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% F(Reversed) 911
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AR AHELZ QYRS Bl ALROICH YerHoR I M| 27,
ofAl, B2 & ot WS EBOF ot MY Ee S8 AF FUSAA

5
Rt §EE ASoloF & BRG0 U= AMASAM AFEE L UL,

ol

=
Call TakerY Dispatcher @FuA dA] shutz 7Aoo Q= 3Lo] QliT}.
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MacEwan University Emergency Communications And Response

Seneca College 911 & Emergency Services Communications

Humber College Emergency Telecommunicaions

Durham College 911 Emergency and Call Centre Communicaions
Fanshawe College 911 and Public Safety Communications

(229 7|18 IHO=Z Durham College® 24 IS AlY3t3{ 1 2olgioi=r, 911713 &
ME 2% LY 2R £2AY0| BIH5E SHTEE TS W)

O = 2|3 QAo 2X|st Durham College® 911 Emergency and
Call Centre Communicaions stts Oj=F AEEH 4st7] 29 S~gypdo g
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1817 2517

Communication Foundations

Customer Service

Communication Technologies & Terminology
APCO Public Safe Telecommunicator
Ethics

Lifestyle Management

Law for Communications Operators

Interpersonal & Group Dynamics
Computer/Keyboarding Skills 1

Career and Professional Preparation 1
Fire Service Communicaions

FNMI Elective

Crisis Intervention

3517 4517

Anatomy and Physiology
Computer/Keyboarding Skills 2
911 and Police Communicaions
Field Placement 1

General Educaion Elective
Resilience and Self Care
Emergency Management

Diversity and Intrapersonal Communicaions
Field Placement 2

Emergency Medical Dispatch

Career and Professional Preparation 2
General Educaion Elective

Mental Health Fundamentals

M ®ale]x] Ad]o} =0] E-Comm9ll £-Comm 9-1-1

Helping {6 Save Lives snd Protect Property

ol SAHAT)E Hd™dsto] +YokiL
E-Comm911 o]jt}. E-Comm?©]

or British Columbia Incorporated’

Safety Answering Point 9 & 438517
9Lk, 1 3F elo] MHol 9z
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British Columbia Zo|&= 911 ZIFAIaES X2lst7] ¢st Primary Public
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Emergency Communications

(B2]E]A] Zdulol Zo] 713 FAIgANO| T,

1. 43

19949 2, fuct FW AXXQ 19 £a 471 A H ZaHo] WE
B UA "ol MEWS w BejElA] Aulol FUSO] QMEY AU
952 T It U Dyl ARSIl FEPIA BaHOIA Wt 5
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g 4 QYT FEUUS 0 AF0H Wl ol2ge AU, oF 2
AXoR G SA $UL FAZ HRlEA] Bulor FHRG} AMAATA 2t

12



of ZWsk o7t olRojEL 19979 A(M) U
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11410743k 5-E5t

2. xR 7%

E-Comm 9118 BCE =
=7

JorA|()oll R|AHS

Emergency Communications for British Columbia Incorporated
3301 East Pender Street, Vancouver, BC, Canada

T S— s — o
,mw — W I ;‘ —gﬂ-’? <
. H “f,[h-:\ ‘\.-'F'\-’r"‘»"'
i1 2 iy gL ;.:: f
JLL 5, Crer AR _ il
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Emergency Communications Centre, Vancouver Island (ECVI)
4219 Commerce Circle, Victoria, BC, Canada

E-Comm 9112 HHZH oA FHoz QA BHELE FAVHA], %= 0
= oA FHOR nYA FX| o2& EEJEV\];”FJH]OV( 2571 R 9o A
A8+ 911 g4l AshE A2|sh= 1A} PSAPC =9 7|5& 485t Qlot.
ESt SAlo BCH W9] 337 Z4AbA], 40719 ARFA Q] 2K} PSAP K- ARl
E](Dispatcher)24]Q] dstw 3} Qlct.
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Lions Bay

QEx Awo] A

—_]_:l:‘}\] % Kl cl:‘I 8 7 North
Vancouver
District

E-Commoj| A

—North _
Vancouver City B 4 y Coquitlam

Dispatcher AMH|AES

r%jo]ct. o v
- \ 4 Mission

Surrey

y

Abbotsford

E-Comm9llo] 2&sta gl = #a] olare w2 713 cfgrlwo] 58 oA
240 A28 2qjolch QaltetoqE ThAR T Afjdo] uwHstE L Ljox
7R 5
o

wAE £ shh &%,
FOAA] Sete ol BCROME 1 wAIE
BotiA dY 58 FASA HEYNI +52 85ty dAf E-Comm9l1l0fA
BCHOIA 7MY 27t 2 tE #E, A5 AulA BYRAEA AAES 29
soltt. A HWE=z HIEHp ofHEzEo RE FEAMe  FgH(BC

