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EMERGENCY COMMUNICATIONS CENTRE (ECC)
FUNCTIONS

9-1-1: Answer & Transfer to Police, Fire or Ambulance

Police Call Evaluation: Emergency & Non-Emergency

Police Dispatch



TOTAL CALL VOLUME 

1.1 MILLION
Calls Received in 2023: 

9-1-1

51%

Police Non-Emergency

38%

Police Emergency

11%

452,802
Calls Received YTD 2024: 



Police

33.2%

Non-Emergency

31.9%

EMS

22%

Hang Ups

8.7%Fire

4.2%

9-1-1 CALLS



HISTORY OF 9-1-1

The Edmonton Police Service
has been a 9-1-1 Primary

Public Safety Answering Point
(PSAP) for 55 years. 

Edmonton was the first city in
Canada to implement 9-1-1

services. 



9-1-1 & POLICE CALL EVALUATION

AVERAGE SPEED OF ANSWER
9-1-1:  4.54 SECONDS

EMERGENCY:  2.77 SECONDS
NON-EMERGENCY:  3.32  MINUTES

EACH ECO ANSWERS
84 CALLS 

PER SHIFT 

451 EVENTS
DISPATCHED TO

PATROL PER DAY



OUTCOME OF CALLS TO POLICE
Calls Received on Police Emergency & Non-Emergency Lines, 2023

0 50,000 100,000 150,000 200,000

Diverted by Interactive Voice Response (IVR)

Evaluated by ECO, no event created

Advised Event created for information only

Dispatched to Patrol

POLICE ARE ONLY DISPATCHED TO 31% OF CALLS



Patrol is only dispatched to calls
where the presence of a police
officer is required for safety or

investigational reasons.

ECOMB diverts hundreds of
thousands of calls every year to

311, 211, 811, 988, and other
agencies. 

CALL DIVERSION



PARTNERSHIPS & INTEGRATION

Project to embed 211/Crisis
Diversion staff in ECOMB

211 / Crisis Diversion

-Improved electronic information
sharing with Edmonton Fire Rescue
Services, Alberta Health Services (EMS),
City of Edmonton and other partners
-Improved Language Services 

Technology Integrations

16 FTEs in ECOMB are funded by the City of Edmonton (ICED) to support integration with other
emergency and non-emergency response agencies. These positions are currently supporting
many partnership & integration initiatives including the following: 

Oversight of Officer Emergencies for
all City of Edmonton Peace Officers

Responder Safety

ECOMB coordinates weekly
operational meetings with partners
and provides training & support to
other agencies

Operations & Training



34

190

ECC STAFFING

89% CIVILIAN, 11% SWORN

MEMBERS IN ECC SUPPORT

MEMBERS IN ECC
OPERATIONS
155 Full  Time
35 Part Time or Casual



HIRING & RETENTION

CIVILIANIZATION HAS BEEN ACHIEVED THROUGH AN AMBITIOUS
HIRING AND TRAINING PROGRAM OVER THE LAST 3 YEARS.

MORE THAN 2,500 APPLICANTS WERE SCREENED.

143 CIVILIAN ECOS WERE HIRED. 

ECOMB NOW HAS ZERO FULL TIME ECO VACANCIES. 

ECOMB TURNOVER RATE: 13%  
   INDUSTRY STANDARD: 20%  



DIVERSITY IN CIVILIAN HIRING

57% OF NEW HIRES
IDENTIFY AS FEMALE

27% OF NEW HIRES ARE PART
OF A RACIALIZED GROUP

52% HAVE
DISPATCH OR

LAW
ENFORCEMENT

EXPERIENCE

81% HAVE A
DEGREE OR

DIPLOMA



TRAINING

Civil ian ECOs are trained in three
phases: 9-1-1, Police Call

Evaluation and Police Dispatch. 

In al l  ECOMB training programs,
focus is placed on officer and

public safety, customer service,
communication and decision

making skil ls.  



QUALITY ASSURANCE 

Quality Assurance Audits are required by the
Alberta 9-1-1 Standards. ECOMB audits more than

5,000 9-1-1 calls every year. 

5% failed to display a service attitude

12% took longer than 60 seconds to transfer

Less than 2% were non-compliant on all  other standards



CITIZEN CONCERNS

ECOMB works closely with Professional Standards
Branch to investigate Citizen Concerns. 

In 2023, 95 Citizen Concerns were received and
investigated by ECOMB. 

 58 Citizen Concerns were found to be
unsubstantiated. 

36 Citizen Concerns resulted in coaching or
performance management. 



CULTURE CHANGE - EMPLOYEE SURVEY RESULTS

2022 2023

0% 20% 40% 60% 80% 100%

Call volume is managed well

Work environment is healthy

Turnover is at an acceptable rate

Management is making things better

Training is good quality

% WHO ANSWERED ‘YES’: 



QUESTIONS?


