Memorandum
Date:

November 9, 2017

From:

Jenna Boyd, Budget & Analysis Program Coordinator

To:

Appointed Citizen Members of the Eugene Budget Committee

Subject: 11/15/2017 Budget Subcommittee Meeting on Service Profiles

Attached are the following updated service profiles that will be reviewed at the upcoming Budget
Subcommittee meeting:
Wednesday, November 15, 2017

Bascom/Tykeson Room, Downtown Library, 100 W 10th Ave., 1st Floor
•
•
•
•
•
•

Animal Services
Patrol
Investigations
Call Taking and Dispatch
Police Records Management and Analysis
Police Administration

Staff from each service area will present their service, provide updates and answer your questions at the
meeting. Please refer to the attached agenda for meeting time and details.

Please review the contents of this packet prior to the meeting. For each service area, you will find the
proposed new service profile (FY18-FY21, on 11” X 17” paper), including a blue insert which contains the
closeout performance data from the previous profile’s performance measures (FY14-FY17). Each service
profile is a mini strategic plan with a four-year scope. Each year, the Budget Subcommittee reviews
approximately a quarter of the City’s service profiles, as well as performance data covering the four-year
span of the retiring profiles.
The purpose of the review is to provide you an in-depth look at each service, its purpose and plans, and
the factors influencing its performance, as well as to offer service staff the benefit of your insights and
perspective as highly engaged community members.
You may park in the library garage, which allows for vehicles to exit after the library closes, and is free
after 6 p.m. Other parking options include street parking in the vicinity of the downtown public library
and the Broadway Place parking garages. Dinner, water and coffee will be supplied.

EUGENE BUDGET SUBCOMMITTEE
Wednesday, November 15, 2017
Bascom/Tykeson Room, Downtown Library, 100 W 10th Ave., 1st Floor
5:30 p.m. – 8:30 p.m.
5:30– 5:35 p.m.

I. Opening Comments

5:35 – 5:40 p.m.

II. Vote on Service Profiles from November 8, 2017 Meeting

5:40 – 6:00 p.m.

III. Animal Services Service Profile

6:00 – 6:30 p.m.

IV. Overview of Police Service Profiles

6:30 – 6:50 p.m.

V. Patrol Service Profile

6:50 – 7:00 p.m.

VI. Break

7:00 – 7:20 p.m.

VII. Investigations Service Profile

7:20 – 7:40 p.m.

VIII. Call Taking and Dispatch Service Profile

7:40 – 8:00 p.m.

IX. Police Records Management and Analysis Service Profile

8:00 – 8:20 p.m.

X. Police Administration Service Profile

8:20 – 8:30 p.m.

XI. Wrap-Up/Questions

8:30 p.m.

Adjourn

The City of Eugene is committed to access for all participants. All events are held in wheelchair accessible rooms. For
individuals who are hearing impaired, an interpreter, note taker or FM assistive listening system (if available) can be
provided with three business days’ notice prior to the event. Materials can be made available in alternate formats if
requested in advance and are available on the City’s website at www.eugene-or.gov/budget. To arrange for services
or for more information about the session, please contact the Finance Division at (541) 682-5022.

Animal Services

Performance Measures
Effectiveness
 Number of reports of human rabies to Lane
County Health Department per year.

Financial
 Percent of total Spay/Neuter Clinic operating
budget offset by SNC operating revenue.



Number of active dog licenses within the city.



Number of reported dog bites annually.

Customer Satisfaction
 Percent of community survey respondents who
are satisfied with the overall level of services
provided by the City.

Efficiency
 Number of stray animals returned to their owners
in the field.


Live release rate for all animals admitted to the
shelter.



Number of spay/neuter surgeries performed by
the City’s Spay/Neuter Clinic.

Strategies with Performance Targets
Strategy 1
Increase the public's awareness of and compliance with city dog licensing requirements.
Target: Increase number of active dog licenses by 5%.
Strategy 2
Maximize live release rate for all animals.
Target: Maintain a live release rate of at least 90% for all animals admitted to the shelter including animals
returned to their owners, adopted or transferred to other animal welfare organizations.
Strategy 3
Operate the City Spay/Neuter Clinic on a financially self-supporting basis.
Target: Clinic revenues cover expenses without need for funding from the City's General Fund.

Service Description
Animal Services in the City of
Eugene is divided into two areas:
the Eugene Police Department
(EPD) Animal Welfare unit
providing animal welfare
ordinance enforcement, field
services, sheltering and licensing;
and the Central Services
Department’s Spay and Neuter
Clinic.
In fiscal year 2013, the Police
Department began enforcing City
animal welfare ordinances,
providing animal field services and
licensing dogs, which had
previously been contracted to
Lane County. The City also
contracts with a community
partner for sheltering, lost pet and
adoption services. Through the
City Manager’s Office, the City
operates the low-cost Spay and
Neuter Clinic at the First Avenue
Shelter, acting as a successful
prevention strategy to help control
Eugene’s pet population. In
addition to operating at full
capacity for spay/neuter surgeries,
the clinic offers basic health
vaccinations and flea/tick
treatment for dogs and cats.
Eugene Police Animal Welfare
Services

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
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The highest priority for Eugene
Police Animal Services is to
respond to emergency calls,
including dogs posing a public
safety risk, animals suffering from
abuse or neglect, and injured or
sick animals. Additionally, the
animal welfare officers assist
police and other agencies as
requested. Based on officer

availability, they also provide
service for dog-at-large and
barking complaints. Other
services provided include:
 Two full-time animal welfare
officers patrolling the city,
responding to animal related
calls for service, investigating
animal crimes and prosecuting
animal violations.
 One full-time manager
supervising the animal welfare
officers, overseeing contracts
with community partners,
managing the city wide
licensing program, responding
to media and the publics
questions or concerns,
managing the annual budget,
and implementing new
programs and procedures to
better serve the community.
 Contract with community
partner to operate the public
shelter, whose services include
operating a lost and found
program, sheltering lost pets,
and adoption services.
 Operate a citywide dog
licensing program and
voluntary cat registration
program in accordance with
the City’s fee schedule.
Contracts with local veterinary
clinics to sell licenses.
 Contract with local veterinary
clinics to provide emergency
medical services to lost, stray,
neglected and abused animals.
 Contract with a community
partner to provide a Trap
Neuter Return program to
reduce the overpopulation of
free roaming cats.



Provides community outreach
and education.

City Spay and Neuter Clinic
Since 1980, the City of Eugene has
operated a low-cost spay and
neuter clinic as a strategy to
reduce the population of unwanted
dogs and cats. Open six days a
week, the Clinic also offers
microchip identification, flea/tick
medications and basic health
vaccination for dogs and cats. To
help make services more
affordable, the Clinic distributes
several hundred spay/neuter
discount vouchers to low-income
residents each year.
The City budgeted over $1.6
million for animal services in fiscal
year 2017, including $776,155 for
the Spay and Neuter Clinic and
$873,065 for EPD’s Animal
Welfare Unit. Part of EPD’s budget
goes towards Greenhill’s feral cat
program. Spay and Neuter Clinic
Operations are fully funded by the
program’s operating revenues,
which come primarily from
surgery and vaccination charges,
sale of flea and tick medications,
and donations. The City retains
most of the dog and cat licensing
revenue generated; there are some
contractual arrangements with the
shelter provider, local
veterinarians and the licensing
vendor which allow them to retain
a minor amount of the licensing
revenue in order to compensate
them for selling the City’s licenses.
Five percent of the dog license fee
revenue is dedicated to supporting
the low-cost spay and neuter
voucher program.

Mission and Outcomes

Operating Environment

The mission of Animal Services is to protect public
safety and the welfare of animals, provide a safety net
for lost, injured and neglected animals; help control pet
overpopulation; and provide low-cost veterinary
services.

Funding Constraints












Community Involvement and Customer Input
Animal Services has been
characterized by significant
community interest and
involvement. Since fiscal year
2013, the City has been directly
responsible for enforcement of
City ordinances regarding animal
welfare as well as providing care
and sheltering for stray animals.
Lane County previously provided
this service to the City. Citizen
concerns and questions regarding
animal welfare services are
responded to by Eugene Police
Department Animal Services, City
Spay and Neuter clinic staff, the
City’s Public Information Officer
and the Central Services
Department.

Get lost, sick and injured animals to medical care.
Return lost animals to their owners.
Investigate cases of animal abuse and neglect.
Reduce future injuries from dog bites with the
potentially dangerous dog classification complaint
procedure. Get dog owners in compliance with
rabies and licensing laws.
Increase community awareness around animalrelated issues.
Collaborate with public and private organizations
to increase partnerships and efficiencies in
provision of animal related issues facing the
community.
Help reduce dog and cat overpopulation.
Provide low-cost veterinary services.