Emergency Health Service), 22]1 177 A¥7|#HE E-Comm©e] 24 Y ESY
a2 Ahgstol A2 wAlsha ok,
ot A&+ E-Commo| A&ste &
W, PE71e BAF ol
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3. 911 Aln”S £

E-Comm9112 /4 BC%# 1X} PSAP © 24 BCH 911 AsHe] 99% = Az o
geith Andele] A& SUT BAUPS 2L MUY 24 PSAPS A

Ol oln Ao ofE AdAE Haw slor 22d & P Aol o A
H| A 2XF PSAPO & A& o]Fst=Y|, 2&XF PSAPQ] Dispatcher’t Asts wh=
718 sholst & AL 2= Zjo] YRlo|c}.

20199 3¢¥ HiZW/d " Eg]opAlof] 7HASH E-Comm911 R|Al= HHZHH FAF
S50 ST 241 PSAPC.2 O] o1& 51w 9lr}. ol ulzajo} x]ol7] £A}A]
TAE A 2Rt PSAP2 MER AR 0] Q= ol FE|oIH

| = F o H
9-1-1 Emergency Call (S =HOPM() £FMEY 22 PSAPE 2=
N s Of QU= ME|A|(f) AdrA PSAP01I*1 23
7 ofl, HHH QA AYR|A|() £¥M=
Dispatcher 30| ZEst= 2z PSAPEZ
Primary Public Safety Answer Point (PSAP) o 01;|-i|:-” HH%H—l XM |__|.| 187|.| 7| izl-il I:.}-i."
E-Comm 9-1-1 | 2842 22 pow iz w4 30
’ ‘Do you need police, fire or ambulance?" 9‘1 I__I')
e _l‘ "For which city?"

v ’ .

Police Fire Ambulance

Secondary Police Secondary Fire Secondary Ambulance
Call Taker Call Taker Call Taker

iV

dam %
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MAKING THE CALL ;
NSRBI U N UEN Y

You have an emergency

- Someone’s health, safety or property is in
fropardy or a crieme is in progress.

If yes, dial 2-1-1.

! If no. call your loca

M N-EMERSEMN CY line

Dial 9-1-1

A B-Cowmirm 2-1-1 cal l-taker will 2ok

"8-1-1, do you need police, fre o
orambulance?

“F Fratcity?! -
e wlal city .
-
-
The call will be -
transferrad to the .-
Emengency agency -
-

The caller requests
The E=Comm 3-1-1
call-taker will remain
on the line with the
caller untll the agency

AVE TR

The caller will be

asked o series of

B )
<ti -
questions such as - ‘ @ ..
- -
“Where are you?” . o o e

“What's happening?” Help is on the way

“Are you safe?”
We'hile the call-taker is asking questions, they are

relaying vital information electronically to the

dispatchers and emergency parsonnel on their
wweay to help. A few helpful tins:

Listen carefully, speak Stay on the line until

cleatly ey bt remain calim wou'ie ashed to hang ugs

< E-Comm 911 & 9114111 SEE HEMN >
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E-Comm® AlndLtid(Call Taker)& 42 252 42 =9 13] 12A]17F 2523
B2 4 2mcf(FRoforuulul)2 2L, FUTL ARlo] QATARE ©
$ 7A(Alpha). ORIZ A0 05 TARE oA 7x|(Delta). Aol Tt 2
A OAIRE 2% 9A|(Bravo), @& 3A|RE 274 3A|(Chalie) wHiHE= +FO
7Fsstsic

ol

4. 911 NP2 xa]ds

E-Comm911e 2022\ 3Fs§E0F 2,109,440719] 911 AluAsts Haxla] st
. 1 % 619,156 JA &5 119476719 st &5 disiA = 2kt
A=

20228 E-Comm & BA && 97 g4l 85%E 102 Yo 33353

QA 7154110 88%E 15% olu 2|25y

200,000
175,000
150.000
125.000
100.000

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nowv Dec

r0||
olor
v

< 20224 ¥¥ E-Comm 911 713 M3t H4e

63% Police
7% Fire B B
20% 80%
30% Ambulance )
Landlines Cellphones
<EE 9FE AL 2E > <CAD gA BE >

ball

=

Jl 2,109,440719] 911 Alyl & 63%S AbX|st= 619,156710] AZ &= Q
R, 7% 119,476710] Sk A 1JT. 30% S AHX|5t= ++9 &5 274
72+ A9 LZE50) 2&F PSAPOo 2 ZA] o] Aa] =it

