2019
HSEMA ouc Radio - Custom Support Services Draft 9/30/2019
DFS ouc Radio - Custom Support Services 12/12/2018 9/30/2019
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9.

10.

Please summarize and provide the status of all existing capital projects and those in the
financial plan, including a brief description, the amount budgeted by fiscal year, actual
dollars spent, and any remaining balances (by type of funds). In addition, please provide:

a. An update on all capital projects concluded in FY17, FY18, and FY19, to date,
including the amount budgeted, actual dollars spent, any remaining balances, and
whether the project had an impact on the operating budget of the agency. If so,
please provide an accounting of such impact.

Project Operating
Title STATUS Comment
Code Budget Impact

FY17 FY18 FY19

Funding Alottment beginsin 2020
and will be used to support

AFCO2C ITHardware 911/311 Systems None replacement/upgrade schedule IT
Hardware

CERCEC UCC Electrical Reconfiguration Begun None Design is underway
Installation of New Dispatch

DCcucc 911/311 Dispatch Consoles Begun None Consoles at the UCC to begin in
March 2019

The FY19 funding will be used for
upgrading CAD software to a new

DWB02C IT Software 911/311 Applications Begun None ) ]
version. Procurement processing
has begun.

PLA03C | Underground Commercial Power Feed to UCC Concluded None

UC302C MDC Replacement for MPD and FEMS None Funding Allotment begins in2020

UC303C Radio Replacement fro MPD and FEMS None Funding Allotment begins in2020
Replacement of PSCC emergency
power generator is scheduled to

Uc304c 911/311 Radio Critical Infrastructure Begun None beginin March 2019. Design of
remaining building systems is
underway.

Please see attached Capital Improvement Plans for detailed financial breakdowns for
each project.

Please provide a list of all budget enhancement requests (including capital improvement
needs) for FY18 and FY19, to date. For each, include a description of the need, the amount
of funding requested, and whether the request was approved or denied.

FY18 Enhancement
e Anincrease to Local Funds of $1,383,589 and 28.0 FTEs in the Non-
Emergency Operations Division (311) to support 28 positions as part of the
Learn, Earn, Advance, Prosper (L.E.A.P.) program - APPROVED

FY19 Enhancements
e A one-time increase to Local funds of $735,000 in the Technology Operations
Division to support nonpersonnel services costs for contracts and software
maintenance - APPROVED

e A one-time funding increase of $112,500 in the Non-Emergency Operations
Division (311) to reflect development costs for the integration of Department
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of Parks and Recreation’s (DPR) service request types with 311 via the
mobile app and $52,000 and 1.0 FTE in the 311 Operations Division for a
Customer Service Representative for the management of DPR’s service
requests processed via the mobile app. - APPROVED

11. Please list, in chronological order, each reprogramming in FY18 and FY19, to date, that
impacted the agency, including those that moved funds into the agency, out of the agency,
and within the agency. For each reprogramming, list the date, amount, program and activity
codes, rationale, and reprogramming number.

OFFICE OF UNIFIED COMMUNICATIONS

FY 2018 REPROGRAMMING LIST

LOCAL

FISCAL

VEAR FUND DATE [SOARDOC#| PROG CSG DESCRIPTION AMOUNT

Reprogram to Corrections for their

2018 0100 |9/30/2018| BJFLREPE8 . .
shortfall in overtime

$796,244

To supoort the Commission on
2018 0100 |9/18/2018| BIDQREO1 Judical Disabilites and Tenure to $20,000
meet their PS cost needs

Final Budget 816,244
Special Purpose Reveune Starting Budget $1,115,338
FISCAL
VEAR FUND DATE [SOARDOC # DESCRIPTION AMOUNT

To cover cost for 311 Salesforce
2018 1630 |7/12/2018| BJUC0569 license renewal, THOR and other 569,078
contractural services

To fund radio services and
2018 1630 |9/30/2018| BJUC1962 maintanence for DCHA and DCWA $196,260

To replace current 311 application

2018 1630 7/9/2018 | BJUC3500 . .
with cloud based solution

$350,000

Final Budget 1,115,338
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OFFICE OF UNIFIED COMMUNICATIONS

FY 2019 REPROGRAMMING LIST

LOCAL
FISCAL YEAR FUND DATE [SOARDOC#| PROG CSG DESCRIPTION AMOUNT
$0.00
Special Purpose Revenue (1630) Starting Budget  $1,826,046
FISCAL YEAR FUND DATE [SOARDOC#| PROG CSG DESCRIPTION AMOUNT
To fulfill spending requirements for IT
maintenance and support for CAD
19 1630 [12/12/2018( BJUC1826 | Various Various |maintenance, Motorola Radio System $1,826,046
maintenance, PS cost for IT FTE's and other
initiatives within the agency
Final Budget $1,826,046

12. Please list each grant or sub-grant received or distributed by your agency in FY18 and
FY19, to date. List the date, amount, source, purpose of the grant or sub-grant received or

distributed, and amount expended.

. Period of Amount Amount
Sub-award Title / Grant
ID PUIDOSE Tvpe Source Performance | Awarded Spent /
P yp Obligated
1UCSH5 | Emergency SHSP US Department of 8/1/2017 - | $540,000.00 | $540,000.00
Communications Homeland Security 8/31/2018
and 911 Backup
Vehicle Federal Emergency

Management Agency

Pass-Through Entity -
HSEMA
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. Period of Amount Amount
Sub-award Title / Grant
ID PUIDOSE Tvpe Source Performance | Awarded Spent /
P yp Obligated
1UCUAS | 2015 Radio Cache - UASI US Department of 9/1/2015- | $164,947.00 | $150,266.60
District of Columbia Homeland Security 5/31/2017
(Continuation)
Federal Emergency
Management Agency
Pass-Through Entity -
HSEMA
1UCUA6 | 2016 Radio Cache - UASI US Department of 9/1/2016 - | $164,947.00 | $162,097.00
District of Columbia Homeland Security 5/31/2018
(Continuation)
Federal Emergency
Management Agency
Pass-Through Entity -
HSEMA
1UCUATY | 2017 Radio Cache - UASI US Department of 9/1/2017 - | $172,846.00 | $3,842.00
District of Columbia Homeland Security 5/31/2019

(Continuation)

Federal Emergency
Management Agency

Pass-Through Entity -
HSEMA
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. Period of Amount Amount

Sub-award Title / Grant

ID T . Source Performance | Awarded Spent /
Obligated

2UCUAG6 | 2016 CAD UASI US Department of 9/1/2016 - | $300,000.00 | $224,980.25

Information Sharing Homeland Security 9/30/2018

and Interoperability

(Continuation) Federal Emergency

(DCERS) Management Agency

Pass-Through Entity -
HSEMA

2UCUA7 | 2017 CAD UASI US Department of 9/1/2017 - | $300,000.00 $0

Information Sharing Homeland Security 9/30/2018

and Interoperability

(Continuation) Federal Emergency

(DCERS) Management Agency

Pass-Through Entity -
HSEMA

3UCUA5 | Next Generation 9- UASI US Department of 9/1/2015- | $194,910.00 | $186,050.40

1-1 Regional Homeland Security 8/31/2018

Interoperability

Support Federal Emergency

Management Agency

Pass-Through Entity -
HSEMA
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. Period of Amount Amount
Sub-award Title / Grant
ID PUIDOSE Tvoe Source Performance | Awarded Spent /
P yp Obligated
3UCUA7 | 2017 Interoperable UASI US Department of 9/1/2017 - | $270,000.00 | $265,253.67
Communications Homeland Security 9/30/2018

Planning, Training,
and Exercises
(Continuation)
(DCERS)

Federal Emergency
Management Agency

Pass-Through Entity -
HSEMA

a.

How many FTEs are dependent on grant funding at your agency? What are the
terms of this funding? If it is set to expire, what plans, if any, are in place to continue
funding the FTES?

The agency has no FTEs that are dependent on grant funding.

13. Please list each contract, procurement, and lease, entered into, extended, and option years
exercised by the agency during FY18 and FY'19, to date. For each contract, please provide
the following information, where applicable:

a. The name of the contracting party;

b. The nature of the contract, including the end product or service;

c. The dollar amount of the contract, including amount budgeted and amount spent;

d. The term of the contract;

e. Whether the contract was competitively bid;

f. The name of the agency’s contract monitor and the results of any
monitoring activity; and

g. The funding source.

See Attachment

14. Please list all pending lawsuits that name the agency as a party. Identify which cases on
the list are lawsuits that potentially expose the District to significant financial liability or
will result in a change in agency practices, and describe the current status of the litigation.
Please provide the extent of each claim, regardless of its likelihood of success. For those
identified, please include an explanation about the issues involved in each case.

The agency has no pending lawsuits.
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15. Please list all settlements entered into by the agency or by the District on behalf of the
agency in FY18 or FY19, to date, and provide the parties’ names, the amount of the
settlement, and if related to litigation, the case name and a brief description of the case. If
unrelated to litigation, please describe the underlying issue or reason for the settlement (e.g.

administrative complaint, etc.).

V. W.! - Non-monetary settlement of an administrative complaint.

16. Please list the administrative complaints or grievances that the agency received in FY18
and FY'19, to date, broken down by source. Please describe any changes to agency policies
or procedures that have resulted from complaints or grievances received. For any
complaints or grievances that were resolved in FY18 or FY19, to date, describe the

resolution.

FY18

Source | Description Result

Union | Step 3 Grievance - Shift Change Selection Process Reversal of Proposal

Union | Step 3 Grievance - Past Practice - Committee Members Adhered to CBA Contractual Provisions

Union | Step 2 Grievance - Leave Restriction Reversal Due to Untimely Proposal
FY19

Source | Description Result

Union Step 2 - Grievance - Shift Selection Reversal of Proposal

Union Step 2 - Grievance - Performance Evaluation Referred to RRC for Resolution

Union Step 1/2 - Grievance - Verbal Counseling Not Subject to Grievance Process

Union Step 2 - Grievance - Employee Conduct Union/Management Collaborated to Resolve

Union Step 3 - Employee Conduct Union/Management Collaborated to Resolve

17. Please list and describe any complaints or allegations of sexual harassment or other forms
of sexual misconduct received by the agency in FY18 and FY19, to date, whether or not

those complaints or allegations were resolved.