The City is continuing to
experience General Fund shortfalls
and pressures to achieve cost
savings while delivering needed
services. EPD contracts with
Greenhill to provide shelter
services at the First Avenue
Shelter. Funds provided to support
this service have not kept pace
with the true cost of the operation.
EPD was allocated one-time
funding in fiscal year 2017 and
fiscal year 2018 to bridge the gap.
However, permanent funding for
the increased cost is required so
EPD does not have to reduce
services in other areas.
Service Demand
The most common requests for
service are for dogs-at-large, found
animals and reports of animal
neglect. The Animal Welfare
officers prioritize their response to
calls based on the safety of the
public and animals.
Animal Services also receives a
number of complaints of a high
volume of free roaming cats in
neighborhoods causing a nuisance.
To help address this issue, the
Eugene Police Animal Services
Program provides funding to
Greenhill Humane Society’s Trap
Neuter Return Program, which has
been shown as an effective way to
reduce the cat population and
minimize or eliminate nuisance
behavior. Additionally, a part of
the shelter services contract
includes a cat program, offering
sheltering and adoption services of
friendly cats.

To respond to community
concerns regarding barking
complaints, dog waste and dog-atlarge (when an owners address is
known, the dog has since been
contained and is not aggressive),
Eugene Police Animal Services
sends a “good neighbor” letter to
people. This provides a quick
response to a concern with the
lowest level of enforcement,
allowing the animal welfare
officers to focus on emergency
calls.
When time allows, the Animal
Welfare officers patrol the city for
people running their dogs-at-large
and educate them on the leash
laws. Additionally, the program
created a fix-it-ticket program for
dog licensing, allowing a person a
period of time to license their dog
and avoid having the citation filed
with the courts.

Controlling animal populations is
one key to reducing growth in
service demand. The City Spay and
Neuter Clinic provides spay and
neuter vouchers to low-income
citizens and continues to operate
at nearly 90% capacity.
Condition of Facility
The existing 1978 animal services
facility houses the City Spay and
Neuter Clinic and the First Avenue
Shelter, operated by a community
partner. The building has
inadequate capacity and has
outlived its useful life. In 2008, a
planning study recommended
renovation or replacement at
estimated costs of $7-10 million.
City capital advisors have valued a
new facility at $12 million.
Eugene, Springfield and Lane
County co-own the facility and are
discussing its future.

Animal Services
Budget Information
FY15 Actual

FY16 Actual

FY17 Budget

FY18 Adopted

Expenditures‐‐All Funds

$1,481,034

$1,525,199

$1,649,220

$1,708,430

General Fund Revenue

$1,095,375

$1,070,457

$1,006,155

$1,022,644

6.50

6.75

6.75

6.75

FTE

Closeout Performance Measures, FY14‐FY17
Number of active dog licenses within the
city.

Number of dog bites reported annually.
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FY14
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FY17

13,939

12,929

12,896

12,800

Number of stray animals returned to their
owners in the field.
700

0
Number

FY14

FY15

FY16

FY17

132

116

121

91

Live release rate for all animals admitted to
the shelter.
100%
90%

600

80%
500
70%
400

300
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60%

FY14
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431

613

FY17*

50%
Percent
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93%

92%

92%

92%

Closeout Performance Measures, FY14‐FY17 (continued)
Number of spay/neuter surgeries
performed by the City's Spay/Neuter Clinic.
3,000

Percent of total Spay/Neuter Clinic
operating budget offset by SNC operating
revenue.
125%

2,750

115%

2,500

105%

2,250
2,000

95%

1,750

85%

1,500
Number

FY14

FY15

FY16

FY17

1,993

2,059

2,119

2,177

75%
Percent

FY14

FY15

FY16

FY17

108.00%

108.08%

118.50%

119.60%

Number of reports of human rabies to Lane County
Health Department per year.

The following measure has no current data:

FY14
0

Percent of community survey respondents who are
satisfied with the overall level of services provided by the
City.**

FY15
0

FY16
0

FY17
0

*Data not yet available.
**Community survey not conducted FY14 – FY17.

Closeout Strategies, FY14‐FY17
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Not Achieved

Not Achieved

Not Achieved

Not Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Strategy 1: Increase the public’s awareness
of and compliance with city dog
licensing requirements.
Target:

Increase number of active dog
licenses by 5%.

Strategy 2: Maximize live release rate for all
animals.
Target:

Maintain a live release rate of at
least 90% for all animals
admitted to the shelter including
animals returned to their
owners, adopted or transferred
to other animal welfare
organizations.

Strategy 3: Operate the City Spay/Neuter
Clinic on a financially self‐
supporting basis.
Target:

Clinic revenues cover expenses
without need for funding from
the City's General Fund.

Performance Measures

Effectiveness
• Eugene’s five-year trend of Part 1 crimes vs.
Oregon and the U.S. for cities between 100,000250,000 population.
•

Part 1 violent and property crime rates vs. cities
with between 100,000-250,000 population.

Efficiency
• Number of sworn FTE per 1,000 population and
per 1,000 Part 1 crimes compared with median
ICMA city.

Financial
• Sworn officer overtime cost per officer compared

Strategies with Performance Targets

Strategy 1
Respond to customers' calls for service promptly to
provide effective and efficient community service.
Target: Meet or exceed median response times for
ICMA cities with populations between 100-250k.
Target: Staff and deploy patrol officers so that call
response targets are achieved 90% of the time.
Strategy 2
Utilize data-led policing to allocate resources to
proactively reduce and prevent crime.

Target: Hold weekly data-led policing meetings to
identify chronic, repeat property crime offenders and
develop strategies to minimize their contribution to
crime.

Target: Use hot-spot mapping and other crime
analysis tools to identify crime trends and predict
future crime.

Target: Provide timely crime mapping to the public
that identifies crime trends.

Strategy 3
Use crime prevention to promote a safe community.

Target: Increase the number of outreach efforts 20%.

City of Eugene Service Profiles

•

with median ICMA city.

Operate within the approved budget while
planning/preparing for future service needs.

Customer Satisfaction
• Percent of residents who feel safe walking in their
neighborhood after dark.
•

•
•

Percent of survey respondents who report
satisfaction with police emergency response.
Number of sustained complaints and
commendations per 100 officers.

Percent of residents who feel safe walking in
business areas after dark.

Target: Provide residents in hot spot areas with crime
prevention strategies.
Target: Increase provision of crime prevention
information to business owners and managers 20%.
Strategy 4
Reduce crime and the fear of crime throughout the
community by maintaining a highly trained and
professional police presence.
Target: Provide proactive traffic enforcement to
reduce traffic accidents 10%.

Target: Help the 4J and Bethel school districts
maintain safe schools by increasing the number of
cases cleared by arrest by school police officers 10%.
Target: Maintain 100% trained and certified
investigators.

Strategy 5
Provide follow-up investigations of low-level criminal
and nuisance activities that require attention beyond
initial call response and preliminary investigations.
Target: Patrol officers clear 100% of assigned cases
within 7 days of case assignment.
Target: Provide a response within 72 hours to cold
burglaries and crime reports

Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
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Patrol
Service Description
The Eugene Police Department’s
Patrol Division combines incident
response, crime prevention and
preliminary criminal
investigations using data-led and
community policing practices to
protect the public's safety. Special
project and contract activities
include foot and bike patrols,
problem-directed patrols and
services to the Eugene Airport, the
4J and Bethel school districts, and
the University of Oregon
neighborhood. The Eugene Police
Department emphasizes the
delivery of police services through
partnerships with citizens, social
service agencies, civic groups,
businesses, neighborhoods and
other parts of the community all of
whom are involved in decisions to
prioritize scarce resources.
The Patrol Division oversees
uniformed Patrol, Downtown
team, SWAT, K9, Traffic
Enforcement, Safer Schools, Crisis
Negotiations, Explosive Devices,

Major Collision Investigations and
Crime Prevention Teams. These
units are responsible for the
day-to-day law enforcement
efforts of the department such as
responding to calls for service,
data-led policing initiatives,
deploying school resource officers,
preliminary crime investigation,
investigation of fatal accidents,
crime prevention and the
operations of community public

safety stations. The special teams
provide a variety of more
specialized services which include
armed barricaded situations, civil
disturbances, traffic enforcement,
explosives disposal and other
events that require special training
and equipment above and beyond
routine patrol activities.
Services are provided using dataled policing as a three-pronged
approach to proactively focus on
where crimes occur, the chronic
offenders who perpetuate those
crimes, and crime prevention.
Community partners in law
enforcement include
Neighborhood Watches,
neighborhood organizations,
Crime Prevention Specialists,
School Resource Officers,
Community Service Officers, Safe
and Sound, White Bird/CAHOOTS,
and the illegal camping
workgroup.

Mission and Outcomes

Operating Environment

The Patrol Division contributes to the Eugene Police
Department’s mission: “In fulfillment of the public
trust, the Eugene Police Department works in
partnership with our community to promote safety and
security, enforce laws, prevent crimes and safeguard
the constitutional rights of all people.”

Crime Trends
While community growth has
increased slightly over the last few
years, Eugene continues to have an
overall crime rate slightly higher
than its population size. Eugene’s
population ranks in the 66th
percentile when compared to cities
of similar size (100-250,000
population). Compared to other
cities of similar size,
Eugene's preliminary overall 2016
Uniform Crime Report (UCR)
indexed crime rate, which is a
combination of person and
property crime, is in the 69th
percentile. According to the FBI’s
national UCR data, violent crime
increased from the 41st percentile
to the 45th percentile and property
crimes saw an increase from the
71st to 74th percentile from the
previous year. Overall, Eugene
increased from the 66th to the 69th
percentile in UCR for 2016.