7t ol 57etE o] &sliA 911 Alast o] AA|Q] 80%E AX|sto] 2] 7

11941 1.2} 8|5t Hle5 H3

¢hH E-Comm9119] AMu|A & =3H(Service Level Target)= Al

5% o g 5% olull SEel: Ao Hn ot

> oX

A

-

rﬁrzhlrzrzi
ST

ﬂ
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+= A 1€ 2¢ 3g 44 5% 6d 74 8 9¢ 10¢ Mg 129
1,211,476 | 191,851 | 165050 | 188390 | 191,919 | 240759 | 233507
2023 232
98% 9% 9% 9% 98% 97% 98%
2109440 | 166436 | 144811 | 162982 | 160629 | 172746 | 177,707 | 203162 | 196912 | 182651 | 186,160 | 168417 | 186827
2022
98% 4% 97% 96% 98% 98% 98% 98% 9% 99% 98% 97% 98%
2082994 | 141,869 | 131,910 | 152594 | 161,891 | 173,674 | 197,114 | 210136 | 200277 | 181,524 | 182246 | 172810 | 176,949
2021
92% 9% 9% 9% 98% 98% 8% 96% 0% 87% 81% 83% N%
1838876 | 155325 | 144,177 | 152570 | 125039 | 148770 | 151,924 | 174823 | 177580 | 160299 | 157,970 | 143109 | 147,290
2020
98% 98% 9% 98% 9% 99% 9% 97% 97% 98% 98% 9% 99%
1,841,555 | 128413 | 124,464 | 144,604 | 139990 | 160801 | 165575 | 173567 | 178885 | 162125 | 158451 | 148930 | 155,750
2019
97% 98% 9% 97% 97% 95% 96% 97% 96% 96% 97% 97% 97%
< 22 54 E-Comm 911 713411 949 A4 A2) 2 Aula 25(SL) 8% >
P o X
5. A5l Hadid A&
dersoz E-Commo EE AEF2 JAl A& o= GAO|EA 22ffloz
XY & 5 Itk of7]A= 91141 H4hYU(Call Taker) A& BRu AFs]A]
e A
7t Ag A}
E-Comm gmo]A]of T2t 22Ql AFME A&t AldAte o2t 22 A&
RS AXA EH-
1| ARIAAL 2 28101 MM A AR YO 3 QI HHZAL MK
2 | HCQ By 0j2] HHEE R0 A4 oL P4 HYSIO] M
3 | 2ogas 2210l HAE BAES PSSO EO|W 45 5 P29
TR AES 0F EU 20
2 |olatey o ARSI, QABA 7|5, LS JE U SHHZ
—e ew 5% 58 SR U AN By
5 | 2an srol @ ey gae | ABATE MBS s ol ZHAE HoIStL Y
B AE 41X
6 | HA7IS 23| 5 HOH Ol | HHTH FUZ BOISILE YT HY AN
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6. =5 g

E-CommE PSAPO 2 0|85t 7|X A|YAIR|TA|2E RCMP, BC EHS7} 3JAf
x52 SAE0] A BSE FER F4g ugsty 9ok

E-Commo] 4o SAMAAH FEro] mel ASF FAo
E-Comme] SAHA|AES x}g U} opx

=] =

o Aol w3y

el

st

B 4
97 B53
2t
R

E-Comm Shareholders

p , 4 r @"é , / sé"'é y
o Y e
- & ! >/ A ak /G‘, > &
2 F S S S e
Abbotsford o | New Westminster Police Board .
Abbotsford Police Board | | |e Nomtidancosies Chyi = e
BC Emergency Health Services . Morth Vancotver Disrict = =
TR | | = == Pitt Meadows LI ®
Burnaby | I Port Coquitlam .| .
Coquitlam | o | . FortMoody = :
Delta | e | . Richmond A/ .
; | = South Coast British Columbia
Dt POII'_:E Baard | l Transportation Authority .
Langley City . S Siirrey il =
LapgleyTovinship e e Transit Police Board .
Lions Bay L v % %
| | ancouver
b | [ ] a| e
MapleFidge | I Vancouver Police Board .
Metro Vancc?uver . . . T S— il .
New Westminster [ |*] ) White Rock SilieE
Class A ClassB Class A Class B

o
A|d9] 1X} PSAPofjA4] Call Taker=©o| A% S¢sty =
PSAPO 2 X1 & o|Fsta 2&} PSAPQ] Dispatcher=o]

SAIZ1AL RG-S S8ttt
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Alsstior & AMAS Ao & Zlolt.

Heo dgdatide AuAe 22 FE5she At=A g AEE 3 SA
eS8ttt 22y A SAAPL ofdH i AlARl JES HIHe=
A& geeh YAREA S shofob sk ool Ut mbA ohefeh A=l A9
At 5ol 7Heeh Aw7t7F Hojof ot 2y oA Ale7tAl
A H BAIG T TR As AMASol floh v SojdoA = ofn] g
Al TRAV|HSA ForE A2 A st =95k A

AAl dgdse 2 A #d A8 AHEe Rostal e 712 APCO
IAED, NAED 5o] glct.

