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Resolution Hearing

25-0044R
Informational Hearing — Status of Computer-Aided Dispatch System

Sponsor: Council President Zeke Cohen

For the purpose of inviting officials from Baltimore City Information and Technology, the Fire
Department, and the Baltimore Police Department to discuss protocols for maintaining the Computer-
Aided Dispatch (CAD) system, outages of the CAD system and how they are communicated and
restored, and a timeline and budget for the replacement of the CAD system.

REPORTING AGENCIES

e Baltimore City Fire Department e Baltimore Police Department
e Baltimore City Information Technology

BACKGROUND

Baltimore City’s computer-aided dispatch system (CAD) has come under scrutiny over the past year
due to repeated failures.

During an August 27, 2025, City Council hearing, the CAD system was noted as being “many years
old.” During that same hearing, witnesses remarked that the system had failed about 25 times from
January to August 2025.

Subsequently, Council President Cohen introduced this resolution to examine causes for CAD system
failures; discuss CAD maintenance protocols; and, consider factors necessary to replace the CAD
system.

During a January meeting of the City’s Planning Commission, a representative from Baltimore City
Information Technology (BCIT) indicated it would take approximately 18 months to replace the CAD
system.

FISCAL NOTE

As a resolution requesting an informational hearing, the legislation carries no fiscal impact.


https://www.youtube.com/watch?v=NBb58f4_uK4
https://www.youtube.com/watch?v=eJ6LbCkvcJ8&list=PL3RBuSe9_vcyWBZ4NYryjjx1NN4JsweVe&index=3

During the January Planning Commission meeting, BCIT officials estimated the total cost of upgrading
the CAD system to be $15 million. Recently, however, the City has obtained significant funding
through federal and state sources to upgrade the CAD system. Likewise, the City’s preliminary FY27
budget includes $12.4 million to upgrade the system.

Analysis by: Ethan Navarre Direct Inquiries to: Ethan.Navarre@baltimorecity.gov
Analysis Date: 4/28/2026
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https://www.youtube.com/watch?v=eJ6LbCkvcJ8&list=PL3RBuSe9_vcyWBZ4NYryjjx1NN4JsweVe&index=3
https://www.vanhollen.senate.gov/news/press-releases/van-hollen-alsobrooks-announce-over-50-million-for-maryland-public-safety-bay-preservation-and-research-projects-in-key-government-funding-bill
https://www.baltimorecity.gov/mayor/news-media/press-releases/2026-04-15-mayor-brandon-m-scott-celebrates-legislative-wins-from-2026-general-assembly-session
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CITY OF BALTIMORE
COUNCIL BILL 25-0044R
(Resolution)

Introduced by: President Cohen

Cosponsored by: Councilmembers Middleton, Bullock, Blanchard, Schleifer, Porter, and Glover
Introduced and read first time: December 15, 2025

Assigned to: Committee on Legislative Investigations

REFERRED TO THE FOLLOWING AGENCIES: Baltimore City Information Technology, Fire
Department, Police Department

A RESOLUTION ENTITLED
A COUNCIL RESOLUTION concerning
Informational Hearing — Status of Computer-Aided Dispatch System

FOR the purpose of inviting officials from Baltimore City Information and Technology, the Fire
Department, and the Baltimore Police Department to discuss protocols for maintaining the
Computer-Aided Dispatch (CAD) system, outages of the CAD system and how they are
communicated and restored, and a timeline and budget for the replacement of the CAD
system.

Recitals

The CAD system is essential to Baltimore City’s emergency response, interfacing with 911 to
handle more than 2 million calls each year and dispatch first responders to incidents reported by
Baltimoreans.

The CAD system is approximately 2 decades old, and its anticipated replacement will cost
$9.5 million.

The City Council seeks to better understand the status of this aging system and ensure that
there is a plan in place to maintain and replace it in a timely manner that ensures continuity of
this essential service.

