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Int. No. 523

By Council Member Vallone, Cabrera, Ferreras, Fidler, James, Koppell, Mendez, Vann, Williams, Van Bramer,
Lappin, Recchia, Gentile, Mark-Viverito, Halloran and Koo

A Local Law to require the New York City Police Department to conduct comprehensive operational and
technical reviews of the City’s Emergency 911 Communication System and report its findings to the speaker of

the city council.

Be it enacted by the Council as follows:

Section 1. Legislative findings and intent. The City’s Emergency 911 Communication System (“911”) is
the largest 911 system in the country and handles more than 12 million calls per year. The system has been
undergoing an upgrade since 2006 by way of the Emergency Communications Transformation Project
(“ECTP”). ECTP seeks to centralize and integrate the call taking and dispatch operations among the NYPD,
FDNY, and EMS in order to reduce emergency response times, improve the City’s capacity to coordinate multi-
agency responses to emergencies, ensure that the City’s 911 systems are fully redundant, and enhance the
resiliency of the NYPD and FDNY, including EMS dispatch operations.

ECTP has four initiatives, at various stages of completion, aimed at meeting the project’s objectives,
including: (i) the establishment of a Public Services Answering Center (“PSAC 17) in Brooklyn, where NYPD,
Fire and EMS are to be situated on the same floor, (ii) the construction of a back-up 911 call-taking and
dispatch center (“PSAC 2”) in the Bronx, the scope of which has recently been scaled back, (iii) unifying 911
call-taking functions in a single call-taking operation at PSAC 1 and PSAC 2 that will be managed by the
NYPD, and (iv) the integration of the NYPD, FDNY and EMS Computer-Aided Dispatch (“CAD”) systems.

During the City’s December 2010 blizzard, the 911 system was overwhelmed with calls, receiving

almost 50,000 calls on Monday, December 27" alone, which represented the 6™ highest one day call total in the
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history of 911. Many people complained that it took several attempts to get through to 911, that they received a
recorded message when they got through rather than a 911 operator, that their call was disconnected, or that
they could not get through at all. Similar problems were reported in the aftermath of tornadoes that struck the
City in September of 2010 and during and after the blackout of 2003, all of which led the City to undertake
ECTP. The Council has also been advised that the large number of calls input into the Fire Department’s
Computer Aided Dispatch System during the December 2010 blizzard caused technical glitches in the system
that needed to be manually corrected.

The Council therefore finds that the City is still unable to effectively and efficiently deal with
extremely high 911 call volumes despite several years of attempting to overhaul the 911 system at a cost of
hundreds of millions of dollars. The Council wants to ensure that comprehensive operational and technical
reviews of the 911 system are conducted in a timely manner. These reviews will determine where problems
exist and seek to ensure that appropriate changes are made, where practicable, prior to the completion of ECTP
in order to ensure that the 911 system can answer and respond to a high volume of calls effectively and
efficiently.

§2. Emergency 911 Communication System Operational Review. The New York City Police
Department, in cooperation with the New York City Fire Department, the Department of Information
Technology and Telecommunications and the Office of Citywide Communications, shall conduct a
comprehensive review of the City’s Emergency 911 Communication System operational procedures, including
procedures employed during the December 2010 blizzard. Such review shall, among other things: (i) assess
whether the City’s 911 call taking and dispatch centers were adequately staffed to handle the increased call
volume during and subsequent to the December 2010 blizzard; (i1) determine what, if any changes need to
made to staffing protocols to ensure adequate staffing for future high call volume incidents; (iii) assess whether
the City had adequate resources available in the 911 call taking and dispatch centers, including work stations,

phones and computers at the time of the December 2010 blizzard; (iv) determine what, if any, additional
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resources, need to be made available or procured to ensure adequate resources are available for future high call
volume incidents, including the efficacy of using back up centers during high call volume incidents to increase
available resources and staffing; (v) assess whether the command structure that existed during the December
2010 blizzard was adhered to and whether that structure adequately addressed issues associated with high call
volume such as determining how to triage and prioritize calls and monitoring and reducing the backlog of calls;
(vi) determine, what, if any, changes need to be made to the command structure and or training received by
supervisors to better enable them to triage and prioritize calls and monitor and reduce the backlog of calls in
future high call volume incidents; and (vii) assess whether appropriate escalation procedures and protocols
were in place during the blizzard and the need to replace or revise those procedures and protocols to ensure
future high call volume incidents are handled with greater efficiency and effectiveness.

§3. Emergency 911 Communication System Technical Review. The New York City Police Department,
in cooperation with the New York City Fire Department, the Department of Information Technology and
Telecommunications and the Office of Citywide Communications, shall conduct a comprehensive technical
review of the City’s Emergency 911 Communication System, including problems encountered during the
December 2010 blizzard. Such review shall, among other things: (i) assess whether there were any problems
with the 911 telephony system during and in the aftermath of the blizzard, including problems encountered by
the telephone service provider, the impact of those problems and how they were addressed and can be avoided
in the future; (i) assess whether there were any problems with the computer systems and/or software in the 911
call center during and in the aftermath of the blizzard, the impact of those problems and how they were
addressed and can be avoided in the future; (ii1) assess whether there were any problems with the police, fire or
emergency medical service computer aided dispatch systems and software during and in the aftermath of the
blizzard, the impact of those problems and how they were addressed and can be avoided in the future, and (iv)
reassess technical problems in the Emergency 911 Communication System known to the City prior to the

December 2010 blizzard to determine whether there are ways to resolve or reduce the impact these technical
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problems have on the City’s ability to operate the 911 system on an interim basis prior to the completion of
ECTP, particularly during periods of high call volume, and detail the nature of these technical problems, the
proposed interim solution and the long-term solution.

§4. Reporting. No later than three months from the effective date of this local law, the New York City
Police Department shall submit a report to the speaker of the New York city council that details the findings and
proposed solutions of the operational and technical reviews required by sections 2 and 3 of this local law.

§5. This local law shall take effect immediately upon its enactment.
LS #1979
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