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INTERLOCAL AGREEMENTS
310
9.48
ORANGE COUNTY     3/8/05
312
9.48.1
SYSTEM SUMMARY
312
9.48.1.1
ORLANDO POLICE DEPARTMENT PRIMARY PSAP
312
9.48.1.2
WINTER PARK POLICE DEPARTMENT PRIMARY PSAP
312
9.48.1.3
APOPKA POLICE DEPARTMENT PRIMARY PSAP
313
9.48.1.4
WINTER GARDEN POLICE DEPARTMENT PRIMARY PSAP
313
9.48.1.5
UNIVERSITY OF CENTRAL FLORIDA
313
9.48.1.6
OCOEE POLICE DEPARTMENT PRIMARY PSAP
313
9.48.1.7
GREATER ORLANDO AVIATION AUTHORITY PRIMARY PSAP
313
9.48.1.8
ORANGE COUNTY SHERIFF’S DEPARTMENT PRIMARY PSAP
314
9.48.1.9
ORANGE CNTY FIRE AND RESCUE DIV. SECONDARY PSAP
314
9.48.1.10
ORLANDO FIRE DEPT. SECONDARY PSAP
314
The City of Orlando has a secondary PSAP located at the Orlando Operations Center direct dispatching all fire and rescue emergencies.  Calls for hospital transport are direct dispatched or delayed/transferred to Rural Metro Ambulance or West Orange Memorial Ambulance.
314
9.48.2
SYSTEM MANAGEMENT
314
9.48.3
INTERLOCAL AGREEMENTS
315
9.49
OSCEOLA COUNTY
323
9.49.1
SYSTEM SUMMARY
323
9.49.1.1
OSCEOLA COUNTY SHERIFF’S DEPARTMENT PRIMARY PSAP
323
9.49.1.2
ST. CLOUD POLICE DEPARTMENT PRIMARY PSAP
323
9.49.1.3
KISSIMMEE POLICE DEPARTMENT PRIMARY PSAP
323
9.49.2
SYSTEM MANAGEMENT
324
9.49.3
INTERLOCAL AGREEMENTS
324
9.50
PALM BEACH COUNTY    12/1/03
326
9.50.1
SYSTEM SUMMARY
326
9.50.1.1
ATLANTIS POLICE DEPARTMENT PRIMARY PSAP
326
9.50.1.2
BELLE GLADE POLICE DEPARTMENT PRIMARY PSAP
326
9.50.1.3
BOCA RATON POLICE DEPARTMENT PRIMARY PSAP
327
9.50.1.4
BOYNTON BEACH COMM. CENTER PRIMARY PSAP
327
9.50.1.5
DELRAY BEACH POLICE DEPARTMENT PRIMARY PSAP
327
9.50.1.6
GREENACRES PUBLIC SAFETY DEPARTMENT PRIMARY PSAP
327
9.50.1.7
JUNO BEACH POLICE DEPARTMENT PRIMARY PSAP
327
9.50.1.8
JUPITER POLICE DEPARTMENT PRIMARY PSAP
328
9.50.1.9
LAKE WORTH POLICE DEPARTMENT PRIMARY PSAP
328
9.50.1.10
LANTANA POLICE DEPARTMENT PRIMARY PSAP
328
9.50.1.11
MANALAPAN PUBLIC SAFETY DEPARTMENT PRIMARY PSAP
328
9.50.1.12
NORTH PALM BEACH PUBLIC SAFETY DEPT. PRIMARY PSAP
328
9.50.1.13
OCEAN RIDGE PUBLIC SAFETY DEPARTMENT PRIMARY PSAP
329
9.50.1.14
PALM BEACH POLICE DEPARTMENT PRIMARY PSAP
329
9.50.1.15
PALM BEACH CNTY. SHERIFF’S OFF. PRIMARY PSAP (CENTRAL)
329
9.50.1.16
PALM BEACH CNTY. SHERIFF’S OFF. PRIMARY PSAP (GLADES)
329
9.50.1.17
PALM BEACH GARDEN POLICE DEPT. PRIMARY PSAP
330
9.50.1.18
PALM BEACH SHORES PUBLIC SAFETY DEPT. PRIMARY PSAP
330
9.50.1.19
PALM SPRINGS PUBLIC SAFETY DEPT. PRIMARY PSAP
330
9.50.1.20
RIVIERA BEACH POLICE DEPARTMENT PRIMARY PSAP
330
9.50.1.21
ROYAL PALM BEACH POLICE DEPARTMENT PRIMARY PSAP
330
9.50.1.22
TEQUESTA POLICE DEPARTMENT PRIMARY PSAP
330
9.50.1.23
WEST PALM BEACH POLICE DEPARTMENT PRIMARY PSAP
331
9.50.1.24
PBC FIRE RESCUE & EMS DISPATCH CENTER SECONDARY PSAP
331
9.50.2
SYSTEM MANAGEMENT
331
9.50.3
INTERLOCAL AGREEMENTS
331
9.51
PASCO COUNTY     8/5/05
350
9.51.1
SYSTEM SUMMARY
350
9.51.1.1
COUNTY EMERGENCY COMMUNICATIONS CENTER PRIMARY PSAP
350
9.51.1.2
DADE CITY PUBLIC SAFETY PRIMARY PSAP
350
9.51.1.3
NEW PORT RICHEY POLICE DEPARTMENT PRIMARY PSAP
350
9.51.1.4
 PORT RICHEY POLICE DEPARTMENT PRIMARY PSAP
351
9.51.1.5
ZEPHYRHILLS POLICE DEPARTMENT PRIMARY PSAP
351
9.51.1.6
PASCO COUNTY SHERIFF’S COMM. SECONDARY PSAP
351
9.51.2
SYSTEM MANAGEMENT
351
9.51.3
INTERLOCAL AGREEMENTS
351
9.52
PINELLAS COUNTY    9/6/05
356
9.52.1
SYSTEM SUMMARY
356
9.52.1.1
 EMERGENCY COMMUNICATIONS CENTER PRIMARY PSAP
356
9.52.1.2
PINELLAS COUNTY SHERIFF’S OFFICE SECONDARY PSAP
356
9.52.1.3
ST. PETERSBURG POLICE DEPARTMENT SECONDARY PSAP
356
9.52.1.4
GULFPORT POLICE DEPARTMENT SECONDARY PSAP
356
9.52.1.5
ST. PETERSBURG BEACH POLICE DEPT. SECONDARY PSAP
356
9.52.1.6
TREASURE ISLAND POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.7
BELLEAIR POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.8
CLEARWATER POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.9
LARGO POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.10
PINELLAS PARK POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.11
TARPON SPRINGS POLICE DEPARTMENT SECONDARY PSAP
357
9.52.1.12
AMBULANCE DISPATCH CENTER SECONDARY PSAP
358
9.52.2
SYSTEM MANAGEMENT
358
9.52.3
INTERLOCAL AGREEMENTS
358
9.53
POLK COUNTY     1/24/02
361
9.53.1
SYSTEM SUMMARY
361
9.53.1.1
AUBURNDALE POLICE DEPARTMENT PRIMARY PSAP
361
9.53.1.2
BARTOW POLICE DEPARTMENT PRIMARY PSAP
361
9.53.1.3
DUNDEE POLICE DEPARTMENT PRIMARY PSAP
361
9.53.1.4
FROSTPROOF POLICE DEPARTMENT PRIMARY PSAP
361
9.53.1.5
FORT MEADE POLICE DEPARTMENT PRIMARY PSAP
362
9.53.1.6
HAINES CITY POLICE DEPARTMENT PRIMARY PSAP
362
9.53.1.7
LAKE ALFRED POLICE DEPARTMENT PRIMARY PSAP
362
9.53.1.8
LAKE WALES POLICE DEPARTMENT PRIMARY PSAP
362
9.53.1.9
LAKELAND POLICE DEPARTMENT PRIMARY PSAP
362
9.53.1.10
MULBERRY POLICE DEPARTMENT PRIMARY PSAP
363
9.53.1.11
POLK COUNTY SHERIFF’S DEPARTMENT PRIMARY PSAP
363
9.53.1.12
WINTER HAVEN POLICE DEPARTMENT PRIMARY PSAP
363
9.53.1.13
POLK CNTY. PUBLIC SAFETY COMM. CNTR. SECONDARY PSAP
363
9.53.1.14
EMERGENCY OPERATIONS CENTER SECONDARY PSAP
363
9.53.2
SYSTEM MANAGEMENT
364
9.53.3
INTERLOCAL AGREEMENTS
365
9.54
PUTNAM COUNTY    10/21/05
373
9.54.1
SYSTEM SUMMARY
373
9.54.2
SYSTEM MANAGEMENT
373
9.54.3
Interlocal Agreements
373
9.55
ST. JOHNS COUNTY
375
9.55.1
SYSTEM SUMMARY
375
9.55.1.1
CITY OF ST. AUGUSTINE
375
9.55.1.2
SHERIFF’S DEPARTMENT PRIMARY PSAP
375
9.55.2
SYSTEM MANAGEMENT
375
9.55.3
Interlocal Agreements
376
9.56
ST. LUCIE COUNTY    2/7/02
377
9.56.1
SYSTEM SUMMARY
377
9.56.1.1
ST. LUCIE COUNTY PRIMARY PSAP
377
9.56.2
SYSTEM MANAGEMENT
378
9.56.3
INTERLOCAL AGREEMENTS
378
9.57
SANTA ROSA COUNTY   4-5-05
379
9.57.1
SYSTEM SUMMARY
379
9.57.1.1
SANTA ROSA CNTY EMERGENCY COMMUNICATIONS CENTER PRIMARY PSAP
379
9.57.1.2
MILTON POLICE DEPARTMENT SECONDARY PSAP
380
9.57.1.3
GULF BREEZE PRIMARY PSAP
380
9.57.2
SYSTEM MANAGEMENT
380
9.57.3
INTERLOCAL AGREEMENTS
380
9.58
SARASOTA COUNTY    4/1/05
383
9.58.1
SYSTEM SUMMARY
383
9.58.1.1
CONSOLIDATED PUBLIC SAFETY COMMUNICATIONS CENTER PRIMARY PSAP
384
9.58.1.2
CONSOLIDATED COMMUNICATIONS CENTER (BACK-UP CENTER)
384
9.58.1.3
VENICE POLICE DEPARTMENT SECONDARY PSAP
385
9.58.1.4
NORTH PORT POLICE DEPARTMENT SECONDARY PSAP
385
9.58.2
SYSTEM MANAGEMENT
385
9.58.3
INTERLOCAL AGREEMENTS
385
9.59
SEMINOLE COUNTY    1/18/02
390
9.59.1
SYSTEM SUMMARY
390
9.59.1.1
ALTAMONTE SPRINGS POLICE DEPARTMENT PRIMARY PSAP
390
9.59.1.2
CASSELBERRY POLICE DEPARTMENT PRIMARY PSAP
390
9.59.1.3
LAKE MARY DEPARTMENT OF PUBLIC SAFETY
391
9.59.1.4
OVIEDO POLICE DEPARTMENT PRIMARY PSAP
391
9.59.1.5
SHERIFF’S OFFICE PRIMARY PSAP
391
9.59.1.6
WINTER SPRINGS POLICE DEPARTMENT PRIMARY PSAP
391
9.59.1.7
SEMINOLE CO. DEPT. OF PUBLIC SAFETY SECONDARY PSAP
391
9.59.2
SYSTEM MANAGEMENT
392
9.60
SUMTER COUNTY    10/3/01
397
9.60.1
SYSTEM SUMMARY
397
9.60.1.1
SHERIFF'S DEPARTMENT PRIMARY PSAP
397
9.60.1.2
CITY OF WILDWOOD POLICE DEPARTMENT PRIMARY PSAP
397
9.60.1.3
FLORIDA REGIONAL EMS SECONDARY PSAP
398
9.60.2
SYSTEM MANAGEMENT
398
9.60.3
INTERLOCAL AGREEMENTS
398
9.61
SUWANNEE COUNTY   4/7/05
401
9.61.1
SYSTEM SUMMARY
401
9.61.2
SYSTEM MANAGEMENT
402
9.61.3
INTERLOCAL AGREEMENTS
402
9.62
TAYLOR COUNTY    6/13/05
404
9.62.1
SYSTEM SUMMARY
404
9.62.2
SYSTEM MANAGEMENT
404
9.62.3
INTERLOCAL AGREEMENTS
404
9.63
UNION COUNTY     4/7/05
406
9.63.1
SYSTEM SUMMARY
406
9.63.2
SYSTEM MANAGEMENT
407
9.63.3
INTERLOCAL AGREEMENTS
407
9.64
VOLUSIA COUNTY    4/26/05
409
9.64.1
SYSTEM SUMMARY
409
9.64.1.1
VOLUSIA COUNTY SHERIFF’S DEPARTMENT PRIMARY PSAP
409
9.64.1.2
ORMOND BEACH POLICE DEPARTMENT PRIMARY PSAP
409
9.64.1.3
SOUTHEAST REGIONAL COMMUNICATIONS CENTER PRIMARY PSAP
410
9.64.1.4
PONCE INLET POLICE DEPARTMENT PRIMARY PSAP
410
9.64.1.5
EMERGENCY COMMUNICATIONS CENTER SECONDARY PSAP
410
9.64.1.6
DELTONA FIRE AND RESCUE SECONDARY PSAP
410
9.64.2
SYSTEM MANAGEMENT
410
9.64.3
INTERLOCAL AGREEMENTS
411
9.65
WAKULLA COUNTY    3/2/05
415
9.65.1
SYSTEM SUMMARY
415
9.65.2
SYSTEM MANAGEMENT
415
9.65.3
INTERLOCAL AGREEMENTS
415
9.66
WALTON COUNTY    4/15/05
417
9.66.1
SYSTEM SUMMARY
417
9.66.2
SYSTEM MANAGEMENT
417
9.66.3
INTERLOCAL AGREEMENTS
418
9.67
WASHINGTON COUNTY    3/15/05
421
9.67.1
SYSTEM SUMMARY
421
9.67.2
SYSTEM MANAGEMENT
421
9.67.3
INTERLOCAL AGREEMENTS
421
APPENDIX
423
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423
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442
NENA MASTER GLOSSARY OF 9-1-1 TECHNOLOGY & ACRONYMS
450



EXECUTIVE SUMMARY

Passage of the Florida Emergency Telephone Number Act, s. 365.171, Florida Statutes, in 1974 mandated that the State Technology Office (STO) develop a statewide plan for implementing the Emergency Telephone Number 9-1-1.  In responding to this mandate, the first 9-1-1 Emergency Telephone Number Plan was developed in 1976.  Since 1976 there have been numerous updates that reflect legislative mandates as well as technological changes in 9-1-1 equipment.

Until the passage of legislation in 1985 and again in 1987 allowing the counties to levy a fee on telephone access lines, there was no direct method of obtaining funds for the implementation of 9-1-1 systems.  This new legislation enabled the counties to levy up to 50 cents per telephone access line to procure specific equipment and services as delineated in s. 365.171, F.S.  Although this legislation has not provided in some cases sufficient funds for 9-1-1 implementation in the less populated counties, it has proven to be the means in most counties for 9-1-1 implementation

This legislation provided the impetus for counties not only to implement new 9-1-1 systems, but it also provided the means to upgrade basic 9-1-1 systems to enhanced 9-1-1 systems.  In addition, the 1991 legislation further expanded and more clearly delineated the items fundable by 9-1-1 fees.  In subsequent legislative sessions, a special appropriation was funded to further assist the smaller, rural counties in the implementation of enhanced 9-1-1.  Additional legislation was passed in 1999 that addressed the impact of wireless technology on 9-1-1 systems.  This legislation also expanded the 9-1-1-fee that has been collected on wirelines since 1988 to include the new wireless technology.

Within this plan, Section 1, "Introduction," provides background information and outlines program direction.  Section 2, "Overview," provides information on how 9-1-1 is organized in the state and outlines areas of responsibility.  Section 3, "9-1-1 System Requirements," provides detailed information on the five types of 9-1-1 systems; discusses the features, functions, operation and capabilities of 9-1-1 systems; and presents technical and operational standards as well as design criteria for 9-1-1 systems.  Section 4, "System Development," provides detailed information needed to initiate a 9-1-1 system and delineates the total planning process with consideration given to organization, equipment, training, staffing and funding of a 9-1-1 system.  Section 5, "System Management,” defines database management, the coordination needed in the operation of 9-1-1 systems and the need for a county 9-1-1 coordinator.  Section 6, "Funding and 9-1-1 Fees," provides detail on establishing fees and discusses fee restrictions.  Section 7, “STO Requirements,” discusses in detail STO’s role in 9-1-1 including 

the planning process, plan approval, inspection of PSAPs and certification of PSAPs.  Section 8, "County Plans," 

contains a plan for each of the 67 counties.  The Appendix section contains resource documents including statutes, technical documents and considerations in the establishment of 9-1-1 systems.

