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Executive
Summary

Aurelian recently analyzed hundreds of
thousands of non-emergency calls from PSAPs
across the country to better understand the
types of calls, and levels of complexity, that
make up the majority of a call taker’s workload.

The data reveals a clear operational reality: Hundreds ()f Thousands

NON-EMERGENCY demand now represents

the majority of the average PSAP’s workload. of non-emergency calls analyzed
across PSAPs nationwide

The consequences?

Decreased job satisfaction
@ Longer 911 answer times
@ Lower answer rate compliance

& Less focus on radio and critical incidents

The data also
noints to a solution ~ 10%*

non-emergency calls

were able to be fully automated
without dispatcher intervention
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THE REALITY Behind
Non-Emergency

Demand
n 2026 70%

of non-emergency calls
can be resolved without
dispatcher transfer

6 40/ Most non-emergency calls
0 do not require live call-taker

Involvement

of PSAP call volume is
non-emergency

Telecommunicators spend the
mayjority of their time on non-

emergencies
9
10%
of non-emergency calls
require emergency
escalation
1 6 0/0 Emergencies don’t always start as

emergency calls and escalation

of non-emergency calls must happen without delay

come from other agencies
and first responders

Routine coordination and information
requests from partner agencies
consume valuable call-taker capacity
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The Scale of
Non-Emergency Demand

Non-emergency calls are often misunderstood as low priority.

They represent a continuous, high-volume, stream of demand
that competes directly with emergency response for limited

telecommunicator capacity.

1

9% 65%
15% 15%

911

EMERGENCY CALLS NON-EMERGENCY CALLS
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The Most Common
Non-Emergency Call Types

Most non-emergency calls to PSAPs fall into just a few categories.

Administrative / Agency Requests

call follow-ups, records requests,
report status

24%

Welfare Checks

check on a person, well-being checks

13%

Noise Complaints & Disturbances
neighbour disputes, parties

11%

Suspicious Activity /
Persons / Vehicle
loitering, abandoned vehicles

10%

Traffic & Roadway Issues
traffic complaints, parking violations

10%

Non-Emergency Crime Reports
theft / burglaries not in progress

Animal-Related Calls

loose, injured, or lost animals

Alarm-Related Events o
burglar, fire, medical alarms 6/0

Civil / Public Assist o
found property, civil standby 5 /o

Mental Health / Behavioral
(Non-Emergency) 30/0

behavior concerns, mental health checks

Most non-emergency calls are administrative and quality-of-life related




RETHINKING DISPATCHER INVOLVEMENT IN NON-EMERGENCY CALLS : 7 Aurelian

Reth I n kl ng Across hundreds of thousands of calls

analyzed, the majority follow clear,

D Is patc h e r repeatable patterns that can be handlead

without dispatcher involvement.

H
I nvo Ive m e nt I n Non-emergency calls grouped by the level
N E g of support they typically require:

Calls

AUTOMATED WITHOUT DISPATCHER INVOLVEMENT

Transactional calls with clear intent, predictable
handling, highly automatable

DISPATCHER SUPPORT PREFERRED

Contextual calls where outcomes depend on
policy, detalls, or situational judgment

10%
Emergency Escalation EMERGENCY ESCALATION REQUIRED
Required Emergencies calls that are time-critical and
20 0/0 » must be immediately human-led
Dispatcher Support
Preferred

*y
s
...

10%

AUTOMATED
Without Dispatcher
Involvement

Only 3 of 10 Gispatchor mohement.
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Do You Know What's Filling Your
PSAPs Non-Emergency Line?

Get a free admin call health assessment that breaks down your non-
emergency call volume. Aurelian helps PSAPs understand:

—  Which call types show up most often
—  Which ones consume the most time

—  Which can be automated to take pressure off of their dispatcher

Your Non-Emergency Calls, Mapped Most Common Non-Emergency Call Types

Out Which Can Be Automated
case Follow Up [
Agency Report |
Officer Message Trespassing _

1000 IR ﬂ o accient [
700 443 Traffic Accident
TOTAL CALLS Solvable Base
welfare check [
Alarm - Medical / Fire [
Vehicle Impound/ Reposession _
Suspicious Person Tresspassing _
N 257 o1 vity [
- Suspicious Activity
equ.1res.
Missing Persons _
ST Medical Assistance _
. 225 . Alarm - Service Report _
E : Transferred :
" to Dispatcher = Person Causing Disturbance _
Noice Complaint [N
s pravs. [
—> " Emergency .
Detected

How It Works

Get your free non-emergency

o o o o

Scan the QR code or Submit We process your We permanently
call health assessment visit aurelian.com/ 1,000-5,000 calls and sends you delete your call
assesment sample calls assessment data

€ Visit Aurelian.com/assesment to learn more
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