Media Coverage – lots of interviews and media outreach, I expect this will continue until things settle down. A few of
the reporters I was speaking to today, mentioned they had ‘sources’ at E-Comm telling them how awful it’s been and
that people have been dying on the line while waiting to be transferred to ambulance.
E-Comm Mentions:
Over 65 sudden deaths in Vancouver since B.C. heat wave began on June 25
Georgia Straight, June 29
The B.C. heat wave is placing first responders and emergency personnel under great strain… Meanwhile, B.C.’s
E-Comm 911 service announced earlier today that 911 calls broke records this past weekend and that there are
delays due to high demand.
B.C. heat wave: Okanagan midwife urges pregnant ‘more vulnerable’ women to take precautions
Global News, June 29
An Okanagan midwife is encouraging pregnant women to take extra precautions to protect themselves amid
B.C.’s extreme heat wave… E-Comm 911 operators say they’ve never seen this level of call volumes before, and
the organization put out a video saying they had more than 8,000 calls on June 26 and more than 7,300 calls on
June 27. That is more than 55 per cent above historical June numbers.
‘We’ve never seen anything like it’: Vancouver police respond to dozens of heat-related deaths
Global News, June 29
Vancouver police officers are asking everyone to only call 911 during emergencies as they are dealing with
dozens of heat-related deaths in the city… On Saturday, B.C. set a new record for the most number of
ambulance dispatches ever at 1,850. More than 7,700 calls were answered on the 911 lines Monday, with
approximately 30 per cent of those being requests for the ambulance service, E-Comm confirmed.
Vancouver Island 911 calls jump nearly 60% during hottest days
Victoria News, June 29
Between June 26 and 28, Island 911 dispatchers responded to a total of 1,915 calls, roughly 60 per cent higher
than the average. Last Saturday saw 608 calls answered and Sunday 574, with Monday the busiest as 733 calls
were responded to.
Rise in heat-related deaths and calls in B.C. strains emergency services
Global News, June 29

2

Due to the heat wave in Metro Vancouver, Saturday's 9/11 report center was very busy. E-Comm 9-1-1 Report
Center spokesperson Jasmine Bradley said Saturday night is one of the busiest days she knows.
Sunshine Coast all-time high temperature record broken … again
Coast Reporter, June 29
On Monday, the union representing E-Comm Emergency Communications for BC workers said in a release that
9-1-1 operators received nearly 8,000 calls on Saturday and 7,300 calls Sunday, more than 55 per cent above the
daily average.

Jasmine Bradley (she/her/hers), Director of Corporate Communications
P: 604-215-5023 / C: 604-603-7245
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•

We need to confirm if the Temporary Auxiliary Pool agreement was signed last July or if this is something we’d
need to explore further with the Union. Currently, I see a draft but not a final copy—will keep you posted on what
I hear back from Kulwinder!

Please advise on your thoughts for moving forward.
Thanks,
Carly

Carly Taylor, Human Resources Manager
P: 604-215-4786 / C: 604-404-3888
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executives met with BCEHS’ leadership team to gain a better understanding of the issues and to express our
collective concerns over the impact this was having on all emergency service agencies. During that meeting,
BCEHS outlined the steps it had taken to better handle unexpected spikes in call volumes going forward. We
agreed to work together to develop a new policy for mass calls-holding to ensure critical ambulance requests
are handled by BCEHS in an expedited manner.
This past weekend, BCEHS again faced extraordinarily high call volumes. This can likely be attributed to the
(dangerously) high temperatures over a weekend as pandemic restrictions were being eased. Once again, long
waits faced by E-Comm call takers to connect calls to BCEHS created a significant drain on available 9-1-1 calltaking resources. These extended call-transfer delays resulted in long wait times for callers to 9-1-1 for police
and fire, as well as to the ambulance service. Yesterday, E-Comm and BCEHS representatives met again to
discuss what refinements to existing strategies, or entirely new approaches, might be used to mitigate the
impact of the BCEHS call load on call-taking for other emergency services. That conversation continued this
morning, at the executive levels, as the demand for BCEHS services remains very high. So, E-Comm is doing
what it can to assist, however, the fundamental problem requires remediation by BCEHS.
The picture is a complicated one, and, even if helpful over a short duration or for special events, simply adding
more call takers to E-Comm’s emergency communications centres is neither a practical nor sustainable answer
as it does not address the root cause of the issue. BCEHS is fully engaged in assessing more effective and
lasting solutions, and our Communications team has been actively reaching out to media outlets asking for the
public’s support in certain ways.
I will provide further and more detailed updates in the near future, but invite you to contact me before then
should you have questions.
In the interim, please know that E-Comm employees are working incredibly hard with commendable
dedication, in very challenging circumstances, to do their part to maintain optimal service in the name of
public safety.
Thank you,
Stephen