•
•

•
•

•

Calls for service are answered promptly to provide
effective and efficient community service.
Resources are identified and allocated
appropriately through data-led policing strategies
to reduce and prevent crime.
The community receives effective crime prevention
services.
Crime and the fear of crime is reduced throughout
the community through a highly visible police
presence.
Follow-up investigations are provided for low-level
criminal and nuisance activities that require
attention beyond initial call response and
preliminary investigation.

Community Involvement and Customer Input
Citizen involvement within Patrol is accomplished through the Police Commission which serves in an advisory
capacity to the Mayor, City Council and the City Manager for policing issues and the periodic review of
departmental policies and proposals. Patrol Operations provides one-on-one opportunities for customer
feedback from victims, witnesses and those accused of crimes regarding customer satisfaction.

Person Crime Rates
Eugene ranked in the 45th
percentile for person crime when
compared with cities of
comparable size. In 2016, UCR
data showed that Eugene had a
25% decrease in robbery and a
38% increase in Aggravated
Assault.

Property Crime Rates
Eugene ranked in the 74th
percentile in reported property
crime when compared with cities
of comparable size. In the
preliminary 2016 UCR data,
Eugene’s reported burglary
decreased by almost 10.5%,
larceny-theft was down 3.3%,
while motor-vehicle theft was up
37%. While the number of
detectives investigating property
crime has remained static, the
District Attorney’s office is
prosecuting more cases, and the
Lane County jail, due to the

passage of two levies, is holding
more offenders. The net effect,
combined with a nationwide
decline in crime, has helped to
improve our property crime rates.

Lane County Financial Stability
With success of jail levies, serial
property offenders are less likely
to continue to commit crimes
before they are held accountable.
As our chronically homeless
population appears to grow,
demand for mental health and
other social services also grow. As
a consequence, data show that
over the previous 36 months,
officers are respond to 35% more
calls for service while they are able
to devote 35% less time to
proactively reducing crime.
Without question, this is one of the
effects of the great demands placed
on public services by homeless
populations.
Staffing
Previous studies have documented
the low ratio of officers per
thousand and per call for service in
Eugene. Data-led policing reports
show a steady increase in calls for
service and a decrease in time for
officers to proactively reduce
crime and improve safety. The net
effect of having a lower availability
of officers is that we do not
respond to some calls for days and
others take longer to dispatch.
Service Demands
The apparent increase in the
numbers of chronically homeless
in Eugene has stressed our patrol
workforce significantly. This
population includes people living
on the street with mental health
disorders, drug addiction,
alcoholism and at times all three
conditions. They place a high
demand on many of the city’s
services, and the Police

Department is not an exception.
Over the past 36 months, as an
example, our calls for service have
increased 35% roughly, while our
officer-initiated activity (the work
that most effectively reduces crime
and improves safety) has
decreased about the same. During
that time, the number of officers
deployed on the street every 24
hours has remained constant.
Another effect of the growth in call
demand for police services is that
officers are less available, and
callers must wait longer for
officers to respond to emergency
and non-emergency calls.
Neighborhoods affected the most
by the increase in behavior crime
include West University,
Downtown and the Whiteaker.
Other neighborhoods have also
reported similar trends.

In spring and summer 2017, two
additional officers were deployed
to the parks; and two additional
officers, to the downtown core.
The effect of these deployments
was an improvement in safety in
both locations, but criminal
conduct appeared to move to
nearby neighborhoods.

Technology
In 2013, the City purchased a new
records management system to
address basic technical services.
We have made upgrades to the incar video system and this year
rolled out a new department-wide
body worn video system.
Beginning in January 2018, all
officers will collect demographic
data on patrol stops.

Patrol
Budget Information
FY15 Actual
Expenditures‐‐All Funds
General Fund Revenue

FY16 Actual

FY17 Budget

FY18 Adopted

$29,866,919

$30,989,339

$32,709,758

$33,239,125

$1,732,519

$1,637,433

$1,901,021

$1,280,350

183.50

184.50

183.50

183.50

FTE

Closeout Performance Measures, FY14‐FY17
Number of commendations per 100
officers.

Number of sustained complaints per 100
officers.
10

400

8
350

6
4

300

2
250
Number

FY14

FY15

FY16

FY17

282

336

375

396

Five‐year trend of Part 1 crimes in U.S.
cities with populations between 100,000 ‐
250,000 (per 100,000 people).

0
Number

FY14

FY15

FY16

FY17

8.33
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Eugene Part 1 violent and property crime
rates vs. other U.S. cities between 100,000 ‐
250,000 population.
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Closeout Performance Measures, FY14‐FY17 (continued)
Number of sworn FTE per 1,000
population and per 1,000 Part 1 crimes
compared nationally.

Sworn officer overtime cost per officer
compared with median ICMA city.*
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FY16**
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$4,500
Cost

Operate within the approved budget while planning/
preparing for future service needs.
FY14
Achieved

FY15
Achieved

FY16
Achieved

FY17
Achieved

FY14

FY15

FY16

FY17

$5,701

$5,697

$5,114

$5,000

The following measures have no current data:
Percent of residents who feel safe walking in their
neighborhood after dark.+
Percent of survey respondents who report satisfaction
with police emergency response.+
Percent of residents who feel safe walking in business
areas after dark.+
* City does not participate in ICMA.
** Data not yet available.
+ Community survey not conducted FY14 – FY17.

Closeout Strategies, FY14‐FY17
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Unable to
provide data.
City does not
participate in
ICMA.

Unable to
provide data.
City does not
participate in
ICMA.

Unable to
provide data.
City does not
participate in
ICMA.

Unable to
provide data.
City does not
participate in
ICMA.

Call response
targets are not
utilized by
EPD.

Call response
targets are not
utilized by
EPD.

Call response
targets are not
utilized by
EPD.

Call response
targets are not
utilized by
EPD.

Hold weekly data‐led policing
meetings to identify chronic,
repeat property crime offenders
and develop strategies to
minimize their contribution to
crime.

Achieved

Achieved

Achieved

Achieved

By July 2012, use hotspot
mapping and other crime
analysis tools to identify crime
trends and predict future crime.

Achieved

Achieved

Achieved

Achieved

By the end of 2013, provide
timely crime mapping to the
public that identifies crime
trends.

Achieved

Achieved

Achieved

Achieved

Strategy 1: Respond to customers' calls for
service promptly to provide
effective and efficient community
service.
Target:

Meet or exceed median response
times for ICMA cities with
populations between 100,000‐
250,000.

Target:

Staff and deploy patrol officers so
that call response targets are
achieved 90% of the time.

Strategy 2: Utilize data‐led policing to
allocate resources to proactively
reduce and prevent crime.
Target:

Target:

Target:

Closeout Strategies, FY14‐FY17 (continued)
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Strategy 3: Utilize crime prevention to
promote a safety community.
Target:

Increase the number of outreach
efforts 20% by 2015.

Achieved

Achieved

Achieved

Achieved

Target:

Provide residents in hot spot
areas with crime prevention
strategies by the end of 2013.

Achieved

Achieved

Achieved

Achieved

Achieved

This metric is
no longer a
central
mission of
crime
prevention.

This metric is
no longer a
central
mission of
crime
prevention.

Target:

Increase provision of crime
prevention information to
business owners and managers
20% by 2015.

Achieved

Strategy 4: Reduce crime and the fear of
crime throughout the community
by maintaining a highly trained
and professional police presence.
Continue to
focus on high
crash
locations to
better allocate
resources.

Target:

Provide proactive traffic
enforcement to reduce traffic
accidents 10% by 2014.

Target:

Help the 4J and Bethel school
districts maintain safe schools by
increasing the number of cases
cleared by arrest by school
police officers 10% by 2014.

Achieved

Achieved

Achieved

Achieved

Maintain 100% trained and
certified investigators/teams to
respond to major riots, major
collisions and crime scenes,
emergency and planned high‐
risk events, and safe handling,
disarming and disposal of
explosive material.

Achieved

Achieved

Achieved

Achieved

Target:

Closeout Strategies, FY14‐FY17 (continued)
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

33.4%

33.4%

22.8%

26.0%

Unable to
provide data.

Unable to
provide data.

Unable to
provide data.

Unable to
provide data.

Strategy 5: Provide follow‐up investigations
of low‐level criminal and
nuisance activities that require
attention beyond initial call
response and preliminary
investigations.
Target:

Target:

Patrol officers clear 100% of
assigned cases within 7 days of
case assignment.
Provide a response within 72
hours to cold burglaries and
crime reports, including those
that occur during evening hours.

Investigations

Performance Measures
Effectiveness
• Eugene’s five-year trend of Part 1 crimes vs.
Oregon and the U.S. for cities between 100,000250,000 population.
•

Part 1 violent and property crime rates vs. cities
with between 100,000-250,000 population.