NOW, THEREFORE, BE IT RESOLVED BY THE CITY COUNCIL OF BALTIMORE, That the City
Council invites officials from Baltimore City Information and Technology, the Fire Department,
and the Baltimore Police Department to discuss protocols for maintaining the CAD system,
outages of the CAD system and how they are communicated and restored, and a timeline and
budget for the replacement of the CAD system.

AND BE IT FURTHER RESOLVED, That a copy of this Resolution be sent to the Director of
Baltimore City Information and Technology, the Chief of the Fire Department, the Commissioner
of the Baltimore Police Department, and the Mayor’s Legislative Liaison to the City Council.

EXPLANATION: CAPITALS indicate matter added to existing law.
[Brackets] indicate matter deleted from existing law.

dIr25-0546(3)~1st/16Dec25
ccres/IHPoliceCADSystem~1st Reader/ch:rf
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Computer Aided
Dispatch System
Overview & Status

25-0044R Informational Hearing — Status of
Computer Aided Dispatch System

Brandon M. Scott
Mayor



Agenda . Understanding CAD -

Where we are today

Modernization Pathway —
Where we want to go

Implementation Strategy -
How we will get there

Brandon M. Scott
Mayor

Note: Presentation
developed with aid of Al



OUR ROLES AND RESPONSIBILTIES

BCIT's role includes system planning,
configuration, operations, maintenance,
upgrades, and documentation of CAD
infrastructure.

Responsibilities

- Program Manhagement
- Real-time Monitoring

- Contract Management

- Preventive Maintenance
- Incident Management

- Change Implementation

Brandon M. Scott
Mayor
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UNDERSTANDING CAD

Computer-Aided Dispatch (CAD) is a
complex system combining hardware and
a suite of software packages used to
receive and initiate, prioritize, dispatch, and
mManage responses to both emergency and
non-emergency incidents.

Our CAD handles 2.1 million calls on an
annual basis

Key Functions:

Incident Intake & Prioritization
Dispatch Coordination

Unit Tracking

Interagency Integration

Brandon M. Scott
Mayor




911 CALL LIFECYCLE

First responders
receive the call
details in real time
and use that
information to
respond quickly
and appropriately.

|
Caller
has emergency
need
Collects key details
from the caller,
including what's
happening and
where, and enters
Responder Call Taker the information into
Fire - Police - EMS answers via the system.
| Vesta 911

Dispatch

routes via CAD

Identifies the right agency and
closest available unit then

sends the call based on the
type of service needed. Brandon M. Scott
Mayor
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VIEW OF CURRENT CAD

CAD CALL TAKER
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Brandon M. Scott
Mayor 6



CAD USER ECOSYSTEM

INTERNAL PUBLIC SAFETY
& SERVICE PARTNERS

CORE EMERGENCY
|311 Non-Emergency Services RESPONDERS

I Baltimore City Fire

,,,, Department

911 Emergency
Communications

-
P
-

Citiwatch N LD Baltimore Police
Department

Department. of Housing &
Community Development

S
SS
~

I Department of Public Works

1 ~

EXTERNAL PUBLIC SAFETY & SERiCE
| PARTNERS

Baltimore City Sheriff's| §f Baltimore City School University Public
Department Police* Safety Departments

*Pendin g Braﬂ(ll\(/)[l;}li\(/)ll: Scott ;



CAD INTERFACES, NOW & FUTURE

26 7+

CURRENT INTERFACES NEW INTERFACES

Active integrations in the existing system Planned additions for the modernized platform




MODERNIZATION PATHWAY

STAGE 1 STAGE 3
REQUIRED

INVESTMENTS

$600K

Current State Bridge Actions Modernized
FY26 Hardware
CAD System
. o
mm Aging CAD Platform Real-time system health ® Improved Reliability

$11.7M

20+ years old - core monitoring

software outdated ® Faster Response Time

FY27 System

Maintain uptime & failover Replacement ® Modern 911 Standards
readiness
.BR. Aging Hardware
:.: : ® Scalable & Future-Ready
e = Lastreplaced in 2020
Staff preparation for new

platform ® High Availability

Unlocks )
Stage 3 ® Enhanced Security

Brandon M. Scott
Mayor 9



Expanded 911
Diversion
proQA-driven call
routing delivers the right

response — not always a
sworn officer.