The agency investigated two separate incidents/complaints as follows:

1. Male accuser alleged harassment by female perpetrator. Both were contractors.
Matter investigated by the OUC, findings then shared with contracting entity, which

1 Due to privacy concerns under federal law, the complainant’s name has not been disclosed.
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18.

19.

20.

21.

22,

23.

assumed responsibility for the matter and responded by separating the female
employee.

2. Female accuser alleged sexual harassment by male supervisor. Both individuals
were contractors of another government agency, assigned to the UCC facility.
Matter initially investigated by the OUC, findings referred to contracting agency for
action.

Please list and describe any ongoing investigations, audits, or reports on or of the agency,
or any investigations, studies, audits, or reports on the agency that were completed in FY18
and FY19, to date.

On January 11, 2018, SB & Company completed the 911 Fund Audit for September
30, 2016 and 2017.

Please describe any spending pressures the agency experienced in FY18 and any
anticipated spending pressures for the remainder of FY19. Include a description of the
pressure and the estimated amount. If the spending pressure was in FY18, describe how it
was resolved, and if the spending pressure is in FY19, describe any proposed solutions.

The OUC did not have any spending pressures in FY18. The agency does not
currently project a spending pressure for the remainder of FY19.

Please provide a copy of the agency’s FY18 performance plan. Please explain which
performance plan objectives were completed in FY18 and whether they were completed
on time and within budget. If they were not, please provide an explanation.

See Attachment

Please provide a copy of your agency’s FY19 performance plan as submitted to the Office
of the City Administrator.

See Attachment

Please describe any regulations promulgated by the agency in FY18 or FY19, to date, and
the status of each.

No regulations have been promulgated by the agency in FY18 or FY19, to date.
Please provide a list of all studies, research papers, reports, and analyses that the agency
prepared or for which it contracted in FY18 and FY19, to date. Please state the status and
purpose of each. Please submit a hard copy to the Committee if the study, research paper,
report, or analysis is complete.

There were no studies, research papers, reports, and analyses that the agency
prepared or contracted for in FY18 and FY19, to date. However, the agency did
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submit its annual response to the Federal Communications Commission regarding
the collection and use of 911/E911 fees.

24. Please separately list each employee whose salary was $100,000 or more in FY18 and
FY19, to date. Provide the name, position number, position title, program, activity, salary,
and fringe. In addition, state the amount of any overtime or bonus pay received by each
employee on the list.

FY 2018 LIST OF EMPLOYEE(S) SALARY OF $100,000 OR MORE

Acgsgzy Fiscal Year T\lrl:)rgnrkinw :srt:gz Employee Name ;Ei:&r: Position Title Salary Fringe OV(;:;me BounusPay
- - v v -
uco 18 ] 1090 | 1090 fhoimes karimaN. [00032319 Director, 0UC 185.483.85 |  $54,903.22] 000 $0.00
uco 18 110F 110F $0.00 $0.00
Kemp,Douglas 00051008 [Agency Fiscal Officer 161,382.00 $47,769.07
Ueo 18 1090 109 Mcmanus,Yvonne D. |00077756 |Chief Administrative Officer 152,738.85 $45,210.70 $0.00 $850.00
ueo 18 4030 4030 Kavaleri,Teodros 00025334 [ChiefInfo Tech Officer 148,254.92 $43,883.46 $0.00 $850.00
uco 18 1060 1060 Hayes,Dionne 00077559 |General Counsel 146,260.00 $43,292.96 $0.00 $850.00
uco 18 1090 1090 Ross Kipling 00073737 [Program Manager 137,953.62 $40,834.27 $0.00 $850.00
uco 18 4030 4030 Gregg,Lisa C. 00084817 [Deputy Chief Information Ofcr. 136,727.00 $40,471.19 $0.00 $0.00
uco 18 1090 1090 Anderson,Arrelle D 00075491 |Chief of Staff 135,960.00 $40,244.16 $0.00 $0.00
uco 18 4030 4030 Chohan,Zahid 00027062 [ITProgram Manager 126,178.00 $37,348.69 $0.00 $0.00
Uco 18 1090 1090 Brown Kelly A 00095155 [Special Assistant 123,945.00 $36,687.72 $0.00 $850.00
uco 18 1090 1090 Sullivan,Lajuan N 00095178 |Chiefof Operations (911) 113,940.00 $33,726.24 $0.00 $850.00
uco 18 2040 2040 Duff Judith 00088552 |Chiefof Professional Standard 112,913.28 $33,422.33 $0.00 $850.00
uco 18 4030 4030 MacArthur,Selena 00084833 [Telecommunications Manager 111,556.12 $33,020.61 $0.00 $850.00
uco 18 1090 1090 Bucksell,Ingrid N 00092098 [Communications Specialist 108,145.00 $32,010.92 $0.00 $850.00
uco 1 1090 1090 Omekam,Chris C 00009047 [Management Analyst 107,556.00 $31,836.58 $0.00 $0.00
uco 18 2020 2020 Millard, Karl 00069788 [ OPERATIONS MGR 102,649.00 $30,384.10 $0.00 $850.00
uco 18 2020 2020 Washington,Edward 00088773 | OPERATIONS MGR 102,648.44 $30,383.94 $0.00 $850.00
uco 18 4020 4020 Matthews,Stephen D 00008593 |Sup. Electronics Engineer 102,647.52 $30,383.67 $0.00 $850.00
uco 18 5010 5010 Stutson,Denise E 00045510 [Program Analyst 102,206.00 $30,252.98 $0.00 $850.00
uco 18 1090 1090 Gattison,WandaD. 00088157 |Public Information Officer 102,000.00 $30,192.00 $0.00 $850.00
uco 18 1090 1090 Taylor-Weems,Yoland 00010471 |Program Analyst 100,261.00 $29,677.26 $0.00 $850.00
ueo 18 4020 | 4020 | onodiorFelixN  |00024204 |Electronics Engineer 10026100 |  $29,677.26| 3000 |  $850.00
uco 18 4020 | 4020 V\iisonclyde0  |00003977 |Electronics Engineer 10026100 |  $29,677.26| 3000 |  $850.00
Uco 18 4030 4030 Brown,Yasmin N 00077755 [Program Analyst 100,261.00 $29,677.26 $0.00 $850.00
uco 18 4030 4030 Flores,Basil M. 00003004 |Information Technology Special 100,261.00 $29,677.26 $0.00 $850.00
AGENCY GRAND TOTAL $3,022,449.60]  $894,645.08]  $0.00 $16,150.00
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FY 2019 LIST OF EMPLOYEE(S) SALARY OF $100,000 OR MORE

Agency | Fiscal Program Activity Emol N Position Position Titl sl Fi overtime Pay| B P
Code Year Number Number mployee Name Number osition Title alary ringe vertime Pay| BounusPay
- - b w -
uco 19 1090 1090 $0.00 $0.00
Holmes,KarimaN.  |00032319 |Director, OUC 189,193.53 55,812.09
uco 19 130F 130F $0.00 $0.00
Kemp,Douglas 00051008 |Agency Fiscal Officer 164,609.00 48,559.66
o 10 1090 1090 Mcmanus,Yvonne D. [00077756 |Chief Administrative Officer 155,793.62 45,959.12 $0.00 $850.00
0 1 40 40 0. .00
v ° 30 30 Kavaleri,Teodros 00025334 [ChiefInfo Tech Officer 151,220.02 44,609.91 $0.00 $850
uco 9 1060 1060 Hayes,Dionne 00077559 |General Counsel 149,185.20 44,009.63 $0.00 $850.00
ueo 19 1090 1090 Ross,Kipling 00073737 [Program Manager 140,712.69 41,510.24 $0.00 $850.00
ueo 19 1090 1090 Anderson,Arrelle D [00075491 |Chief of Staff 138,679.20 40,910.36 $0.00 $0.00
uco 19 4040 4040 Chohan,Zahid 00027062 |IT Program Manager 128,701.56 37,966.96 $0.00 $0.00
uco 19 1090 1090 Brown,Kelly A 00095155 |Special Assistant 126,423.00 37,294.79 $0.00 $850.00
uco 19 3020 3020 Hines,Erick Daniel  |00096939 |Chiefof Operations (311) 116,219.00 34,284.61 $0.00 $850.00
ueo 19 1090 1090 Sullivan,Lajuan N 00095178 |Chiefof Operations (911) 116,218.80 34,284.55 $0.00 $850.00
uco 19 2040 2040 Duff Judith 00088552 [Chiefof Professional Standard 115,171.54 33,975.60 $0.00 $850.00
uco 19 4030 4030 |pacarthur Selena  [00084833 |Telecommunications Manager] ~ 113,787.24 |  33567.04| 3000 $850.00
uco 19 1090 1090 $0.00 $850.00
Bucksell,Ingrid N 00092098 |Communications Specialist 110,308.00 32,540.86
uco 19 1090 1090 $0.00 $0.00
Omekam,Chris C 00009047 | Management Analyst 109,710.00 32,364.45
uco 19 2020 2020 $0.00 $850.00
Millard Karl 00069788 [OPERATIONS MGR 104,701.98 30,887.08
uco 19 2020 2020 $0.00 $850.00
Washington,Edward 00088773 | OPERATIONS MGR 104,701.41 30,886.92
uco 19 4020 4020 $0.00 $850.00
Matthews,Stephen D|00008593 |Sup. Electronics Engineer 104,700.47 30,886.64
uco 19 5010 5010 $0.00 $850.00
Stutson,Denise E 00045510 |Program Analyst 104,252.00 30,754.34
uco 19 1090 1090 $0.00 $850.00
Gattison,Wanda D. |00088157 [Public Information Officer 104,040.00 30,691.80
uco 19 1090 1090 $0.00 $850.00
Taylor-Weems,Yolanq00010471 [Program Analyst 102,268.00 30,169.06
uco 19 4020 4020 $0.00 $850.00
Igbedior,Felix N 00024204 |Electronics Engineer 102,268.00 30,169.06
uco 19 4020 4020 $0.00 $850.00
Wilson,Clyde O 00003977 |Electronics Engineer 102,268.00 30,169.06
uco 19 4030 4030 . $0.00 $850.00
Brown,Yasmin N 00077755 |Program Analyst 102,268.00 30,169.06
uco 19 4030 4030 0.00 850.00
Flores,Basil M. 00003004 |Information Technology Special 102,268.00 30,169.06 $ $
uco 19 4030 4030 0.00 850.00
Galloway,Brittany  [00095040 |Program Analyst 101,523.00 29,949.29 $ $
AGENCY GRAND TOTAL $3,161,191.26 | $932,551.42 $0.00 $17,850.00

