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I.	Introduction

	On September 8, 2020, the Committees on Fire and Emergency Management, chaired by Council Member Joseph C. Borelli, and Technology, chaired by Council Member Robert F. Holden, will hold a joint oversight hearing on failure of the City’s 3-1-1/9-1-1 systems during Tropical Storm Isaias.  Additionally, the Committee on Technology will hear Introduction Number 1755 (“Int. No. 1755”), a Local Law in relation to an assessment of the 311 service request intake map.  Those invited to testify at the hearing include representatives from the Department of Information Technology and Telecommunications (“DoITT”), the Mayor’s Office of Operations (“MOO”), New York City Emergency Management (“NYCEM”), the New York City Fire Department (“FDNY”), the New York City Police Department (“NYPD”), and members of the public.
II.	Background

New York City’s 9-1-1 System:	
The NYPD and FDNY answer approximately nine million 9-1-1 calls annually.[footnoteRef:1]  All emergency calls placed to 9-1-1 are connected to an NYPD call taker. Based on the nature of the emergency, the NYPD call taker transmits information to dispatchers in the NYPD, FDNY and the FDNY’s Bureau of Emergency Medical Services (“EMS”).  In a fire-related emergency, the police call taker conferences in a fire dispatcher and continues to gather information from the caller as the fire dispatcher listens in and intervenes as necessary.  In a medical emergency, the police call taker conferences and transfers a call to an FDNY Emergency Medical Dispatcher (“EMD”) who is also an Emergency Medical Technician (“EMT”) and certified in emergency medical dispatch procedures. EMD call takers provide pre-arrival instructions to callers over the phone.[footnoteRef:2] [1:  2018 Annual Report on Implementation of Next Generation 9-1-1in NYC, DEPARTMENT OF INFORMATION TECHNOLOGY & TELECOMMUNICATIONS, December 2018, https://www1.nyc.gov/assets/doitt/downloads/pdf/2018_doitt_ng911_ll78_annual_report.pdf.]  [2:  City of New York 9-1-1 Call Processing Review (911CPR), WINDBOURNE CONSULTING, LLC, May 1, 2012.] 

The NYPD 9-1-1 operation unit consists of 1,446 Police Communications Technicians (“PCT”), Supervising Police Communication Technicians (“SPCT”) and Principal Police Communication Technicians (“PPCT”).  Personnel with the PPCT title perform multiple functions including the 9-1-1 call taker and dispatcher positions.[footnoteRef:3] Staffing of FDNY Dispatch Operations consists of 162 Fire Alarm Dispatchers and 39 Supervising and Chief Dispatchers assigned to Fire Dispatch Operations, and 370 EMTs and 53 Lieutenants and Captains assigned to Emergency Medical Dispatch.[footnoteRef:4] Dispatch operations take place at both the Public Safety Answering Center located in downtown Brooklyn (“PSAC1”), and an additional location in the Bronx that opened in 2016 (“PSAC II”).  PSAC II provides the City with a functioning, parallel emergency response system, and handles the majority of Citywide dispatch. As of October of 2019, 1391 of the 1446 PPCTs were assigned to PSAC II.[footnoteRef:5] [3:  Information provided by the New York City Police Department via email.  On file with the Committee on Public Safety.]  [4:  Information provided by the New York City Fire Department via email.  On file with the Committee on Fire and Emergency Management.]  [5:  Information provided to Council by NYPD.] 

The City is in the process of upgrading its 9-1-1 system to implement “Next Generation 9-1-1” (“NG9-1-1”) technology, the current industry standard, which allows for the transfer of digital information, such as images, video and text messages, from the caller to the 9-1-1 system.[footnoteRef:6] This upgrade responds to the increased use of cellular technology that has substantially changed the way people communicate – as users increasingly rely on text, photograph, video and data transfers conveyed over digital network infrastructure.[footnoteRef:7] NG9-1-1 enables the receipt of multimedia data (text, photographs and videos); aims to improve 9-1-1 system operations through upgrades in call routing, PSAC call overflow, caller location accuracy and transfer of information between public safety personnel; and increases cost-efficiency and supportability through the use of commercially available products and current technologies.[footnoteRef:8] The expected launch of NG911 in New York City is 2024.[footnoteRef:9]    [6:  2018 Annual Report on Implementation of Next Generation 9-1-1in NYC, DEPARTMENT OF INFORMATION TECHNOLOGY & TELECOMMUNICATIONS, December 2018, https://www1.nyc.gov/assets/doitt/downloads/pdf/2018_doitt_ng911_ll78_annual_report.pdf. ]  [7:  2018 Annual Report on Implementation of Next Generation 9-1-1in NYC, DEPARTMENT OF INFORMATION TECHNOLOGY & TELECOMMUNICATIONS, December 2018, p. 3, https://www1.nyc.gov/assets/doitt/downloads/pdf/2018_doitt_ng911_ll78_annual_report.pdf. ]  [8:  2018 Annual Report on Implementation of Next Generation 9-1-1in NYC, DEPARTMENT OF INFORMATION TECHNOLOGY & TELECOMMUNICATIONS, December 2018, https://www1.nyc.gov/assets/doitt/downloads/pdf/2018_doitt_ng911_ll78_annual_report.pdf. ]  [9:  Testimony of DOITT Commissioner Eusebio Formoso before the Committees on Public Safety, Technology and Fire and Emergency Management, New York City Council, Nov. 12, 2019, https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=4085252&GUID=B7EB0BF0-49B2-4CB3-85B1-A3D0C9003B12&Options=&Search=.] 