Scalable &
Future-Ready
Grows with Baltimore's

demands — designed for
evolving service needs.

Faster Emergency
Response

Intuitive Ul, automated
workflows, and decision-
support tools cut call-
processing time.

High Availability
& Redundancy

Minimizes downtime
with built-in failover to
keep critical services
running.

NextGen 911
Compliance

Meets modern NG9T1
standards and is built for
future technology
integration.

Enhanced Security
& Monitoring

Real-time threat
detection and system
oversight protect
Baltimore's 911
infrastructure.

Brandon M. Scott
Mayor 10



IMPLEMENTATION STRATEGIES FOR

SUCCESS

Baltimore-Specific
Requirements

Clearly defined
operational, technical,
and governance
requirements
grounded in how our
city actually responds
to emergencies.

Outcome-Focused
Vendor Evaluation

Multi-day, hands-on
demonstrations using
Baltimore-specific
scenarios designed by
our police, fire, EMS,
and 9-1-1 professionals.

Differentiation
Beyond Basic
Functionality

Prioritizing usability,
resiliency, cloud
maturity, integration
capabilities, mobile
support, and future
readiness—not

checkbox compliance.

Strong Governance

and Change
Management

Dedicated program
oversight,
organizational change
management, and
quality assurance to
ensure adoption and
value realization.

Rigorous
Reference
Validation

Deep reference checks
and proof-of-
performance reviews
with comparable large
cities.

Brandon M. Scott
Mayor 11



‘

PROJECTED IMPLEMENTATION

Phase | RFP Draft Completed FY25
W

Phase Il Secure Funding
v

Phase lll Procurement, Vendor Selection and Award
v

Phase IV Vendor Implementation

= Complete

Brandon M. Scott




Brandon M. Scott
Mayor

QUESTIONS?



FUNDING SECURED

e
an
=

=—=]  $11.7M total

Brandon M. Scott
Mayor 14




MITIGATION STRATEGIES

Daily System
Monitoring

Agency-
wide

Automated
System
Alerts

Training

Current State

« CAD software
code nearly 20 Agency -

Mitigation wide
years old Redundancy Strategies Tabletop
Exercises

« Hardware last
replaced in 2020

Conducted

1st Active
Performance

AcI:ternate Threshold
omms Protocols
Center

Activation
SOP

Revision

Brandon M. Scott
Mayor 15




FUNDING ACTIONS

State earmark request submitted.
Two capital budget requests:

Federal earmark request « $600K in FY27 to replace the
was unfunded. CAD hardware
« $9.5M in FY28 to replace the CAD
system

Secured $250K in capital funding to State and federal earmark
obtain vendor support in the requests were unfunded. Brandon M. Scott
development of both an RFl and RFP. Maym: 16




NEW SYSTEM HIGHLIGHTS

- Expanded 911 Diversion

Supports proQA/preprogrammed selection of call types that
- can deliver an alternative response.
oy e | T - Faster and More Accurate Emergency Response

.
B ume < A

Reduce call-processing and dispatch times through intuitive
user interfaces, automated workflows, improved location
accuracy, and decision-support tools.

- NextGen Compliance
Aligns with modern 911 standards and supports future
technology integration.

- Scalable and Future-Ready
Designed to grow with increasing demand and evolving
service needs.

- High Availability and Redundancy
Minimizes downtime and ensures continuity during
critical incidents.

- Enhanced Security and Monitoring
Strengthens system protection with real-time oversight

and threat detection. Brandon M. Scott
Mayor 19
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