25. Please list in descending order the top 25 overtime earners in your agency in FY18 and
FY19, to date, if applicable. For each, state the employee’s name, position number, position
title, program, activity, salary, fringe, and the aggregate amount of overtime pay earned.
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TOP 25 - FY 2018 OVERTIME EARNERS BY EMPLOYEE

Aggg:y FYI:‘:I T\;Sg{sg: SE:'LVDIE; Employee Name ;?Jsr:;;;r: Position Title Salary Fringe Overtime Pay ng:ﬁ; S
uco 18 4020 4020 |Wilson,Clyde O 00003977 Electronics Engineer 97,340.00 28,812.64 68,339.07
uco 18 2020 2020 [Tasker,Teresal 00018439 Dispatcher 72,760.00 21,536.96 66,006.20
uco 18 2020 2020 |Abrha,Nebeyeluel A 00023512 Dispatcher 65,088.00 19,266.05 57,443.58
uco 18 2020 2020 |Ross,Danielle L 00011543 Dispatcher 72,760.00 21,536.96 55,897.18
uco 18 4020 4020 [Matthews,Stephen D 00008593  [Sup. Electronics Engineer 99,657.79 29,498.71 42,462.84
uco 18 2020 2020 [Wwilliams, Tracey P 00019135 Dispatcher 77,804.00 23,029.98 42,384.44
uco 18 2020 2020 |Velasco, AnaM 00007934 Dispatcher 81,740.00 24,195.04 41,477.72
uco 18 2020 2020 [Ramsey,ChristaJ 00017203 Dispatcher 70,842.00 20,969.23 37,681.01
uco 18 2020 2020 [Hernandex, Nury M 00015077 Dispatcher 81,740.00 24,195.04 37,238.88
uco 18 2020 2020 |[Sanford, Virginia G 00012153 Dispatcher 81,740.00 24,195.04 36,721.10
uco 18 2020 2020 [Williams,Michelle P 00032025 Dispatcher 77,804.00 23,029.98 34,585.26
uco 18 2020 2020 [Serpas,Dominga D 00019348 Dispatcher 77,804.00 23,029.98 34,315.96
uco 18 2020 2020 [Richardson,Anthony F 00022576 Dispatcher 74,678.00 22,104.69 33,881.40
uco 18 2020 2020 [Johnson,Victoria M 00023028 Dispatcher 77,804.00 23,029.98 33,073.02
uco 18 2010 2010 [Walker,Anthony R 00088529  [Telecommunications Equipment Operator 42,456.00 12,566.98 32,724.72
uco 18 2020 2020 [NealJr., HubertV 00026971 Dispatcher 79,535.00 23,542.36 31,188.12
uco 18 2010 2010 [Johnson,Lauren M 00088619  [Asst Watch Commander 75,800.23 22,436.87 30,834.84
uco 18 2020 2020 [Adams,CharmisalL 00014944  [Dispatcher 72,760.00 21,536.96 30,555.84
uco 18 2020 2020 [Joy, Keisha A 00024649 Dispatcher 79,535.00 23,542.36 25,325.03
uco 18 2020 2020 |Brooks, Brenda A 00022754 Dispatcher 83,945.00 24,847.72 24,788.01
uco 18 2020 2020 [Oliver,Alice M 00088612 Dispatcher 67,006.00 19,833.78 23,969.78
uco 18 2020 2020 [Marable,Michael M 00022757 Dispatcher 77,804.00 23,029.98 23,136.01
uco 18 4020 4020 |West, Donald A 00020955 Electronics Technician 83,287.00 24,652.95 22,585.53
uco 18 2020 2020 [Higgs, Raquel 00014040 Dispatcher 81,740.00 24,195.04 21,748.24
uco 18 2020 2020 [Brown,Sharane H 00018117 Dispatcher 77,804.00 23,029.98 20,659.47

AGENCY GRAND TOTAL 1,931,234.02 | 571,645.27 909,023.25 $0.00

TOP 25 - FY 2019 OVERTIME EARNERS BY EMPLOYEE
Agency | Fiscal |Program| Activity Position " . . Overtime Worker's
Employee Name Position Title Salary Fringe Pay thru

Code Year |[Number|Number Number 12/31 Comp
uco 19 1087 1087 |Akinsola,Aladegoke E 00019453  |Telecomm Equipment Operator 67,812.00 20,004.54 21,027.38
uco 19 2020 2020 |Ross,Danielle L 00011543 Dispatcher 83,945.00 24,763.78 17,927.37
uco 19 2020 2020 |Tasker,Teresal 00018439 Dispatcher 83,945.00 24,763.78 16,326.08
Uco 19 4020 4020 |Wilson,Clyde O 00003977 Electronics Engineer 102,268.00 30,169.06 15,380.64
uco 19 2020 2020 |Abrha,Nebeyeluel A 00023512 Dispatcher 75,125.00 22,161.88 14,385.50
uco 19 2020 2020 |Velasco,AnaM 00007934 Dispatcher 81,740.00 24,113.30 14,314.91
uco 19 2010 2010 |Vance,Jettia M. 00032031 |Telecommunications Equipment O 45,809.00 13,513.66 13,258.21
uUco 19 2010 2010 |Walker,Anthony R 00088529  |Telecomm Equipment Operator 50,747.00 14,970.37 13,023.26
uco 19 2020 2020 |Ramsey,ChristaJ 00017203 [Dispatcher 81,740.00 24,113.30 11,979.00
uco 19 2020 |Adams,Charmisal 00014944 Dispatcher 81,740.00 24,113.30 11,544.39
uco 19 2020 2020 |Johnson,Victoria M 00023028 Dispatcher 81,740.00 24,113.30 11,466.96
uco 19 2020 2020 |Williams, Tracey P 00019135 Dispatcher 81,740.00 24,113.30 10,170.12
uco 19 2020 2020 |Fuller,Tiffany K 00027260 [Dispatcher 77,330.00 22,812.35 9,982.26
Uco 19 2010 2010 |Hall,Frances M 00031980 |Telecomm Equipment Operator 64,496.00 19,026.32 9,285.02
uco 19 2020 2020 |Serpas,DomingaD 00019348  [Dispatcher 83,945.00 24,763.78 8,819.46
uco 19 2020 2020 |Williams,Michelle P 00032025 [Dispatcher 77,804.00 23,029.98 8,818.26
uco 19 2020 2020 [Branch,Katrina L 00022961 Dispatcher 79,535.00 23,462.83 8,689.46
uco 19 4020 4020 |Matthews,Stephen D 00008593 |Sup. Electronics Engineer 99,657.79 29,498.71 8,423.02
uco 19 2010 2010 |Jackson,Chardon 00005351  |Telecomm Equipment Operator 50,747.00 14,970.37 8,082.06
uco 19 2020 2020 |Sanford,VirginiaG 00012153 Dispatcher 81,740.00 24,113.30 6,471.47
Uco 19 2020 2020 |Oliver,Alice M 00088612 Dispatcher 67,006.00 19,833.78 6,384.35
uco 19 2020 2020 |Brown,Sharane H 00018117 Dispatcher 83,945.00 24,763.78 6,003.88
uco 19 1087 1087 |Elliott, TeKuay L 00032214  |Telecomm Equipment Operator 45,809.00 13,559.46 5,910.11
uco 19 2020 2020 |Joy,KeishaA 00024649  [Dispatcher 79,535.00 23,462.83 5,716.58
uco 19 2020 2020 |Nazario, Sylvia Yvette 00027648 Dispatcher 83,945.00 24,763.78 5,993.18

AGENCY GRAND TOTAL $1,893,845.79 | $558,974.78 | $269,382.93

26. For FY18 and FY19,

to date, please provide a list of employee bonuses or special pay
granted that identifies the employee receiving the bonus or special pay, the amount
received, and the reason for the bonus or special pay.
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A performance incentive was awarded to the employees of the agency that
contributed to the outstanding delivery of public safety service and the
implementation of numerous strategic enhancements throughout FY18.