Finally, more than two years after the initially scheduled rollout, in June 2020 the City launched an interim Text-to-911 solution, which currently allows the public to send emergency text messages to the 9-1-1 system.[footnoteRef:10][footnoteRef:11]   [10:  Reuven Blau, New York City Quietly Activates 911 Text Message System Amid George Floryd Protests, THE CITY,Jun. 3, 2020,https://www.thecity.nyc/2020/6/3/21279233/new-york-city-activates-911-text-message-system-amid-george-floyd-protests]  [11: NYC Text-to-911 Website,https://www1.nyc.gov/site/text911/index.page#:~:text=Text%2Dto%2D911%20is%20a,can't%20safely%20call%20911.] 

New York City’s 3-1-1 System:
[bookmark: _Ref1577674][bookmark: _Ref1577653]New York City 3-1-1 (“NYC311” or “3-1-1”) is a Citywide customer service program that provides New York City residents, businesses and visitors with access to non-emergency government services and information.[footnoteRef:12] The NYC311 Customer Service Center is housed within the MOO.[footnoteRef:13] Additional technological services and general services support for NYC311 are provided by DoITT.[footnoteRef:14]  [12:  The Official Website of the City of New York, NYC311, https://portal.311.nyc.gov (last accessed May 5, 2020).]  [13:  NYC Mayor’s Office of Operations, Mission, https://www1.nyc.gov/site/operations/about/about.page (last accessed May 5, 2020).]  [14:  Testimony of 311 Exec. Dir. Joseph R. Morrisroe before the Committees on Governmental Operations and Technology, New York City Council, Jan. 17, 2019, https://legistar.council.nyc.gov/LegislationDetail.aspx?ID=3723063&GUID=82CF9499-67A5-48FB-BAF1-2E230611B69B&Options=&Search.] 

[bookmark: _Ref27319997]NYC311 is available 24 hours a day, seven days a week via multiple channels, including telephone, website (“311 Online”), mobile application, and social media.[footnoteRef:15] In Fiscal Year 2019, NYC311 received more than 42 million inquires.[footnoteRef:16] Over 20 million of these inquiries were sent via 311 Online and almost 20 million were sent through telephone.[footnoteRef:17] Eighty percent of calls were answered within 30 seconds.[footnoteRef:18] The average wait time to speak to a representative after NYC311’s initial recorded message was 26 seconds,[footnoteRef:19] which is a two-second decrease from Fiscal Year 2018’s 28-second average, but still an eight-second increase from Fiscal Year 2017.[footnoteRef:20] [15:  Mayor’s Office of Operations, Mayor’s Preliminary Management Report, January 2020, p.125, https://www1.nyc.gov/assets/operations/downloads/pdf/pmmr2020/2020_pmmr.pdf. ]  [16:  Id. at 143-44.]  [17:  Id. 144.]  [18:  Id. ]  [19:  Id. ]  [20:  See id. at 143. ] 

III.	Emergency Communication Failures During Tropical Storm Isaias

	On August 4, 2020, Tropical Storm Isaias caused substantial damage in New York City, including downed trees and power outages, which impacted hundreds of thousands of New Yorkers.[footnoteRef:21]  During the storm, the City experienced heavy call volume to both 9-1-1 and 3-1-1 systems.  Some residents reported on social media that they were unable to connect with emergency operators upon calling 9-1-1.[footnoteRef:22]  The Administration denied any technical issues with 9-1-1, highlighted increased staffing of 9-1-1 operations in anticipation of the storm, but also acknowledged a “temporary delay” in answering emergency calls without providing further details on the extent of the issue.[footnoteRef:23]  [21:  Jake Offenhartz, Isaias Aftermath: Tropical Storm Levels Trees, Leaves Huge Swaths of NYC Without Power, GOTHAMIST, Aug. 5, 2020, https://gothamist.com/news/isaias-aftermath-tropical-storm-levels-trees-leaves-huge-swaths-nyc-without-power.]  [22:  Craig McCarthy, Flood of 911 Calls Overwhelm NYC Emergency Call Centers During Isaias, NEW YORK POST (Aug. 4, 2020); available at: https://nypost.com/2020/08/04/flood-of-911-calls-overwhelm-nyc-emergency-call-centers-during-isaias/. ]  [23:  Id.] 

