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Good morning Chairpersons Crowley and Vallone and members of the City Council Committees
on Fire and Criminal Justice Services and Public Safety. I am Cas Holloway, Deputy Mayor for
Operations. I am joined today by Bruce Gaskey, Director of the Mayor’s Office of Citywide
Emergency Communications (OCEC); Chief of the NYPD Communications Section Charles
Dowd; FDNY Chief of Communications Robert Boyce; and the City’s Chief Analytics Officer,
Mike Flowers. Thank you for the opportunity today to testify on New York City’s ongoing
efforts to upgrade and enhance the City’s emergency 911 system, and on proposed legislation
regarding the reporting of certain response times.

Public Safety is Mayor Bloomberg’s top priority—and the foundation upon which any successful
City rests. And New York City is the safest big City in America thanks to the dedication of the
tens of thousands of police officers, firefighters, Emergency Medical Technicians and 9-1-1 call
takers and dispatchers who respond to 30,000 9-1-1 calls every day, more than half of which
result in the dispatching of a police officer, fire company, ambulance, or a combination of the
three somewhere within the five boroughs.

Success in this sense means that people want to live and work in New York City, and by that
measure, we are doing better than ever. The 9-1-1 call-taking and dispatch system is the
foundation of public safety for New Yorkers who are injured, or are the victim of a crime, or
who find themselves involved in a fire. That’s because without them, our first responders would
not—and could not—know where they needed to go. The nearly 1800 men and women who
take calls, send out resources, conduct medical triage and send an ambulance have stressful jobs
that require complete dedication. [ want to particularly single out the 1100 NYPD 911 call
takers who are truly on the front line of emergency response in New York City. They handle
30,000 calls every day—more when extraordinary events happen—and over the past two-years,
as we have transitioned from antiquated, end-of-life technology to new, modern 9-1-1
technology infrastructure, these dedicated City workers have ensured that the system has
continued to run, at the same time that they have been training to transition to new technology
that will better serve them and 8.4 million New Yorkers.

The critical need for a modern, state-of-the-art 9-1-1 system is particularly evident when events
like the recent, tragic death of Ariel Russo—a four year old girl walking with her grandmother—
happen. On behalf of the City, I would like to send my condolences to the family of Ariel who
was killed by an unlicensed driver who had fled from police on the moming of June 4. Reckless
criminal behavior caused this tragic death, but a critical question is whether the City’s
emergency response was as fast as it could have been, and if not, why not. We are conducting a
full investigation to answer that question, and you have my commitment on behalf of the Mayor
that we will report the result of that investigation and what, if any steps we will take to address
any issues with the emergency response to this incident, and I am sorry for your loss.



New York City’s 911 emergency response system is the largest in the country. The overhaul and
upgrade of New York City’s emergency 911 system through the Emergency Communications
Transformation Program (ECTP) is the top public safety information technology program
undertaken by the Bloomberg Administration. No one takes the effectiveness and reliability of
the City’s emergency response system more seriously than the Mayor. ECTP is the first
substantial effort to modernize the 911 system since it was created in 1968.

That overhaul is under way—but a few facts are clear. Response times to life-safety
emergencies in New York City have been dropping steadily for the last few years and have
never been better. That includes fire responses. The evidence is not just in the time on the
stopwatch-—which [ will go through in detail—but in the fact that fire fatalities are at an all time
low, as are large, multiple alarm fires. That’s because FDNY is getting there and containing
fires faster than ever.

Those outstanding results are attributable to the outstanding work of the men and women of the
FDNY, and the technology upgrades and call-process changes that we have invested hundreds of
millions of dollars to make since 2004. The bottom line is that the new 9-1-1 technology
systems that are in place are faster and more stable than ever—and have capabilities that enable
call takers to locate emergencies more quickly and, as I will show, measure response times more
accurately than ever before. And we are not done.

Before getting into the heart of my presentation I’d like to point out two things. First, after my
testimony, you will hear testimony from a number of other people. Some, which you may have
read about in the press will make totally baseless assertions about response times or parts of
response times and what they were at certain points in time. They will likely claim that the “old”
system was faster, or that the administration has been “under-reporting” response times. These
claims are simply not true. As I will show, the City has consistently measured and reported
response times using a methodology that has been essentially unchanged since 1977, when the
MMR first reported them. ‘

Moreover, in many cases, the people making them have never taken a 911 call or dispatched
resources to an emergency. And while they may be, or have been emergency responders and
served the City well, they are not qualified or in a position to speak authoritatively on response
time measurement and reporting. So I ask the committees to consider the source of the
information you will hear and read. I also ask that you consider the motivation of parties
testifying today. Many of the false or misleading claims you will hear—which have been
deliberately misreported in certain press outlets-—have nothing to do with public safety, but are
being used as a scare tactic to protect umion jobs; even if that means keeping slower, inefficient
systems and processes in place.

Soon after Mayor Bloomberg took office; it became clear that although the City had one single
number to call for emergency assistance, the architectural backbone and infrastructure of the 911
system was incredibly antiquated and rapidly deteriorating. New York City’s emergency
response system was strained by increasing call volume and obsolete technologies that were
becoming more and more difficult to maintain. Behind the single “9-1-1" number there were
three completely separate and highly dispersed operations being managed in silos by the three
first responder services — NYPD, FDNY and EMS. The September 11, 2001 terronst attacks and
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the 2003 blackout further highlighted serious operational and technical vulnerabilities of the 911
system. As a result, the Administration decided to prioritize the wholesale replacement of the
911 system and infrastructure with the creation of ECTP in 2004.