Efficiency
• Number of sworn FTE per 1,000 population and
per 1,000 Part 1 crimes compared with median
ICMA city.

•

Part 1 cases cleared per sworn officer compared
with median ICMA city.

Strategies with Performance Targets
Strategy 1
Provide appropriate and effective follow-up
investigations to violent, property and financial
crimes occurring in the City of Eugene.

Target: Establish East and West divisions and
protocols of property crimes on a trial basis so that
investigators can focus on a smaller geographic area
to become more familiar with the community as well
as the property crime trends.

Strategy 2
Utilize data-led policing to reduce total property
crimes annually.

Target: Provide regional data regarding property
crime matters and work with business and individual
stakeholders as well as other law enforcement
agencies to reduce property crime victimization.

Strategy 3
Maintain the integrity of investigations by preserving
and storing all evidence and property of the Eugene
Police Department in a professional manner.

City of Eugene Service Profiles

Financial
• Sworn officer overtime cost per officer compared
with median ICMA city.
•
•

Number of sick leave hours taken per employee
vs. median ICMA city.
Percent of stolen property value recovered
annually.

Customer Satisfaction
• Percent of residents who feel safe walking in their
neighborhood after dark.
•
•

Percent of survey respondents who report
satisfaction with police emergency response.

Number of sustained complaints and
commendations per 100 officers.

Target: Monitor and track evidence and property in
the Property Control Unit's inventory systems,
maintaining a 100% tracking rate.

Target: Establish a viable electronic
property/evidence tracking inventory system that can
integrate current property control/evidence data.

Strategy 4
Investigate gang-related crimes and assaults and
participate in a regional strategy to reduce gangrelated crimes and their impact on the community.

Target: Utilize the Interagency Narcotics Enforcement
Team (INET) to respond to neighborhood complaints
about vice and narcotics issues to reduce the impact
of drug-related crime in neighborhoods.
Target: Establish and train a Gang Reduction
Intelligence Team (GRIT) and provide educational
opportunities for the community as well as the
department regarding ongoing gang-related criminal
activity.

Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 15, 2017

Service Description
The Eugene Police Department
Investigations Division includes
the Violent Crimes Unit (VCU), the
Property Crimes and Financial
Crimes Unit, and the Special
Investigations Unit. It conducts
in-depth investigations of crimes
against persons, financial crimes,
crimes against property, processes
crime scenes and prepares court
documents.

Reports of crime often require
specialized follow-up investigation
to gather evidence, determine
witnesses to a crime, identify
involved persons and prepare
cases for prosecutorial review,
prosecution, and trial.

In addition, the Evidence Control
Unit and the Forensic Evidence
Unit reside within the
Investigations Division. These
units provide investigative
services for the Eugene Police
Department. They also assist other
agencies in processing evidence.
In 2013, the Forensic Evidence
Unit became an accredited team,
furthering its ability to provide
high quality professional services
to area law enforcement agencies.
A 2012 audit of the Evidence
Control Unit recommended a
number of changes, which have
been made for the most part, and
recommended two more full-time
employees to staff the work unit to
keep up with the intake of
evidence, property and to maintain
an equivalent purge rate. One
position has been repurposed to
the unit from elsewhere within the
department, and funding still

needs to be identified to fill the
second position. This is a
structural deficiency that will
continue to be problematic until it
is resolved.

Investigation of violent felonies
and violent misdemeanors are
handled through the VCU, which is
responsible for investigating all
crimes against persons such as
homicide, sexual assault, robbery,
assaults, domestic violence and
large scale incidents requiring a
major on-scene investigative
effort. The unit has one detective
who solely handles domestic
violence cases and works closely
with victim support services. In
addition, two detectives share ad
hoc duties with the Interagency
Deadly Force Investigations Team,
the interagency group which
conducts investigations on officerinvolved lethal use of force
incidents.

The Property Crimes and Financial
Crimes Unit is responsible for

follow-up investigation of the
crimes of arson, burglary, theft,
unauthorized use of vehicles,
animal abuse, criminal mischief,
identity theft, forgery, theft (by
deception), fraudulent use of credit
cards, criminal mistreatment
(financial abuse), tampering with
drug records and computer crimes.
Cases are assigned for
investigative follow-up based on
solvability factors, and
investigators utilize various
appropriate methods of
investigation. Detectives also
perform a public education role in
an effort to reduce the volume of
crime.
A major focus for the division is
the reduction of property crime.
The Property Crimes, Financial
Crimes and Special Investigations
units are integrally involved in
investigating prolific property
offenders.

Mission and Outcomes

Operating Environment

The Investigations Division contributes to the Eugene Police Department’s mission: “In fulfillment of the public
trust, the Eugene Police Department works in partnership with our community to promote safety and security,
enforce laws, prevent crimes and safeguard the constitutional rights of all people.”

Crime Trends
While community growth has
increased slightly over the last few
years, Eugene continues to have an
overall crime rate slightly higher
than its population size. Eugene’s
population ranks in the 66th
percentile when compared to cities
of similar size (100-250,000
population). Compared to other
cities of similar size,
Eugene's preliminary overall 2016
Uniform Crime Report (UCR)
indexed crime rate, which is a
combination of person and
property crime, is in the 69th
percentile. According to the FBI’s
national UCR data, violent crime
increased from the 41st percentile
to the 45th percentile and property
crimes saw an increase from the
71st to 74th percentile from the
previous year. Overall, Eugene
increased from the 66th to the 69th
percentile in UCR for 2016.

•
•
•
•

Provide appropriate and effective follow-up investigations to violent, property, arson and financial crimes
occurring in the City of Eugene.
Conduct thorough, timely and professional forensic assistance to aid in the success of investigations and
prosecutions.
Thorough handling, documentation and storage of evidence and property, so that the chain of custody is intact,
and evidence is preserved.
Gang-related crimes are investigated, and the department participates in a regional strategy to reduce (highlevel) drug and gang-related crimes and their impact on the community.

Person Crime Rates

Eugene ranked in the 45th
percentile for person crime when
compared with cities of
comparable size. In 2016, UCR
data showed that Eugene had a
25% decrease in robbery and a
38% increase in Aggravated
Assault.
Property Crime Rates

Community Involvement and Customer Input
Citizen involvement with investigations is accomplished through the Police Commission which serves in an
advisory capacity to the Mayor, Council and the City Manager for policing issues and the periodic review of
departmental policies and proposals. Investigations provides one-on-one opportunities for customer feedback
from victims and witnesses regarding customer satisfaction.

Eugene ranked in the 74th
percentile in reported property
crime when compared with cities
of comparable size. In the
preliminary 2016 UCR data,
Eugene’s reported burglary
decreased by almost 10.5%,
larceny-theft was down 3.3%,
while motor-vehicle theft was up

replacement) and additional
resources including LEAP
(replacing CopLink), a commercial
law enforcement data
mining/analysis program.
Automated programs designed to
track and document pawned
merchandise will continue to assist
investigators to identify and arrest
criminal offenders pawning stolen
property. This effort is part of a
collaborative effort between
internal and external partners.
Domestic Violence/Child Abuse

37%. While the number of
detectives investigating property
crime has remained static, the
District Attorney’s office is
prosecuting more cases, and the
Lane County jail, due to the
passage of two levies, is holding
more offenders. The net effect,
combined with a nationwide
decline in crime, has helped to
improve our property crime rates.
Improvement Efforts

In order to support the data-led
policing efforts, the Police
Department has implemented
crime analysis and mapping to
strategically guide officer
deployment. To move crime
analysis to the next level in
allowing tactical applications on a
citywide basis, it will require the
implementation of electronic field
reporting (a component of AIRS

Case assignments are made using
criteria that includes the level and
severity of the case, the solvability
of the individual case and the case
load or expectation already placed
upon the individual detective. The
VCU reviews 250-300 cases of
alleged child abuse or neglect
monthly that are reported by the
Department of Human Services/
Child Welfare Program. These
cases are reviewed in a triage
manner. Due to both the volume of
cases and the lack of personnel to
work them, many cases are not
assigned. Many of these cases
could benefit (by way of presence/
prevention/ education) from
police involvement. While the
community may recognize that
domestic violence and child abuse
are problems, there is a lack of
specific information about the
exact nature and extent of the
problem in Eugene.

Investigations
Budget Information
FY15 Actual
Expenditures‐‐All Funds
General Fund Revenue

FY16 Actual

FY17 Budget

FY18 Adopted

$7,282,668

$8,132,623

$8,307,380

$8,136,656

$33,729

$51,230

$16,000

$25,325

47.66

47.66

47.66

47.66

FTE

Closeout Performance Measures, FY14‐FY17
Number of commendations per 100
officers.

Number of sustained complaints per 100
officers.
10

400

8
350

6
4

300

2
250
Number

FY14

FY15

FY16

FY17

282

336

375

396

Number of sick leave hours taken per
employee vs. median ICMA city.*

0
Number

FY14
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FY16

FY17

8.33

7.80

6.25

3.64

Number of sworn FTE per 1,000 population
and per 1,000 Part 1 crimes compared
nationally.
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FY14
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1.2

1.2

U.S.

