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(UC0)

Office of Unified Communications
www.ouc.dc.gov
Telephone: 202-730-0524

The mission of the Office of Unified Communications (OUC) is to
provide accurate, professional, and expedited service to the citizens
and visitors of the District of Columbia. This service is performed by a
team that handles emergency and non-emergency calls that are
received when individuals dial 911 and 311 in Washington, DC. OUC
also provides centralized, District-wide coordination, and management
of public safety voice radio technology and other public safety
communication systems and resources to District government agencies
and several local, state, and federal partners.

Summary of Services
Emergency Calls
The Office of Unified Communications (OUC) handles 911 calls from people in Washington, DC requesting
police, fire, and emergency medical services, with a goal to answer every call within ten seconds.

City Services & General Inquiries
OUC provides a one-stop customer service experience for residents and visitors of Washington, DC via the
311 system. 311 is available 24 hours a day, 365 days a year to inquire about city services or to request
scheduled services such as trash removal, pothole repair, bulk trash pick-ups, and recycling collection.

Citywide Radio Service
OUC provides centralized, District-wide coordination and management of public safety voice radio
technology and other public safety wireless communication systems and resources. OUC provides these
services to District agencies and other local, state, and federal entities within the National Capital Region.
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911/311 Records Management
OUC maintains records and utilizes highly specialized archival systems to research files related to all 911 and
311 communications. The purpose of this research is to provide audio files and other data to partnering local
and federal government agencies, as well as the general public.

The agency’s FY 2025 proposed budget is presented in the following tables:

Table UC0-2

369.1
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Table UC0-4



Office of Unified Communications FY 2025 Proposed Budget and Financial Plan -  Submission to the Council of the District of Columbia
C-126

Table UC0-4



FY 2025 Proposed Budget and Financial Plan -  Submission to the Council of the District of Columbia Office of Unified Communications
C-127

Division Description
The Office of Unified Communications operates through the following 4 divisions:

Emergency and Non-Emergency Technology Services – includes support for activities/programs in the
Office of the Chief Information Officer (CIO). This team provides centralized, District-wide coordination and
management of public safety and other city services' communications technology, including voice radio,
911/311 telephony, computer aided dispatch systems (CAD), citizen interaction relationship management
(CIRM) systems, mobile data computing systems (MDC) and other technologies, including wireless and data
communication systems and resources.

This division contains the following 3 activities:

• 911/311 Telephony Services Systems – maintains all voice, data, telecommunications and computer
aided dispatch systems located in two separate locations. The infrastructure consists of mission-critical
voice, video, and data equipment;

• Mobile Data Computing Services – staffed by technical personnel 24 hours per day, 365 days per year
that supports the agency through IT help desk support and application and asset management at two
locations and remote staff. Maintains and replaces equipment related to mobile data computing for
public safety first-responders to receive critical and developing information; and

• Radio Engineering – plans, coordinates, implements, and operates all facets of the District’s Public
Safety Radio Networks in order to ensure adequate support to the city’s first responders. This includes
maintaining, upgrading, and supporting all radio hardware, software and infrastructure for Fire and
Emergency Medical Services (FEMS), the Metropolitan Police Department (MPD) and secondary
agencies.

OUC Call Center Operations – this operation employs highly trained call takers, dispatchers, customer
service representatives, and transcriptionists. Call Takers utilize specialized telephony systems to answer calls
and follow specific protocols to probe callers and ensure the most appropriate responses to their needs.
Dispatchers use the Computer Aided Dispatch (CAD) system to support and assist in the coordination of
on-scene incident responses by first responder units and apparatus. Dispatchers are also responsible for
monitoring unit availability in the field and communicating with on-scene first responders to keep them
apprised of new information or changes and to coordinate support from additional units as necessary.
Customer Service Representatives (CSR) are the access point for residents and visitors requiring DC
government services and/or information. CSRs supports the dissemination of general information about the
government and process city service requests through its CRM platform. Transcriptionists serve as the
custodian of records and utilize highly specialized archival systems to research files related to all 911 and 311
communications and testify in court to authenticate 911 and 311 records and/or to explain event chronologies
in both criminal & civil proceedings, under direct examination by judiciary entities.

This division contains the following 3 activities:

• Transcription Services – provides audio transcriptions of conversations between field providers, call
takers, dispatchers, and callers requesting emergency and non-emergency service to members of MPD,
FEMS, and other public safety and governmental organizations;

• 311 Non-Emergency Operations – includes funding activities/programs in the Office of the 311 Chief
of Operations (311 OPS). This team serves as the access point for residents and visitors requiring
District government services and/or information. This division supports the submission of scheduled
service requests such as trash removal, pothole repair, bulk pick-ups, and recycling collection through a
number of platforms, including via telephone, web and mobile application. The 311 Division serves as a
one-stop conduit for convenient access to methods of requesting services from partner agencies and
following up on their status; and
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• 911 Emergency Operations – includes funding activities/programs in the Office of the 911 Chief of
Operations (911 OPS). The team receives all 911 calls as the sole Public Safety Answering Point
(PSAP) in the District. Highly trained call takers utilize specialized systems to answer calls and follow
specific protocols to probe callers and ensure the most appropriate responses to their needs. Dispatchers
are responsible for coordinating responses to incidents, for dissemination to MPD and FEMS. This team
also communicates with other District agencies, local, federal and intra-jurisdictional entities like
Federal Emergency Management Agency (FEMA), DC Water, Pepco, and surrounding counties. The
division also assists citizens with non-emergency police reports that are submitted by telephone and
online.

Agency Management – provides for administrative support and the required tools to achieve operational and
programmatic results. This division is standard for all agencies using performance-based budgeting.

Agency Financial Operations – provides comprehensive and efficient financial management services to, and
on behalf of, District agencies so that the financial integrity of the District of Columbia is maintained. This
division is standard for all agencies using performance-based budgeting.

Division Structure Change
The Office of Unified Communications has no division structure changes in the FY 2025 proposed budget.

Table UC0-5

Note: For more detailed information regarding the proposed funding for interagency projects funded within this agency, please see
Appendix J, FY 2025 Interagency Budgets, in the Executive Summary budget volume.
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Table UC0-6

Mayor’s Proposed Budget
Increase: OUC's Local funds budget proposal includes an increase of $260,153 across multiple divisions to
recognize savings from the removal of 5.0 Full-Time Equivalent (FTEs) vacant positions.

In Special Purpose Revenue (SPR) funds, OUC's proposed budget includes an increase of $1,590,570
across multiple divisions to support the agency’s technology needs. This increase is comprised of $683,377 in
Contractual Services and $907,193 for equipment purchases. Additionally, the SPR budget includes a
proposed increase of $438,079 and 2.8 Full-Time Equivalents (FTEs) across multiple divisions to align
personnel services and Fringe Benefits with projected costs.

In Federal Grant funds, OUC’s proposed budget includes an increase of $104,535 and 1.0 FTE in the
Agency Management Program division to align the budget with projected grant awards.

Decrease: OUC's Local funds budget proposal includes a decrease of $261,332 across multiple divisions to
adjust the agency's Contractual Services budget.

Enhance: In Local funds, OUC's budget proposal includes an increase of $1,029,066 and 12.0 FTEs to
expand Emergency (911) service operations and staffing in Operations Call Center division. This funding
will support 911 call takers (6) and dispatchers (6) to address inadequate coverage in all aspects of 911 call
taking. OUC must always maintain adequate qualified staff on duty to provide quality service to the public
and local emergency services.

Table UC0-7