Because of the enormous advantages provided by an enhanced 9-1-1 system (e.g., Selective Routing, Automatic Location Identification, Automatic Number Identification, Selective Transfer, Operational and Management Data), it is the desire of the Legislature and STO that all counties be served by a fully enhanced 9-1-1 system as soon as practical and economically feasible.

Further, it is STO’s requirement that each county have an individual assigned to the 9-1-1 program who is responsible for coordinating the 9-1-1 program within their county and who serves as a single point of contact with STO for 9-1-1 related issues.

1.0
INTRODUCTION

The State of Florida is dedicated to a functional emergency telephone number system serving citizens on a statewide basis.  Passage of the Florida Emergency Telephone Number Act, s. 365.171, Florida Statutes, in 1974 and the publishing of 9-1-1 Emergency Telephone Number Plan in 1976 and subsequent revisions established the framework to make this goal a reality.

Since the first 9-1-1 system was installed the goal was to have 9-1-1 operational on a statewide basis.  This goal was met when the 9-1-1 system in Lafayette County became operational on May 2, 1997.  Florida’s next goal is to provide enhanced 9-1-1 on a statewide basis to serve Floridians better, as well as the large tourist population that visits the state each year.

Legislation passed in 1985 and 1987 establishing a wireline telephone access surcharge for 9-1-1, and legislation establishing a wireless 9-1-1 surcharge in 1999, mandates that the issues of 9-1-1 planning and implementation be updated to reflect the current status of the 9-1-1 program.  It furthermore mandates that direction be provided for present and future implementation using state of the art technology.  With these objectives in mind, this plan has been developed with the full cooperation and assistance of the 9-1-1 community in Florida.

1.1
HISTORICAL BACKGROUND

In 1974 the 9-1-1 program in Florida was initiated by passage of the Florida Emergency Telephone Act, s. 365.171, F.S.  The key items in the Act are:

· STO shall develop a statewide 9-1-1 Plan.

· STO shall adopt rules and regulations.

· The Chief Information Officer of the State Technology Office (STO) (or his/her designee) shall be the Director of the Statewide Emergency Telephone Number System.

· STO shall approve all new or expanded 9-1-1 systems.

· All public safety agencies shall comply with the developed plan.

· The only emergency number published in Florida shall be 9-1-1.

Other legislation affecting the 9-1-1 program will be discussed throughout this plan and a copy of all 9-1-1 legislation is contained in Appendix 1.0.

Based on the initial legislative mandate, STO contracted with the Stanford Research Institute for a study of 9-1-1 possibilities in Florida.  The result was the document 9-1-1 in Florida:  A System Concept published in August 1974.  This report was the stepping stone in preparing the original Florida plan.  Many concepts developed under this contract have been utilized by other states as well as the federal government.

In developing the original 9-1-1 plan, engineers from STO met with the Boards of County Commissioners of all 67 Florida counties to explain the program.  In most counties, 9-1-1 committees were formed consisting of representatives from the various public safety agencies.  Numerous meetings were held in which approaches were considered and alternatives were developed.  Studies were prepared by STO of various system configurations for county consideration.  The final result was a 9-1-1 system plan for each county, with the exception of Miami-Dade County, which was already planning an enhanced system that offered selective routing.  This system became a forerunner of more advanced enhanced system.

A historical discussion of 9-1-1 in Florida would be incomplete without mentioning funding.  During the period from 1976 though 1982, the legislature provided funds to STO that were used to assist counties in implementing 9-1-1 systems.  These funds were distributed to the counties under grant applications to cover the nonrecurring cost of establishing these early 9-1-1 systems.

In 1985 legislation was passed that allowed the counties to establish a fee of up to 50 cents on telephone access lines (wireline) for a period not to exceed eighteen (18) months for the provisioning of nonrecurring costs associated with 9-1-1 system start up.  In 1989 the legislature extended the collection period to thirty-six (36) months.

In 1987 the legislature greatly expanded the funding source by allowing recurring costs of 9-1-1 systems to be included in the fees on telephone access lines.  This, for the first time, provided for operational costs to be paid from a source other than the county’s general revenue fund.  The legislature specified the items of equipment and services that are eligible for payment from these fees and stipulated that the total amount collected on wireline subscribers could not exceed 50 cents per month per line.

The 1991 legislative changes deleted the requirement for annual approval of a county's recurring fee by STO and 

specified that a fund be established exclusively for 9-1-1 fee revenues and expenditures.  The changes also

required that monies in the fund be used only for specified purposes and required that an annual financial audit of the fund be conducted and forwarded to STO.  In addition, it also provided for a yearly carry over of funds while more clearly defining those costs which were eligible for expenditure of 9-1-1 fee revenues.

In 1999 new 9-1-1 legislation was passed that addressed the rapidly expanding wireless industry and its effect on 9-1-1 systems.  This legislation established a statewide fee of 50 cents per month on each wireless telephone line billed within Florida.

1.2
PLAN CONCEPTS

In developing this plan, STO and the county 9-1-1 coordinators used a continuous process of information exchange with the appropriate representatives from local governments, thereby incorporating a true statewide approach to 9-1-1 system planning.

Representatives from each of Florida's 67 counties were invited to participate in this process.  The exchange of information assisted in identifying new and innovative approaches to all aspects of the 9-1-1 system.

2.0
OVERVIEW
2.1
DIVERSITY
The task of implementing a statewide 9-1-1 system in Florida involved adapting to a wide diversity of situations.  While Florida has a population in excess of 15 million, there are counties with populations of less than 15,000 people, and individual system design, quite often, required a different approach.

Florida's counties range from urban areas like Miami-Dade, Hillsborough and Orange to agricultural areas like Lafayette and Hamilton.  Some counties include prime tourist attractions; many have large communities with a significant population of senior citizens, while others have large contingents of recent immigrants with limited English speaking ability.  All of these factors must be considered in designing a county 9-1-1 system.  Certainly one approach will not yield the desired results for all 9-1-1 systems within the state.

The 1987 legislature approved funding for 9-1-1 recurring costs on a per access line basis on wireline subscribers.  Prior to that time all funding provided by the legislature was for nonrecurring costs, and counties were required to fund the entire recurring cost of 9-1-1 from the county budget.  In 1999 legislation was passed that required the 9-1-1 fee to include the rapidly growing wireless communications market.  This change in funding philosophy gave the 9-1-1 program in Florida the emphasis needed to make statewide 9-1-1 a reality and statewide enhanced 9-1-1 an obtainable goal.  These funding sources can now be used to cover the majority of the costs of a 9-1-1 system.

Another factor contributing to the wide-ranging approach to system design in Florida resulted from the deregulation of the telephone industry.  Several Florida counties have elected to install their own computers and other equipment to provide selective routing and Automatic Location Identification (ALI) to the PSAPs.  In these counties the local exchange carriers provide the required circuits and the Automatic Number Identification to a designated location within the county.  County personnel are responsible for maintaining the database with the help of periodic updates from the local exchange carrier.  Lake County took this approach to attain more local control of the system with the intent of potentially lowering long-range costs.  Thus, we see more Florida counties actively assuming the data management responsibilities for 9-1-1 systems.

ORGANIZATION

The legislation that governs the 9-1-1 program required that a legislative oversight committee be formed to address specific 9-1-1 issues.  The committee, coupled with legislative intent, defined the 9-1-1 program in the State of Florida.

The Office of the Governor has direct authority over STO.  As stated earlier, the Chief Information Office of STO is designated as Director of the Statewide 9-1-1 System by statute.  This office, of course, has many other duties.  For this reason the Director has designated a Statewide 9-1-1 Coordinator to carry out the day-to-day activities of the 9-1-1 program.  The Director reviews and maintains oversight of all actions taken by STO and provides the final approval signature on all correspondence that addresses 9-1-1 related policy or fiscal matters.

The duties of the Statewide 9-1-1 Coordinator include, but are not limited to, the following:

· Reviewing and making recommendations concerning county 9-1-1 plans;

· Assisting and making recommendations concerning county 9-1-1 access line fees;

· Maintaining oversight of the PSAP inspection program;

· Assisting counties in establishing 9-1-1 programs;

· Interfacing with the county 9-1-1 coordinators; and

· Assisting with legislative issues concerning 9-1-1.

The state 9-1-1 plan establishes the Board of County Commissioners in each county as the responsible fiscal agent.  Therefore, ultimate responsibility and authority for 9-1-1 within a county rests with this body.  The Board of County Commissioners is required to designate a knowledgeable individual to act as 9-1-1 coordinator and to act as a single point of contract for STO regarding all 9-1-1 issues.  This individual is responsible for the coordination of all agencies that participate in the county 9-1-1 program on behalf of the Board of County Commissioners.  The 9-1-1 coordinator should be positioned at a level in the county organization to carry out the directives of the Board of County Commissioners, to accomplish the objectives of the county 9-1-1 system plan, to meet or exceed the technical and operational standards for 9-1-1 systems, and to keep the Board advised of the status of the 9-1-1 program in the county.  It is recommended that the 9-1-1 coordinator report to the county manager or assistant county manager.  This level is consistent with the coordination requirements needed to carry out the supervisory activities necessary to ensure that the 9-1-1 system performs smoothly and efficiently.

OVERVIEW

92-1-1 STRUCTURE IN FLORIDA
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3.0

9-1-1 SYSTEM REQUIREMENTS

3.1
TYPES OF 9-1-1 SYSTEMS

There are five types of 9-1-1 systems operating in the various counties of Florida.  The order shown below is not indicative of ranking.

Type 1.
Basic 9-1-1

Type 2.
Basic 9-1-1 with ANI

Type 3.
Basic 9-1-1 with ANI and ALI (also known as a Stand Alone Location Identification System (SALI).

Type 4.
Fully Enhanced E9-1-1 provided by the regulated service provider.  This includes selective routing, ANI, ALI and selective transfer.

Type 5.
Fully Enhanced E9-1-1 in which the regulated service provider provides ANI and customer service records.  County controlled equipment provides selective routing, ALI and selective transfer.

NOTE:  In a type 4 or type 5 system, wireless companies may deliver cell site/antenna sector information as well as Automatic Number Identification (ANI) and, eventually, the actual location of the wireless caller.

3.1.1
BASIC 9-1-1

A basic 9-1-1 system enables a citizen to dial 9-1-1 and be connected to a designated Public Safety Answering Point (PSAP).  There are no selective routing, ANI or ALI features.  However, there are several options available that can provide additional features, thus increasing the usefulness of a basic system. These features are listed in Table 3.1.1-1.

Basic 9-1-1 systems must accommodate the fact that telephone central office and wireless propagation boundaries seldom coincide with public safety agency jurisdictional areas.

The system designer selects a particular group of telephone central office areas that best approximates the jurisdictional area to be covered by the PSAP.  Inevitably there will be overlaps with other counties.  Conversely, other counties will have central office areas encroaching in the opposite direction.  This requires calls in the overlap area to be transferred or relayed to the responsible public safety agency.  This is, of course, an undesirable situation.

3.1.2
BASIC 9-1-1 WITH ANI

Basic 9-1-1 systems can be upgraded by adding the Automatic Number Identification (ANI) feature.  With the added ANI feature, the PSAP has the ability to call back if necessary.

The PSAP can maintain a reverse telephone directory for manually looking up a caller’s address.

TABLE 3.1.1-1

BASIC 9-1-1 OPTIONS

	OPINIONS
	DESCRIPTION



	Called-party hold
	Called party hold enables the 9-1-1 PSAP to hold a connection through the local central office by remaining in an off-hook condition.  The connection is held regardless of the status of the originating party's switch-hook.  This feature permits manual call traces. It is available only when direct trunks (not tandem routing) are employed.



	Emergency Ringback
	Emergency Ringback enables the 9-1-1 call taker to hold and ring back the calling party after the calling party has hung up.  It requires direct trunking and called-party hold as necessary prerequisites.



	Idle tunk tone application
	Idle trunk tone application enables the 9-1-1 call taker to determine whether the calling party hung up before the call was answered. This feature is independent of runking network.



	Switch-hook status
	Switch-hook status enables the 9-1-1 call taker to determine whether the caller is on the line but unable to speak, or has hung up.  It requires direct trunking via metallic facilities.



	Forced disconnect
	Forced disconnect enables automatic release of a 9-1-1 trunk upon disconnect by the 9-1-1 call taker, independent of the calling party's switch-hook.  It is designed to enable the 9-1-1 PSAP to avoid tie up of the incoming 9-1-1 lines.  It is independent of trunking network.



	Visual Originating Central Office identification
	The 9-1-1 call taker’s console has a separate lamp for each incoming 9-1-1 line.  This allows identification of the telephone central office where the call originates.  This feature is not available when an automatic call distributor (ACD) or tandem trunking is used.




3.1.3
BASIC 9-1-1 WITH ANI AND ALI

Basic 9-1-1 systems with ANI and ALI fall just short of being fully enhanced because they lack selective routing.  Such systems are chosen by small- to medium-size counties due to their considerable less cost as compared to a fully enhanced system.  Such systems are often called Stand Alone Location Identification, or SALI, systems.

SALI systems consist of an on-premise computer at the PSAP that stores the ALI database, and periodically the local exchange company updates the database.  The frequency of the update is determined by the county.  Cost, of course, is always a factor in that decision since there is an incremental cost for each update.

Day-to-day management of the database is the responsibility of the county 9-1-1 coordinator.  Such a system usually provides an ANI/ALI display screen, which has extra field space for entering ancillary information.  Such information can include details to aid in finding a caller’s location, medical information, description of possible hazardous materials, etc.

3.1.4
FULLY ENHANCED E9-1-1/REGULATED SERVICE PROVIDER

3.1.4.1
FEATURES

Fully enhanced E9-1-1 systems provided by the telephone companies provide features that have proven to be of 

great value in reducing response time for emergency calls.

Selective Routing

Selective routing has been purposely listed first because it is considered to be the most important feature of a fully enhanced system.

Basic 9-1-1 systems have an inherent disparity between central office/tandem boundaries and public safety agency jurisdictional boundaries.  Selective routing eliminates this problem.  The importance of this feature to the 9-1-1 program in Florida, and in the nation, cannot be over-emphasized.

A major barrier to establishing 9-1-1 programs in many Florida counties has been the preference of local safety agency officials to have their calls routed directly to a 9-1-1 PSAP located at their particular public safety agency rather than through a neighboring agency.  The result was often the shelving of 9-1-1 system planning until enhanced systems came along.  With selective routing, each sheriff's department, police department, etc., can generally receive calls only from within its own jurisdiction and none other.  Selective routing removed these objections, and the program expanded accordingly.

On occasion county officials can still be heard expressing concern about how difficult the situation is in their particular county due to the many city boundaries, fire district boundaries, enclaves, etc., that exist.  With selective routing, this problem does not exist.  Each telecommunications device capable of accessing 9-1-1 in the county is electronically tagged with an Emergency Service Number (ESN).

Each ESN defines for that particular main station the following:

· To which Primary PSAP the call is to be routed.

· The responsible law enforcement agency.

· The responsible fire department.

· The responsible EMS rescue agency.

Automatic Number Identification (ANI)

With a fully enhanced system the ANI signal is received with the call, and the caller’s telephone number is displayed immediately at the public safety answering point.

Automatic Location Identification (ALI)

Automatic Location Identification provides an automatic display at the PSAP of the calling party’s telephone number, the address or location of the telephone number and, possibly, additional supplementary information.  ALI, as previously defined, may supply the PSAP call taker with the following, plus other options available by the service provider.

· Telephone subscriber's name

· Telephone subscriber's address; other location information

· Law enforcement agency

· Fire department

· EMS rescue agency

· Class of service

· Other optional features could be available such as vendor codes, pseudo ANI, mapping, special needs, longitude and latitude, etc.

Selective Transfer

The selective routing feature enables the call taker to transfer an incoming call by pressing a single button thereby allowing the call to be transferred automatically to the safety agency.

Central Office Call Overflow

This feature allows E9-1-1 calls to be routed to an alternate network for 9-1-1 overflows resulting from busy conditions or E9-1-1 facility interruptions.  This function may be dependent upon county requirements and/or service provider capabilities.

Alternate Routing

In tandem routing systems, alternate routing represents the capability of automatically rerouting 9-1-1 calls to a designated alternate location if all 9-1-1 trunks to the primary PSAP are busy.  This may also be activated upon request when 9-1-1 equipment fails or the PSAP itself is disabled.

Default Routing

This allows the switching of a 9-1-1 call to a designated PSAP when the incoming 9-1-1 call cannot be selectively routed due to an ANI failure.

3.1.4.2
CONTROL AND MANAGEMENT

Control and management are the two features of enhanced E9-1-1 systems that differentiate systems supplied by a regulated service provider, type 4 from the type 5 systems, discussed in paragraph 3.1.5.

With a type 4 system all of the technical control features and about 50 percent of the system management are vested in the service provider.  The other 50 percent of the management is the responsibility of the County 9-1-1 Coordinator.  This subject is discussed in depth in Section 4.2.