Abdul-Wahid Jarita $850.00
Abrha Nebeyeluel $850.00
Adams Charmisa $850.00
Alexander Denise $850.00
Alexander Wingate Karen $850.00
Anderson Karen $850.00
Atkinson Lisa $850.00
Avalos Brenda $850.00
Awash Zerihun $850.00
Bailey Norman $850.00
Bailey Janay $850.00
Banks Marcellus $850.00
Banks Jamel $850.00
Barnes Lakita $850.00
Barnes-Garvin Yvette $850.00
Beamon Elauntanyce $850.00
Beatty Tracy $850.00
Bell Charlee $850.00
Belt David $850.00
Bender Ricky $850.00
Benford Deborah $850.00
Bennett Bianca $850.00
Best Laverne $850.00
Bethea Wanda $850.00
Billingsley Eugene $850.00
Black Sherry $850.00
Branch Katrina $850.00
Brawner Rasheena $850.00
Brooks Brenda $850.00
Brown Sharane $850.00
Brown Crystal $850.00
Brown Eric $850.00
Brown Kelly $850.00
Brown Yasmin $850.00
Brown Bessel $850.00
Brown Mooney William $850.00
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Bucksell Ingrid $850.00
Burrell Angela $850.00
Camper Lauren $850.00
Carey Letitia $850.00
Carr Jacqueline $850.00
Carr Doreen $850.00
Carr Shannon $850.00
Carruth Wendy $850.00
Carter Nicole $850.00
Chambers Domonique $850.00
Champion Bey Taheyyer $850.00
Clark Ronieka $850.00
Clements Jacqueline $850.00
Corbin Brishay $850.00
Covington Latrice $850.00
Covington Jr. Anthony $850.00
Crews Lavear $850.00
Cromer Raven $850.00
Cureton Mary $850.00
Curley Phyllis $850.00
Daniels Cynthia $850.00
Danson Santo $850.00
Darby Alita $850.00
Darby Jessica $850.00
Dayne Melissa $850.00
Deria Miriam $850.00
Dolmo Diana $850.00
Dreher Colleen $850.00
Duff Judith $850.00
Duke Karen $850.00
DULITSKAYA MARIAM $850.00
Eccles Charmaine $850.00
Elliott TeKuay $850.00
Enoch Michelle $850.00
Epps Nancy $850.00
Evans Sonnette $850.00
Fair Jatondra $850.00
Faltz Kristen $850.00
Fletcher Brittney $850.00
Flores Basil $850.00
Fogg Dion $850.00
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Ford Setrena $850.00
Ford Robin $850.00
Forrester Sheikia $850.00
Freeman Tyneeka $850.00
Fuller Tiffany $850.00
Gadsden Alton $850.00
Galloway Brittany $850.00
Garnett India $850.00
Gattison Wanda $850.00
Gay Gina $850.00
Geter Yolanda $850.00
Glasker Keturah $850.00
Glenn Michael $850.00
Granados Fernando $850.00
Green Thearl $850.00
Groomes Melissa $850.00
Hailstorks Amanda $850.00
Hall JuWanna $850.00
Harris Deita $850.00
Hawkins Akime $850.00
Hayes Dionne $850.00
Henson Donnett $850.00
Hernandez Nury $850.00
Higgs Raquel $850.00
Hines Erick $850.00
Holley Lenora $850.00
Hollins Marlene $850.00
Hott Marsha $850.00
Houser Erika $850.00
Howard Carla $850.00
Huitz Ana $850.00
Hunter Mark $850.00
Ifill Raquel $850.00
Igbedior Felix $850.00
Jackson Trayshelle $850.00
Jackson Chardon $850.00
Jenkins Kelly $850.00
Jennings Marisha $850.00
Johnson Laquenceyer $850.00
Johnson Victoria $850.00
Johnson Lauren $850.00

33




Johnson Cheri $850.00
Johnson Arielle $850.00
Johnson Erin Denise $850.00
Johnson Erin Diandra $850.00
Johnson Stewart Veronica $850.00
Jones Sharon $850.00
Jones Keena $850.00
Jones Alexandria $850.00
Jones Valerie $850.00
Jones Shannon $850.00
Joy Keisha $850.00
Kavaleri Teodros $850.00
Kee Julius $850.00
King Kevin $850.00
King Marcia $850.00
Knox Debbie $850.00
Lawson Darlene $850.00
Leake Kandace $850.00
Lee Vera $850.00
Lee Jungja $850.00
Lewis Bridget $850.00
Lopez Carmen $850.00
MacArthur Selena $850.00
Maichew Melaku $850.00
Malry James $850.00
Marable Michael $850.00
Marrow Vanessa $850.00
Marshall Zarnita $850.00
Matthews Stephen $850.00
Mattox Jennine $850.00
Mccoy Elma $850.00
Mccracken Shavon $850.00
Mccullough Collins Shondel $850.00
McEachin Mark $850.00
McGrier Perrika $850.00
Mcmanus Yvonne $850.00
McNeill Toye $850.00
Middleton Tearsha $850.00
Millard Karl $850.00
Millard Ava $850.00
Miller Alfreda $850.00
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Miranda Macorazon $850.00
Montero Marisela $850.00
Morgan Sharon $850.00
Morris Erica $850.00
Morris Carolyn $850.00
Morris Crystal $850.00
Morris Anjel $850.00
Morsell Jennifer $850.00
MURILLO SEBASTIAN $850.00
Nazario Sylvia $850.00
Neal Hubert $850.00
Nelson Michael $850.00
Nevels Cynthia $850.00
Norfleet Rochele $850.00
Norville Sambeth $850.00
Oliver Alice $850.00
Ortega Beatriz $850.00
Palmer Jazmin $850.00
Parris Khalilah $850.00
Percy Kara $850.00
Perkins Angie $850.00
Perry Carissa $850.00
Peters Doretha $850.00
Phillips Barbara $850.00
Pierce Linda $850.00
Pittman-Brice Sharron $850.00
Pope-Montgomery Nicole $850.00
Pratt Erricka $850.00
Proctor Mary $850.00
Pross Gregory $850.00
Quigley Walter $850.00
Reyes Juanita $850.00
Rice Robinson Gayle $850.00
Richardson Anthony $850.00
Richardson Sabrina $850.00
Richardson Frank $850.00
Reid Nichole $850.00
Roberts James $850.00
Robinson Bedriya $850.00
Ross Kipling $850.00
Ross Danielle $850.00
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Ross Evelyn $850.00
Sampson Larvenia $850.00
Sanford Virginia $850.00
Sapp DeReece $850.00
Sarwar Spozmai $850.00
Sasagawa Coleman Sumie $850.00
Saunders Tonia $850.00
Schanck Catina $850.00
Scott Robin $850.00
Scott Deonica $850.00
Scott Tamica $850.00
Scott Asante' $850.00
Scruggs Janie $850.00
Serpas Dominga $850.00
Sharpe Robynn $850.00
Shields Michele $850.00
Simmons Shavon $850.00
Small Davia $850.00
Smalley Colandria $850.00
Staunton Brittani $850.00
Stevenson Blair $850.00
Stover Bertha $850.00
Stutson Denise $850.00
Sullivan Lajuan $850.00
Sullivan Charmaine $850.00
Tasker Teresa $850.00
Tate Manuel $850.00
Taylor-Mathis Andrea $850.00
Taylor-Weems Yolanda $850.00
TEFERA NEBEYOU $850.00
Tefera Melaku $850.00
Thompson Shirayne $850.00
Thompson Jacqueline $850.00
Thompson Mya $850.00
Thurston Michelle $850.00
Tobar Wilson $850.00
Trent Iris $850.00
Tyson Theodosia $850.00
Vance Jettia $850.00
Vargas Celia $850.00
Velasco Ana $850.00
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Waldron Nakia $850.00
Walker Anthony $850.00
Walker JR Marcellus $850.00
Walker-Willliams Cynthia $850.00
Wash John $850.00
Washington Edward $850.00
Washington Nikita $850.00
Washington Janice $850.00
Watson lkeisha $850.00
West Donald $850.00
Whitfield Tasyha $850.00
Wilder Briyana $850.00
Williams Calvin $850.00
Williams Tracey $850.00
Williams Michelle $850.00
Williams Rosyland $850.00
Williams James $850.00
Williams Dione $850.00
Williams Laveda $850.00
Williams Angela $850.00
Williams Sabrina $850.00
Williams Devon $850.00
Williams Ebony $850.00
Williams Lynn $850.00
Williams Jasmine $850.00
Wilson Clyde $850.00
Wilson Cortnee $850.00
Wood Jenee $850.00
Woodland Robinette $850.00
Woody Gerald $850.00
Wright Ladonna $850.00
Young Tiffani $850.00
Young Kieola $850.00
Zackery Shadonna $850.00
Zanelli Juan-Martin $850.00

27. Please provide each collective bargaining agreement that is currently in effect, and differs
from that submitted last year, for agency employees. Please include the bargaining unit
and the duration of each agreement. Please note if the agency is currently in bargaining and
its anticipated completion.
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The collective bargaining agreement between OUC and the National Association of
Government Employees, Local R3-07, effective October 1, 2015 — September 30, 2017,
was extended by MOU until September 30, 2020. All terms remain the same.

28. If there are any boards or commissions associated with your agency, please provide a chart
listing the names, confirmation dates, terms, wards of residence, and attendance of each
member. Include any vacancies.

There are no boards or commissions associated with the agency.

29. Please list all reports or reporting currently required of the agency in the District of
Columbia Code or Municipal Regulations. Provide a description of whether the agency is
in compliance with these requirements, and if not, why not (e.g. the purpose behind the
requirement is moot, etc.).

There are no reports or reporting currently required of the agency in the District of
Columbia Code or Municipal Regulations.

Agency Operations

30. Please describe any initiatives that the agency implemented in FY18 or FY19, to date, to
improve the internal operations of the agency or the interaction of the agency with outside
parties. Please describe the results, or expected results, of each initiative.

In FY18, the OUC implemented several activities aimed at improving internal
operations and better collaboration with its partners. Specifically, the OUC
coordinates with MPD to host bi-weekly OUC/MPD Task Force meetings with the
primary goal of identifying ways to improve communication, emergency operations,
and responses to emergencies, in alignment with its KPIs. The group is currently
engaged in taking a deeper dive into queue-to-dispatch performance. Other
activities the OUC partners with other agencies on include 1) Role Specific
Engagement Sessions, which offer hands on experiences for operations-level staff of
both agencies to help garner respect for each other’s roles and offers tools to combat
challenges or misperceptions about each other’s duties; and 2) OUC and
MPD/FEMS Meet and Greets. Throughout the year, the OUC invites MPD and
FEMS personnel in to meet with call takers and dispatchers so that the parties can
enhance their interpersonal connections with each other. In most cases they had
interacted extensively over the radio but had up to that point not met in person.