2.3

2.3

EPD Part 1

23.5

23.5

FY16**

FY17**

Closeout Performance Measures, FY14‐FY17 (continued)
Sworn officer overtime cost per officer
compared with median ICMA city.*
$6,000

Percent of stolen property value recovered
annually.
20%

15%
$5,500
10%
$5,000
5%

$4,500
Cost

FY14

FY15

FY16

FY17

$5,701

$5,697

$5,114

$5,000

Five‐year trend of Part 1 crimes in U.S.
cities with populations between 100,000 ‐
250,000 (per 100,000 people).

0%

FY14*

Percent

FY15

FY16

FY17

10%

7%

9%

Eugene Part 1 violent and property crime
rates vs. other U.S. cities between 100,000 ‐
250,000 population.

6,000

100%

5,000

75%
50%

4,000

25%
3,000

FY14

FY15

FY16

FY17**

Eugene

5,251

4,515

4,190

FY14

FY15

FY16

OR

4,854

3,790

4,301

Violent

30%

47%

40%

U.S.

3,591

3,419

3,318

Property

86%

72%

70%

The following measures have no current data:
Percent of residents who feel safe walking in their
neighborhood after dark.+
Percent of survey respondents who report satisfaction
with police emergency response.+
Part 1 cases cleared per sworn officer compared with
median ICMA city.* α
* City does not participate in ICMA.
** Data not yet available.
+ Community survey not conducted FY14 – FY17.
α Data not recorded in this manner FY14‐FY17.

0%

FY17**

Closeout Strategies, FY14‐FY17
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

No longer
applicable.

No longer
applicable.

No longer
applicable.

No longer
applicable.

By 2013, monitor and track
evidence and property in the
Property Control Unit's
inventory systems, maintaining a
100% tracking rate.

All evidence in
or out of ECU
is tracked
using evidence
tracking
software.

Achieved

Achieved

Achieved

By 2014, establish a viable
electronic property/evidence
tracking inventory system that
can integrate current property
control/evidence data.

Evidence
tracking
systems were
evaluated.
Contract
signed with
for new
tracking
software. Data
prep began.

Evidence
tracking
system
implemented
in February
2015.

Achieved

Achieved

Strategy 1: Provide appropriate and
effective follow‐up investigations
to violent, property, and financial
crimes occurring in the City of
Eugene.
Target:

By July 2012, establish East and
West divisions and protocols of
property crimes on a trial basis
so that investigators can focus on
a smaller geographic area to
become more familiar with the
community as well as the
property crime trends.

Strategy 2: Maintain the integrity of
investigations by preserving and
storing all evidence and property
of the Eugene Police Department
in a professional manner.
Target:

Target:

Closeout Strategies, FY14‐FY17 (continued)
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

In Progress

Achieved

Achieved

Achieved

By 2012, utilize the Interagency
Narcotics Enforcement Team
(INET) to respond to
neighborhood complaints about
vice and narcotics issues to
reduce the impact of drug‐
related crime in neighborhoods.

INET
investigates
mid to upper
level drug
crimes
through
citizen
complaints,
tips from
officers and
other drug
cases.

Achieved

Achieved

Achieved

By July 2012, establish and train
a Gang Reduction Intelligence
Team (GRIT) and provide
educational opportunities for the
community as well as the
department regarding ongoing
gang‐related criminal activity.

GRIT trains
with Portland
Police Bureau.
The Special
Investigations
Unit addresses
gang‐related
crimes and
activity,
starting to
address online
sexual
corruption
cases.

GRIT trains
with Portland
Police Bureau.
Goals include
local training
for GRIT
officers.

All GRIT
officers were
trained. Began
to input
intelligence
and
information
on criminal
organizations.

This year’s
goal will be to
generate some
activity and
involvement
by GRIT team
members.

Strategy 3: Utilize data‐led policing to
reduce total property crimes
annually.
Target:
By 2013, provide regional data
regarding property crime
matters and work with business
and individual stakeholders as
well as other law enforcement
agencies to reduce property
crime victimization.
Strategy 4: Investigate gang‐related crimes
and assaults and participate in a
regional strategy to reduce gang‐
related crimes and their impact
on the community.

Target:

Target:

Call Taking and Dispatch

Performance Measures
Effectiveness
• Percent of EMS calls handled appropriately as
measured by the number of times appropriate
information is requested by call taker.

•

Efficiency
• Average time to answer incoming phone lines
compared to NAEMD (National Academy of
Emergency Medical Dispatchers).

Customer Satisfaction
• Percent of customer survey respondents who
report they are satisfied or very satisfied with the
service compared to NENA’s national survey.

•

Percent of EMS calls handled appropriately as
measured by the number of times information is
accurately related to responder and caller.

Strategies with Performance Targets

Average time from call receipt to dispatch for high
priority Police and Fire/EMS incidents based on
best practices.

Financial
• Operate within the approved budget while
planning /preparing for future service and
infrastructure.

Strategy 1
Contribute to the safety of the public and their
property by responding to calls in a timely and
professional manner.

Target: Develop additional alternatives for emergency
back up operations with local and regional
communications centers.

Target: Achieve NAED accreditation standards for
emergency medical call processing performance.

Target: Achieve a retention rate of 90% or higher for
all non-probationary communications personnel
(excluding retirements).

Target: Answer 100% of emergency calls to meet or
exceed guidelines (two rings) for national
accreditation.
Strategy 2
Contribute to the safety of the public and public safety
personnel by handling calls and providing timely and
effective dispatch of personnel and equipment.
Target: Provide Police dispatch services for 100% of
calls meeting dispatch criteria.

Target: Provide Fire/EMS dispatch services for 100%
of calls meeting dispatch criteria.

Target: Research, document, and implement best
practices for quality assurance for police and fire calls
as part of achieving communications center
accreditation from the Oregon Accreditation Alliance.

City of Eugene Service Profiles

Strategy 3
Maintain a trained, well-equipped staff that is
available to respond to the incoming call load.

Target: Evaluate the training program for continuous
improvement, development and enhancement of all
employees.
Target: Revise and implement updated training
materials.

Strategy 4
Respond to public safety issues and promote a feeling
of safety and assurance by providing information and
referral in a courteous and effective manner.

Target: Utilize best practices for non-emergency call
handling and provide responses to information and
referral requests in a professional manner 100% of
the time.

Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 15, 2017

Service Description
Call Taking and Dispatch Services
are provided by the Eugene Police
Department’s Communications
Center (also known as Central
Lane 9-1-1). This is the
communications gateway for both
Eugene and regional emergency
services, connecting citizens with
the public safety assistance they
need. Trained communication
specialists calmly guide callers
through crisis, obtain and relay
vital information, and provide
radio support to police, fire and
emergency medical responders.
As a regional communications
center, 9-1-1 services are provided
for 29 of central Lane County’s 38
public safety (police, fire and
emergency medical services)

agencies. Included in the services
(but not the agency count) are air
ambulance, contract EMS transport
agency and Crisis Assistance
Helping Out on the Streets
(CAHOOTS, a crisis intervention
team staffed by White Bird).

The Communications Center also
manages non-emergency calls for
Eugene Police and non-urgent
medical transport requests for four
public ambulance providers. This
is typically 67% of the total call
taker workload. Call-takers triage
all calls and route to the
appropriate dispatch entity so that
public safety responders can be
sent, answer or resolve questions
over the phone, or refer the caller

to other public agencies or
resources for further assistance.
Dispatchers keep track of response
unit availability and location,
direct response teams safely into
crisis situations, supply arrest and
other information in the field, and
coordinate backup resources from
other jurisdictions as needed.

Emergency call taking is partially
funded by the state’s 9-1-1
telephone tax. Non-emergency call
taking and City of Eugene dispatch
services are paid for through the
General Fund. Dispatch services
provided to other public safety
agencies are reimbursed via
contracts for service.

Operating Environment

Mission and Outcomes
The Division contributes to the Eugene Police
Department’s mission: “In fulfillment of the public
trust, the Eugene Police Department works in
partnership with our community to promote safety and
security, enforce laws, prevent crimes and safeguard
the constitutional rights of all people.” In addition, the

Division is guided by its vision statement: Central Lane
Communications Center (CLCC) is a progressive, trusted
communications center that makes efficient use of
trained personnel and technology to meet the needs
and expectations of our community and our emergency
service partners.
•

•

•
•

Community Involvement and Customer Input
The Police Commission serves in an advisory capacity
to the Mayor, Council and the City Manager for
policing issues and the periodic review of
departmental policies and proposals. The
Commission is also intended to improve two-way
communications between the police and the
community to reduce misunderstandings regarding
the nature of adopted police policies, practices and
approaches.

Lane County’s Amateur Radio Emergency Services
(ARES) association has partnered with Central Lane
Communications to provide both 9-1-1 call taking and
radio dispatch back up support. In 2002, an alliance
with members of the speech and hearing impaired
community was formed to provide TTY (teletype)
training and testing for center personnel, and in turn,
public education and outreach for citizens to
encourage direct access to public safety services.
Since 2006, the federally sponsored Citizens
Emergency Response Team (CERT) training has been
expanded locally to include a section focusing on 9-11 services and a tour of the center.

