From: "Levitt, Karen" <karen.levitt@vancouver.ca>
To: "Direct to Mayor and Council - DL"
Date:  4/15/2026 1:45:42 PM
Subject:  E-Comm Update

Dear Council,

Below you'll find E-Comm’s monthly update, for your information.

Thanks,

Karen

Karen Levitt, Deputy City Manager
karen.levitt@vancouver.ca
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Exceeding service level targets for 9-1-1, police call-taking:

9-1-1 service saw 97% of calls answered in 5 seconds or less (target: 95%) for Q1 2026. Emergency police call-
taking reached 92% in the Lower Mainland, and 90% on Vancouver Island (target: 88% of calls answered in 10
seconds). Non-emergency call-taking met the 80% service-level target of calls answered in 3 minutes for the

Lower Mainland and reached 85% for Vancouver Island.

Call volumes increased in Q1:

9-1-1 (+4.2%), police emergency (+3.0%) and non-emergency call volumes (+7.9%) were all up from the same
period last year. Call volumes are historically lower in the first quarter of the year, peaking in the summer
months.

Fire service levels remain strong:

Fire call-taking reached 97% (target: 90% of calls answered in 15 seconds), continuing the trend of strong
service delivery for partners.

Continued reliability of radio network:

4,874,063 radio transmissions were made with 15,918 radios on E-Comm'’s network in March with no
disruptions. E-Comm’s Wireless team also completed the programming and development of 500 more VPD
radios to support FIFA operations.



Action Plan

E-Comm continues to implement the Action Plan in response to the independent provincial review. Below

are some key recommendations we made this month, and all work remains on track for Board review in May:

Stakeholder engagement:

We have continued to advance our stakeholder engagement framework, including hosting virtual town halls,
sharing partner updates, and scheduling targeted engagement sessions with police agencies, municipal
governments, and police boards throughout April and May.

Service catalogue and service level targets:

Foundational work has been completed to define services and develop new service level target options.
Engagement with partners is now underway to gather input and ensure these targets reflect operational
realities and partner needs.

Service-based costing model:

We have reached a key milestone in the development of a new financial model, which includes draft pricing
options, and a five-year financial outlook. In addition, we continue to review investment priorities and cost
containment measures as part of longer-term financial planning.

Operational readiness and key initiatives:

E-Comm continues to make progress across priority initiatives, including NG9-1-1, FIFA World Cup
preparedness, and planning for a new emergency communications centre.
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Several engagements planned with partners this month

l/l All service level targets achieved for Q1, as call volumes increase

New financial model developed, with draft pricing options and a 5-
year outlook

HONOURING OUR TEAM ON 95-1-1 WEEK #911BC

+« On Emergency Service Dispatchers and 9-1-1 Awareness Week (April
12 to 18), we are recognizing the work of our staff through internal
activities and social media content (cross-posted by our partners).
Major landmarks across the province are also lighting up in honour of
our call-takers and dispatchers, thanking them for their service.




VIEW FULL UPDATE

Click here to download the full update as a PDF

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