The OUC also participates on an OUC/FEMS taskforce which meets on a biweekly
basis to maintain an open dialogue about shared concerns and programming
overlap, with the ultimate goal of collaboratively improving emergency response.
Some topics currently being covered include radio etiquette and streamlining radio
channel use.
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31.

In FY18, the agency initiated an internal Major Projects Work Group. On a bi-
weekly basis, project managers and other internal stakeholders meet to check in to
assess manpower, movement, timelines, and resources and to coordinate efforts
where possible. This helps the agency maintain a bird’s-eye view of cross-cutting
initiatives and goal progress.

Lastly, in FY19, the agency continued its participation in a 311 Working Group that
was established by the Executive Office of the Mayor to help address mutual
concerns about the provision of services across all agencies whose services can be
requested through 311 platforms.

What are the agency’s top five priorities? Please explain how the agency expects to address
these priorities in FY19. How did the agency address its top priorities listed for this
question last year?

1) Qualified and Engaged Staff: Utilize District resources to attract and hire the
most qualified personnel, while engaging current employees in ways that create
excitement about contributing to the OUC team.

2) Customer Service and Citizen Engagement: Empower employees to take pride in
providing great customer service while engaging with others, which will impact
citizens’ comfort and familiarity when accessing 311/911 services.

3) Strong Partnerships: Maintain strong partnerships with other District agencies
and industry leaders that support the mission of the Office of Unified
Communications.

4) Continuous Training: Ensure that employees and partnering agencies have

training opportunities that will increase job knowledge and improve the quality of
performance.

5) Balanced Technology: Ensure that appropriate infrastructure and resources are
available to balance the operational and technical responsibilities of the Office of
Unified Communications.

Last year, the agency addressed its top 5 priorities as follows:

Qualified and Engaged Staff

e Continued full integration of LEAP program staff as agency FTEs

e Supplemented Administrative and IT staff through DCHR’s District
Leadership Program

Continued internal detail program

Hosted inaugural State of the Agency event for all employees

Held formal employee recognition ceremony

Recruited operations staff for participation on agency’s Community Action
Team
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Hosted events to celebrate national recognition weeks: National Public Safety
Telecommunicator Week and Customer Service Week
Held a management staff retreat/training event

Customer Service and Citizen Engagement

Provided customer service training and shared revised standards agency-
wide

Revised radio communication protocol

Redoubled QA/QI efforts

Expanded 311 customer care partnership to include additional
agencies/service request types

Redoubled efforts around community outreach via social media platforms

Strong Partnerships

Continued active participation on 311 Working Group

Initiated OUC/MPD Task Force

Continued active participation on OUC/FEMS Task Force

Hosted OUC/FEMS/MPD Meet and Greets

Integrated ATRUS AED/Pulse Point application

Integrated Nurse Triage Line (NTL)

Participated in multi-agency tabletop exercises

Maintained memberships with NENA, APCO, Engage 311 and other
industry groups

Invited NAGE representatives to participate in management-led initiatives

Continuous Training

Provided the following training opportunities: Continuing Dispatcher, radio
user, MPD and FEMS multi-disciplinary, performance management, and
refresher sessions

Balanced Technology

Continued migration to NG911

Acquired THOR and continued integration activities
Overhauled telephony system

Enhanced IVR systems

Enhanced 311 mobile app and text capabilities
Enabled photo integration for 311 service requests

32. Please list each new program implemented by the agency during FY18 and FY19, to date.
For each initiative, please provide:

a.
b.
C.

A description of the initiative;
The funding required to implement the initiative; and
Any documented results of the initiative.

40



The OUC introduced the following key programs in FY18:

911 Criteria Based Dispatching (CBD) Protocol - CBD is a call taking protocol that
gives call takers more latitude in call management by not requiring them to adhere
strictly to a script. This enhances the efficiency of the dispatch process, reduces
caller frustration due to more common sense-based caller interviewing/probing,
and allows for more relevant triage of medical calls. In addition to helping to
improve employee morale, the introduction of CBD resulted in significant cost
savings related to training and software maintenance and support for the agency.
Since implementation, the agency has seen a notable decline in negative feedback
about caller interviewing/probing.

The total cost of implementation was $108,794.

RAVE Panic Button Application - The Rave Panic Button app is a notification
system that provides users with awareness of emergency situations that are
occurring in their locations while providing critical site data to first responders. The
app is available to all 35,000 DC Government employees, contractors, and vendors
that occupy over 400 District of Columbia government buildings, including public
and charter schools.

Each DC Government building is now a considered a RAVE facility and designated
program managers have a secure way to share critical information about each
facility with 9-1-1 and other responders during an emergency. When a user pushes
the panic button or calls 9-1-1 from a landline or their mobile phone from within the
geographical boundaries of that location, the profile will immediately display on the
Smart911 console to the 9-1-1 dispatcher. The preselected, required employees
within the facility will also be notified. Then the appropriate first responders will be
dispatched to follow their approved protocol for emergency responses.

This program was launched in May 2018 with a $250,000 funding obligation for
integration. Full deployment will be completed by September 30, 2019.

Nurse Triage Line Integration - In coordination with FEMS, the agency integrated
programming that enables secondary telephonic medical triage (STMT) to
transfer low acuity calls away from the emergency medical system to a secondary
screening process that determines the most appropriate resources. The benefits of
implementation include reduced wait times for ambulances as well as less
overcrowding in emergency rooms.

The total cost of implementation was $29,757.

AED Link/Pulse Point Integration — AED Link is a dispatch tool that provides the
location of public access AEDs to 911 dispatchers. Pulse Point is a mobile
application that alerts CPR-trained bystanders about nearby sudden cardiac
arrest (SCA) events and lets them know the location of the closest AED. In FY18,
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the Office of Unified Communications (OUC), in partnership with DCFEMS,
introduced this application in the District, as well as a communications campaign
to support it.

The total cost of implementation of AED Link was $19,767. Funding for the Pulse
Point integration was made possible through a donation from CTIA in the amount
of $25,000. CTIA is an advocacy group that represents the wireless
communications industry.

Uber In-App Emergency Button Feature Integration - Uber Emergency Button was
launched in the District in December of 2018. The feature allows DC Uber
passengers to push an emergency button within the Uber app that notifies OUC of
an emergency and instantly shares their real time location, car make/model, license
plate number, and other trip details with call takers.

There was no cost to the agency for implementation of this program.

911 Education/Officer Friendly Collaboration — In FY18, OUC supported MPD’s
reintroduction of their Officer Friendly Program in DC Public Schools. The Officer
Friendly program targets elementary school-aged children with the goal of building
a rapport through engagement and education while fostering a positive and trusting
relationship between law enforcement and DC youth. The program consists of a
grade-level appropriate classroom presentation with MPD officers and the use of
the OUC’s 911 simulator, as well as appearances by OUC’s Cellphone Sally
character.

There was no cost to the agency for implementation of this program.

Police Non-emergency Number Introduction —As of [date], residents and visitors of
the District can now call 3-1-1 to report all police non-emergencies. The OUC and
MPD define a non-emergency call as any call related to an incident that does not
pose an immediate threat to the safety of individuals and/or incidents that occurred
at least one hour before the initial request for police assistance is made.

In 2018, the agency received approximately 1.5 million 9-1-1 calls for service, and
approximately 20 percent of those calls were for non-emergency incidents. To
improve call taking efficiency, the agency developed a pathway for non-emergency
calls using the current 3-1-1 call tree, previously utilized exclusively for city services
and information. Now, after dialing 3-1-1, callers should press Option 1 to report
police non-emergencies such as noise complaints, fender benders, vandalism,
destruction of property, and for any crimes that have happened in the past with no
reported injuries, and when the suspect is no longer on the scene. Once the call is
processed with the operator, based on the findings, MPD will be dispatched to
provide a response.

There was no cost to the agency for implementation of this program.
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33.

34.

What are the top metrics regularly used by the agency to evaluate its operations? Please be
specific about which data points are monitored by the agency.

The top metrics regularly used by the agency to evaluate its operations are:

911 Ops
e Percent of calls answered within 10 seconds;

e Percent of Priority 1 calls in which call to queue is 90 seconds or less; and
e Percent of Priority 1 calls in which queue to dispatch is 60 seconds or less

For FY19, the agency added the following new KPI to its performance plan:
e Percent of QA/QI 911 call reviews that receive a rating of 80%o or better.

This KPI is based on a national standard set forth by the Association of Public-Safety
Communications Officials (APCO), which is a premier industry organization
that provides complete expertise, professional development, technical assistance,
advocacy and outreach for public safety communications practitioners
worldwide. Specifically, this KPI is based on standard APCO ANS1.107.1-2015.

The QA/QI measure was added to demonstrate performance around call quality,
which includes call taker/dispatcher tone of voice, adherence to protocol and other
customer service related categories.

311 Ops
e Percent of calls answered by a live agent within 90 seconds; and

e Percent of calls handled by a live agent within 4 minutes
Please list any task forces and organizations of which the agency is a member.

The OUC participates on the OUC/MPD Task Force and the OUC/FEMS Task Force.
Both work groups are aimed at using collaborative methods to address concerns that
impact both agencies and to coordinate efforts to provide the most efficient response
to emergency incidents.

In FY18, related to 311 Operations, the agency worked to strengthen its relationships
with the agencies that provide services requested through 311 platforms. Accordingly,
the OUC continued regular participation on a task force comprised of management
level representatives from each agency and representatives from the Executive Office
of the Mayor to address mutual concerns about the provision of core services. These
collaborations were highly successful in FY18.