3.1.5
FULLY ENHANCED E9-1-1/COUNTY CONTROLLED AND MANAGED 

A fully enhanced E9-1-1 system, controlled and managed by the county, supplies all of the features described in paragraph 3.1.4.  The difference lies in who supplies the features and who manages and controls the system.

With this type of system the service provider supplies only the 9-1-1 voice call and the ANI signal.  County 9-1-1 equipment located on premise provides the answering equipment, ANI displays and ALI displays for each call.

To set up the system initially, the regulated service provider supplies its customer database to the county; e.g., a list of telephone numbers with corresponding names and addresses as they exist in company files.  These initial addresses are generally intended for billing and service purposes only, and many are of little use for dispatching emergency vehicles.

It becomes the responsibility of the county to convert these data to usable form for entry into the county-owned system.  Updates to the database are supplied to the county by the service provider per a mutually agreed medium and schedule.

If applicable, the selective routing equipment, ALI data storage equipment and all other equipment required are located on the county's premises.  Such equipment may be purchased or leased.

Thus, control and management are the responsibility of the county, and particularly the County 9-1-1 Coordinator, with this type of system.

3.1.6
WIRELESS CONSIDERATIONS

With type 4 & 5 systems, wireless providers may provide ANI/cell site sector information or the exact location of the caller may be delivered to a PSAP. 

Phase I of the Federal Communications Commission (FCC) Wireless 9-1-1 Docket may include one or all of the following:

· Direct trunking of 9-1-1 calls from a Mobile Telephone Switching Office (MTSO) to the 9-1-1 switch.

· ANI – This may be a number display of 10 or more digits.

· Automatic cell site location and/or antenna sector direction information on a specially modified ALI screen.  These directionals may be described by use of a pseudo ANI (PANI).

· Selective Routing of Antenna Sector

3.2
SERVING AREA

3.2.1
FULLY ENHANCED E9-1-1 SYSTEM

With fully enhanced E9-1-1 systems, the serving area is, by definition, a complete county.  Selective routing makes this possible.  In a few cases, local service provider central offices are not equipped to selectively route all areas.  As service provider equipment is updated, this deficiency will be eliminated.  Until then, such counties will have system serving areas with minor overlaps with neighboring counties.

3.2.2
BASIC SYSTEMS

As discussed, the system serving areas for any of the three types of basic systems discussed in paragraph 3.1 are determined by selecting the grouping of central offices that best approximates a county's geographical area.  Where there is an overlap between two counties, the determination as to which county that central office will be routed requires an agreement between the counties.

3.2.3 WIRELESS OUT-OF-COUNTY CALLS

The nature of wireless communications may cause 9-1-1 calls to be delivered to the wrong PSAP and, in some instances, the wrong county.  The serving area should be based on the actual location of the wireless caller.  When calls are misrouted, call transfer or call relay must be utilized.

3.2.4
ALTERNATIVE LOCAL EXCHANGE COMPANY (ALEC)

Telephone service provided by an ALEC may not conform to an incumbent LECs (ILECs) serving area.  Serving area should in all cases be based on County MSAG for routing of calls.  Local Number Portability (LNP) or Remote Call Forwarding (RCF) occurring between/among ALECs and ILECs should follow the same MSAG criteria, particularly where adjacent county boundaries are involved. 

3.3
DESCRIPTION OF OPERATIONAL METHODS

The following is a definition of the five methods of handling 9-1-1 calls.  County 9-1-1 systems use a combination of these methods depending on the type of 9-1-1 system and the nature of each particular call.

3.3.1
DIRECT DISPATCH

An emergency call received at a 9-1-1 PSAP, which has the responsibility for dispatching emergency vehicles for that particular emergency, is handled with the direct dispatch method.  The person answering the call performs as a call taker and conveys the necessary information to a radio dispatcher.  For small 9-1-1 PSAPs, the person answering the call may also perform the radio dispatching function.  Calls handled by the direct dispatch method minimize the time required for a citizen to be connected to the call taker.  In summary, the public safety agency that has the 9-1-1 PSAP located in its facilities uses the direct dispatch method.

Direct dispatch is the preferred method of handling 9-1-1 calls in order that response time can be minimized to the greatest extent possible.

3.3.2
CALL TRANSFER

3.3.2.1
VOICE

An emergency call received at a 9-1-1 PSAP intended for a public safety agency remotely located from the PSAP 

is handled with the call transfer method.  After the call taker has determined the proper remote agency, the caller is transferred to that agency's call taker.  The PSAP call taker remains on the line until the agency answers and until the correctness of the transfer is ascertained.  With enhanced systems the transfer switching is often done at the service provider’s central office, and the transfer line originates at that central office.

A variation is the seven- or ten-digit call transfer method.  This method transfers the caller to the proper public safety agency using a seven- or ten-digit number, as opposed to a transfer over a dedicated line.  This method is often used where the expected call volume is not large enough to warrant the cost of a dedicated transfer line.  The call transfer may be via speed calling, making the transfer almost as fast as a direct ring down line.

The response time of the call transfer method is greater than the direct dispatch method because the caller must talk to an additional person.  For this reason, call transfers must be minimized in the design of the system.

3.3.2.2
VOICE AND DATA

Agencies receiving transfers of both voice and data are referred to as Secondary PSAPs.  These facilities are configured with ANI and ALI screens just like Primary PSAPs and often act as a back up if there is a failure in the Primary PSAP.  Agencies receiving voice transfers only are referred to as Transfer Agencies.

3.3.3
CALL RELAY

The call relay method, like call transfer, is used to convey information to a remotely located agency; however, the information rather than the caller is transferred to the remote agency.

The information is relayed by voice using the agency's existing seven-or ten-digit emergency number, hot line or point-to-point radio system, if such capabilities exist.  The information can also be relayed by digital data transmission using an electronic keyboard and/or electronic display.  Proper operation of the call relay method requires that explicit call answering protocols be established with the participating agencies to ensure that the essential information is obtained from the caller.  This method is suited for use with agencies that do not have a 

large call volume.

The call relay method is sometimes best if the caller is too emotionally distressed to be transferred.

A wireless 9-1-1 caller may be subject to disconnection of service or other interruptions.  Therefore, a 9-1-1 call taker receiving the initial call should document as much information as possible should relay be required or desired.

In this case the 9-1-1 call taker initially receiving a call must obtain as many details as possible about the emergency.  In particular, all Telecommunications Device for the Deaf (TDD) calls shall be relayed, rather than transferred, to reduce the chances for confusion with a hearing impaired caller.

The overall response time of a voice-relayed call is longer than other call handling methods.  Use of this method should be minimized to the greatest extent possible.

3.3.4
CALL REFERRAL

Non-emergency and administrative calls received by a 9-1-1 PSAP may be handled by the call referral method.  The 9-1-1 call taker gives the seven- or ten-digit number or refers the citizen to the telephone directory.  Call referral must never be used for an emergency call.  In Florida, as well as nationally, experience has established that not all 9-1-1 calls are true emergencies.  Many are administrative or of a non-emergency nature and can be handled by the call referral method.

Based upon the ratio of emergency to non-emergency calls experienced in Florida, it is estimated that approximately 50 percent of all calls received by a PSAP will be handled to completion as true emergencies.  The percentage will vary as a function of local conditions in a given county.  Those calls defined as non-emergency can be referred to keep the PSAP lines open.

It is recognized that in some areas the treatment of administrative and emergency calls is essentially the same.  This tends to be the case in the more rural areas of Florida.  This is not a recommended procedure for a 9-1-1 system.

3.4
TECHNICAL AND OPERATIONAL STANDARDS

The technical and operational standards, which follow, are arranged in several parts.

Part 1 includes the basic standards that apply to all types of 9-1-1 systems.  A basic 9-1-1 system needs to meet only these standards.  Subsequent standards are peculiar to the various types of enhanced systems and apply accordingly.  Technical standards consist of three parts, while operational standards consist of two parts.

3.4.1
TECHNICAL STANDARDS

3.4.1.1
PART 1

This part applies to 9-1-1 system types 1, 2, 3, 4 and 5.

(A) All public safety agencies (law enforcement, fire protection, emergency medical, and rescue agencies) within the boundaries of the 9-1-1 system shall be included in the system.

(B) As a goal for 9-1-1 system design, a primary 9-1-1 PSAP shall be located in a centralized, consolidated radio dispatch facility that serves all public safety agencies within the county or other specified geographical area.  Additional requirements peculiar to enhanced systems are contained in Parts 3, 4 and 5.

NOTE:  If a centralized, consolidated radio dispatch facility is not achievable, a PSAP shall be located at the public safety agency receiving the most calls.

(C) A minimum number of incoming 9-1-1 lines shall be provided between the service provider’s central office(s) and the 9-1-1 PSAP to supply a P.01 grade of service or better (one busy in 100 attempts during the average busy hour).  For wireline 9-1-1 calls there shall be a minimum of two lines from each central office.

(D) At all times, there shall be enough call taker positions to ensure that a minimum of 90 percent of the calls shall be answered within 10 seconds of call arrival at the PSAP for a voice call and 20 seconds for a T.D.D. call.  All secondary PSAPs shall also meet this standard.

(E) Each call taker position shall have access to all incoming 9-1-1 lines, outgoing dedicated lines, tie-lines, 


and dial-out lines.

(F) Each 9-1-1 call taker shall receive both an audible and a visual indication of an incoming 9-1-1 call.

(G) Each county shall maintain a minimum of one non-published number for incoming emergency calls from service provider operators.  Additional lines should be installed as traffic dictates.  Line(s) should terminate in the PSAP answering equipment and shall be used for operator emergency transfers or emergency transfers from other counties.

(H) Each PSAP shall have telephone numbers readily available for reporting failures in the 9-1-1 system.  It is desirable that system providers maintain a maximum two-hour response time for repairs.  This shall include voice recorders and Telecommunications Devices for the Deaf (TDDs).  If 24-hour repair is not available for TDDs, the county 9-1-1 system shall maintain spare TDDs for temporary use.

(I) Each PSAP shall be equipped with a voice logging recorder to that records conversation, date and time of each call.  Each call taker shall be equipped with access to instant playback recording capability with at least 8 minutes of storage capacity. 

(J) Each PSAP answering position shall be equipped with a Telecommunications Device for the Deaf (TDD), in compliance with directives from the Department of Justice and the Americans With Disabilities Act.

(K) Each 9-1-1 PSAP shall have an auxiliary powered motor generator set for supplying power to the PSAP during commercial power outages.

(L) Each 9-1-1 shall have a battery powered Uninterruptible Power Supply (UPS) with sufficient capacity to maintain the PSAP equipment until the motor generator stabilizes.  No calls shall be lost during the transition to the UPS.

(M) Each PSAP shall have sufficient building security to minimize the possibility of intentional disruption of operations.  All 9-1-1 processing and control equipment shall be in a locked, environmentally conditioned area accessible only to authorized personnel. Answering equipment shall be accessible only to PSAP personnel.  Display and printing equipment shall be located so that the information is limited to those with a need to know.

(N) Specific building security inspection criteria is included in Section 7.3.1.  All exposed 9-1-1 circuit facilities serving the 9-1-1 PSAP shall be protected and internally marked to prevent accidental damage or tampering.  The criteria for establishing sufficient protection is included in Section 7.3.1.  Diverse routing of 9-1-1 trunks is strongly recommended.

(O) All PSAPs shall require 24 X 7 emergency trouble reporting telephone numbers of all vendors/suppliers.

3.4.1.2
PART 2

This applies to Type 2 systems only

(A) Basic 9-1-1 systems augmented with ANI only shall maintain at the PSAP, a copy of the most recently published reverse telephone directory.
3.4.1.3
PART 3

This part applies to 9-1-1 systems types 3, 4, and 5.

(A) Enhanced 9-1-1 systems shall include a proactive program for identifying database errors.

(B) Enhanced 9-1-1 systems shall include a program for continuously monitoring and maintaining a record of database accuracy.

(1) Prior to Cutover

The accuracy of the 9-1-1 ALI Database (ALIDB) relative to the Master Street Address Guide shall be determined prior to cutover in accordance with Section 4.3.7.

Failure of a record to match the MSAG shall constitute an error.  Accuracy shall be defined as follows:

%Accuracy = T - E x 100





T


Where:

T = Total number of database records

E = Number of errors

It is recommended that an E9-1-1 system not be cut over until the accuracy equals 95 percent or greater.

It is further recommended that after cutover, the ALIDB and the MSAG be continuously monitored and refined with the goal of attaining 100 percent accuracy.

(2) After Cutover

The dynamic accuracy of the ALIDB shall be continuously monitored after cutover in accordance with Section 5.1.  Determination of an inaccurate ANI/ALI display for any reason shall constitute an error.  Accuracy shall be defined as follows:

%Accuracy = C - D x 100




C

Where:

C = Total number of 9-1-1 calls in a given time period (30 days is recommended)

D = Number of calls with inaccurate ANI/ALI displays.

The dynamic accuracy shall be 95 percent or greater. 

It is recommended that the county, in conjunction with the service provider(s), establish a program to correct 99.5 percent of all identified dynamic errors within 30 days.

(3) Customer Record Accuracy

It is recommended that counties and service providers establish a program to continuously monitor customer record accuracy.  Determination of a failure of a customer record entry to match the MSAG shall constitute an error.  Accuracy shall be defined as follows:

%Accuracy = C - R x 100


C

Where:

C = Total number of customer records within a 24 hour period.

R = Number of customer records which do not match the MSAG.

It is recommended that the dynamic accuracy be maintained at 90 percent or greater.  It is further

recommended that 99.5 percent of all such errors be corrected in 30 days or less.  Any adds, deletes, or changes to the customer records should be available to the 9-1-1 system within two working days.

(C) Enhanced 9-1-1 systems shall include provisions for back-up facilities to which calls can be routed in the event of failure of a Primary PSAP.

Type 3 systems shall establish an alternate safety agency to which voice only calls can be routed over existing seven- or ten-digit lines.

(D) The establishment of a Primary PSAP in a community of less than 10,000 population shall be a decision to be made by local county and municipal officials at their option.  A community between 10,000 and 20,000 population shall be given serious consideration as a Primary PSAP.  If not part of a consolidated radio dispatch center, it is recommended that a community with a population above 20,000 shall be a Primary PSAP.

3.4.2
OPERATIONAL STANDARDS

3.4.2.1
PART 1

This part applies to 9-1-1 systems types 1, 2, 3, 4 and 5.

(A) The 9-1-1 call taker shall be dedicated to processing 9-1-1 calls.  Other duties may be performed if Technical Standard Part 1(D) can be satisfied.

(B) Each 9-1-1 Primary PSAP shall operate 24 hours a day, seven days a week.  

(C) With a transferred call, the caller must never be procedurally required to talk with more than two people, the primary PSAP 9-1-1 call taker and the call taker at the remote agency.  There shall be no inherent double transfers required by protocols.  All 9-1-1 calls transferred by a PSAP must be identified at the receiving point as an emergency 9-1-1 call.

(D) With a transferred call, the call taker shall inform the caller that the call is about to be transferred.

(E) The only advertised emergency number shall be 9-1-1.  This shall include emergency numbers on public safety vehicles, stickers, signs, telephone directories, etc.  Specifically, the only advertised emergency number for Telecommunications Devices for the Deaf (TDDs) shall be 9-1-1.  All other listed or advertised telephone numbers shall be designated as "non-emergency" or as “other important numbers.”

(F) If there have been no 9-1-1 calls received for an extended time interval, a test 9-1-1 call shall be made to ensure that the system is operational.  As a minimum, this shall be done at least once every 8 hours if no calls have been received.

(G) If there have been no TDD calls received for a seven-day period, a PSAP shall initiate a TDD test call to verify that the equipment is operational.  If possible, it is recommended that arrangements be made for a local agency representing the hearing impaired and/or voice impaired community initiate such an incoming test call on 9-1-1 lines to ensure access for both the voice and hearing impaired.

(H) There shall be no burglar alarms or elevator telephones terminated in any 9-1-1 system.  Automatic dialers must provide two-way voice communications and be capable of forced disconnect by the PSAP.

3.4.2.2
OPERATIONAL STANDARDS PART 2

This part applies to 9-1-1 system types 3, 4, and 5.

(A) Each call taker shall fill out a Trouble Report/Inquiry Form for every 9-1-1 call that is experiencing problems (ANI failures, database errors, etc.).  These trouble reports shall be routed to the County 9-1-1 Coordinator.

(B) County 9-1-1 coordinators shall ensure that 9-1-1 trouble reports are regularly completed and shall submit these reports to the appropriate service provider(s) for resolution.  With a 9-1-1 system type 5, the county coordinator shall perform both functions.  The report forms shall provide data for determining database accuracy as specified in Technical Standard Part 3, (2).

3.5
9-1-1 SYSTEM DESIGN

This section describes a procedure for performing an initial paper design of a county 9-1-1 system.  It is 

applicable to all 9-1-1 systems.

There are no standards included in this section.  The numbers shown for the length of various types of calls are very conservative in nature.  They are longer than one would expect to find in a well funded, well managed 9-1-1 system where call takers are trained and retrained regularly and where the area is well mapped.