The safety of the public and their property is
improved by responding to calls in a timely and
professional manner.
The safety of the public and public safety personnel
is improved by handling calls and providing timely
and effective dispatch of personnel, equipment and
resources.
A well-trained and well-equipped staff is available
to respond to the incoming call load.
Public safety issues are resolved, and a feeling of
safety and assurance is increased by providing
information and referral in a courteous and
effective manner.

Coordination of Emergency
Preparedness
On a state level, Public Safety
Answering Points (PSAP) have
increased responsibility to
facilitate emergency preparedness,
provide interoperability to
facilitate emergency preparedness,
provide interoperability to other
agency’s communication systems
and coordinate emergency
response. Ongoing strategic
planning addressing Eugene’s
regional role in the statewide
communications infrastructure
and the City of Eugene services
provided as a section of EPD are
being included as part of the
overall state plan.
Funding Issues

Growth in wireless
communications, especially prepaid wireless and Voice over
Internet Protocol (VoIP) services,
have had a negative impact on
revenue received. In addition, a
significant portion of the tax must
fund the equipment necessary to
keep pace with technology (i.e.
receiving 9-1-1 calls via text
messaging). A flat rate telephone
tax that funds 9-1-1 services was
extended in 2014; however,
actions taken by the state
legislature reallocated more than
$12 million of the dedicated tax to
the state’s general fund and
permanently diverted all interest
earned on the tax prior to the local
distribution.
Locally, PSAP operating reserves
have been depleted and the
program has been reduced by
three positions. Any further

reduction or diversion of funds
will require service-level changes
and/or supplemental fees by
agencies served, a continuing
problem in 2017.

As the public continues to move
toward wireless communications,
Oregon needs to be able to collect
tax from pre-paid cellular and VoIP
phone users in order to ensure the
stability of the statewide 9-1-1
system. Wireless calls have
accounted for the majority of 9-1-1
contacts over the past two years.
Although the community puts a
high priority on responding to
community livability issues,
limited resources increase the time
that callers must wait for
responders to attend to nonemergency calls. The increased use
of cellular phones has caused a
13% increase in unintended calls
to 9-1-1. As responder resources
shrink, customer satisfaction with
non-emergency call response may
decrease.
Staffing Needs

Sufficient staffing for all levels of
call handling and dispatch services
within EPD, PSAP and with
external dispatch customers will
continue to be a significant local
issue, as it is nationwide. Over the
next four years with the potential
regionalization of communications
services, staffing to support the
changing communications
operations will need to be
addressed within the budget (e.g.
adequate funding for technical,
quality assurance, training and
other administrative support
expenditures.)

In 2006, an external vendor ESCI
conducted a study of the
Communications Center and
recommended adding to the FTE
footprint of CLCC. In 2015, ESCI
was invited back and determined
that as many as an additional six
positions were needed to
accommodate the Communication
Center’s workload.
The PSAP funding supports 12.5
communication specialist
positions. In order to balance the
PSAP budget, the PSAP Board has
voted the past several years to
hold 3 communication specialist
positions vacant, causing higher
demand on existing staff and
increased overtime to cover
services.

The complex set of skills required
for call-takers and dispatchers
make recruitment extremely
challenging. Turnover for 9-1-1
centers is typically about 25%.
High turnover affects the quality of
service and is expensive. In
addition, training beyond entry
level adds additional significant
expense to the organization.

Call Taking and Dispatch
Budget Information

Expenditures--All Funds
General Fund Revenue
FTE

FY15 Actual

$9,830,620
$1,142,092

58.69

FY16 Actual

$9,306,274
$1,330,471

57.69

FY17 Budget

$9,624,018
$1,500,000

58.69

FY18 Adopted

$8,981,198

$1,350,000
58.50

Closeout Performance Measures, FY14-FY17
Average time from call receipt to dispatch for high
priority Police and Fire/EMS incidents based on best
practices.
FY14
Achieved

FY15
Achieved

FY16
Achieved

FY17
Achieved

FY14
Achieved

FY15
Achieved

FY16
Not
Achieved

FY17
Not
Achieved

Operate within the approved budget while planning/
preparing for future service and infrastructure.

The following measures have no current data:
Percent of customer survey respondents who are report
they are satisfied or very satisfied with the service
compared to NENA's national survey.*

Percent of EMS calls handled appropriately as measured
by:

(a) number of times appropriate information is requested
by call taker.**
(b) number of times information is accurately relayed to
responder and caller.**
Average time to answer incoming phone lines compared
to NAEMD (National Academy of Emergency Medical
Dispatchers).**
*Community survey not conducted FY14 – FY17.
**Current call system does not provide this detail.

Closeout Strategies, FY14-FY17
Four-Year Strategies (FY14 - FY17)

Strategy 1: Contribute to the safety of the
public and their property by
responding to calls in a timely
and professional manner.
Target:

Target:

Answer 100% of emergency calls
to meet or exceed guidelines
(two rings) for national
accreditation (refer to the
National Academy of Emergency
Dispatch, NAED).

Target:
Target:

Target:

FY15

FY16

FY17

Unable to
provide data
with current
technology.

Unable to
provide data
with current
technology.

Unable to
provide data
with current
technology.

Unable to
provide data
with current
technology.

Achieve NAED accreditation
standards for emergency medical
call processing performance by
2014.

Achieved

Not achieved.
Certification
expired
4/1/15 and
has not been
renewed.

Provide Police dispatch services
for 100% of calls meeting
dispatch criteria.

Achieved

Achieved

Achieved

Achieved

Research, document, and
implement best practices for
quality assurance for police and
fire calls as part of achieving
communications center
accreditation from the Oregon
Accreditation Alliance by 2016.

Achieved

Achieved

Achieved

Achieved

In Progress

Achieved

Achieved

Achieved

In Progress

Achieved

Achieved

Achieved

Strategy 2: Contribute to the safety of the
public and public safety
personnel by handling calls and
providing timely and effective
dispatch of personnel and
equipment.
Target:

FY14

Provide Fire/EMS dispatch
services for 100% of calls
meeting dispatch criteria.

Develop additional alternatives
for emergency back up
operations with local by 2013
and regional communications
centers by 2015.

Not achieved.
Certification
expired
4/1/15 and
has not been
renewed.

Not achieved.
Certification
expired
4/1/15 and
has not been
renewed.

Closeout Strategies, FY14-FY17 (continued)
Four-Year Strategies (FY14 - FY17)

Strategy 3: Maintain a trained, wellequipped staff that is available to
respond to the incoming call
Target:
Achieve a retention rate of 90%
or higher for all nonprobationary communications
personnel by 2014 (excluding
retirements).
Target:

Target:

Evaluate the training program
for continuous improvement,
development and enhancement
of all employees by the end of
2012.
Revise and implement updated
training materials by the end of
2013.

Strategy 4: Respond to public safety issues
and promote a feeling of safety
and assurance by providing
information and referral in a
courteous and effective manner.
Target:

Utilize best practices for nonemergency call handling and
provide responses to
information and referral
requests in a professional
manner 100% of the time.

FY14

FY15

FY16

FY17

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

In Progress

In Progress

In Progress

In Progress

Police Records Management and Analysis

Performance Measures
Effectiveness
• Percent of error-free data entries.

Efficiency
• Percent of critical mobile data and video
equipment that is repaired within five days of
receipt of error report.
• Maintain records with 100% accuracy/
completeness rate as determined by annual
validation and audits.

Financial
• Operate within the approved budget
while planning/preparing for future
service needs.

Customer Satisfaction
• Maintain minimal service complaints and
evaluate and follow up on those
complaints.

Strategies with Performance Targets
Strategy 1
Provide access to public safety services for police
operations, the public and the broader criminal justice
community.
Target: Determine optimal scheduling of records
personnel to provide adequate staffing levels to meet
customer service needs.
Target: Provide automated public access to records
and records services through the internet portal.

Strategy 2
Maintain law enforcement records that are accurate
and promptly available for use in the justice system.

Target: Real-time automation of data validation for all
records entries to ensure 100% accuracy.

Target: Supervisors monitor workload and staffing to
meet department, state and federal deadlines 100% of
the time.
Strategy 3
Assure the integrity of the Eugene Police
Department's law enforcement data systems.

Target: Conduct state and federal audits and review
audits for updates to records policy or procedures to
meet 99% of state and federal standards.
Target: 100% of staff trained to maintain system
knowledge of all law enforcement databases.

Strategy 4
Provide a high level of customer satisfaction when
interacting with the public and employees.

Target: Achieve a customer satisfaction rate of 99%
annually.

Strategy 5
Ensure that police hardware and software programs
are maintained and available for use.
Target: Research and implement new records
management system department-wide.