Additionally, there were reports that the City’s 3-1-1 system experienced delays in responding to complaints related to downed trees caused by the storm.[footnoteRef:24]  Some individuals claimed to have experienced a multi-day delay in receiving responses from 3-1-1 complaints regarding downed trees,[footnoteRef:25] while some elected officials claimed constituents were told that 3-1-1 was no longer accepting reports of downed trees or that callers were not provided with 3-1-1 service confirmation numbers due to an inundated system. Further, City law requires the implementation of protocols for high 3-1-1 call volume; including the use of automated answering messages, and publishing of media and email alerts to the public to reduce non-critical information requests.[footnoteRef:26]  A review of public messaging from NYC311 during Tropical Storm Isaias shows there were no specific alerts regarding high call volume or directives to the public to limit non-critical service requests.  [24:  CBS New York, Tropical Storm Isaias: Officials Say More Than 7,000 Power Lines Came Down In NYC (Aug. 5, 2020), https://newyork.cbslocal.com/2020/08/05/tropical-storm-isaias-new-york-city-power-outages-bayside-queens/. ]  [25:  Meaghan McGoldrick & Rose Adams, Tropical Storm Isaias: Officials Say Brooklynites Still Stuck with Downed Trees One Week After Isaias, BROOKLN PAPER, Aug. 12, 2020, https://www.brooklynpaper.com/brooklyn-downed-trees-week-after-isaias/.   ]  [26:  New York City Administrative Code §23-302.] 

9-1-1 and 3-1-1 Call Data:
	New York City’s Open Data portal provides information on calls placed to both 9-1-1 and the 3-1-1.  An analysis of such call data during the storm, indicates a substantial spike in 3-1-1 service requests, while 9-1-1 emergency call volume remained at an average level.  
The Open Data portal dataset containing the number of service requests received by NYC311 is automatically updated daily.[footnoteRef:27]  On August 4, 2020, the day of Tropical Storm Isaias, there were 22,724 service requests made to 3-1-1, with almost 15,000 of these requests pertaining to damaged trees.[footnoteRef:28]  By comparison, on the same date in 2019 there were only 5,970 service requests to 3-1-1.  Analyzing all available 3-1-1 data since 2018, the number of service requests received during Tropical Storm Isaias is by far the highest daily amount.  Additionally, the number of calls in the days following Tropical Storm Isaias were higher in comparison to similar periods in prior years, with 18,000 complaints registered on August 5, 2020 with almost 9,000 of those complaints pertaining to damaged trees.[footnoteRef:29] [27:  NYC OpenData, 311 Service Requests from 2010 to Present, https://data.cityofnewyork.us/Social-Services/311-Service-Requests-from-2010-to-Present/erm2-nwe9. ]  [28:  Id.]  [29:  Id.] 

[image: ]
Data on 9-1-1 emergency call volume for the same time period does not reflect a similar increase.  Specifically, although data on day-to-day fluctuations in emergency calls is unavailable, published data for the week beginning August 3, 2020 shows that there were 59,152 total 9-1-1 call incidents, a volume similar to previous week totals. [footnoteRef:30] Of those calls, 19,207 related to medical emergencies which is also similar to previous weeks.[footnoteRef:31] [30:  NYC OpenData, 911 End-to-End Data, https://data.cityofnewyork.us/Public-Safety/911-End-to-End-Data/t7p9-n9dy. ]  [31:  Id.] 

VIII.	CONCLUSION
Emergency services, including those provided by the NYPD, FDNY and EMS are among the most critical services provided by the City. The possibility that individuals were unable to reach 9-1-1 operators for emergency assistance during the storm is of significant concern and must be assessed to ensure it does not occur during future emergencies.  The Committees are interested in examining the City’s contingency planning for a high volume of emergency calls; the role Next-Generation 911 will play in ensuring emergency calls never go unanswered; and the scope of the delays that occurred during Tropical Storm Isaias.  Additionally, the Committees hope to explore the cause of reported delays faced by individuals seeking to submit service requests to 3-1-1, and how the City can better message to the public the appropriate circumstances warranting 3-1-1 versus 9-1-1 calls.
IX.	ANALYSIS OF INT. NO. 1755
The proposed legislation would require the DoITT to conduct an assessment of the interactive map accessible through the 311 website or mobile device application that is used for the intake of 311 service requests and complaints, in order to determine the feasibility of improving the location accuracy of the 311 intake map. The Department would also be required to submit a report of the results of the assessment to the Council. The bill would take effect immediately.
Int. No. 1755

By Council Member Holden

..title
A Local Law in relation to an assessment of the 311 service request intake map
..Body

Be it enacted by the Council as follows:

	Section 1. Assessment of 311 service request intake map. a. Definitions. For the purposes of this section, the following terms have the following meanings:
311 service request intake map. The term “311 service request intake map” means an interactive map accessible through any website or mobile device application used by the 311 customer service center for the intake of 311 requests for service or complaints.
Department. The term “department” means the department of information technology and telecommunications.
b. The department shall conduct an assessment of the 311 service request intake map to determine the feasibility of improving the location accuracy of the 311 service request intake map. 
c. No later than one year after the effective date of this local law, the department shall submit to the council a report of the results of the assessment conducted pursuant to subdivision b of this section. 
§ 2. This local law takes effect immediately. 
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