The OUC is a member of the following organizations:

APCO (Association of Public Safety Communications Officials)
NENA (National Emergency Number Association)
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NASNA (National Association of State 911 Administrators)

Council of Governments (COG) 911 Directors Committee

Council of Governments (COG) Regional Interoperability Working Group
Council of Governments (COG) Public Safety Communications Working Group
Council of Governments (COG) Radio Managers Committee

ENGAGE311

35. Please explain the impact on your agency of any legislation passed at the federal level
during FY18 and FY19, to date, which significantly affected agency operations.

There has been no legislation passed at the federal level during FY18 and FY19, to
date, that significantly affects agency operations.

36. Please identify all electronic databases maintained by the agency, including the following:
a. A detailed description of the information tracked within each system; and

b. The age of the system and any discussion of substantial upgrades that have been
made or are planned to the system.
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Database
type

Database

Purpose

Database
Age

Planned or
Completed
Replacement

911
Telephony

AVAYA IQ/CMS

The Avaya IQ/CMS database contains
performance statistics for the system. The public
does not have access to this database; only select
OUC personnel and contractors have access to
this data. The Call Management System (CMS)
database displays call statistics.

7 YRS

FY18

911
Telephony

ECaTS

This database contains 911 call detail records and
911 carrier trunk utilization call statistics. The
public does not have access to this database.

8 YRS

FY17 - Completed

911
Telephony

PSN

This database contains call records and 911
wireless call statistics and analytics. The public
does not have access to this database.

4 YRS

FY20

911
Telephony

West Clear Stat

This database contains advanced browser-based
reporting and data analysis solutions for retrieving
and gathering VIPER 9-1-1 call center operation
data.

1 YRS

FY 18

911
Telephony

NICE 911 Audio and
Screen Capture
Recording

911 screen capture data is only available for 30-
days; 911 audio has a three-year retention
schedule. The public only has access to this data
upon the submission of a FOIA request.

3 YRS

FY17 - Completed

311
Telephony

NICE 311 Audio and
Screen Capture
Recording

311 screen capture data is only available for 30-
days; 311 audio has a 90-day retention schedule.
The public only has access to this data upon the
submission of a FOIA request.

90 DAYS

FY17 - Completed

311
Telephony

Salesforce
311 Customer Relations
Management (CRM)

This database contains 311 service requests and
other data. The public does have access to most
of the data in this database. This database also
contains 311 Open/Close service request types.
This data is available to the public via DC Open
data.

4 YRS

FY 19 — In progress

IT Trouble Ticket
Systems (RemedyForce)

This database contains IT trouble tickets and an
inventory of IT assets. The public does not have
access to this database.

5 YRS

N/A — Managed by
0CTO

Asset Management
(RemedyForce CMBD)

This database contains IT trouble tickets and an
inventory of IT assets. The public does not have
access to this database.

5 YRS

N/A — Managed by
0CTO

CAD

CAD Database

Computer Aided Dispatch (CAD) data is stored in
the CAD database. Because this data often
contains Personally Identifiable Information, the
OUC only provides the public with access upon
submission of a FOIA request.

10 YRS

FY17 - Completed

Radio

Radio System Database

The OUC has multiple radio databases that
include RF sites, dispatch consoles, radios/talk
group information, and radio GPS. The public does
not have access to this database.

6 YRS

FY17-FY21

QuickBase

Agency internal operational tracking application
for MOUs, purchase requisitions, union time
management, carrier telephony details, and IT

10 YRS

N/A — Managed
by OCTO
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project tracker. The public does not have access
to this database.

Mobile Router Tracking
IT Database

This database system allows for detailed
geographic tracking for all MPD and FEMS
vehicles. This database allows MPD and FEMS to
pull information about the whereabouts of each
vehicle. The public does not have access to this
database.

3 YRS

FY-19- Completed

37. Please provide a detailed description of any new technology acquired in FY18 and FY19,
to date, including the cost, where it is used, and what it does. Please explain if there have
there been any issues with implementation.

New Technology

Total Cost

Description of Technology

Implementation Issues

Rave Panic Alert

$357,501.00

Rave Panic Button is an alert system that provides
notification to DC Government employees, MPD/FEMS
First Responders and the OUC. The app delivers critical
response data to OUC 911 and MPD/FEMS first
responders, giving them tools to coordinate a faster
and more effective response.

No issues reported

RAPIDSOS/RapidLite

$0.00

OUC deployed ancillary Enhanced Location Services
(ELS) through SMART911 module. This interface
enables the OUC to receive supplemental location data
from RAVE Panic Alert, RapidSOS NG911 clearinghouse,
Apple (i0S12 and upwards) and Android (version 4.0
and upwards).

No issues reported

LiveMUM

$244,125.00

LiveMUM is a software that helps manage Fire and EMS
resources by providing real time data on the status and
location of the resources (fire engines, ambulances
etc.). This software identifies geographical coverage
gaps in Fire/EMS operations by performing real time
analytics within the service area. It can also recommend
redeployments that can potentially improve response
times to Fire/EMS events.

No issues reported

THOR

540,000.00

This is a mobile 911 center that is capable of providing
complete 911/311 call taking and dispatching services.

No issues reported

38. How many in-person training programs took place in FY18 and FY19, to date?

In FY18, 172 sessions for 42 different classes were offered to employees. Two hundred
forty-one individual QA feedback sessions included refresher training.

In FY19, as of January 25, 2019, 23 sessions for 18 different classes have been offered

to employees.
training.
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39.

40.

41.

42.

What training deficiencies, if any, did the agency identify during FY18 and FY19, to date?

In FY18, the agency did not identify any training deficiencies, but conducted
refresher training as prescribed to help maintain proficiency. These training modules
included ATRUS, Smart911, police and medical call management and dispatching,
Criteria Based Dispatching, customer service, radio use, NICE system, and

geography.

In FY19 the agency is scheduled to continue to provide refresher training on these
topics as prescribed and if the need is identified.

Please provide the agency’s training schedule for new hires and on-board call takers (both
911 and 311) and dispatchers during FY18 and FY 19, to date.

See Attachment

How is the agency ensuring that MPD officers, firefighters, and EMS providers are cross-
trained with call takers and dispatchers?

The agency capitalized on several opportunities to cross train with partner agencies.
Specifically, in FY18, FEMS provided a four-hour medical training seminar on
IAED Chief Complaints and one of our new dispatcher classes participated in the
Fire OPS 101 session for the first time.

Also, in FY18, OUC personnel attended Crisis Intervention Officer and FBI Crisis
Hostage Negotiation training with MPD officers. OUC personnel also assisted MPD
in conducting various scenario training sessions with their new recruits. The agencies
are also currently working together to develop a three-day communications training
seminar for MPD recruits.

Lastly, OUC hosted the Bikes for Kids Team Builder and invited MPD and FEMS
partners to participate. This activity was in keeping with the OUC’s strategic plan
focus area #3 — “maintain strong partnerships with other District agencies and
industry leaders that support the mission of the Office of Unified Communications.”
During this event, each team began with some, but not all, the resources needed to
completely build one child’s bicycle. The equipment, tools, and bike parts necessary
to finish a bicycle were provided to the other teams. The teams were required to
collaborate, align strategies, and trade resources to successfully build the bikes. The
teams built 20 bikes, which were donated to MPD for use on their community bike
rides in October 2018. The first ride with the bikes was with the Woodland Terrace
Community and many OUC employees rode alongside MPD officers.

How has the agency complied with Section 3021 of the Fiscal Year 2018 Budget Support
Act of 2019, effective October 8, 2016 (D.C. Law 22-168)?
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In compliance with the Act, the OUC is using the resources in the E911 fund to pay
for personnel, technology hardware, software and software maintenance, contractual
support, outreach, training, supplies, and equipment costs necessary to operate the
District’s 911 and 311 systems.

Related to funding personnel, in FY19, the agency converted 23 IT contractors to
FTEs. This will result in a savings of approximately $800k.

43. Please provide an update on the agency’s implementation of Section 3112 of the Fiscal
Year 2017 Budget Support Act of 2016, effective October 8, 2016 (D.C. Law 21-160),
which required the creation of a CPR/AED emergency medical application.

a. How have staff been trained to assist users of the app?
All 911 operations/IT staff have been trained on the ATRUS program. Initial
training was offered during launch and a refresher training module was
provided along with the Rave Panic Button/Smart911 training.

b. Have any technical issues arisen since the app’s deployment, and if so, how were
these issues resolved?

There have been no issues regarding the deployment of this program.
c. How many individuals have signed up for the app?

As of January 24, 2019, PulsePoint has 5,050 active users and a total of
11,620 subscriptions.

44. Please describe the leadership structure of call takers and dispatchers (e.g. Assistant Watch
Commanders, Watch Commanders, etc.). How many FTEs are in each position?

911 Operations

Leadership Structure Description Number of FTEs
Chief of Operations Manages 911 Operations 1
Operations Manager(s) Oversees 911 Operations 2
Watch Commander (s) Manages shift of 911 call | 4
takers, FEMS dispatchers, and
MPD dispatchers
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Assistant Watch Handles the daily functions of | 10
Commander(s) the 911 shift to include call

takers, FEMs dispatchers, and
MPD dispatchers, including
the telephone reporting unit

311 Operations

Leadership Structure Description Number of FTEs
Chief of 311 Operations Manages 311 Operations 1
Call Center Manager Oversees 311 Operations 1
311 Supervisor Manages multiple shifts of | 2

311 call takers

Supervisory Customer Service | Handles daily functions of 311 | 5
Representative Operations

45.

46.

How has the “quick send” functionality in the 911 call processing system improved
dispatch times?

“Quick send” triggers the automatic submission of call details for priority incidents
to the dispatch zone for relay to MPD and/or FEMS responders. Since initiation, the
time between call receipt and dispatch of emergency responders has decreased by at
least 25 seconds.

How does the agency measure the percentage of callers to 911 and 311 that are high-
volume utilizers?

The OUC’s primary goal is ensure that it provides an appropriate response to all
emergency and non-emergency calls in the District. While we recognize that some
“super users” may account for a considerable number of inappropriate calls, we
remain steadfast in our mission support our partner servicing agencies in response
to callers’ needs. Also, there are individuals with serious conditions that may need to
call frequently, which is absolutely considered an appropriate use of the 911 system.
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47.

48.

49.

For this reason, we do not measure the percentage of high-volume utilizers, but
instead maintain our focus on the most efficient management of all calls.

In FY18 and FY19, to date, how did the agency address 911 misuse? What were the most
common types of 911 misuse?

One of Mayor Bowser’s priority goals is to create a safer, stronger DC. Accordingly,
OUC collaborated with its public safety partners to carefully review basic programs
and services to identify where we could collectively make services more efficient for
District residents.

Thus, in an effort to safeguard the 911 communications system and help reserve the
911 line for true emergencies, we looked at a number of ways to offload non-critical
calls whenever possible. Accordingly, in partnership with FEMS, we introduced the
Right Care, Right Now Nurse Triage Line (NTL) in the Spring of 2018. NTL
connects 911 callers with less serious and non-life-threatening injuries and
conditions to primary care providers near their homes, helping preserve resources
for serious emergencies.

More recently, we re-introduced 311 as an avenue to request non-emergency police
services. To achieve this, the OUC’s existing 311 and 911 call-handling systems were
modified to force the prioritization of non-emergency calls. Now, after dialing 3-1-1,
callers can press Option 1 to report police non-emergencies like noise complaints,
fender benders, vandalism, destruction of property, and for any crimes that have
happened in the past with no reported injuries, and when the suspect is no longer on
the scene.

While the OUC does not formally track types of 911 misuse, we believe that it often
occurs as a result of the need for education and access to non-emergency options
and we are continually working to address both.

Please provide an update on the transition over to Next Generation 911 (“NG911”)
technology.

In FY18, the solution vendor contract was awarded to AT&T to establish the regional
first responder network. OUC is leveraging the regional contract to connect the
District’s 911 system to this network. Once completed, this will allow for the more
efficient transfer of 911 calls and all associated data between other PSAPs within the
region. This work is ongoing.

Please provide an update on the Text to 911 program.

Text-t0-911 was publicly launched in DC in June 2017. For residents unable to call
911, Text-t0-911 has proven to be a stable and efficient avenue to request police,
fire, and emergency medical services.
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In FY18, OUC processed a total of 212 CAD event records for emergency services
initiated via text, which consisted of 196 MPD events and 16 FEMS events.

The most common incident types managed through Text-to-911 have been Investigate
the Trouble* (65), Disorderly (27), and Domestic Violence/Family Fight (10).

The highest volume of Text-to-911 requests were handled during the month of
September 2018 (228).

*Investigate the Trouble is defined as an unknown emergency

50. Please provide, as of January 1, 2019, the number of 911 call takers and the number of 911
call taker vacancies.

Number of 911 Call Takers 73
Number of 911 Call Taker Vacancies 25

a. In FY18 and FY19, to date, how many 911 call takers were transferred, resigned,
or otherwise left the agency?

911 Call Takers
FY18 6
FY19 to Date 0

51. Please provide, as of January 1, 2019, the number of 911 dispatchers and the number of
911 dispatcher vacancies.

Number of 911 Dispatchers 107
Number of 911 Dispatcher Vacancies 0

a. InFY18 and FY19, to date, how many 911 dispatchers were transferred, resigned,
or otherwise left the agency?

Dispatchers
FY18 1
FY19 to Date 0

52. Please provide the average number of call takers on duty per shift and the average number
of calls taken by each individual for that shift. Please itemize each month in FY18 and
FY19, to date, by 911 and 311 calls.
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911

Month Shift |Avg Pos Staff| Avg Calls Per Pos| Shift |Avg Pos Staff | Avg Calls Per Pos
Oct 2017 | 6A-6P 15 123 6P-6A 11 93
Nov 2017| 6A-6P 14 127 6P-6A 11 92
Dec2017| 6A-6P 13 114 6P-6A 9 94
Jan 2018 [ 6A-6P 17 87 6P-6A 17 53
Feb 2018 | 6A-6P 17 87 6P-6A 17 53
Mar 2018| 6A-6P 17 107 6P-6A 17 73
Apr2018| 6A-6P 17 111 6P-6A 17 81
May 2018| 6A-6P 17 118 6P-6A 17 84
Jun 2018 | 6A-6P 17 119 6P-6A 17 85
Jul 2018 | 6A-6P 17 117 6P-6A 17 90
Aug 2018| 6A-6P 17 126 6P-6A 17 85
Sep 2018 | 6A-6P 17 119 6P-6A 17 84
Oct 2018 | 6A-6P 17 117 6P-6A 17 84
Nov 2018| 6A-6P 17 110 6P-6A 17 76
Dec 2018 | 6A-6P 17 98 6P-6A 17 72
Jan 2019 | 6A-6P 17 68 6P-6A 17 48
311
Month Shift Avg Pos Staff | AvgCalls Per Pos Shift Avg Pos Staff | AvgCalls Per Pos Shift [Avg Pos Staff| Avg Calls Per Pos
Oct2017 | 7A-3P 33 59 3p-11P 21 38 11P-7A 4 27
Nov 2017 | 7A-3P 30 65 3p-11P 19 36 11P-7A 3 21
Dec 2017 | 7A-3P 29 59 3p-11P 19 33 11P-7A 4 15
Jan2018 | 7A-3pP 29 70 3p-11P 20 39 11P-7A 4 23
Feb 2018 | 7A-3P 30 63 3p-11P 19 37 11P-7A 4 17
Mar 2018 |  7A-3P 30 67 3p-11P 18 43 11P-7A 4 22
Apr2018 | 7A-3P 27 67 3P-11P 17 46 11P-7A 4 18
May 2018 | 7A-3P 33 61 3P-11P 20 41 11P-7A 4 21
Jun2018 | 7A-3P 32 63 3p-11P 19 44 11P-7A 4 19
Jul 2018 | 7A-3P 31 63 3P-11P 17 47 11P-7A 4 21
Aug 2018 | 7A-3P 32 65 3P-11P 19 44 11P-7A 4 18
Sep 2018 | 7A-3P 29 65 3P-11P 17 45 11P-7A 4 18
Oct2018 | 7A-3P 32 69 3P-11P 19 45 11P-7A 4 25
Nov 2018 | 7A-3P 30 64 3p-11P 17 39 11P-7A 4 21
Dec 2018 | 7A-3P 28 59 3p-11P 16 35 11P-7A 4 18
Jan2019 | 7A-3P 29 46 3p-11P 18 28 11P-7A 4 13

53. Please provide the average number of dispatchers on duty per shift and the average number
of calls dispatched by each individual for that shift. Please itemize each month in FY18
and FY19, to date.

The agency’s 911 Operations Division is comprised of 4 teams working 12-hours shifts
with an 8-hour swing shift on Sundays. The table below provides a view of the average
number of dispatchers staffed during both day work and night work tours each

month, and the average calls dispatched per individual.

Interval Shift Avg Pos Staff | Avg Dispatch Per Pos Shift Avg Pos Avg Dispatch Per Pos
Staff
Oct 2017 6A-6P 19 55 6P-6A 19 48
Nov 2017 6A-6P 19 52 6P-6A 19 42
Dec 2017 6A-6P 19 50 6P-6A 19 a1

52




Jan 2018 6A-6P 19 51 6P-6A 19 42
Feb 2018 6A-6P 19 50 6P-6A 19 42
Mar 2018 6A-6P 19 51 6P-6A 19 41
Apr 2018 6A-6P 19 52 6P-6A 19 44
May 2018 6A-6P 19 54 6P-6A 19 46
Jun 2018 6A-6P 19 53 6P-6A 19 48
Jul 2018 6A-6P 19 55 6P-6A 19 50
Aug 2018 6A-6P 19 54 6P-6A 19 46
Sep 2018 6A-6P 19 58 6P-6A 19 48
Oct 2018 6A-6P 19 55 6P-6A 19 47
Nov 2018 6A-6P 19 51 6P-6A 19 42
Dec 2018 6A-6P 19 50 6P-6A 19 42
Jan 2019 6A-6P 19 35 6P-6A 19 29

54. How many 911 bilingual call takers and dispatchers does the agency employ?

a. Please categorize each number by language spoken.

Please detail how each bilingual dispatcher is deployed by shift.

c. Does the agency believe it has adequately accommodated callers who are non-
English language speakers? If so, please explain how.

o
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Positi A ) Foreign
IJS.l on Name 0 genc3 Language(s) Schedule 12 Hour
Title Division/Department| g
Spoken/Written
Dispatcher| T 011 Spanish DAY2 Yo
spatcher Murillo panis 2 es
Tele. Brenda . .
Equip Op | Akvalos 911 Spanish DAY1 Yes
Dispatcher| 2! 011 Spanish DAY1 Yo
spatcher Higgs panis es
Dispatcher| . " 911 Spanish DAY2 Y
spatcher| . des panis 2 es
Anna
. _ 7
Dispatcher Velasco 911 Spanish DAY2 Yes
Celi
Dispatcher| . 911 Spanish DAY1 Yes
Vargas
Domi
Dispatcher| 188 911 Spanish DAY1 Yes
Serpas
Tele. Aurelina . .
Equip Op Fana 911 Spanish NIGHT 1 Yes
Michelle
. _ 7
Dispatcher Williams 911 Spanish DAY2 Yes
Tele. Carmen
— 2
Equip Op| Lope: 911 Spanish NIGHT 2 Yes
Dispatcher| Y18 911 Spanish DAY1 Yes
Nazario
Tele. Fernando 011 Soanish DAY?2 Y
Equip Op | Granados panis - &s
Tele. Wilson . .