Target: Provide timely and effective responses to
department hardware and software needs.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 15, 2017

Service Description
The Eugene Police Department’s
Records Management Division is
composed of two sections: the
Records section collects, maintains
police records using automated
systems and manual processes;
and the Computer and Data
Support section maintains
Information Technology (IT)
systems and security.
For most of the community,
Records represents the public
reception area for Police Services
with walk-in counter and
telephone contacts. This section
processes requests to release
police and criminal justice records
(via public records requests),
disseminates police information,
processes sex offender
registrations, processes vehicle

tow transactions and provides
reports to the public, other city
departments and public agencies.
The section supports other City
services outside traditional
business hours by collecting base
fines, security release fees and
parking payments for Eugene’s
Municipal Court, as well as
providing referrals to other public
service agencies. In addition, the
unit provides timely, accurate and
complete records for police patrol
and investigations through:
completing police reports;
completing warrant entries and
clearances; completing stolen
vehicle, gun and property entries;
validating data; routing police
reports to other criminal justice
agencies; and confirming warrants.
The Records unit is regularly

audited by state and federal
agencies for accuracy and
completeness.

The Computer and Data Support
section has a growing
responsibility of access security for
police IT systems and for the
research, development, and
maintenance of technology
systems to enhance the
productivity of the Police
Department. This section manages
police-specific software as well as
the body worn camera and in-car
video systems.

Mission and Outcomes

Operating Environment

Eugene Police Records Management and Analysis contributes to the Eugene Police Department’s mission: “In
fulfillment of the public trust, the Eugene Police Department works in partnership with our community to promote
safety and security, enforce laws, prevent crimes and safeguard the constitutional rights of all people.”

Compliance with Laws, Mandates,
Regulations, and Policies

•
•
•
•
•

24-hours a day access to public safety services for police operations, the public and the broader criminal justice
community.
Law enforcement records that are accurate and promptly available for use in the justice system are
maintained.
The integrity of the Eugene Police Department’s law enforcement data systems is assured.
A high level of customer service when interacting with the public and employees is provided.
Police IT hardware and software programs are maintained and available for use.

State and federal laws require a
timely presentation of monthly
data entry for the Law
Enforcement Data Systems (LEDS)
and the National Crimes
Information Center (NCIC). A
service environment driven by
growing customer demand (both
internal and external), dependence
on the use of outdated technology,
and the addition of newer clientserver and web-based
technologies, although welcome,
creates confusion and complicates
compliance with state and federal
requirements. These systems
require increasingly more staff
time and technology resources.
Because noncompliance could lead
to significant liability costs to the
City, a 100% accuracy standard
must be maintained.
Overall Workload Increase

Community Involvement and Customer Input
The Police Commission serves in an advisory capacity to the Mayor, City Council and the City Manager for
policing issues and the periodic review of departmental policies and proposals. The Commission is also
intended to improve two-way communications between the police and the community to reduce
misunderstandings regarding the nature of adopted police policies, practices and approaches.

Allegations, inquiries and commendations received from customers about Records staff are tracked and receive
follow-up.

Laserfiche document imaging, incar mobile data computers and
video cameras increased workload.
The addition of body worn
cameras in 2017 changed and
further decreased staff capacity.
Without more staff resources or
further technology enhancements,
workload increases will create
significant delays in providing
services to internal and external
customers. In 2013, the
department moved to the SunGard
computer-aided dispatch and

records management system.
Because of this system change, the
associated workload has changed
but not decreased.
Community Expectations

Technology, including widespread
use of the internet, has increased
customer expectations about the
availability of documents and the
City’s ability to quickly meet
requests for materials. Records
resources have not increased to
keep pace with population growth,
technological advances or the
public’s expectation. In addition,
the criminal justice system is
complex and involves multiple
jurisdictions.
Public Record Law

Many records managed by the
Records Management section are
considered criminal justice records
and must be reviewed and
redacted prior to release according
to public records laws. The release
of criminal justice records must be
carefully balanced with the
individual’s right to know.
Interpretation of public records
laws surrounding release of
criminal justice records are often
difficult to understand, and
individuals are at times
dissatisfied with service when
access to criminal justice records is
denied or referrals are made to

other agencies which have the
ability to release the records. In
January of 2018, the Oregon
Revised Statutes will change, and
public records requests must be
responded to in a more
expeditious manner. This may
change the workflow of the
Records section and may
necessitate a need for additional
staffing. With the addition of
various technology (including but
not limited to body worn cameras
and in-car video) the role of
Records and IT personnel is
changing and the workload is
increasing. The Police Department
adheres to and values public
records law and the need for
transparency.

Police Records Management and Analysis
Budget Information
FY15 Actual
Expenditures‐‐All Funds
General Fund Revenue
FTE

FY16 Actual

FY17 Budget

FY18 Adopted

$2,051,453

$2,244,293

$2,529,983

$2,569,001

$30,427

$35,411

$0

$30,000

25.50

25.50

25.50

25.50

Closeout Performance Measures, FY14‐FY17
Maintain minimal service complaints and
evaluate and follow up on those
complaints.
5

Percent of error‐free data entries.
100%
90%

4

80%

3
70%
2
60%

1
0
Complaints

FY14

FY15

FY16

FY17

0

3

1

1

Percent of critical mobile data and video
equipment that is repaired within five days
of receipt of error report.
100%
90%

70%

FY15

FY16

FY17

100%

100%

100%

100%

Maintain records with 100% accuracy/completeness
rate as determined by annual validation and audits.
FY14
Achieved

FY14
Achieved

60%

Percent

Percent

FY14

FY15
Achieved

FY16
Achieved

FY17
Not Yet
Available

Operate within the approved budget while
planning/preparing for future service needs.

80%

50%

50%

FY15
Achieved

*Not measured in FY14.
FY14*

FY15

FY16

FY17

100%

100%

100%

FY16
Achieved

FY17
Achieved

Closeout Strategies, FY14‐FY17
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Determine optimal scheduling of
records personnel to provide
adequate staffing levels to meet
customer service needs by the
end of 2012.

Achieved

Achieved

Achieved

Achieved

Provide automated public access
to records and records services
through the internet portal by
2014.

In 2014, the
SunGard
module was
determined
not to be
workable for
this purpose.

In 2014, the
SunGard
module was
determined
not to be
workable for
this purpose.

In 2014, the
SunGard
module was
determined
not to be
workable for
this purpose.

In 2014, the
SunGard
module was
determined
not to be
workable for
this purpose.

Real‐time automation of data
validation for all records entries
to ensure 100% accuracy by
2014.

Achieved

Achieved

Achieved

Achieved

Supervisors monitor workload
and staffing to meet department,
state and federal deadlines 100%
of the time.

Data not
available.

Achieved

Achieved

Achieved

Monitor and prioritize work to
meet City standards for release
of information 100% of the time.

Data not
available.

Achieved

Achieved

Achieved

Strategy 1: Provide access to public safety
services for police operations,
the public, and the broader
criminal justice community.
Target:

Target:

Strategy 2: Maintain law enforcement
records that are accurate and
promptly available for use in the
justice system.
Target:

Target:

Target:

Closeout Strategies, FY14‐FY17 (continued)
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Conduct state and federal audits
and review audits for updates to
Records policy or procedures to
meet 99% of state and federal
standards.

Achieved

Achieved

Achieved

Not yet
available.

100% of staff trained to maintain
system knowledge of all law
enforcement databases by the
end of 2012.

Achieved

Achieved

Achieved

Achieved

Customer
survey not
conducted.

Customer
survey not
conducted.

Customer
survey not
conducted.

Customer
survey not
conducted.

Achieved

Achieved

Achieved

Achieved

Achieved

Achieved

Strategy 3: Assure the integrity of the
Eugene Police Department's law
enforcement data systems.
Target:

Target:

Strategy 4: Provide a high level of customer
satisfaction when interacting
with the public and employees.
Target:

Achieve a customer satisfaction
rate of 99% annually by the end
of 2012.

Strategy 5: Ensure that police hardware and
software programs are
maintained and available for use.
Target:

Target:

Research and implement new
records management system
department‐wide by 2014.
By 2013, provide timely and
effective responses to
department hardware and
software needs, including mobile
data computers, in‐car video
system, document imaging
software, and AIRS conversion
project.

Achieved

Police Department Administration

Performance Measures

Service Description

Effectiveness
• Percent of annual departmental performance
measures met or on schedule.

The Police Department
Administration is composed of two
divisions: Office of the Chief and
Operations Support.

Financial
• Operate within the approved budget while
planning/preparing for future service needs.

Customer Satisfaction
• Department contracts are maintained, including
review and renewal by all established due dates.
•

Information and support to the Police Commission
is provided by all established due dates.

Strategies with Performance Targets
Strategy 1
Forecast strategic issues and prepare policy and
strategic options.

Target: Continue to produce quarterly reports of the
status, activities and accomplishments the
department provided.

Target: Review, adopt and implement policies both as
routine maintenance of professional standards and in
response to emerging issues.

Target: Provide timely information and policy support
for department employees arising out of appellate
court decisions.
Target: During each legislative session, provide
information and support for the analysis of legislative
activities priorities.

Target: Update EPD strategic plan.

Target: Develop annual department work plan goals
to achieve the goals identified in the strategic plan.