It must be remembered that the procedure must also apply to rural, basic 9-1-1 systems where call-handling times may be longer.

In particular, the reader is cautioned to use care in making use of the call transfer diagram and figures.  The diagram shown includes the conversation after the call is transferred.  This is important in a system with dedicated transfer lines where all the switching is at the PSAP.

The entire cycle must be taken into consideration when sizing incoming 9-1-1 lines/trunks and outgoing transfer lines because these are tied up for the entire time indicated.  This is generally the case with basic systems.

With enhanced systems, on the other hand, the switching is often done at the central office.  Once the transfer is completed, the incoming 9-1-1 trunk to the PSAP is immediately available for the next incoming call.

3.5.1
GENERAL DESIGN APPROACH

The design of a 9-1-1 system falls into five basic categories:  traffic estimates, operational methods, performance requirements, network information and mapping and addressing.

The outputs are the sizing requirements for each component of the system and fall into four categories:  telephone system lines and equipment, safety agency personnel requirements, software and other equipment requirements.

The inputs are obtained from the service provider(s), appropriate public safety agencies and the 9-1-1 planning committee.  Where inputs are not obtainable, data from related studies and analyses are used.  Service provider(s) traffic studies on existing seven- or ten-digit emergency lines should be used where possible.

The 9-1-1 system design model enables the calculation of the major elements of the 9-1-1 system. The number of call taker positions for a 9-1-1 PSAP is a function of Technical Standard Part 1(D), plus, busy hour call volume and average call length.  The number of incoming 9-1-1 trunks required is also a function of 9-1-1 busy hour call 

volume and call length, plus the specified telephone grade of service per Technical Standard Part 1(C).  Requirements for outgoing lines (transfer lines, dial-out lines, tie-lines) are computed in a similar manner.

The type of telephone terminal equipment required for the PSAPs is a function of the system type, number of call taker positions, number of incoming trunks, and number of outgoing lines.

The total number of personnel required to staff the 9-1-1 call taker and supervisor positions is a function of the number of answering positions and the expected call volume loading for each shift.

3.5.2
SYSTEM DESIGN CRITERIA

There are a number of requirements that determine system configurations.

3.5.2.1
CALL TAKER POSITIONS AND STAFFING

The number of call taker answering positions required to answer and handle 9-1-1 calls is determined by the busy hour call volume and the required grade of service.  The grade of service is the probability of a caller having to wait more than a certain length of time before a call taker is available.  Technical Standard Part 1(D) requires that the probability of a caller having to wait more than 10 seconds be less than 10 percent.  Conversely, 90 percent of all the callers will have their calls answered in 10 seconds or less during the average busy hour.

3.5.2.2
TELEPHONE GRADE OF SERVICE

The number of required telephone lines (incoming 9-1-1 lines, end office 9-1-1 trunks, transfer lines, dial-out lines, and tie-lines) is determined by Technical Standard Part 1(C).  Grade of service is the probability of a call being blocked by busy trunks.

It is expressed as a decimal and applies to the average busy hour of the day.  The required busy-hour grade-of-service or probability of a call being blocked is 0.01 or less (written P01 or B01).  This means that no more than one call out of 100 during the average busy hour will receive a busy signal from any point of the circuit to the PSAP.

3.5.2.3
RING TIME

The length of time that a phone rings before it is answered is called ring time.  This factor affects both the number of telephone lines and the number of call taker positions.  Telephone line and call taker calculations are based on a ring time of 10 seconds.

3.5.2.4
CALL SETUP TIME

This is the time “end-to-end” from when the last digit is dialed until the first ring or lamp appearance.

3.5.2.5
CALL VOLUME

The quantity of calls expected to be handled by a 9-1-1 PSAP during a 24-hour period is called total daily call volume.  Call volume is related to the population within the area served by the 9-1-1 PSAP and the characteristics of the particular area.

Copies of "Call Volume Considerations in a 9-1-1 Emergency Answering Center” may be obtained by contacting the Statewide 911 Coordinator at STO.

3.5.2.6
CALL LENGTH

Call length varies with many factors such as the type of emergency service, the service policies and techniques of the particular agency and the individual characteristics of the calling party.

Based on discussions with public safety agency personnel, service provider personnel and experimentation, an average call length for each of the operational call handling methods discussed in paragraph 3.3 was established.

Again, it is paramount to remember that these are conservative design criteria and are not standards.  Using these criteria, 9-1-1 systems will likely prove to have excess capability.  After an initial shakedown period, the quantities of lines and operator positions should be reviewed for possible adjustments based on actual experience.

A summary of call intervals which are most significant in 9-1-1 system design, is listed below.

	SUMMARY OF CALL PROCESSING TIME

	
	
	
	
	

	Call Method
	Call
	9-1-1 Line Basic System
	Incoming System
	Call Taker Handling time

	
	
	
	
	

	Direct Dispatch
	90 sec.
	90
	90
	80*

	Call transfer
	120 Sec.
	120
	40
	30

	7 or 10-Digit Call Transfer
	130 sec.
	130
	40
	40

	Call Relay
	150 sec.
	90
	90
	140

	Call Referral
	30 Sec.
	30
	30
	20

	
	
	
	
	

	*90 seconds if the call taker also performs the dispatching function.


3.5.3
TELEPHONE SYSTEM REQUIREMENTS

3.5.3.1
PRIMARY SYSTEM COMPONENTS

(A) Incoming 9-1-1 trunks (or lines) from the telephone central office/tandem to the 9-1-1 PSAP.

· End office or Mobile Telephone Switching Office (MTSO) to tandem trunks

· Tandem to PSAP trunks

· Incoming local exchange lines from central office(s)

(B) Outgoing lines (if any) from the 9-1-1 PSAP to remote agencies and other 9-1-1 PSAPs (either seven- or ten-digit dialing.)

(C) Terminal answering equipment (i.e., console equipment, key quipment, ANI/ALI display, graphic and other computer display equipment, etc.).

(D) Circuits (two-way) between/among 9-1-1 PSAPS.  This normally exists to bypass the switched network in serious overhead conditions.

(E) Service features and equipment.

The incoming 9-1-1 trunks can be provided using either tandem or direct trunking.  In tandem trunking, 9-1-1 calls are routed by the service provider(s) to a tandem office that provides service to a 9-1-1 PSAP.  The PSAP leases the required number of incoming trunks or lines from the tandem office to handle the estimated busy-hour call volume.  In direct trunking, the 9-1-1 PSAP leases a sufficient number of incoming direct trunks or lines from each county in the 9-1-1 service area to the 9-1-1 facility.  Some systems may use both methods of trunking in combination.  Outgoing private lines are used where required to transfer callers to the appropriate agency or to another 9-1-1 PSAP.  The number of lines required depends primarily on the estimated volume of calls that the remote agency will receive during the busy hour.

Circuits may be necessary to connect adjacent 9-1-1 PSAPs with each other where a two-way flow of information is required.  Their purpose is to provide a capability for transferring callers or relaying information.  These circuits can be used also as coordination channels in the event of a common emergency affecting two adjacent9-1-1 system areas.  The number of interconnecting circuits depends upon the call volume as well as other factors.

Dial-out lines are necessary to relay the caller’s information to the appropriate agency (call relay method) or to transfer the caller to the appropriate agency over the agency's seven- or ten-digit telephone line (dial-out call transfer method).

3.5.4
DETAILED SYSTEM DESIGN

3.5.4.1
BUSY HOUR CALL TAKER POSITIONS/TOTAL STAFF

A flow diagram for determining the total number of required busy hour call taker positions and the total staff for operating a 9-1-1 PSAP around the clock, seven days per week is available through STO.  The flow diagram is discussed in the following paragraphs:

The first step in the design process is to determine the applicable jurisdictional population.  Adding to the population will be additional populations from adjacent areas resulting from telephone central office overlaps.  Deducting from the serving population will be those citizens trunked to 9-1-1 PSAPs in adjoining areas due to overlaps into the area.  The net population considering the above will be the serving population of the PSAP.  However, it should be remembered that a portion of the calls generated by those citizens trunked to an adjacent area will be transferred or relayed back and must be handled by the 9-1-1 call taker.  The quantity involved is usually negligible in impacting system design and has not been included in the flow chart.  Of course, with a 

selectively routed system, the population adjustments described are not required because all calls are routed to the proper PSAP.

The 67 counties in Florida may be classified into one of four types relating to total daily call volume (TDCV) per 1,000 population as discussed in Appendix 3.0.  The applicable call rate for the county in question must be determined.

Busy Hour Call Volume (BHCV) for the county is determined from the following:


TDCV = (Call rate/1000) (total population)



BHCV = 15 percent x TDVC

The TDCV and BHCV figures calculated above should be compared with actual county data whenever available.  Marked discrepancies from the call rates indicated should be reviewed carefully to pinpoint why a particular county is deviating from state and national experience for comparable areas.

An important function of a 9-1-1 call taker is to encourage the public to use the 9-1-1 lines only for emergency calls.  However, in spite of all educational efforts, a large fraction of the calls will be non-emergency.  These will be referred to a seven- or ten-digit number, or switched to secondary operators or a recording.  STO uses a conservative figure of 50 percent for such non-emergency calls.  In certain sparsely populated rural counties, referred calls are not considered because such counties tend to handle all calls in the same manner, emergency or non-emergency.

The remaining 50 percent of all busy-hour calls, the true emergency calls, are broken down by agency type as shown in the flow diagram “call volume considerations in a 9-1-1 Emergency Answer Center” on file with STO.  The total volume for each classification is determined from these percentage factors.

The number of busy hour calls direct dispatched at a 9-1-1 PSAP is computed as a function of population within 

the jurisdiction of each public safety agency co-located with the PSAP.

Likewise, the number of calls that must be transferred and relayed is determined.

For a staffing calculation, each type of call is multiplied by the call handling time as shown in Figure 3.5-2 to determine the total.  The grand total of all types is summed to determine the total call taker handling time.  Incoming trunk or line holding time calculations also follows this basic procedure.
The total call taker handling time is divided by the busy hour call volume to determine the average call handling time.  As discussed, operator capacity tables or graphs are consulted to determine the number of busy hour positions required for the given number of calls for the calculated average holding time.  This procedure is designed to assure that 90 percent of all calls are answered within 10 seconds during the average busy hour.

Tables are provided in the "Operator Staffing Study," on file with STO, which give the total staff required to operate the center 24 hours per day, seven days a week, for the given number of busy hour operator positions.

3.5.4.2
INCOMING LINES OR TRUNKS

From the staffing procedure of paragraph 3.5.4.1 the number of calls by type (referred, direct dispatched, transferred or relayed) is determined and the total for each type of call is multiplied by the average line holding time.  The grand total of all types is summed to determine the total line holding time.  This figure is divided by the busy hour call volume to determine the average line holding time per call for the entire serving area of the 9-1-1 PSAP.  This figure is used in the following paragraphs to determine trunk or line requirements from the tandem office or each individual direct trunked central office.

For basic direct trunked 9-1-1 systems, it could be argued that the relationship of given central offices to particular safety agencies should be considered.  For greater accuracy, the correspondence of particular public safety agency jurisdictions with particular central office boundaries could be evaluated to determine the mix of calls and the resultant total busy hour line holding time for each central office.  The variation in crime rate for particular central office areas could be taken into consideration.  However, the average holding time per call per the procedure contained herein gives sufficient accuracy for planning for initial cutover.  Fine tuning in terms of additions or deletions of lines can be accomplished as experience dictates after the system is in operation.  This, coupled with other data such as population within the serving area, will help further define requirements.

Busy hour call volume from a particular central office or tandem office is determined by multiplying the applicable call rate for the county times the estimated population served and computing 15 percent of the total.  The resulting call volume figure is multiplied by the average line holding time per call to determine the total busy 

hour holding time.  This figure is divided by 100 to convert it to CCS.  From trunk capacity tables, the required number of lines is determined to assure a P.01 grade of service; i.e., one busy signal out of 100 calls during the busy hour.  Of course, during the remainder of the day the quality of service will be even better.  The number of lines is rounded to the next higher whole number.  The required number of lines or trunks is determined per the foregoing for tandem offices or each direct trunked central office.  For any central office where less than two trunks are indicated, a minimum of two trunks shall be specified.

3.5.4.3
TRANSFER LINES

The population within the jurisdiction of each public safety agency is determined.  As discussed previously, busy hour call volume for the jurisdiction is calculated by multiplying 15 percent times the population times the applicable call rate.  Deducted from the results will be 50 percent of all calls that are referred by the 9-1-1 call

taker.

The remaining true emergency calls are multiplied by the applicable percentage figure for the particular type of emergency service to determine the agency's call volume.  To determine total line holding time, the call volume figure is multiplied by the average line holding time of 90 seconds.

The total line holding time determined above is divided by 100 to convert to CCS.

By referring to the trunk capacity tables for a P.01 grade of service, the required number of transfer lines is determined.

Many 9-1-1 systems, particularly E9-1-1 systems, make extensive use of dial-out transfer usually with speed dialing.  A dial out transfer arrangement transfers the caller directly to the agency using the existing service provider-switching network.  Calculation of the required number of lines from the central office to the remote agency is identical to the procedure for dedicated lines using a line holding time per call of 90 seconds.

In performing a transfer line calculation, it is recommended that the maximum number of call taker positions at 

the distant agency be considered.  Consider, for example, a calculation to determine the number of transfer lines to a fire department known to have only one call taker position.  That call taker position can handle only one call at a time, and the second line will of necessity be put on hold if the first is busy.  It may be decided to put a 

second line in for redundancy, but certainly a third or fourth line will be of little value.  If an additional call should arrive at the PSAP destined for a given agency after all of the agency's lines are occupied, the 9-1-1 operator can:  (1) assist the calling party by recording initial information; (2) take an alternate course of action such as transferring the call to another similar agency operating under a mutual aid agreement; or (3) calm or instruct the caller pending freeing up of the remote agency's transfer lines and then immediately transfer the call.

3.6
PERSONNEL REQUIREMENTS

This requirement is defined as the required manpower loading to staff a 9-1-1 PSAP 24 hours a day, 7 days a week, 52 weeks a year.  Where necessary, the loading also includes supervisory personnel.

The required manpower loading is a function of the required number of call taker (busy hour) positions and the expected distribution of the call volume over the work shifts.  As previously mentioned, "Operator Staffing Study” is on file with STO.

3.7
OTHER EQUIPMENT

3.7.1
LOGGING RECORDERS

Technical Standard Part 1(I) requires that all incoming 9-1-1 calls be recorded to capture the date, time, and other call data as desirable.  These audio records provide a history that can be used in the event of any dispute involving the handling of a 9-1-1 call.  If used for this purpose, such recordings are subject to s. 365.171(15), F.S., that exempts certain information from the requirement for disclosure contained in the Public Records Act Chapter 119.07(1).  The exemption is stated as follows:

The exemption applies only to the name, address, or telephone number of any person reporting an emergency while such information is in the custody of the public agency or public safety agency which receives the initial 9-1-1 telephone call.

A copy of s. 365.171(15) is included in Appendix 1.0.

3.7.2
INSTANT PLAYBACK RECORDING

Technical Standard Part 1(I) requires that each 9-1-1 call taker position be equipped with an instant playback capability for each incoming call.  This capability automatically records both sides of every emergency call and provides the call taker with an immediately accessible record of the call (without interrupting the master logging recorder), if the information must be repeated or reconfirmed.

3.7.3
TELECOMMUNICATIONS DEVICES FOR THE DEAF (TDDS)

Each call taker position shall be equipped with a Telecommunications Device for the Deaf (TDD), in compliance with directives from the Department of Justice and in conformance with the Americans With Disabilities Act. 

Each office or organization required to operate TDDs pursuant to this section shall use equipment in accordance with state and/or federal law.

3.7.3.1
TDD CALL ANSWERING REQUIREMENTS

A minimum of 90 percent of all incoming TDD calls shall be responded to by TDD within 20 seconds of answering such calls during the average busiest hour of each day.

Periodic testing as conducted by the Public Service Commission (PSC) will be used as an evaluation standard for each county.

TDD equipment supplied to hearing impaired citizens by the State of Florida has a "Voice Annunciator" feature.  When such a 9-1-1 call is received, the call taker may hear an automatic voice message stating:

"Hearing Impaired Caller, Use TDD."

Upon hearing this message the 9-1-1 line shall be connected to the TDD.  When the call taker begins typing, the message will automatically stop.

Many hearing impaired persons have conventional TDDs without the "Voice Annunciator" feature.  When such a call is received the call taker may hear either nothing or a musical "tweedling" sound.  In either case, the 9-1-1 line should be connected to the TDD to ensure that no TDD calls are missed.  Assuming that silence on the line indicates that no one is there may result in a true emergency call being lost.
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4.0
SYSTEM DEVELOPMENT

A decision by a county to install, operate, and maintain a 9-1-1 system signifies that county's determination to provide the resources and management to accomplish a major improvement in the provision of public safety services.  The purpose of Sections 4.0 and 5.0 respectively is to discuss methods of development and management that have proven to be effective throughout Florida and the nation.  It is intended that these two sections provide a guide for county officials in the allocation of resources and in the oversight of their 9-1-1 program.  It is further intended that these sections provide direction to county 9-1-1 coordinators and public safety agencies in carrying out their particular responsibilities.  The reader is reminded that neither section is intended as a design section.  Detailed system design is discussed in Section 3.5.4.

