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Executive Summary
• As has been identified before, Broward’s 911 efforts over the 

past years has been less of a consolidation, and more of a co-
location.  That premise best characterizes the reason why 
sought-after efficiencies have yet to be fully obtained  

• In this Report, a focus was placed on the primary radio 
channels for both fire and law – and modelling their 
performance in a true consolidated environment.  Base levels 
of service were identified – and limits identified where 
additional resources are required. 



Executive Summary (con’t)

• The results show that consolidation of certain radio channels 
can occur completely for certain fire radio channels.  In 
addition, both fire and law radio channels have an opportunity 
to consolidate overnight when workload drops significantly – 
though each is handled differently based on their specific 
needs.   

• Finally, three law radio channels were found to exceed 
recommended workloads, and therefore resources are shifted 
from nighttime hours to daytime hours when needed.  



Executive Summary (con’t)

• Overall, the total demand for staffing of call-take, radio & 
supervisor positions can be reduced up to 8.4% because of 
these consolidations.  This translates to an estimate reduction 
on FTEs required to staff positions from a current level of 404 
positions for front line dispatch center staff, to a level just 
between 360 to 370 FTEs. 

• Because of current vacancies, and the estimated 1-year plus 
implementation schedule, no layoffs should be needed to 
achieve these efficiencies.        



Executive Summary (con’t)

• Stakeholder input from earlier engagements were considered 
and addressed in the Report.  This included: 

• Inclusion of all relevant radio channels in the analysis 
• Consideration of Priority 1 & 2 law enforcement calls by hour of day 
• Consideration of differences in demand overnight between fire and 

law enforcement



• Comparison of ’time-on-task’ required in this Phase 3 report, versus 
those summarized in the Phase 2 report, shows some degree of 
variance.  Phase 2 reflected a more aggressive reduction in ‘time-on-
task’ was possible.     

• The difference is explained by a number of factors – most significant is 
the change in perspective from the 3 PSAPs used in Phase 2, versus the 
28 channels used here.  The loss in efficiency is almost exponential 
when changing the lens from 3 dimensions to 28 dimensions – from a 
more global to more granular perspective.  Nonetheless, there is still a 
significant efficiency that is identified in this more detailed analysis.    



Phase 2 Recommendations  
 
Status



Methodology
• Used existing CAD data to quantify the demand on the 28 

primary radios channels (9 fire & 19 law) 
• Used radio data – focusing on radio talk time as the primary 

metric for the 28 primary radio channels 
• Analyzed each primary fire & law channel separately, calculating 

variables for each.   
• Conducted analysis for hour of day – for each radio channel 

• For each channel we generated the following . . . .



Methods
• For this analysis, we focused 

on: 
• Erlangs 
• Answer Delay @ 97th%



Figure 4: Main Radio Channels - Law  



Figure 3: Main Radio Channels - Fire  







Figure 2: Law - Average Priority 1 & 2 Calls by Hour of Day  

• During this engagement, questions 
arose regarding the frequency with 
which high priority law enforcement 
calls occur by hour of day.  The 
concern was any impact higher 
priority incidents may have should 
radio channels be reduced during 
overnight hours.   

• CAD data was also examined to 
answer this question and is reflected 
in the graphic below.  As can be 
seen, most significant law incidents, 
as defined as Priority 1 & 2, occur 
between noon and midnight hours. 0 
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Grade of Service & Hold Time

• The Grade of Service (GOS) for systems with queues is the 
probability of a response to a call being delayed by busy radio 
dispatchers.   

• What the recommended in the context of the Broward’s radio 
channels is that responses to 97% of field initiated transmits be 
responded to by the radio dispatcher in less than the duration 
of the average Xmit/Rcv cycle on the channel, or within 10 
seconds. 



Figure 23: Base Levels of Service
Quantitative!

911!call!answer!
performance!

Call!intake!staffing!should!be!adjusted!to!achieve!P1/call-taking!
performance!of!between!three!to!five!seconds!at!the!90th!percentile!

Radio!operator!(law!
&!fire)!workloads!