Strategy 3
Manage budget and resources to continually provide
the best possible service to the community.
Target: Continue to operate within the approved
budget to provide police services to the citizens of
Eugene.

Target: Crime Analysis Unit will produce daily hotspot crime mapping for the optimal deployment of
resources to enhance crime reduction efforts.

Strategy 2
Implement policy direction and manage department
operations.

City of Eugene Service Profiles
Service profiles are mini strategic plans for each of the City of Eugene’s services. Updated every four years, the
profiles offer an overview of each service, its goals and insight into some of the tools the service uses to track its
performance.
DRAFT: For review by the Citizen Subcommittee of the Eugene Budget Committee, November 15, 2017

These divisions provide overall
guidance, direction and support to
the operating divisions of the
Eugene Police Department; ensure
that department services and
projects support City Council goals
and strategic priorities; respond to
community concerns; coordinate
services to support the shared
priorities of the executive
management team; develop and
provide information to operating
divisions that affects department
operations; and assist divisions in
establishing and measuring the
goals and objectives of the
strategic plan.

Operations Support staff provide
financial services including payroll,
facilities management, recruiting
and retention of employees,
Volunteer in Policing, Crime
Analysis and other services that
support the organization as a
whole.
The Office of the Chief includes
Internal Affairs, liaison to the
Police Commission, strategic
planning, Council and citizen liaise,
policy and accreditation, training
and the Public Information Office.

Mission and Outcomes

Operating Environment

Police Department Administration divisions contribute to the Eugene Police Department’s mission: “In
fulfillment of the public trust, the Eugene Police Department (EPD) works in partnership with our
community to promote safety and security, enforce laws, prevent crimes and safeguard the constitutional
rights of all people.”

Crime Analysis

•

•

•

•

•

•

Executive leadership is provided to the department,
coordinating its activities with the established
goals, objectives, and priorities of the Mayor,
Council and the City’s Executive Team.
A comprehensive planning framework is provided
to assist the department to establish a strategic
plan and clear and accountable reporting
mechanisms.
The police department’s service priorities,
accomplishments and challenges are
communicated to the public.
Policy guidance and oversight is provided to ensure
that the Eugene Police Department meets all
professional and employment standards,
contractual agreements and legal responsibilities.
The Police Department’s resources are managed
appropriately to provide police services to the
public within the allocated budget authority.
A liaison is provided and support is given to the
Eugene Police Commission, facilitating its role as
community policy advisor to the City of Eugene and
EPD.

The Crime Analysis Unit (CAU)
plays a vital role in the
department’s data led policing
program. The CAU proactively
analyzes data to find crime
patterns, trends and problem
areas; evaluates findings for
impact on police operations and
methods; and works with other
staff to develop strategy
recommendations to address
identified problems. In addition,
the CAU produces periodic crime
data for publication to the general
public and for submission to datagathering agencies such as Oregon
State Police’s Criminal Justice
Information Systems and the
Federal Bureau of Investigation for
their Uniform Crime Reports.
Strategic Planning

The department recently finalized
a strategic plan which will be
published before the end of the
calendar year.
Lane County Financial Stability

Community Involvement
and Customer Input
Citizen involvement with Police
Administration is accomplished via
the Police Commission which
serves in an advisory capacity to
the Police Chief, Mayor, City
Council, and City Manager for
policing issues and the periodic
review of departmental policies
and proposals.

With the success of jail levies,
serial property offenders are less
likely to continue to commit crimes
before they are held accountable.
As our chronically homeless
population appears to grow,
demand for mental health and
other social services also grows.
As a consequence, data shows that
over the previous 36 months,
officers are responding to 35%
more calls for service while they
are able to devote 35% less time to
proactively reducing crime.
Without question, this is one of the
effects of the great demands placed

on public services by homeless
populations.
Technology

In 2013, the City purchased a new
records management system to
address basic technical services.
We have made upgrades to the incar video system and this year
rolled out a new department-wide
body-worn video system.
Beginning in January 2018, all
officers will collect demographic
data on patrol stops.

Staffing
Previous studies have documented
the low ratio of officers per
thousand and per call for service in
Eugene. Data-led policing reports
show a steady increase in calls for
service and a decrease in time for
officers to proactively reduce
crime and improve safety. The net
effect of having a lower availability
of officers is that we do not
respond to some calls for days, and
others take longer to dispatch.
Retaining a Diverse Workforce

The City’s affirmative action goal is
to develop an organization that
reflects the Eugene community in
racial and ethnic diversity and
promotes inclusiveness and
equality. The Police Department
has had good success in recent
years in achieving or exceeding the
affirmative action goals.
Department administration staff
must continue to develop
strategies to improve retention of
a diversified workforce.
Facility
In 2012, the Eugene Police

Department relocated to a 66,000
square-foot building at 300
Country Club Road. A prominent
downtown police presence has
been maintained through EPD’s
Downtown Station with enhanced
patrols provided by a sergeant,
nine officers and a community
service officer.

Police Commission
The Eugene Police Commission is a
twelve-member citizen body that
acts in an advisory capacity to City
Council, the Chief of Police and the
City Manager on police policy and
resource issues. The commission
was created by City Ordinance
20136 in December 1998 and
gives the following charge:

1. Increase communications
between police and the
community, leading to a
greater understanding of the
preferred policing alternatives
for this city;
2. Identify police policy and
resource issues related to
preferred policing alternatives;
3. Decrease misunderstandings
regarding the nature of
adopted police policies,
practices and approaches;
4. Provide input on police
policies and procedures that
reflect community values; and
5. Assist the city council in
balancing community
priorities and resources by
advising it on police resource
issues.

Police Department Administration
Budget Information
FY15 Actual
Expenditures‐‐All Funds
General Fund Revenue

FY16 Actual

FY17 Budget

FY18 Adopted

$932,366

$963,422

$1,584,785

$1,595,759

$2,185

$9,062

$2,000

$2,000

6.81

6.81

6.81

7.00

FTE

Closeout Performance Measures, FY14‐FY17
Department contracts are maintained,
including review and renewal by all
established due dates.

Information and support to the Police
Commission is provided by all established
due dates.

100%

100%

90%

90%

80%

80%

70%

70%

60%

60%

50%
Percent

FY14

FY15

FY16

FY17

70%

70%

85%

95%

Percent of annual departmental
performance measures met or on schedule.

90%
80%
70%
60%

Percent

Percent

FY14

FY15

FY16

FY17

68%

69%

69%

69%

FY14

FY15

FY16

FY17

100%

100%

100%

100%

Operate within the approved budget while planning/
preparing for future service needs.
FY14
Achieved

100%

50%

50%

FY15
Achieved

FY16
Not
Achieved

FY17
Achieved

Closeout Strategies, FY14‐FY17
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

Continue to produce quarterly
reports of the status, activities
and accomplishments the
department provided.

This item was
placed on hold
due to the
absence of an
adopted work
plan or
strategic plan.

This item
continues to
be on hold
while the
department
revises its
strategic plan.

This item
continues to
be on hold
while the
department
revises its
strategic plan.

This item
continues to
be on hold
while the
department
revises its
strategic plan.

Review, adopt and implement
policies both as routine
maintenance of professional
standards and in response to
emerging issues.

Achieved.
Ongoing
maintenance
and updates in
progress. This
year EPD
published 20
new or revised
policies.

Achieved

Achieved

Achieved.
Ongoing
maintenance
and updates in
progress. This
year EPD
published 20
new or revised
policies.

Provide timely information and
policy support for department
employees arising out of
appellate court decisions.

Achieved

Achieved

Achieved

Achieved

During each legislative session,
provide information and support
for the analysis of legislative
activities priorities.

Achieved

Achieved

Achieved

Achieved

Strategy 1: Forecast strategic issues and
prepare policy and strategic
options.

Target:

Target:

Target:

Target:

Closeout Strategies, FY14‐FY17 (continued)
Four‐Year Strategies (FY14 ‐ FY17)

FY14

FY15

FY16

FY17

On Hold

Strategic plan
in process of
being updated.
Should be
completed by
end of 2017.

Strategic plan
in process of
being updated.
Should be
completed by
end of 2017.

Strategic plan
in process of
being updated.
Should be
completed by
end of 2017.

Strategy 2: Implement policy direction and
manage department operations.

Target:

Target:

Update EPD strategic plan by the
end of 2013.

Changes in
Department
priorities and
strategies
delayed
implementation
of plan.

Develop annual department
work plan goals to achieve the
goals identified in the strategic
plan.

Evidence
tracking
systems were
evaluated.
Contract signed
with for new
tracking
software. Data
prep began.

On Hold

Strategic plan
in process of
being updated.
Should be
completed by
end of 2017.

Continue to operate within the
approved budget to provide
police services to the citizens of
Eugene.

Achieved

Achieved

Achieved

Achieved

By July 2012, Crime Analysis
Unit will produce daily hot‐spot
crime mapping for the optimal
deployment of resources to
enhance crime reduction efforts.

Achieved

Achieved

Achieved

Achieved

Strategy 3: Manage budget and resources to
continually provide the best
possible service to the
community.
Target:

Target:

