	Emergency Communications 
Planning & Brainstorming Matrix

	Why do we exist? (Mission)
	The mission of Emergency Communications is to enhance the quality of life by handling all 9-1-1 and other calls for service: dispatching necessary emergency services in a prompt, courteous, professional, and correct manner.  We strive to save lives, protect property, stop crimes, and prevent major fire loss while maintaining accurate information for our user agencies.

	Sections
	Section Name – Program Manager Name
	Section Name – Program Manager Name
	Section Name – Program Manager Name

	What do we do? (Services)
	Review and identify any significant changes, highlights indicate areas for potential measures

	
	· Receive 9-1-1 and non-emergency calls for service, dispatch law enforcement and fire/rescue to the citizens in unincorporated Bernalillo County 24 hours a day, 7 days a week
· Add more services
	· x
	· x

	Objectives – Short-term initiatives, or projects, with a beginning and end date, action steps and a measurable target that achieves the county’s business strategies (e.g. efficiency, effectiveness, innovation, cost reduction, transparency).

	Projects, Priorities & Initiatives 

	What is planned for FY21/22?
Add upcoming projects, initiatives & priorities.  This will be used to identify potential new objectives.  Not all items listed will become an objective tracked through the performance process.

	
	· 
	· 
	· 

	Existing Objectives
	Review existing objectives.  If complete prior to 6/30/20, establish new objectives.  

	
	· O71: Obtain Emergency Medical Dispatch Accreditation
· O126: Obtain Emergency Fire Dispatch Accreditation
	· 
	· 

	New & Carry Forward Objectives
	After projects, initiatives & priorities for FY21/22 are identified, as well as existing objectives, determine which will be tracked as new and carry forward objectives. 

	
	· O71: Obtain Emergency Medical Dispatch Accreditation
· O126: Obtain Emergency Fire Dispatch Accreditation
	· 
	· 

	Performance Measures – Services performed that are measurable and strive to achieve targets that align to the county’s business strategies and strategic plan goals. 

	Existing Performance Measures

	If this area is BLANK for your section, review section below (Industry Research & Related PMs) to brainstorm new performance measures.

	
	· P134: Answer 911 calls within 10 seconds
· P135: Ensure compliance with International Academy of Emergency Dispatch (IAED) protocols
	· 
	· 

	Industry Research & Related PMs 
	Do you have access to this data? Is this something you would like to know about your department or want others to know (is this meaningful)?

	
	· NENA standards target less than 5% of all abandoned calls over 20 seconds and less than 10% of abandoned calls over 10 seconds during the busy hour
· Abandoned 911 incoming calls by source
· NEW: Training
· NEW: Equip - % of time radio is working efficiently or reliability rate for generator up system that  stays up – (% CAD system available weekly tests)
· NEW: Answer 911 calls within 20 seconds 97% of the time
	· 
	· 

	New & Carry Forward PMs
	After industry research & related PMs for FY21/22 are identified, as well as existing PMs, determine which will be tracked as new and carry forward PMs.

	
	· P134: Answer 911 calls within 10 seconds
· P135: Ensure compliance with International Academy of Emergency Dispatch (IAED) protocols
· New: Training
· New: Maintain reliability rate of generators 
· [bookmark: _GoBack]NEW: Answer 911 calls within 20 seconds 97% of the time
	· 
	· 

	Other 


	