ARl Ao dAR ] 479 =A 252 APshL 28] tied] ws Z=
18S JiE-e9gsta Sil% IAEDOJA AAlsH= 252 39 @/dIA0|, ns
ol Ex= olF HHarda A4 F5o] Beaddoldt. Huadds ApAo] glow
EMD Q15A7F B EA] =t 3F Ald2 0= B7IAge= 80% ol =

d Al gAHN =84 Al Askdez ASAE Zhestt. E farite Al
A

ANERH 29 29 sidE xS @7tk = 29Xt o|H, o]|S “BAlstojof iy
NFEAY(Emergency Telecommunication; ETC) AL 2| A 40A]7F 1S5-0]
AR50, OU) SEEAME, SFEANT 7|2, tfol A AE, WER A

§ AL 29 5o 9T £2NEE g0 U 950 H AH73A)

2
L

> re
>
)
ol
B 2o 1A

CDEZ
o2 Sa9t. FH4 40A1FY ETC ﬂ}@% 0}04 ETC J’é = %y 474
AS  EyetH  7IZFEAl ZFAHEmergency  Telecommunication
Instructor ; ETC-I) At4L FES 4 9o}, 28] ED-Q (Emergency
Dispatch - Quality Improvement Certification) Y142 EMD, EFD, EPD Q1%
7S o2 sto] o5 Abgjupgolt. 87|7he 37 24x1%k0ln] A
AR % B2EEL ol8T U DRAFZ WAL Aok V1 gaela 94

9 SAINE AlARD 2], SFYRAEY 9, sFYadHo TS HEA
A, ST EFAILR} &Y @ Afo]=l AFR A, T 7‘4?_] SHE7R A e 59
Ao=  FNGst= W] (Executive) A1 EAIME el AHCommunication

Center Managers ; CCM) ¥t = kst 1SX| =7 &85 11 QT
IAEDOA QIS5 AMAud2 AE2od ot o33 2o
(Communication), 9] &(Medical), 3t*f(Fire), 3=H Police) £9] Hofz L
o ZFEL Q.

Mz ofm
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B )
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712 MoYaOi Y AEF L P2 52 1S

EFD o B1af, 2R SHOF ASBAHY EX T2EIS AL5L0 BtsHH0| D
(Emergency Fire Dispatcher) A5 Est %2 A 1S

23 2% YO ? 3 8 %

EMD . 3Y WY ZRIWOR FIES MBBAH WY £EES WY 7
(Emergency Medical Dispatcher) a3z 2T = [ coo =

712 9|2 HA| O 5412 A= 5 g FEHEYY =g Y

EPD o 73 Aemd BE ZEEZS B85i0] ¥ U 2HoMol A st
(Emergency Police Dispatcher) 5 £33 isbo Ol=| L hzd

712 7A=Y oA O =2 52t A7 AshZ 5| U
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CAD (Computer Aided Dispatch) A|AEIS AF851aL =0, 7143 Al1XsH A
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https://apco.ca/

B Conference Program

NG 9-1-1 is Here What is Next? / CRTC & ESWG Update

The groundhog day effect & alternative response programs

Indoor and 3D Visualization for NG911

Enhancing Public Safety with 5G

Head to Heart-How to unlock Bias and show up inclusively

Public Safety Threat Intelligence in Canada

Allevaiating Mental Hurt to Minimize mental health : Peer mental-preneuring
911 centers

Taming 911 Turnover - Stategies for Success

Apple Features for Public Safety

Can you hear me now? Why Body Worn Radios.
Don’t work in Buildings and What we can do about it

KENWOOD Viking VP8000 & Hazardous Environment Overview

What is MCPTT?

Trackuracy : Indoor/Outdoor Positioning & Tracking

OnStar Emergency Services : In the vehicle and Beyond Speaker

The Higher Cost of Incivility

A Seat at The Table : Women in 9-1-1
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B Tradeshow

Exhibitors Tradeshow Floorplan

MacDonald Ballroom & Foyer

Booth Organization Booth Organization

Centre JVC Kenwood Centre L3Harris JVCKENWOOD
Panasonic Canada Inc. 28 Radius Security C 0

Sinclair Technologies 29 Zetron

Exacom 30 Cradlepoint
Omnitronics 3 Versaterm Public Safety )
Network Innovations 32 Mcmtechnology ‘ 100D SERVICE
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EPOS Canada 36 ICO Solutions £o00,
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Charles Richer & Associates 41/42  Motorola ‘
COMsolve 43 Gap Wireless Inc : = e, == A]
Testforce Systems Inc. 44  Concept Seating ENTRANCE
PowerTrunk Inc, 45 Intrado 0 1] 0 ]
Hexagon Safety & Infrastructure 48 Xentrax Inc

Priority Dispatch Languages in Motion Ltd

Evans Consoles
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