4.1
INITIATING A 9-1-1 SYSTEM

Most public safety officials are well informed about the advantages of enhanced 9-1-1 systems.  When a proposal for 9-1-1 installation is raised in a given county, initial consideration will usually be in terms of a full-featured enhanced system.  STO recommends that each county give first priority to consideration of such a system.  For this reason the discussion which follows is based on the assumption that the county has determined that an enhanced system is within the realm of feasibility.

The Board of County Commissioners (in Duval County – City Counsel) has the ultimate responsibility for the 9-1-1 system in each county, and the need for a 9-1-1 system is usually brought to the attention of the Board by a public safety official or concerned citizen.  In any case, if the Board is interested, it is highly recommended that STO be requested to send a representative to speak to the Board, preferably in a workshop session.  This representative can provide information regarding funding, system design, state requirements, etc.  Requests should be directed to:

Statewide 9-1-1 Coordinator

State Technology Office

Policy and Regulation Services

4030 Esplanade Way, Suite 235T

Tallahassee, FL  32399-0950

STO recommends that a knowledgeable county employee be designated to organize a 9-1-1 committee that shall include representatives of the major public safety agencies in the county.  As a minimum, the committee should 

include representatives from the following:

· Sheriff’s department

· Police Department

· Fire service

· Emergency Medical Services

An initial organizational meeting should be scheduled for the purpose of orientation, electing officers, establishing meeting dates and verifying that all involved agencies and potential primary PSAPs are represented.  A second meeting should then be scheduled, and a representative from STO should be invited to participate.  At this meeting the committee members can become informed as to the range of possibilities for 9-1-1 in their county, available funding possibilities, and state requirements affecting the 9-1-1 system design and operation.  It is suggested that this meeting include only state and county representatives in order that the committee can focus on a determination of the needs of the county.  Following this basic orientation, the committee can better evaluate presentations by telephone industry representatives at subsequent meetings.

It is recommended that committee members visit operational 9-1-1 systems in nearby counties to obtain further insight into system operation.  STO can provide a list of suggested counties and the names of individuals to contact in those counties.

After the committee is satisfied that it is sufficiently informed, a consensus should be determined reflecting the general outline of the system recommended by the committee.  This consensus should be documented in a letter to the local exchange carrier and/or other party’s interest in providing a proposal and pricing for the system.

Upon receipt of the proposals, the committee should formulate a preliminary county plan and prepare a recommendation to the Board of County Commissioners including estimated costs.

Such costs should include the following:

Service provider costs

· Non-recurring

ـ
Common Costs

ـ
PSAP Costs

· Recurring Costs

ـ
Common Costs

ـ
PSAP Costs
Other vendor costs (if any) 

· Non-recurring

· Recurring

Logging records

Instant playback recorders

Telecommunications devices for the deaf (TDDs)

Remodeling costs (if any) for security requirements

Remodeling costs (if any) for housing equipment and for growth

Uninterruptible power supplies

Motor generator sets

Special training needs

PSAP supervisory training

4.1.2
ENHANCED 9-1-1 SYSTEM

An enhanced 9-1-1 system requires the establishment of a County 9-1-1 Coordinator position/office within the county, which may be funded via the 9-1-1 user fee.  The many functions and responsibilities of the coordinator are discussed in subsequent paragraphs of this plan.  Taken in total, being County 9-1-1 Coordinator is a full-time job for a fully enhanced E9-1-1 system, and many county coordinators have secretaries.  Other support personnel may be needed, especially in the large counties.  Office expenses, travel, etc., add to the total cost.  Therefore, the expense of the county coordinator’s office should be included in the cost package for consideration.

Another cost factor will depend on the status of mapping, addressing and geographic information systems in the county.  Every call origination device should have a corresponding unique location that can be identified and located in an organized fashion.  The 9-1-1 committee should evaluate the existing level of mapping, addressing and geographic information systems.  The committee also should prepare an estimate of the dollar amount required to improve these elements to a satisfactory level and to maintain that level after the system is operational.  This cost factor should be included in the figures presented to the Board of County Commissioners for approval.

Having prepared a complete budgetary cost package for the Board, the committee also should prepare an estimate of the wireline and wireless fees to be collected by the county.  At this point the Board of County Commissioners, as the responsible fiscal agent, must make a decision whether or not to proceed.  The Board may wish to invite a representative from STO to return for further questions.  If the decision is to proceed, a resolution or ordinance to 

this effect should be passed and the committee directed to forward a documented county plan to STO for approval 

in accordance with the requirements of s. 365.171, F.S.  If the committee has coordinated closely with STO, the approval should be automatic.  Otherwise, delays may be incurred as changes requested by STO are incorporated, possibly requiring reconsideration by the Board.

In preparing a county plan, guidance as to format and content should be derived from similar county plans.  Additional resource documents include the State Implementation Plan for Communication Services, The Florida Emergency Telephone Act, s. 365.171, F.S.

The formal procedure outlined in the preceding paragraphs reflects the fact that the Board, as the responsible fiscal agent, is the only body that can commit the county.

As a practical matter, it is recommended that the committee submits a preliminary 9-1-1 plan to STO and obtains approval before submitting it to the Board.  If the Board makes any changes, these can probably be negotiated on an informal basis after the fact.

Installation of the 9-1-1 system will not begin until a documented contractual relationship is established.  This usually is initiated by a "letter of intent" from the Board of County Commissioners to the service provider.  At a later date, most telephone companies will present a formal agreement to the county for signature.  The provider(s) should be contacted as to its/their requirements.

Should the Board of County Commissioners conclude that an enhanced 9-1-1 system is not economically feasible, it is recommended that the Board of County Commissioners direct the 9-1-1 committee to consult with STO for additional analysis and potential funding resources, since it is the goal of the State of Florida that enhanced 9-1-1 services be available Statewide.

4.2
9-1-1 COORDINATOR POSITION

The management of a countywide 9-1-1 emergency telephone system is an important function, and the 9-1-1 coordinator plays a vital role in assuring that all facets of the 9-1-1 system work effectively together.

This section is a discussion of the many duties and responsibilities inherent in the 9-1-1coordinator position.  It is strongly recommended that county officials consider this section carefully in choosing an individual for this important and vital position.  The responsibilities of the coordinator require the development of professional 

working relationships at several levels of state, county and local government.  These may include legislative, financial, administrative, emergency services, addressing authorities, public education and other areas as appropriate.

It is extremely important that the coordinator develop a strong working relationship with the managers, supervisors and call-takers of the county 9-1-1 PSAPs.  An understanding of the work performed and the other requirements governing PSAP operation will assist the coordinator in this endeavor.

It is also helpful for the coordinator to develop positive contacts with adjacent counties and with related agencies or ancillary facilities as the need arises.  These might include emergency management and poison control offices, local information and referral services, local and state councils for disabled persons, deaf services centers or other ADA advocacy agencies.

It is also recommended that the county encourage the coordinator to join professional organizations such as the National Emergency Number Association (NENA) and the Association of Public Safety Communications Officers, Inc. (APCO).  Both of these organizations provide an opportunity for staying abreast of the technology and for learning from others with similar problems.  In addition, attendance at state and regional meetings is vital for keeping up with emerging technologies.

4.3
SYSTEM DEVELOPMENT

After the enhanced 9-1-1 system is ordered, there will be a period of time (up to 24 months) before the system provider(s) and the county are ready to declare the system operational.  During this interval, the coordinator will be occupied with a number of tasks.

4.3.1
PSAP EQUIPMENT

The coordinator should evaluate the equipment at the proposed primary PSAP(s) to determine whether or not all the items required in the technical standards of Section 3.4.1 are in place.

In particular, the following should be reviewed and additional or replacement equipment ordered as required.

· Logging recorders

· Instant play back recorder(s)

· Telephone Devices for the Deaf (TDDs)

· UPS systems

· Motor generator sets

· Fire protection

· Grounding integrity

· Lightning and A/C power surge protection

· 9-1-1 consoles, furniture, etc.

4.3.2
SECURITY

The coordinator should survey the layout of all proposed primary PSAPs to determine the technical requirements related to security in paragraph 3.4.1.

Modifications to doors, windows, locks, telephone conduit, etc., as required, should be initiated as soon as possible.

4.3.3
BACKUP SYSTEMS

PSAP and network equipment is very reliable.  Nevertheless, there is always a possibility that equipment or network failure could immobilize a particular PSAP.  This could be the result of flooding, wind damage, lighting, power surges, cable cuts, central office and local equipment failure, or any number of other things.

The 9-1-1 coordinator should assess the potential of each PSAP for such an occurrence and should take action to minimize the impact.  The possibilities to be considered include:

· Arranging for back up PSAPs

· Diverse cable routing

· Building protection

· Spare equipment

4.3.4
TRAINING

Agency personnel must be trained to operate a variety of equipment required in the 9-1-1 environment prior to 

cutover.  These may include, but not be limited to, Pre-Arrival Medical Training, 9-1-1 Training, Hazardous Materials Training, TDDs and other equipment for communicating with hearing and voice impaired citizens, GIS and CAD Training, Database Training, etc. althugh many of these services are not fundable with 9-1-1 fees, individual counties may require that 9-1-1 personnel be trained and efficient in these areas.

Training for emergency communications personnel is also available from organizations such as the Associated Public Safety Communications Officers (APCO).

4.3.5
FUNDING

If the county elects to fund the installation of the system with telephone access line fees (Section 6.0), it will be the responsibility of the 9-1-1 coordinator to assemble all cost data and determine the amount of the necessary fee to be assessed on the wireline subscribers.  This financial information will be required by the Board of County Commissioners in order that an ordinance can be passed for wireline subscribers.  This will then be combined with the statewide fee assessed on wireless subscribers to obtain the total 9-1-1 collection available to the Board.  Fees collected and interest earned in this fund shall be appropriated for 9-1-1 purposes by the county commissioners and incorporated into the county budget.  The county shall have a financial audit performed annually on this fund in accordance with s. 11.45, and a report of the audit shall be forwarded to STO within 60 days of its completion.

Statutory limitations on the amount of funding which can be derived from access 9-1-1 fees may not fund all of the equipment and services required.  It will be the coordinator’s responsibility to advise the county commissioners, in order that appropriate measures can be taken.

4.3.6
STAFFING

Section 3.5.4.1 of this plan includes a design procedure for calculating staffing levels at each PSAP that will satisfy Technical Standard Number 4 of Section 3.4.1.1.  This standard requires that 90 percent of all voice calls during the average busy hour be answered within 10 seconds of arrival at the PSAP and that 90 percent of all TDD calls be answered within 20 seconds of arrival at the PSAP.  This is not a particularly stringent requirement 

for a public safety agency.  If already adequately staffed, most agencies will meet the requirement while handling their existing call volume loading.  The 9-1-1 coordinator must consider the additional call volume that the PSAP will handle, which is generated from emergency calls to fire, EMS, other law enforcement agencies, etc.  A determination must be made as to whether or not the existing staff can handle the added load and still meet Technical Standard Number 4.  If not, additional call taker positions and staff must be added.  In this regard, it should be noted that with fully enhanced E9-1-1 systems, the agency housing the primary PSAP may receive fewer calls from outside its jurisdiction.  This may partially offset the increase resulting from becoming a primary PSAP.  It is the responsibility of the coordinator to evaluate the situation and take appropriate action as necessary.

4.3.7
DATABASE DEVELOPMENT

Database development will require a coordinated effort between the County 9-1-1 Coordinator and the service provider.

As soon as possible after an E9-1-1 system is placed on order, the service providers should be contacted to arrange for the appropriate education of the 9-1-1 coordinator.  This training will familiarize the coordinator with the cognizant service provider personnel, procedures, paperwork, etc., which will be involved in working with that particular company.  The value of a well trained county 9-1-1 coordinator cannot be overemphasized in assuring a well run, successful program.  The importance of this function underscores the need for the county government to choose carefully in making this appointment.  To do otherwise may result in costly delays in schedule and other related problems.

Part of the coordinator training will involve the abbreviations in use by the service provider for addressing.  An understanding of these abbreviations is essential to the maintenance of reliable communications between the coordinator and the service provider.  This understanding will be immediately usable when the service provider supplies the county with a listing of county streets with associated address ranges taken from company files.  If this listing proves to be the best available, it will provide a starting point for the eventual preparation of the Master Street Address Guide (MSAG) discussed later in this plan.  It will be the responsibility of the 9-1-1 coordinator to investigate other possible sources of this information in the county to assure that the most accurate data are used.

Before proceeding further the 9-1-1 coordinator must make an evaluation of the status of mapping and addressing in the county.  The value of an enhanced E9-1-1 system lies in the display of a unique address that can be readily located by a mobile response unit.  Failure to have an accurate mapping and addressing program will result in a poorly functioning system and the waste of revenues.  

Some agencies may wish to interface the 9-1-1 MSAG and ALI information with their computer-aided dispatch (CAD) systems.  It is strongly recommended that the various system components use the same street name spellings and abbreviations to avoid future complications.  The 9-1-1 coordinator should consult with other units of city, county, state, and federal government that are involved with mapping and addressing.  These may include the following:

· Tax Assessor's Office

· Tax Collector's Office

· Engineering Department

· Road and Street Department

· US Postal Service

· Department of Transportation

The coordinator may identify other involved units of county government.  Each public safety agency in the county must be contacted to obtain a definition of the jurisdictional area covered by each.  The local postmaster should be advised regarding any proposed mapping and addressing changes.

At this point the coordinator should have sufficient documentation in the form of maps, lists, etc., to evaluate the county situation.  If the existing mapping, addressing scheme is adequate, the program can proceed with perhaps only minor revisions.  However, if this is not the case, the county must undertake a program adopting a mapping scheme and revising addresses as necessary throughout the county.  This will have an impact on county agencies and residents in areas such as the following:

· Changing duplicated street names

· Installing and changing street signs

· Re-numbering businesses and residences

· Assigning street names

Re-naming streets and re-numbering addresses are always painful happenings for those affected.  It is important that the 9-1-1 coordinator make sure that the public is informed as to the importance and necessity of the changes.

Once the county's mapping and addressing status has been brought to a state of readiness, the database preparation effort can continue.  The 9-1-1 coordinator is now in a position to correct the initial Street Address Range listing provided by the system providers.  A revised listing should be supplied to the county by the service providers.

The next step is for the county coordinator to analyze a county map with all public safety agencies’ jurisdictional boundaries shown thereon.  This will illustrate the overlap of the various public safety agencies for law enforcement, fire and emergency medical services (EMS) in their jurisdictional coverage.  Each unique overlap situation will require the assignment of an identifying number called an emergency service number, or ESN.  Each such number will identify for the associated area the following for all telephone main stations in that area:

· Primary PSAP

· Law enforcement agency

· Fire protection agency

· Emergency medical agency

From a study of the map indicated above, the 9-1-1 coordinator can evaluate the number of unique overlaps and, therefore, the number of individual ESNs required.  A request should then be made to the local exchange company for a block of ESN numbers with, of course, some provision for future changes and growth.  Upon receipt of the number block, the coordinator can proceed with the assignment of an ESN number to each unique overlap situation.

The next step in database development requires very close coordination between the 9-1-1 coordinator and the service provider.  The end result of this effort, the Master Street Address Guide (MSAG), will be the template against which all existing and future subscriber listings will be measured for accuracy.  The information contained in an MSAG entry include the following:

· Street Name

-
Odd street address numbers only - Yes or No

A yes indicates that only one side of the street is included.  This occurs whenever a jurisdictional boundary is down the middle of a street.

-
Even street address numbers only - Yes or No

· Both even and odd street address numbers - Yes or No

-
A yes indicates that both sides of the street are included.

· Low number

-
This indicates the lowest numbered address on the street.

· High number

-
This indicates the highest number address on the street

· Community Name

· Emergency Service Number (ESN)

Once the MSAG is established, all existing or future subscribers will have their ESNs assigned automatically by electronically checking subscribers’ addresses against this template.  In addition, errors in the subscribers’ addresses can be detected.  Such errors include the following:

· Invalid street names;

· Invalid addresses not within the stated high and low limits;

· Invalid community for the particular address listed; and

· Invalid ESN assignments.

Refinement of the MSAG is often a lengthy process requiring extensive interaction between the 9-1-1 coordinator and the local exchange carrier.

When both parties agree that the MSAG is satisfactory, the next step in the process can begin.  With establishment of the MSAG, the local exchange carrier begins the process of assigning ESN numbers to each subscriber and measuring each subscriber’s address against the MSAG template.  The result of this process is an error file, listing all the subscriber addresses that do not conform.

There now begins an interactive process between the parties to reduce this list to an acceptable level prior to cutover of the system.  In general, cut over is not initiated until the error level is 5 percent or less.  This is defined as follows:

NO. OF MAIN STATIONS IN ERROR FILE  x  100 percent

Error Level  =  TOTAL NO. OF MAIN STATIONS

This is also commonly referred to as 95 percent accuracy of the database.  Technical Standard Number 2 contained in Section 3.4.1.3 governs this requirement.

The next step in the process, as shown in the flow chart, is call through testing of the system.  This may be done concurrently, with the error file correction phase discussed above, in order that the schedule can be shortened to 

the greatest extent possible.  Call through testing requires, of course, that the 9-1-1 network and equipment be in place and ready for operation.

For test purposes the service provider may assign a temporary number other than 9-1-1 in order to avoid problems with citizens who might call 9-1-1 before it is ready for operation.  Call through testing is essentially just what the name implies; i.e., service provider and county personnel fan out throughout the county and make test calls to verify that each such call is properly routed and displayed at the PSAP.  In general, test calls are made from all of the following areas:

· Each ESN area

· Each community

· Each public safety agency jurisdiction

· Each central office area

· Business phones

· Coin phones; public and private

· Phones located on ESN boundaries

· Phones located at critical agencies; i.e., hospitals, nursing homes, schools, etc.

· Overlap areas from C.O.s in adjacent counties

In addition to the foregoing, the capabilities of each PSAP are tested including the following:

· ALI displays

· Speed call lists

· Alternate routing

· Default routing

· Transfer capability

· Overload conditions

When the error level is sufficiently low and call through testing is completed, the E9-1-1 system is declared operational and the public is notified.

At this point, the 9-1-1 coordinator becomes responsible for the ongoing maintenance of the database to ensure a 

high degree of accuracy.  This involves continuous analysis of error reports generated by the service provider as subscribers come and go or make changes in their service.  County growth and jurisdictional changes require periodic revisions to the MSAG and to ESN assignments that may result in the introduction of errors.  In addition, the 9-1-1 PSAP call takers generate error reports based on inaccuracies noted on their ANI/ALI display screens.  These must be resolved by the 9-1-1 coordinator in conjunction with the service providers.
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5.0
SYSTEM MANAGEMENT

5.1
DATABASE MANAGEMENT

NOTE:  This section does not apply to basic 9-1-1 systems types 1 or 2.

As indicated in Section 4.2.7, management and maintenance of the database after cutover becomes the prime responsibility of the 9-1-1 coordinator.  A very important component of this task is the information provided by the call takers and supervisors at each PSAP.  The call takers can provide information about the location information provided on the ALI screen and any corrections provided by the caller.

The call takers may also provide information about other equipment malfunctions, or system anomalies.  Call takers may also provide leads on “success” stories or incidents in which the 9-1-1 system truly saved lives.  Therefore, it is very important that the coordinator maintain good communications and close contact with the personnel at each PSAP.

It is the responsibility of the 9-1-1 coordinator to establish a standard trouble reporting form for use by the PSAP call takers and supervisors.  Entries on the form will result from problems noted on the ANI/ALI displays such as the following:

· Calls from outside the PSAP jurisdiction;

· ALI display showing “No Record Found”;

· Display showing incorrect information; and

· Display showing incorrect information.

An example of an E9-1-1 reporting form is shown in Appendix ____.

For the convenience of PSAP personnel, the same form may serve several functions, such as reporting calls that require the use of a translator or deaf interpreter; calls received via TDD; etc.

A record should be maintained of the number of trouble reports from the various PSAPs.  If a particular PSAP has few such reports compared to the other PSAPs, the coordinator should follow up to determine the reason.

The troubles documented on the reports will be caused by defects in one or more of the following:

· The database

· The MSAG

· PSAP equipment

· Central office equipment

· Telephone lines

· Selective routing

· Other required equipment

· Alternate local exchange carriers

· Wireless carriers

· PSAP premise equipment

· Human error

There are many patterns or trends that may be detected through the careful scrutiny of the 9-1-1 reporting forms.  Many coordinators find these forms to be invaluable for system trouble shooting, detecting minor system problems and resolving other system anomalies.  Prudent use of the reporting forms also offers the PSAP an on-going form of contact with the coordinator.

It is the responsibility of the 9-1-1 coordinator to determine the cause of the problem in conjunction with the service provider and to take remedial action.  This, of course, is an on-going task.  The coordinator should strive to maintain accuracy greater than 95 percent in accordance with the recommendation in Technical Standard 2(B) contained in Section 3.4.1.3.

5.2
PSAP STANDARD OPERATING PROCEDURES (SOPS)

The coordinator should work closely with PSAP managers, supervisors and call takers to develop appropriate standard operating procedures.  The intention is that 9-1-1 be of assistance to the PSAP staff in handling and processing emergency calls.  Any 9-1-1 SOPs should not arbitrarily interfere with the smooth operation of the PSAP.  SOPs should be considered to address the following issues:

· Answering procedures

· Automatic alarms

· Calls with no voice response

· Call referrals

· Alternate routing

· Call transfers

· Non-emergency calls

· Trouble reporting

· Equipment and staffing

· Time verification

· Test calls

· Equipment operation

· Fire protection

· Security

· Misdirected calls

· Cellular telephones

· Database jurisdictional agreements

· Poison emergencies

· Telephone usage

· Confidentially

· Animal incidents

· Power line incidents

· TDD calls, procedures

· PSAP evacuation

5.3
TRAINING

Training is an important responsibility of the coordinator, and SOP training has already been discussed in this section.  The coordinator will also need to conduct training on the various items of equipment, TDD operation, state requirements, etc., as recommended in 4.3.4.  The technical and operational standards listed in Section 3.4 of this plan should receive special attention.

5.4
COMMUNICATIONS

It is important that the coordinator keep PSAP personnel apprised of changes in the system, in technology, in legislation, or in other events.  This may be done through:

· Monthly PSAP visits;

· Newsletters;

· System activity reports and performance statistics;

· Regular meetings with PSPA Managers  (The 9-1-1 coordinator should keep detailed minutes and records of such meetings.  Major decisions should be documented and sent to the PSAP managers on a follow-up basis to assure that there are no misunderstandings.);

· Interagency workshops involving PSAP supervisory personnel, and call takers;

· In-service training; and

· Periodic PSAP inspections (The 9-1-1 coordinator in conjunction with each PSAP supervisor should evaluate the PSAPs compliance with the technical and operational standards contained in Section 3.4.).

5.5
SERVICE PROVIDER RELATIONS

Interaction with the local exchange carrier and other service providers will occupy much of the 9-1-1 coordinator’s time.

Resolving PSAP trouble reports in a timely fashion will be a major part of this effort.  Service provider equipment and network problems may be encountered from time to time and must be quickly resolved.  Traffic data of 9-1-1 calls must be analyzed and acted upon as necessary.  It is recommended that each service provider designate a specific point of contact for system issues relating to 9-1-1.

Other areas of concern include numerous administrative details, such as collection of user fees, assignment of new ESNs, alternate routing plans, ESCO codes, transfer, routing and speed call programming.  Provision should also be made for escalation contact in the event that issues cannot be resolved at the customary level.

5.6
USER FEES

The service provider is required by law to submit a list of subscribers who refuse to pay the fees (with each month's submittal of funds).  It will be the duty of the coordinator to make the appropriate county officials aware of these situations in order that appropriate action can be taken.

5.7
PAY PHONES

Steps should be taken to ensure that all private pay phone providers are informed of 9-1-1 requirements.  The coordinator should be alert to the possibility that “smart” pay telephones may route 9-1-1 calls to inappropriate ten-digit numbers.  Private pay phone instructional placards may not comply with 9-1-1 requirements.  Such problems require immediate corrective action by the coordinator.

5.8
PABX SYSTEMS

NOTE:  This section does not apply to basic systems types 1 or 2.

Private automatic branch exchange (PABX) equipment poses a special problem for an enhanced E9-1-1 system.  Such equipment is served by a group of trunk lines from a service provider’s central office identified by a single main number.  Behind the PABX are many individual main stations that may be distributed as follows:

· Throughout a multi-story building;

· Throughout many buildings on a campus, or an industrial or governmental complex; and

· At distant locations by means of off-premise extension (OPX) lines.

A 9-1-1 call originating from a station behind a PABX will be identified only by a single main trunk number.  This number will identify only the physical location of the PABX switching equipment, and that may be of little help and may mislead the 9-1-1 call taker.

The 9-1-1coordinator may wish to contact the managers of large PABX systems to advise them of the potential problems and to encourage instruction of their user personnel.

Service provider solutions are available for PABX owners.  They involve the PABX outpulsing ANI information to the central office in a format compatible with the requirements of the local service provider(s).

A major task will be the initial and ongoing management of the database to ensure that PABX station numbers and locations are identified accurately.  Making this work reliably will require tremendous cooperation on the part of the PABX owners, the service providers and the 9-1-1 coordinator.  All parties must formally agree on the required service arrangement, terms, and conditions of the service.  PABX owners will be required to supply PABX station address information in a format and via an appropriate medium for inclusion in the database.  This information will have to be developed and maintained with the same diligence and subjected to the same approval process as the overall 9-1-1 database.

5.9
EQUIPMENT MAINTENANCE

Equipment maintenance and repair will require the attention of the coordinator.  This may involve interfacing with the service provider to work out problems involving cut lines, noisy circuits, equipment repair, etc.  Dealing with the suppliers of logging recorders, instant playback recorders, TDDs, etc., will also require some management effort.

For audit purposes, it is advised that equipment purchased via 9-1-1 funds be monitored carefully and used specifically in the performance of the 9-1-1 functions.

5.10
ALARMS/AUTO DIALERS

Many companies and citizens may wish to program automatic dialers and alarms to dial 9-1-1.  Under no circumstances shall any alarm circuit be routed to a 9-1-1 system, and no auto dialer shall be used unless two-way voice communications is possible.

5.11
FUNDING

If the county elects to fund all or a part of the system with access line fees, the coordinator's workload will include the assembly of county and service provider cost data that must be incorporated into the county's fiscal year budget.  Funding requirements are discussed in detail in Section 6.0.

5.12
PROFESSIONAL ACTIVITIES

It was recommended in Section 4.2 that the county 9-1-1 coordinator be encouraged to become active in professional organizations such as NENA and APCO.  Active participation will contribute to successful management of the county 9-1-1 system.

Attendance at state, regional and national meetings are an essential component in maintaining and monitoring the integrity of the overall 9-1-1 system.  It helps keep the coordinator abreast of changes in technology and helps build a better working relationship with neighboring counties.

Coordinators of 9-1-1 systems are encouraged to expand their professional knowledge and continue their professional education through whatever channels are appropriate.  Continuing education credit or other documentation may be offered for certain sessions of state, regional or national meetings.

5.13
SYSTEM IMPROVEMENT

Active participation in professional activities per Section 5.7 and a regular reading of publications in the field will ensure that the 9-1-1 coordinator remains knowledgeable regarding the latest developments in the field.  Such information will enable the coordinator to develop long-range plans and budgets to replace equipment and upgrade the system.  The pace of technological change makes such planning essential if the system is to provide the best service possible to the county's citizens.

6.0
FUNDING AND 9-1-1 FEES

The Florida Emergency Telephone Act, s. 365.171, F.S., gave STO responsibility for directing the implementation of a "statewide emergency telephone number 9-1-1 system."  From the beginning, STO recognized that this would be a difficult task until a funding source was made available to aid the counties.  At every opportunity STO has called attention to the funding problem.  In 1985, 1987, and again in 1991 the Statute was amended regarding this issue but addressed only the landline subscribers.  In 1999 legislation was passed that placed the 9-1-1 fee on wireless subscribers (s. 365.172(a), F.S.).

6.1
ESTABLISHING A WIRELINE 9-1-1 FEE

Section 365.171, F.S., bestows upon the various boards of county commissioners the authority to direct the local exchange companies to levy a 9-1-1 fee on the wireline main station subscribers in their respective counties.  This authority, which is normally reflected in the passage of a county ordinance, may be exercised by a majority vote of the Board.  Alternately, the Board can put the issue on the ballot at the next election, if it so desires.

The 9-1-1 fee may be imposed for:

· The initial installation of a 9-1-1 system.  (In reference to installing a new 9-1-1 system, a county collecting the fee for the first time may collect the fee for no longer than 36 months without initiating the acquisition of its 9-1-1 equipment (s. 365.171(13)(2), F.S.);

· The recurring cost to operate a 9-1-1 system; and

· The subsequent addition to, or upgrading of a 9-1-1 system.

The initial provision of 9-1-1 service is marked by the preparation of a 9-1-1 plan and the submission of the plan to STO for approval.

After approval by STO, the county places the 9-1-1 system on order and directs the local exchange companies to begin collection of fees to fund this "initial provision" of 9-1-1 service per the approved plan.

6.2
WIRELESS 9-1-1 FEE

Section 365.172, F.S., (Wireless Emergency Communications Act) was passed by the 1999 Legislature and places a statewide E9-1-1 fee on wireless subscribers.  Unlike the landline 9-1-1 access line fee, the wireless fee is established on a statewide basis and requires no action by the Board of County Commissioners.

The collection and use of the fee is as follows:

(A) Each provider shall collect a monthly fee imposed on each service subscriber who has a service number that has a billing address within this state.  The rate of the fee shall be 50 cents per month per each service number, beginning August 1, 1999.  The fee shall apply uniformly and be imposed throughout the state.

(B) The fee is established to ensure full recovery for providers and for counties, over a reasonable period, of the costs associated with developing and maintaining an E9-1-1 system on a technologically and competitively neutral basis.

(C) After July 1, 2001, the board may adjust the allocation percentages provided in s.365.173 or reduce the amount of the fee, or both, if necessary to ensure full cost recovery or prevent over recovery of costs incurred in the provision of E9-1-1 service, including costs incurred or projected to be incurred to comply with the order.  Any new allocation percentages or reduced fee may not be adjusted for 2 years.  The fee may not exceed 50 cents per month per each service number

(D) State and local taxes do not apply to the fee.

(E) A local government may not levy any additional fee on wireless providers or subscribers for the provision of E9-1-1 services.

6.2.1
WIRELESS FEE DISTRIBUTION

While wireline fee collection goes first to the county and monies collected are then disbursed to the providers, wireless fees are collected on a statewide basis, placed in the Wireless Emergency Telephone System Fund and disbursed by the Wireless 9-1-1 Board as follows:

(A) Forty-four percent of the moneys shall be held in escrow in an insured, interest-bearing account and distributed each month to counties, based on the total number of wireless subscriber billing addresses in each county, for payment of:

1. Recurring costs of providing 9-1-1 or E9-1-1 services, as provided by s. 365.171(13)(a)6, F.S;

2. Costs to comply with the requirements for E9-1-1 service contained in the order and any future rules related to the order;

a. A county may carry forward, for up to 3 successive calendar years, up to 30 percent of the total funds disbursed to the county by the Board during a calendar year for expenditures for capital outlay, capital improvements, or equipment replacement, if such expenditures are made for the purposes specified in this paragraph.

(B) Fifty-four percent of the moneys shall be held in escrow in an insured, interest-bearing account and distributed in response to sworn invoices submitted to the board by providers to reimburse such providers for the actual costs incurred to provide 9-1-1 or E9-1-1 service, including the costs of complying with the order.  Such costs include costs and expenses incurred by providers to design, purchase, lease, program, install, test, upgrade, operate, and maintain all necessary data, hardware, and software required to provide E9-1-1 service.  Up to 2 percent of the funds allocated to providers shall be retained by the Board to be applied to costs and expenses incurred for the purposes of managing, administering, and overseeing the receipts and disbursements from the fund.  Any funds retained for such purposes in a calendar year which are not applied to the such costs and expenses by March 31 of the following year shall be distributed to providers pursuant to this paragraph.  Beginning in state fiscal year 2000-2001, each provider shall submit to the board, by August 1 of each year, a detailed estimate of the capital operating expenses for which it anticipates that it will seek reimbursement under this paragraph during the ensuing state fiscal year.  By September 1 of each year, the board shall submit to the Legislature its legislative budget request for funds to be allocated to providers under this paragraph during the ensuing state fiscal year.  The budget request shall be based on the information submitted by the providers and estimated surcharge revenues.

(C) Two percent of the moneys shall be used to make monthly distributions to rural counties for the purpose of providing facilities and network and service enhancements and assistance for the 9-1-1 or E9-1-1 systems operated by rural counties and for the provision of reimbursable loans and grants by STO  to rural counties for upgrading 9-1-1 systems.

6.3
ESTABLISHING A RECURRING FEE

As in the past, the Statutes grant the Board of County Commissioners the authority to include recurring costs as an allowable expense to be funded by both wireline and wireless access line fees.  Therefore, any county that currently has an operational 9-1-1 system or that is actively pursuing the implementation of a 9-1-1 system, shall establish a fund to be used exclusively for receipt and expenditure of 9-1-1 fee revenues collected.

The money collected and interest earned in this fund shall be appropriated for "9-1-1" purposes by the county commissioners and incorporated into the annual county budget.  The county shall annually have a financial audit performed on this fund in accordance with S11.45.  A report of the audit shall be forwarded to STO within 60 days of its completion.  A county may carry forward on an annual basis unspent moneys in the fund for expenditures allowed by this section, or it may reduce its fee.  However, in no event shall a county carry forward 

more than 10 percent of the "9-1-1" fee billed for the prior year except as defined in s.365.172.  The amount of moneys carried forward each year may be accumulated in order to allow for capital improvements as shown in s.365.171.  The carryover shall be documented by resolution of the board of county commissioners expressing the purpose of the carryover or by an adopted capital improvement program identifying projected expansion or replacement expenditures for "9-1-1" equipment and service features, or both.  In no event shall the "9-1-1" fee carryover surplus moneys to be used for any purpose other than for the "9-1-1" equipment, service features, and installation charges authorized.  Nothing in this section shall prohibit a county from using other sources of revenue for improvements, replacements, or expansions of its "9-1-1" system.  A county may increase its wireline fee for purposes authorized in this section.  However, in no case shall the wireline fee exceed 50 cents per month per line.  All current wireline "9-1-1" fees shall be reported to STO within 30 days of the start of each county's fiscal period.  Any fee adjustment made by a county shall be reported to STO.  A county shall give the wireline service provider a 90-day written notice of such fee adjustment (365-171(13)(a) 3, F.S.

6.4
SERVICE PROVIDER CONSIDERATIONS

The Statutes include a provision authorizing the service providers to retain 1 percent of the total amount collected as compensation for acting as a collection agency and maintaining appropriate records (ss. 365.171(13)(a) 7(c) and 365.172(9)(c), F.S.)

6.5
NON-RECURRING AND RECURRING FEE COMPONENTS

As discussed earlier, the duration of a non-recurring fee is 36 months.  However, the recurring fee component has no time limit.

A major change contained in the 1991 amendment was the inclusion of a generic listing of categories which are eligible for recurring and non-recurring funding with 9-1-1 access line fees.  That listing includes the expenditure of moneys derived from imposition of the "9-1-1" fee authorized by s. 365.171.  The acquisition, implementation, and maintenance of Public Safety Answering Point (PSAP) equipment and "9-1-1" service features, as defined in the Florida Public Service Commission's lawfully approved "9-1-1" and related tariffs and/or the acquisition, installation, and maintenance of other "9-1-1" equipment, including call answering equipment, call transfer equipment, ANI controllers, ALI controllers, ANI displays, ALI displays, station instruments, "9-1-1" telecommunications systems, teleprinters, logging recorders, instant playback recorders, telephone devices for the 

deaf (TDD) used in the "9-1-1" system, PSAP back-up power systems, consoles, automatic call distributors, and interfaces (hardware and software) for computer-aided dispatch (CAD) systems; salary and associated expenses for "9-1-1" call takers for that portion of their time spent taking and transferring "9-1-1" calls; salary and associated expenses for a county to employ a full-time equivalent "9-1-1" coordinator position and a full-time equivalent staff assistant position per county for the portion of their time spent administering the "9-1-1" system; training costs for PSAP call takers in the proper methods and techniques used in taking and transferring "9-1-1" calls; and expenses required to develop and maintain all information (ALI and ANI databases and other information source repositories) necessary to properly inform call takers as to location address, type of emergency, and other information directly relevant to the "9-1-1" call-taking and transferring function (s. 365.171(13)(a)6, F.S.).

Should a county desire to fund a major expansion to the system as defined in s. 365.171, the actions required are illustrated in the following:

(A) After the non-recurring fee for the installation of 9-1-1 service is terminated and the system is made operational, the county's 9-1-1 program enters the recurring expense phase.

(B) If at a later date, the county requires a major addition which mandates a change to the current access line fee and is required due to county growth, technological advancement, etc., the identified addition cannot be part of the original approved plan.  A typical example would be the addition of a PSAP due to growth.

(C) The county prepares a revision to the 9-1-1 plan defining the addition and forwards it to STO for approval.

(D) Upon approval of the plan by STO, the County Commission passes a new ordinance or resolution defining briefly the scope of the major expansion and establishes a new non-recurring fee to fund it, but at no time can the total wireline fee exceed 50 cents per access line.

6.6
RESTRICTIONS

The following specific restrictions apply to s. 365.171, based upon the Statutes and the legislative intent.

(A) The amount of the fee cannot exceed fifty cents per access line (s. 365.171(13)(a) 1, F.S.) for wireless subscribers. 

(B) The period of time over which the installation fee can be collected cannot exceed 36 months without a county initiating acquisition of its equipment (s. 365.171(13)(a) 1, F.S.).

(C) The maximum number of wireline access lines on which the fee can be levied is twenty-five per "account bill rendered".  (This limit does not apply to wireless access lines.)  An "account bill" is defined as a given line item entry on an entity's telephone bill.  It is not the entire bill.  For example, suppose a company has operations at two buildings located separately on Market Street and Main Street, for which they receive a single itemized bill illustrated as follows:

MARKET STREET LOCATION:
30 LINES

MAIN STREET LOCATION:
15 LINES

The company would be liable for the payment of 9-1-1 access line fees on 25 access lines for the Market Street location and 15 lines at the Main Street location.

(D) Past amendments do not exclude governmental agencies from payment of the 9-1-1 access line fees.  However, the Comptroller General of the United States has ruled that the 9-1-1 fee is, in fact, a tax and that federal statutes make federal agencies immune from paying.  Similarly, the Attorney General of the State of Florida has ruled that state statutes prevent state agencies from paying 9-1-1 fees.  Therefore, 9-1-1 county coordinators should take these immunities into account in determining the projected revenue from 9-1-1 fees.

(E) The 9-1-1 fee revenues shall not be used to pay for any item not listed, including, but not limited to, any capital or operational costs for emergency responses which occur after the call transfer to the responding public safety entity and the costs for constructing buildings, leasing buildings, maintaining buildings or renovating buildings, except for those building modifications necessary to maintain the security and environmental integrity of the PSAP and 9-1-1 equipment room (s. 365.171(13)(a)6, F.S.)

6.7
9-1-1 FEE REVENUE PRIORITIES

Fees collected for 9-1-1 purposes shall be utilized in such a way as to ensure that all operational and technical requirements as set forth in this plan are accomplished.  Fees should first be used for all equipment, database information and updates, circuitry, maintenance, etc., to ensure that the system performs as designed.  Any remaining funding shall be utilized as defined in s. 365.171 (13)(a) 6, F.S.

7.0
STATE TECHNOLOGY OFFICE REQUIREMENTS

Requirements of STO pertaining to the notification of annual 9-1-1 access line fees were noted in Section 6.3.  In Section 7.0 the following additional requirements are covered:

· Initial 9-1-1- Plan Approval

· Major Addition 9-1-1- Plan Approval

· PSAP Inspection

· Certificates of Compliance.

7.1
INITIAL 9-1-1 PLAN APPROVAL

In Section 4.1 the necessity for preparing a county 9-1-1 plan and submitting the plan to STO for approval was discussed.  This section includes the requirements pertaining to preparation and submission of such a plan.

The authority for requiring submission and approval of a county plan derives from the Florida Emergency Telephone Act, s. 365.171 that states:

(9)  System Approval - No emergency telephone number "9-1-1" system shall be established and no present system shall be expanded without prior approval of STO.

In order to avoid wasted money, time and effort, a draft county plan should be submitted and approved prior to the issuance of an order to the local exchange company or other providers of service and equipment.  Final plan approval must be obtained prior to the system becoming operational.  It has proven to be much more efficient to resolve areas of disagreement at the inception of a county program than to wait until the operational date is imminent.

Collection of 9-1-1 access line fees, as discussed in Section 6.0, should not be started until the county has an approved plan.  It is, of course, not possible to properly budget for a 9-1-1 system without knowing the anticipated expense of the program.

Budgeting for a proposed system can only be done accurately with a documented plan.

7.1.1
PLAN CONTENTS

Section 9.0 contains a plan for each of Florida's 67 counties.  While 9-1-1 is operational on a statewide basis, some counties still do not provide enhanced 9-1-1 service.  County coordinators preparing a plan for a new system should use a comparable existing plan as a guide.  Similarly, county coordinators preparing a plan for an expansion to their system should review their existing plan and prepare a revision that is compatible.

The following is a description of the various sections of the required plan.

(A) System Summary

This section is, in essence, an executive summary of the county plan.  It should include as a minimum:

· Type of system

· Major features

· Identification of PSAPs.

(B) System Management

A brief description as to how the system will be managed is required.

(C) Agreements

Where central office overlaps occur that affect or may affect call routing, agreements on the proper handling of such calls are required.  It is recommended that county coordinators review the local situation and determine the need for such agreements.

(D) System Definition

System Definition is to be written in such a manner as to define each PSAP.  Compliance with the Technical and Operational Standards of Section 3.4 is essential and should be verified by the county 9-1-1 coordinator.  In reviewing a county plan, STO will verify that the minimum requirements are met including the following:

· Number of answering positions

· Total staff

· Number of incoming trunks

(E) Call Handling

Call handling is also to be written in such a manner as to define how each PSAP handles calls intended for each emergency service agency within its jurisdiction.  STO will review this area to ensure that "direct dispatching" of calls is used to the greatest extent possible.

(F) The list will also be checked to verify inclusion of all agencies.

System Serving Area

The system serving area should be shown as a simple outline map of the county.  The following should be shown on the map in their approximate location:

· Each PSAP

· Each central office area

· Central office overlap areas.

The county coordinator should contact the local exchange companies for information regarding their central office boundaries as well as the wireless providers to define coverage area.

(G) Central Office Trunk Network

This is a functional diagram showing the routing of calls from the various central offices to the various PSAPs.

The local telephone companies should be contacted for information for the preparation of this diagram.

7.1.2
PLAN APPROVAL

Upon receipt of a county plan, STO will review the plan for compliance with the technical and operational standard of Section 3.4.  If deficiencies are noted, the county coordinator will be advised in detail as to the problems noted.

If the matter cannot be resolved, the county may file a request for waiver.

7.2
MAJOR ADDITION 9-1-1 APPROVAL

If a county decides to expand its 9-1-1 system, a revision of the county plan must be sent to STO for approval.  The existing county plan should be modified to reflect the expansion and the changes clearly noted.  In addition, a letter is required in which additional details about the expansion are identified, including the following:

· Identification of PSAP(s) involved

· Equipment to be retired (if any)

· New equipment to be installed

· Estimated Cost

· Plans (if any) for initiating a county ordinance or resolution and the amount of the non-recurring fee increment.

STO will review the county's proposed revision for compliance with state standards.  If the standards are satisfied, the expansion will be approved.  If not, the county will be advised as to the specific reasons for non-approval.

7.3
INSTRUCTIONS FOR PSAP INSPECTION

On site inspections by STO Personnel and written correspondence between STO and affected entities of local government shall constitute the principal means by which STO shall obtain the information necessary to determine whether a given 9-1-1 system does or does not meet specified requirements of the state "9-1-1" Emergency Telephone Number Plan.

In accordance with the above, STO has established a formal inspection program.  Any county desiring an inspection of its 9-1-1 system should forward a request to the statewide 9-1-1coordinator, and STO will give first priority to satisfaction of the request.  Otherwise, STO will schedule inspections of the various county systems at random as time and manpower resources permit.

It is the goal of STO to inspect at least one PSAP per county per year.  A representative will coordinate the scheduling of inspections with the county 9-1-1 coordinator.

STO will give ample notice to the county coordinator when an inspection is scheduled and a date will be established and confirmed in writing.

The county 9-1-1 coordinator or designee is required to accompany the inspector to the PSAP(s) to be inspected.  This will greatly expedite the process and will ensure that the county coordinator understands the extent of any deficiencies that are noted.

7.3.1
INSPECTION CHECKLIST

STO has prepared a checklist to be used by the inspector at each PSAP.  The checklist is designed to verify that each of the technical and operational standards of Section 3.4 are satisfied.  Many of the items on the checklist will be verified by observation.  However, certain items can be verified only by questioning each PSAP supervisor and the county 9-1-1 coordinator.

The PSAP checklist and the instructions for 9-1-1 PSAP inspection information is continued in Figure 7.1, 7.2 and 7.3.

7.3.2
INSPECTION EVALUATION

Upon completion of the inspection, STO inspector forwards the completed checklist to the statewide 9-1-1 coordinator.  After review, a letter is sent to the county coordinator that includes the following:

· A listing of all PSAPs which have passed the inspection; and

· A listing of all PSAPs which have deficiencies.

The specifics of each deficiency are included along with specific directions as to how to correct the problem.

STO relies on the county 9-1-1 coordinator and the PSAP supervisors to make the necessary corrections.  Upon receipt of a letter from the county 9-1-1 coordinator stating that corrections have been made, STO will add the unapproved PSAPs to the approved list.

7.4
CERTIFICATES OF COMPLIANCE

Certification of Compliance will determine that the "9-1-1" systems operated or planned to be operated by entities of local government meet minimum technical and operational standards.

PSAPs, which pass the inspection checklist discussed in 7.3, are awarded a “Certificate of Compliance” by STO.  The certificates are mailed to the county 9-1-1 coordinator upon completion of the inspection and evaluation by STO.  The certificates are framed and may be wall mounted if desired.







County ______________

STATE OF FLORIDA

9-1-1 SYSTEM

CERTIFICATION CHECKLIST

CITY ______________ AGENCY ______________ POPULATION ______________

DIV. OF COMM. REP.______________ PSAP REP.______________ PH. NO._______________

DATE ______________ COUNTY REP.______________ PH. NO.______________

The following standards must be complied with in all 9-1-1 systems:

	
	PASSED
	FAILED
	COMMENTS

	1. All public safety agencies, i.e., law enforcement, fire protection, emergency medical, and rescue agencies within the boundaries of the PSAPs jurisdiction shall be included in the 9-1-1 system.


	
	
	

	2. The 9-1-1 PSAP shall be located at the public safety agency receiving the greatest number of calls for the given jurisdiction.


	
	
	

	3. A sufficient number of incoming 9-1-1 lines shall be provided between the telephone company and the 9-1-1 PSAP to supply a P.01 grade of service or better (one busy in 100 attempts during the average busy hour).
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	4. Enough call taker positions shall be provided such that during the average busiest hour of the day a minimum of 90% of the calls shall be answered within 10 seconds.


	
	
	

	5. Each answering position shall have access to all incoming 9-1-1 lines, out-going private dedicated lines, tie-lines, and dial-out lines.


	
	
	

	6. The 9-1-1 operator shall receive both an audible and a visual indication of the incoming 9-1-1 call.


	
	
	

	7. The telephone company operators shall have dedicated lines or other means of connecting the operator with the 9-1-1 center.


	
	
	

	8. The 9-1-1 call taker shall be dedicated to answering 9-1-1 calls and performing as a call taker.


	
	
	

	9. Each 9-1-1 PSAP shall operate 24 hours a day, seven days a week.


	
	
	

	10. The caller must never be permitted to talk with more than two people.  There must be no inherent double transfer.


	
	
	

	11. The only published emergency number shall be "9-1-1."


	
	
	

	12. In a given PSAP, all call taker positions shall be similarly equipped with ANI, ALI, SALI, call answering equipment, etc., as designated in the county 9-1-1 plan for that particular PSAP.


	
	
	

	13. Each call taker shall record details of each call within the jurisdiction of the PSAP.  This call record shall be the basis for the resulting radio dispatch.
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	14. Each call taker shall have the ability to transfer calls to the public safety agencies not within the jurisdiction of the PSAP.


	
	
	

	15. A trouble reporting number for reporting failures of telephone company equipment or circuits shall be displayed n the PSAP.


	
	
	

	16. A trouble reporting number for reporting failures of county owned equipment shall be displayed in the PSAP.  Are repair personnel "on call"?


	
	
	

	17. Each call taker position shall be equipped with instant playback capability.


	
	
	

	18. Each answering position shall be equipped with Telephone Device for the Deaf (TDD) capability for receiving 9-1-1 calls.


	
	
	

	19. The 9-1-1 PSAP shall have a logging recorder equipped to record the date and time of each call.


	
	
	

	20. The 9-1-1 PSAP shall have standby emergency electrical power capability for use in the event of commercial power failure.


	
	
	

	21. The 9-1-1 PSAP shall have sufficient building security to minimize the possibility of intentional disruption of operations.  Refer to attached security sandard.


	
	
	

	22. All 9-1-1 circuit facilities into the 9-1-1 center shall be protected to prevent accidental contact or tampering.
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INSTRUCTIONS FOR 9-1-1 PSAP INSPECTION

The following instructions are keyed to the items on the 9-1-1 Certification Checklist:

Ask the PSAP representative to identify all safety agencies whose calls are handled by the PSAP.  As a minimum, verify that law enforcement, fire, and EMS are included.