Stephen Thatcher, Vice President, Operations
P: 604-215-5008 / C: 604-505-7740
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In summary we have two issues:
1. Insufficient funding from police agencies for ER/NER call handling results in precipitous drop in SL when we do
not have the flexibility to handle the call peaks in 911 (testament to the fact that 911 staff subsidize our ER/NER
call handling – sensitive ground which we need to tread VERY carefully on).
2. BCAS is compromising public safety overall by negatively impacting 911 call answer ability due to delays with
BCAS call answer.
There is other analysis that has been done but I believe these two graphs are most impactful in terms of telling the story
we are wanting to land.
Let me know if you want to discuss further.
Thanks,
Suzanne

Suzanne Halliday, CPA, CGA
Executive Director, Data, Analytics and Decision Support
Mobile 236-330-0761

ecomm911.ca @EComm911_info
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From: Stephanie Watts <Stephanie.Watts@ecomm911.ca>
Sent: Saturday, June 26, 2021 5:49 PM
To: *OPS ECC Supervisors - LMD <OPSECCSupervisors-LMD@ecomm911.ca>; *OPS ECC Leadership – LMD
<OPSECCLeadership-LMD@ecomm911.ca>; *OPS ECC Supervisors - VI <OPSECCSupervisors-VI@ecomm911.ca>;
*Corporate Communications <CorporateCommunications@ecomm911.ca>
Subject: Incident Command update
Updates since 1700 hrs:
1715 – incident command initiated as per George. Email sent to leadership, supervisors and corp com.
Summary of today’s events from Jason:
Quick summary of today’s events as of 1630hrs. Service Levels will likely continue to decline as we near the end of the
shift.
EHS wait times, with the new TOP, were and are still exceeding 20 minutes. Average wait times for EHS is 10 mins. As a
result we have stripped NE, requested for breaks to be paid out, mentoring pairs split, Reports are taking Q calls and
Intraday has removed the Q skillset from some PCT’s to keep them available for ER calls.
1729 – no Q calls holding. We are able to dole out some non emerge calls one at a time. Current ehs wait times of 10
mins.
1737 – Q service level 71.24 % currently no Q or emerge calls holdoing
1748 – Things seem to have stabilized for now. We are able to send out a few non emerge calls. No Q or emerge calls
currently holding.
1748 – Passing over to Shriya for night shift.
Stephanie Watts, ECC Supervisor - Dispatch, LMD
P: 604-215-4931

CONFIDENTIALITY NOTICE: This email and any attachments are only for the use of the intended recipient and must not be distributed, disclosed, used or copied by or to
anyone else. This transmission may contain confidential or privileged information, and the sender does not waive any related rights, protection or obligations in connection
with such materials. The unauthorized use or disclosure of this material may be unlawful and result in legal action or other sanctions. If you have received this email in error
please immediately contact the sender by return email and delete all copies of this email and any attachments.

3

Stephen

CUPE Local 8911 – the union issued a news release today about 9-1-1 staffed being stretched to the limit.
Mostly the same messaging as what we’ve been putting out, plus Donny posted a video message. It’s been
getting some pickup from media outlets: https://www.ecpbc.ca/elementor-4013/

Pressure on provincial government – lots of questions aimed at the Province about why the emergency
services system is broken and what they’re going to do about it. Here’s one example of what we’re seeing, a
social media post from Vancouver Councilor Sarah Kirby-Yung.