A!single!radio!talkgroup,!staffed!with!a!single!radio!operator,!should!
not!exceed!during!any!4-hour!block!a!weighted!0.4!Erlangs!and!
during!that!same!4-hour!block!a!weighted!Answer!Delay!of!10!
seconds!or!greater!

PSAP!supervision!
levels!

Supervision!on!the!PSAP!dispatch!floors!should!be!scheduled!at!a!
ratio!of!six!to!one.!

Qualitative!
Call-taking! The!system!should!maintain!EMD!certification!for!all!call!takers!

through!the!International!Academies!of!Emergency!Dispatch!(IAED),!
and!implement!and!achieve!certification!in!both!EFD!and!EPD.!!

Radio!operators! Independent!QA/QI!for!call-taker,!fire!and!law!positions!should!be!
addressed!through!existing!MPDS!systems!or!similar!methodologies.!!!

!



Recommended Changes to Radio 
Channels





Figure 10: Gross Change in Radio Workstation Staffing - 24-Hour 
Period 

Workstations Hours Notes 

Fire - Current 216 9 radio positions X 24 hrs. 

Fire - Modeled 136 
6 radio channels X 16 hrs. and 5 radio 

channels X 8 hrs. 

Law - Current 456 19 radio positions X 24 hrs. 

Law - Modeled 432 
22 radio positions X 8 hrs.; 19 radio channels 

X 10 hrs.; 11 radio channels X 6 hrs. 
!



Conversion of Model to Staffing & FTEs

Manpower!Descriptor! Source!

Dispatcher!Hours!on!Task!
Erlang!modelling!of!the!main!radio!dispatch!workstations!at!
the!three!PSAPs!provides!the!needed!number!of!hours!of!
dispatchers!actively!on!duty!at!their!workstations.!

Dispatchers!on!Shift!
Calculated!from!dispatchers!on!task!by!providing!for!local!
work!rules,!break!time!policies!while!on!shift,!and!local!
contractual!obligations.!

Full!Time!Equivalents!(FTE)!
(Dispatchers!on!Staff)!

Calculated!from!dispatchers!on!shift!by!providing!for!local!
personnel!policies,!work!rules,!and!contractual!obligations.!!!

!



Figure 17: Call Intake - 8 Hour Shifts Only 



Figure 18: Call Intake - 8 Hour and 10 Hour Shifts 



Figure 19:Law Workstations: 8 and 10 Hour Shifts 



Figure 21: Fire Workstations - Option 2 with 8 Hour Shifts 



FTE 
Requirements
• Currently, BSO’s 

budget includes 
404 FTEs 
assigned to 
these same 
roles.   
• The results 

demonstrate the 
opportunity for 
efficiencies 
available in the 
current system 

8-Hour & 10-Hour 
Shifts   

Personnel 
Hours/Week 

Scheduled 
Hours/Year 

FTEs 
Required 

Call Intake 
Demand with Breaks 2370 1645 74.9 

Base Demand 2107 1645 66.6 
Suggested Staffing 2380 1645 75.2 

Law 
Demand with Breaks 4725 1645 149.4 
Base Demand 4200 1645 132.8 

Suggested Staffing 4760 1645 150.5 

Fire - Option 1 
Demand with Breaks 2205 1645 69.7 

Base Demand 1960 1645 62.0 
Suggested Staffing 2261 1645 71.5 

Fire - Option 2 
Demand with Breaks 2449 1645 77.4 
Base Demand 2177 1645 68.8 

Suggested Staffing 2449 1645 77.4 

Supervisor 
Demand with Breaks 1477 1645 46.7 

Base Demand 1477 1645 46.7 

Suggested Staffing 1568 1645 49.6 

  Total FTEs - Fire Option 1 346.7 
  Total FTEs - Fire Option 2 352.7 

!



Call Taking: 8 & 10-Hours Shifts



Fire-Single Gatekeeper: 8-Hour Shifts Only





Total Implementation Schedule  

Radio programming needs 
to occur first . . .  

. . . then, full 
implementation can 
begin. 

Agencies can elect to 
‘buy’ a higher level 
of service . . . 



Questions


