"Levitt, Karen" <karen.levitt@vancouver.ca>
"Direct to Mayor and Council - DL"
10/30/2025 1:49:19 PM

E-Comm Update: October 2025

Dear Mayor and Council,
Below please find E-Comm’s October 2025 update.
Thanks,

Karen

Karen Levitt, Deputy City Manager
karen.levitt@vancouver.ca

From: Nancy Blair <Nancy.Blair@ecomm911.ca>

Sent: Thursday, October 30, 2025 1:23 PM

To: *E-Comm Board of Directors <E-Comm_Board_of Directors@ecomm911.ca>
Cc: *Executive Leadership Team <ExecutiveLeadershipTeam@ecomm911.ca>
Subject: FW: E-Comm Update: October 2025

Dear Board Directors,

I’'m sharing E-Comm’s October update with you, which will also be distributed to our agency and local
government partners directly this afternoon. Starting this month and moving forward, you will receive
one update, versus a separate one for the board and partners. The goal is to streamline the
communications and ensure you receive these key updates without having to go through multiple e-
mails.

As always, please reach out if you have any questions or feedback.

Nancy
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E-Comm Update
October 2025

As part of our ongoing effort to improve our communication with our partners and
stakeholders, we are committed to continuing to provide and improve these monthly
progress updates. We welcome your feedback on potential improvements.

Nancy Blair,
Interim President & CEO

VIEW FULL
UPDATE

Service Levels Update

9-1-1 service levels exceed target during busiest quarter

Despite the usual influx in 9-1-1 call volumes over the summer, year-to-date service levels remained
above target in September at 97% of 9-1-1 calls answered within 5 seconds or less (target: 95%).

Strong Q3 for police and fire call-taking

For Q3, police emergency call-taking was at 90% in the Lower Mainland and meeting the 88%
target of calls answered within 10 seconds or less on Vancouver Island. Fire emergency call-taking
was at 96% (target: 90% calls within 15 seconds).

Decrease in YTD 9-1-1 call volumes but more non-emergency calls

Year-to-date 9-1-1 call volumes have decreased by 3% from 2024. The number of non-emergency
calls E-Comm handles increased in the Lower Mainland (+7.5%) and on Vancouver Island (+3.3%).
The return of full-time call-taking for the West Vancouver, New Westminster, and Delta police
departments due to key enhancements to E-Comm’s service is a factor in the increase.
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Increased utilization of call-back option for non-emergency calls

Over 1,000 more callers used the call-back request option to file a non-emergency police report in
Q3 2025 compared to Q3 2024. Of those requests, 85% of callers were successfully reached to file
their report. E-Comm’s new non-emergency platform launched in 2024 offers estimated wait times,
SMS text capability and call-backs.

Continued reliability of radio service

15 million+ radio transmissions were made with the 15,276 radios on E-Comm’s network in
September with no disruptions. Over 1,000 new generation Motorola radios were recently
purchased, offering partners enhanced options such as fail-over capabilities to a cellular network.

Other Updates to Note

Launch of new self-service dashboard for fire agencies

As part of modernizing our data and analytics capabilities, a new interactive dashboard is being
rolled out to our fire dispatch partners, providing them access to key metrics like service levels and
dispatch operations data.

Next Generation 9-1-1 (NG9-1-1)

The phased implementation of NG9-1-1 is planned to begin in January 2026 and continue over
several months with the transition of our contracted partners to the new network. E-Comm'’s
technology team used a 12-hour planned evacuation of call-taking and dispatch operations to
complete key technology work and we continue to learn from agencies who have recently
transitioned to NG9-1-1, including Surrey Fire Services.

Police training sessions for dispatchers

E-Comm dispatchers were offered the chance to participate in training sessions offered by
specialized units within the Vancouver Police Department, with a focus on shared areas of interest
and collaboration such as tactical operations, mental health response, drone capabilities and file
management initiatives.

FIFA World Cup preparations

With less than nine months to go, E-Comm'’s preparations for FIFA are ramping up, with the
refinement of staffing plans, participation in partner working groups and tabletop exercises with the
Integrated Safety & Security Unit (ISSU).



Engagement at UBCM

E-Comm attended this year's Union of BC Municipalities in Victoria, engaging in conversations
around emergency communication services.
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VIEW FULL UPDATE

Click here to download the full update as a PDF

Questions? Reply to this email or email updates@ecomm911.ca.

£-Comm 9-1-1

Helping to Save Lives and Protect Property

E-Comm is the first point of contact for 9-1-1 callers in 25 regional districts in British Columbia and provides dispatch
services for more than 70 police agencies and fire departments across the province. E-Comm also owns and operates the
largest multi-jurisdictional, tri-service, wide-area radio network in the province used by police, fire and ambulance personnel

throughout Metro Vancouver and parts of the Fraser Valley.
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3301 E Pender St
Vancouver, BC, V5K 533
Canada

You can change your communication preferences or unsubscribe from future mailings.
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