E-Comm Mentions:
Over 65 sudden deaths in Vancouver since B.C. heat wave began on June 25
Georgia Straight, June 29
2

police and fire, as well as the ambulance service. Yesterday, E-Comm representatives met with BCEHS to
gain a better understanding of the issues and to express our concerns over the impact this was having on all
emergency service agencies discuss what refinements to existing strategies, or entirely new approaches, might
be used to mitigate the impact of the BCEHS call load on call-taking for other emergency services. That
conversation continued this morning, at the executive levels, as the demand for BCEHS services remains very
high. We are doing what we can to assist, however, the fundamental problem requires remediation by
BCEHS.

The picture is a complicated one, and, even if helpful over a short duration or for special events, simply
adding more call takers to E-Comm’s emergency communications centres is neither a practical nor
sustainable answer. BCEHS is fully engaged in assessing more effective and lasting solutions, and our
Communications team has been actively reaching out to media outlets asking for the public’s support in
certain ways.

I will provide further and more detailed updates in the near future, but invite you to contact me before then
should you have questions.

In the interim, please know that E-Comm employees are working incredibly hard with commendable
dedication, in very challenging circumstances, to do their part to maintain optimal service in the name of
public safety.

Thank you,

Stephen

Stephen Thatcher, Vice President, Operations
P: 604-215-5008 / C: 604-505-7740
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Executive Director, Data, Analytics and Decision Support
Mobile 236-330-0761

ecomm911.ca @EComm911 info
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Stephen – please confirm it makes sense for this to come out from you. (I think it would be “weird” coming from me
given my title)
Tracy – anything I missed?
Thanks,
Suzanne
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To all ECC staff:
I think it’s important to start this communication by acknowledging the significant and serious
challenges our team – and the broader emergency services community – has faced over the past week,
as our province coped with an extreme heatwave at the same time COVID restrictions began to ease.
Delays in being able to downstream 9-1-1 calls to BCEHS hit all-time highs, we saw extended and
sustained wait times on 9-1-1 that we have never seen before, our police and fire partners were
inundated with requests for help that directly impacted our call-taking and dispatch services, and we
saw days of record-breaking call volumes flow through our ECCs. We know the incredible burden and
stress this placed on our frontline staff, and I want to recognize your extraordinary response to very
challenging circumstances.
As we head into another sunny weekend and B.C. officially moves to Step 3 of its restart plan, we are
anticipating further pressure on call volumes and continued call-transfer delays to BCEHS. We are also
facing a critical staffing shortage for July 1 through to July 4. The Workforce team is trying to do all they
can to fill vacancies and have been making several callouts, but so far they haven’t had much success in
staffing up to the levels that we will need.
Following are the needs we have for the next several days:

Skill set needed
Q - Alpha
PCT - Delta (min req noted below)*
Dispatcher - any skill - Alpha
Dispatcher - any skill - Delta
Dispatcher - RCMP - Delta
Reports 1900 - 0700
Fire 2300 - 0700

1-Jul
x
x
x

2-Jul
x
x

3-Jul
x

4-Jul
x
x

x

x

x
x
x

x

* Min requirements for PCT
July 1st: 2100 - 0200
July 2nd: 1800 - 0200
July 3rd: 0800 - 1530 and 2100 - 0200
July 4th: 0700 - 1900 and 2100 - 0200
Our priority at E-Comm is helping those who need us the most. And right now, your colleagues who are
scheduled to work July 1-4 also need your help. If you are able to take any shifts where we have
vacancies, this will relieve workload pressures for everyone.
The steps that we need to work through, in the order we will need to work through them, are as follows:
1. We are asking for your help to sign up for any shifts that you can – even partial shifts will help.
2. Auxiliary staff are being called to ask them to sign up for their minimum required hours.
3. Auxiliary staff that are not meeting minimum hours and do not sign up voluntarily will be
mandated to work in the area of highest need up to their minimum hour requirements.

4. Staff will be asked to voluntarily defer any vacations that are booked over the dates in question.
5. As an absolute last resort - vacations may be canceled or mandatory overtime provisions
enacted.
If you are able to pick up any shifts, please reach out to the Workforce team as soon as possible.
Thank you for your ongoing commitment to public safety, and please be assured we are working hard
with our partners to find sustainable solutions that don’t continually rely on overtime to maintain our
business.
Stephen