Equip Op Tobar 911 Spanish NIGHT 1 Yes
fele | Anna 011 Spanish NIGHT 1 Yo
Equip Op| Huitz panis &s

Tele. Marisela
— 2
Equip Op | Montero 911 Spanish DAY2 Yes
Nebeyou
Dispatcher i 911 Ambharic DAY1 Yes
Tefera
. Nebeyell .
Dispatcher Abrha 911 Ambharic DAY1 Yes
Tele. McMills .
Equip Op| Sowah 911 Farsi NIGHT 1 Yes
Tele. Atldnsola
911 Yorub NIGHT 1 Yo
Equip Op |Aladegoke oruba &

Yes, the agency believes that it has adequately accommodated callers who are non-English
language speakers. Not only do we employ many bilingual employees across our
operations, we also partner with Language Line Solutions which provides professional
phone translation services, which further enables efficient communication with LEP/NEP

callers.

55. For each month in FY18 and FY19, to date, please provide the total number of 91I calls
abandoned, answered, answered within five seconds, and dispatched.

Abandoned | Answered | Answered within5sec | Dispatched
October 2017 2,521 106,029 99,985 60,581
November 2017 3,362 97,782 91,111 53,675
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December 2017 2,910 95,458 89,280 53,774
January 2018 3,540 98,308 91,324 54,701
February 2018 3,496 88,303 81,443 48,983
March 2018 6,822 95,831 87,938 54,408
April 2018 7,092 98,206 87,964 54,708

May 2018 9,503 106,287 89,635 58,984

June 2018 8,217 103,834 89,510 57,637

July 2018 7,594 109,443 96,109 62,081
August 2018 9,208 111,257 98,645 58,902
September 2018 7,898 103,733 89,411 60,721
October 2018 7,327 105,909 93,300 59,914
November 2018 6,476 94,747 84,468 52,945
December 2018 5,863 89,595 80,368 53,832
January 2019 3,649 59,526 54,310 37,515

(January 2019 numbers through 1/22)

56. For each month in FY18 and FY19, to date, please provide the agency’s average answer
time, processing time, and dispatch time for 911 calls. Please provide the agency’s average
answer time for 311 calls.

911 Avg Answer 911 Avg Processing 911 Avg Dispatch 311 Avg Answer
Time Time Time Time

October 2017 00:00:02 0:01:53 0:05:19 00:01:06
November 2017 00:00:03 0:01:53 0:04:56 00:00:41
December 2017 00:00:03 0:01:54 0:04:54 00:00:34
January 2018 00:00:03 0:01:56 0:04:40 00:00:37
February 2018 00:00:03 0:01:53 0:04:32 00:00:25
March 2018 00:00:04 0:01:55 0:04:35 00:00:36
April 2018 00:00:05 0:01:50 0:05:12 00:00:39
May 2018 00:00:08 0:01:39 0:06:54 00:00:21
June 2018 00:00:06 0:01:38 0:07:22 00:00:20
July 2018 00:00:06 0:01:35 0:06:34 00:00:25
August 2018 00:00:05 0:01:37 0:06:56 00:00:21
September 2018 00:00:07 0:01:35 0:06:15 00:00:22
October 2018 00:00:05 0:01:37 0:06:48 00:00:46
November 2018 00:00:05 0:01:42 0:06:09 00:00:13
December 2018 00:00:05 0:01:40 0:05:35 00:00:15
January 2019 00:00:05 0:01:39 0:05:42 00:00:17

911 Processing/ Dispatch times for MPD and FEMS
Dispatch Time, through January 22,2019

, all priorities. Avg Processing Time = Call to Queue Time; Avg Dispatch Time = Queue to
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57. In table format, please provide the number of 911 calls dispatched to the wrong location or

for the wrong purpose in FY18 and FY'19, to date. Group the calls by Fire, EMS, or MPD,
and cause for error.

Fiscal Year | Agency 911- Wrong Location/Blown Address Reason

FY18 EMS 911-Wrong Location/Blown Address FEMS Error

FY18 FIRE 911- Wrong Location/Blown Address Caller confusion
FY18 EMS 911-Wrong Location/Blown Address OUC Operator Error
FY18 EMS 911-Wrong Location/Blown Address OUC Operator Error
FY19 MPD 911-Wrong Location/Blown Address OUC Operator Error

58. How does the agency track 911 calls that are dispatched as BLS but escalate to ALS en

59.

route to the hospital? How does the agency track 911 calls that are dispatched as ALS but
are later found to be BLS? What percentage of transports do these calls represent? How
has the agency modified its policies and procedures in response to these issues? Please also
provide any relevant data to the Committee.

OUC does not currently track calls that escalate from BLS to ALS while en route to
the hospital. Patient care is transferred to first responders once they arrive on scene.

In addition, OUC does not currently track 911 calls dispatched as ALS and later
found to be BLS.

The OUC is unable to provide information on the percentage of transports these
calls represent. However, OUC continues to partner closely with FEMS to
implement response plan changes to ensure the most appropriate and efficient
dispatching of resources occurs.

Please provide the average “drop time” by month and by provider (FEMS or AMR) in
FY18 and FY19, to date.

FEMS Avg Drop AMR Avg Drop
Time Time

October 2017 0:41:18 0:40:08
November 2017 0:41:05 0:39:04
December 2017 0:41:26 0:41:16
January 2018 0:41:05 0:42:12
February 2018 0:40:44 0:41:52
March 2018 0:40:20 0:41:25
April 2018 0:40:34 0:41:54
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May 2018 0:40:32 0:43:23

June 2018 0:40:55 0:42:52

July 2018 0:41:05 0:43:10
August 2018 0:41:03 0:45:20
September 2018 0:42:47 0:45:37
October 2018 0:41:52 0:47:05
November 2018 0:41:32 0:45:39
December 2018 0:42:26 0:48:21
January 2019 0:44:05 0:48:53

January 2019 numbers through the 22nd

60. Please provide, in table format, the number of complaints related to 911 services in FY18
and FY19, to date. What does the agency classify as a “complaint”?

a. Indicate how many rose to the level of joint investigation.
b. Include the category of each complaint.
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911 Complaints — FY18

Inappropriate Call Termination

Inappropriate Comments _

poor customer service

No Dispatch of Event

Misinformed B
Incorrect Transfer Information -

Incorrect Dispatch
Failure To Create An Event

Extended Hold Times

Blown Address

Delayed Dispatch S

911 Complaints — FY19

Inappropriate Call Termination | 1 _
Misinformed | 1
Deayed Dispch 2

Extended Hold Times | 1 _

OUC defines a “complaint’ as any feedback received from an individual in which
she/he believes that the management of a request or the customer service provided
was unsatisfactory.

The OUC collaborates with MPD and FEMS to jointly investigate all complaints
regarding calls for services.

61. Please provide, in table format, the number of complaints related to 311 services in FY18

and FY19, to date.
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a. Indicate how many rose to the level of joint investigation.
b. Include the category of each complaint.

311 Complaints — FY18

Blind Transfer u

Incorrect Information Provided n

Other n

Wrong Information H

Call taker abruptly disconnected customer m

call terminated by agent H

Call Taker Error n

311 Complaints — FY19

ncorrect Information
- D |
Provided

rudecal teker SN

poor customer service | 15

Calltaker abrupthy
disconnected customer

0 10 20

The OUC collaborates with all of its partner agencies to jointly investigate
complaints regarding service requests made via 311 platforms.

62. Please provide a chart indicating all 311 calls in FY18 and FY19, to date, categorized by
the agency’s services requested.

See Attachment
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63. Please provide, as of January 1, 2019, the number of 311 call takers and the number of 311
call taker vacancies.

Number of 311 Call Takers 83
Number of 311 Call Taker Vacancies 3.3

a. In FY18 and FY19, to date, how many 311 call takers were transferred, resigned,
or otherwise left the agency?

311 Call Takers
FY18 8
FY19to Date | 0O

b. How many of the LEAP FTEs hired in FY16 are still with the agency?

The OUC currently employs 37 LEAP participants that have been converted to
full time positions. Thirty-three (33) former LEAP participants work within the
311 division and 4 have been promoted to 911 TEO positions.

64. Regarding replacement of equipment:

a. Please describe the agency’s replacement schedule for its 911 communications
equipment and its 311 communications equipment.

Replacement schedules are based on shelf life of hardware and equipment,
including necessary warranties and software licenses for applications and the
OUC’s public safety grade network.

b. Does the agency budget for future replacements? If so, where are these funds
located (e.g. the E911 Fund, the capital budget)? Please explain what is reserved,
and why.

The OUC budgets for future replacements of equipment and software
upgrades within its capital budget. The current 6-year plan has funding
allocated within four capital projects that support replacement schedule
items: UC302 ($11.6M MDCs for both MPD and FEMS); UC303 ($25M
Radios for both MPD and FEMS); DWBO02 ($2.5M IT Software; and AFC02
($1.7M IT Hardware 911/311).

Other funding sources include Special Purpose revenue and sub-grant
funding from HSEMA. The OUC adheres to the OCFO and OCP’s finance
and procurement processes in relation to financing projects.

65. How has call volume changed over the last three fiscal years?
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FY16 FY17 FY18 % Change
Total 3-1-1 Incoming Calls
(VDN) 1,721,709 | 1,759,279 | 1,690,354 13.920%
Total 9-1-1 Calls Received 1,407,012 | 1,282,610 | 1,286,681 0.32%

a. What strategies is the agency employing to reduce call volume?

The agency has heavily promoted self-service methods of submitting 311
requests like Text-to-311, Live Chat, Twitter, DC311 mobile app, and the
web site portal 3110nline.

OUC s social media team continues to grow and thrive. The agency has
created a robust 311 team comprised of management and customer service
representatives who now monitor progress, respond to constituents, and
submit service re