The safety agency receiving the greatest number of calls will most likely be a law enforcement agency.  Any deviation from this shall be prominently noted.  

Record the number of incoming lines.  After returning to your office, perform calculations per State Plan to verify compliance.  If  other data are not available, use the following:

AVERAGE CALL LENGTH:  60 SECONDS

Record the number of call taker positions.  After returning to your office, perform calculations per State Plan to verify compliance.

Verify by inspection.  Record any deviation.

Verify by inspection.  Record any deviation.

Question the PSAP representative as to how calls are received from the telephone company operator.  Record.

Note and record any additional functions performed by a call taker.  Question the PSAP representatives as to how much time this requires.

Verify with PSAP representative.

Verify with PSAP representative.

Verify with PSAP representative.  Check emergency numbers in phone book (including TDDs) on vehicles, etc.  Record any other emergency number observed.

Verify by inspection.  Record any discrepancies.

The purpose of this check is to verify that PSAP is not just a screening function.  Look for a second set of call takers at the facility who have calls transferred to them for taking the details of the citizen’s report or request.  Record any situations if this type.

Ask the PSAP representative to show you how calls are transferred.

Record the trouble reporting number.

Record the trouble reporting number.

Verify by inspection.  Record any deviation.

Verify by inspection.

Verify by inspection.  Record number of channels.
Record the type(s) of emergency power.

The secuirty of the PSAP requires careful observation and judgment.  If there is any doubt, make a sketch of the layout of the PSAP.  Look for the following:

a. Can the PSAP personnel and equipment be seen from outside the building?

b. Can the PSAP personnel and equipment be seen from unsecured (public) areas inside the building?

c. Is it possible for an intruder to have direct physical access to any PSAP personnel?  Look for glass opening in public counter situations.

FIGURE 7-2

d. Are any access doors left open?  Are they lock controlled from the inside?  If combination locks (push button or rotary) are used, question the PSAP supervisor as to how the combinations are safe guarded and how often they are changed.  Refer to the attached security standard in evaluating the PSAP’s security.

PSAPs having a population jurisdiction of less than 20,000 have a less demanding security requirement than those do over 20,000.  Nevertheless, inspect to the stricter standard and note deviations for the record.  Of course, such PSAPs will only actually be rejected for failing to pass the lesser standard.

This may be verified by questioning the PSAP representative.  Inspect for underground entry; unprotected exterior entrance cables; use the PVC instead of metal conduit; valnerable or unlocked exterior pedetals.

FIGURE 7.2 (CONTINUED)

PSAP SECURITY CRITERIA

The following delineates specified criteria by which “sufficient building security” is determined.

In most instances, a 9-1-1 PSAP serving small communities have a lesser potential for possible intentional disruption of service as compared to larger communities.  In addition, most, smaller communities do not have the economic resources that larger communities have available.  Therefore, the criteria are defined in terms of (1) small communities and (2) larger communities. A small community is defined as having a permanent population of 20,000 or less.

1. Small Community Criteria

PSAPs serving the small communities shall:

(a) Not be directly visible from the outside of the building through a window opening in a perimeter wall of the immediate call taker area.  If such windows face a secured outside area, inspect to verify that all access doors or gates to said area are in place and in use.  A reflective material on windows to enable visibility only from inside the building will be satisfactory.  Minor visibility resulting from building front entrance walls with windows will be satisfactory.

(b) Have a physical barrier as a minimum, separating the answering position from the public.  A counter top with no permanent openings will satisfy this requirement.  Access doors shall be lock controlled from the inside and shall be kept shut. 

1. Larger Community Criteria
PSAPs serving larger communities shall:

(a) Not be visible from the outside of the building.  A reflective material on windows to enable visibility only from inside the building will satisfy this requirement.  If windows face a secured outside area, inspect to verify that all access doors or gates to said area are in place and in use.

(b) Not be visible from unsecured areas inside the building unless absolutely necessary to the operation of the particular agency.

(c) Be configured to provide a physical barrier from floor to ceiling separating unsecured areas from all 9-1-1 personnel who are required to interact with the public.  There shall be no openings in the barrier other than a louvered opening for voice communications.  Glass used in such a barrier shall be of a heavy-duty, shatterproof type.  A pass through drawer shall be used for transfer of documents, money, etc.  An example of this type of installation can be found in the cashier’s office of many self-service gas stations.

(d) All doors shall be lock controlled from the inside and shall be kept shut.  If combination locks (rotary or push button) are used, access to the combinations shall be carefully controlled.  Such combinations shall be changed periodically on a schedule to be determined by the PSAP supervisor.

FIGURE 7.3 (CONTINUED)

8.0
WIRELESS “E9-1-1”

8.1
INTRODUCTION

In developing this section to the State Plan, a committee comprised of county 9-1-1 coordinators, wireless and wireline representatives was formed to compile the necessary information for the successful implementation and operation of wireless enhanced 9-1-1.

8.1.1
DIVERSITY OPERABILITY

Florida counties vary in size, population and economic status.  Due to this diversity, one approach will not apply to all 9-1-1 systems within the state.  All factors must be considered when planning and implementing a wireless E9-1-1 system.  Large counties may have the ability to financially support a large number of PSAPs (Public Safety Answering Points) with GIS (Geographic Information System) capabilities which would facilitate selective routing of wireless calls and their display on an ALI (Automatic Location Identification) map.  Some counties, due to fiscal constraints, may consolidate to a single PSAP with wireless GIS capabilities.

8.1.2
BASIC WIRELESS

When a caller dials 9-1-1 from a wireless phone, the call is routed through the MTSO and the Local Exchange Company’s network to the PSAP.  If a call is dropped, the PSAP operator has no way of re-establishing the call because no call back number is delivered.  In addition, the PSAP operator must rely on the caller to describe their location since no information is delivered.

8.1.3
PHASE I & II ENHANCED WIRELESS

Phase I 

Phase I requires the Wireless Service Provider (WSP) to relay both the wireless caller’s call back number and the location of the base station or cell site passing the 9-1-1 call to the designated PSAP.  This requirement applies to any wireless handset or text telephone device accessing the wireless carriers’ system.  Phase I calls are selectively routed to the PSAP.

Phase II

Phase II requires WSPs to furnish to the designated PSAP the call back number, cell site/sector and the location of the 9-1-1 caller by longitude and latitude (XY coordinates) within the parameters established by the FCC.  As with Phase I the call is selectively routed.

8.1.4
WIRELESS CARRIERS/LECS

Wireless Carriers and LECs may choose a variety of methods to transmit a wireless caller’s telephone number and location based on the capabilities of their network.  The options include Call-path Associated Signaling (CAS), Non Call-path Associated Signaling (NCAS) or a Hybrid solution.

8.1.5
WIRELESS TRUNKING SOLUTIONS

PSAPs have the choice to segregate incoming wireless calls on dedicated 9-1-1 trunks or to accept incoming wireless calls on their existing wireline trunks.

Inclusive Method (combined wireline and wireless system)

The inclusive method integrates wireless calls with the existing 9-1-1 system using CAMA trunking from the     9-1-1 service provider tandem or router to the designated PSAP.

Advantages:

· Consistent with most operating 9-1-1 systems

Disadvantages:

· Permits wireless calls to access the existing 9-1-1 system with no congestion control.  A single incident can overload the 9-1-1 trunks and preclude wireline access to the PSAP

· No useful location information provided

· This may still require additional CPE (Customer Premises Equipment) costs

Exclusive Method (wireless trunks separate from wireline)

Separate 9-1-1 trunk groups for wireless and wireline

Advantages:

· Segregates the trunk groups to prevent a single incident from blocking all incoming wireline calls

· Permits better call management, handling and tracking 

· Allows utilization of a separate in-house database for geo-spatial information to identify cell location

· Provides indication to the PSAP call takers that they are answering a wireless call

· Has minimal recurring costs

· Congestion control management at the PSAP is the responsibility of the county 9-1-1 coordinator 

Disadvantages:

· Increases the potential number of calls presented to the PSAPs on the wireless trunks with the same number of call takers responsible for larger volume of calls

· New technology, may require additional hardware and software to initiate

· May require larger telephone sets to accommodate additional lines 

8.1.6
FUTURE TRENDS

There are several technologies that will affect your 9-1-1 systems, including wireless voice over the internet (VoIP), automatic crash notification (ACN) through the wireless network, wireless number porting and others.  It is imperative that the county 9-1-1 coordinator carefully monitors the development of these and other emerging technologies.

8.2
HISTORY

Wireless Enhanced 9-1-1 (E9-1-1) features are equivalent to wireline ANI, ALI, and Selective Routing for emergency calls from wireless telephones.  This is another step in the evolution of 9-1-1 emergency services in the State of Florida.  The State of Florida 9-1-1 program was established in 1974 with the passage of FS 365.171 which was later amended to include 9-1-1 funding for the counties (non-recurring & recurring).

The deregulation of the telephone industry and certification of alternate local exchange companies (ALECs) by the Federal Telecommunications Act of 1996 and Florida Statutes 364.337 in 1995, required the interface between these companies, their customers and the 9-1-1 system infrastructure and operations.  FS 364.337 (2) requires 

ALECs to provide 9-1-1- service at the same level as the LEC (local exchange carrier).

On May 2, 1998 the State of Florida achieved 100 percent 9-1-1 coverage with the continued goal of E9-1-1 for all the citizens and visitors of the State of Florida.

It is within the above historical background and technical/operational system environment that Wireless E9-1-1 has evolved and must smoothly interface.  The rapid growth of the wireless telephone industry and the need to provide E9-1-1 service to this segment of telecommunications resulted in FCC Docket 94-102 which defines wireless 9-1-1 requirements on the federal level.

8.2.1
APCO, NENA, CTIA, NASNA (PUBLIC SAFETY & INDUSTRY GROUPS)

A coalition of Public Safety and Industry groups led to the successful development and passage of these critical regulations and legislation.  These groups included the National Emergency Number Association (NENA), Association of Public Safety Communications Officials (APCO), National Association of State 9-1-1 Administrators (NASNA), and Cellular Telecommunications Industry Association (CTIA).  It is the cooperative spirit of these organizations, the industry and public safety entities they represent, that will bring about the successful introduction and operations of wireless E9-1-1 into the State of Florida 9-1-1 program.

8.2.2
ORGANIZATION AND OPERATIONS

The administration of 9-1-1 in the State of Florida is the responsibility of the State Technology Office (STO) and is defined by Florida Statutes.

The main difference between the wireline and wireless operations is the formation and involvement of the State of Florida Wireless 9-1-1 Board.  The Operation of the wireless board is described in great detail in Chapter 5, paragraph 4 of this document. The State wireless operations are unique from wireline in that the Board collects the fees and distributes monies to the Counties and Wireless Service Providers. In addition the Board reviews and approves the Wireless Service Providers’ 9-1-1 cost recovery plans and reimbursement requests.  The remaining organization and operation is identical to the existing Emergency Number Plan.

8.2.3
SUMMARY

The challenges of overlaying the technical requirements of the legislation onto the varied existing E9-1-1 

infrastructure, while yet preparing for the future, are great.  The solutions for FCC 94-102 Phase II are complex.  Phase I technical infrastructure and PSAP operations must be designed to bring about a smooth transition to Phase II.  The key to successfully meeting the challenges of Phase I and II implementation and operation will be the on going cooperative spirit of the County 9-1-1 Coordinators, the Wireless Service Providers and the Local Exchange Companies.

8.3
REGULATORY/LEGISLATIVE

8.3.1
FCC REPORT & ORDER 94-102

The FCC First Report and Order relating to wireless E9-1-1 was the culmination of extensive efforts by the public safety community, the wireless telecommunications industry, and the Commission to implement E9-1-1 for wireless services.  In addition to over 110 comments and reply comments on the E9-1-1 Notice, the record included a Petition for Rulemaking filed by Ad Hoc Alliance for Public Access to 9-1-1 (Alliance) and a Consensus Agreement filed by CTIA, NENA, APCO and NASNA.

In adopting the E9-1-1 First Report and Order, the FCC recognized the importance of improving the quality and reliability of 9-1-1 services available to wireless callers.  Although 9-1-1 was originally developed for wireline telephone users, the number of wireless 9-1-1 calls is growing rapidly, paralleling the dramatic increase in wireless telephone subscribers in the United States.

The FCC established the following requirements for Wireless Service Providers (WSP):

Non-Activated Wireless 9-1-1 Capabilities  After October 1, 1997, WSPs must process and transmit to an appropriate PSAP all 9-1-1 calls from wireless handsets which transmit a code identification.  Additionally, WSPs must be capable of transmitting 9-1-1 calls made by persons with disabilities, e.g., through use of TTY equipment accessing the wireless carrier’s network.

Phase I 9-1-1 Capabilities:  After October 1, 1997, WSPs must relay a caller's ANI and the location of the cell site receiving a 9-1-1 call.  These capabilities are designed to allow the PSAP to call back the phone placing the 9-1-1 call, and help identify the location of the caller.

Phase II Enhanced 9-1-1 Capabilities:  WSPs are required to identify the latitude and longitude of the wireless subscriber making 9-1-1 calls within the parameters specified by the FCC.

Phase I and Phase II E9-1-1 Conditions:  The E9-1-1 requirements apply only if the WSP receives a request for such services from a county 9-1-1 coordinator with PSAPs capable of receiving and using the service.  The FCC Report & Order 94-102 is available on the FCC website.

8.3.2
FLORIDA STATUTES 365.171 through 365.174

8.3.2.1
F.S. 365.171 EMERGENCY TELEPHONE NUMBER "E9-1-1." 

This legislation established and implemented a cohesive statewide emergency telephone number "9-1-1" plan that provides citizens with rapid direct access to public safety agencies by dialing the telephone number "9-1-1" with the objective of reducing the response time to situations requiring law enforcement, fire, medical, rescue, and other emergency services.  See FS 365.171 in Florida Emergency Number Plan Appendix A-1.
8.3.2.2
F.S. 365.172 WIRELESS EMERGENCY TELEPHONE NUMBER

This Statute establishes the wireless 9-1-1 system and establishes the State of Florida Wireless 9-1-1 Board to administer the system.  The Statute imposes a fee of up to .50 cents per month, per service number to fund the provision of wireless emergency 9-1-1 service.  The provisions of the statute follow:

1. Provides duties and membership of the Board

2. Requires the Board to report to the Governor the President of the Senate and the Speaker of the House of Representatives each year.

3. Requires the Board to select and retain an independent accounting firm.

4. Imposes a monthly fee for wireless telephone service, and a process for adjusting the rate.

5. Provides for exempting the fee from state and local taxes.

6. Prohibits local governments from imposing additional fees related to the service.

7. Provides procedures for collecting the fee and remitting the fee to the Board.

8. Provides criteria for the provision of certain services.

9. Prohibits certain activities relating to wireless 9-1-1 telephone service.

10. Provides penalties.

11. Provides that the statute does not preempt other laws that regulate providers of telecommunication services.

8.3.2.3
F.S. 365.173 WIRELESS EMERGENCY TELEPHONE SYSTEM FUND

This Statute provides a mechanism for the collection and distribution of wireless 9-1-1 fees.  All revenues derived from the E9-1-1 fee levied on subscribers under s.365.172 must be paid into the State Treasury on or before the 15th day of each month.  Such moneys must be accounted for in a special fund to be designated as the Wireless Emergency Telephone System Fund, a fund created in STO as an insured, interest-bearing account.  All moneys in such fund are to be expended by STO for the purposes provided in sections s.365.172 and s 365.173.  These funds are not subject to s. 215.20.

8.3.2.4
F.S. 365.174 PROPRIETARY AND CONFIDENTIAL BUSINESS INFO.

This Statute provides for confidentiality of trade secrets.  All proprietary confidential business information submitted by a wireless service provider to the wireless board or the department, including the name and billing or service addresses of service subscribers, and trade secrets as defined by s. 812.081, is confidential and exempt from s. 119.07(1) and s. 24(a), Art. I of the State Constitution.

This Statute allows for statistical abstracts of information collected by the board or the department to be released or published, but only in a manner that does not identify or allow identification of subscribers or their service numbers or of revenues attributable to any provider.

The Statute defines "proprietary confidential business information" to mean customer lists, customer numbers, and other related information, technology descriptions, technical information, or trade secrets, including trade secrets as defined in s.812.081, and the actual or developmental costs of E9-1-1 systems that are developed, produced, or received internally by a provider or by a provider's employees, directors, officers, or agents.

8.3.2.5
NON-ACTIVATED CELL-PHONES

The FCC Order requires carriers to accept and deliver 9-1-1 calls from any wireless phone, including those without a current or active wireless account.  These non-activated cell phones can be new phones whose account has not yet been established or old phones whose account is closed.  Non-activated cell phones can make outgoing 

9-1-1 calls only, but cannot receive incoming calls.  No call back number will be displayed at the PSAP, and call takers will not be able to initiate a callback in case of a disconnect.

Companies are selling non-activated phones and promoting them for personal safety non-profit and community groups are collecting wireless phones donated by the public which are no longer active and handing them out to victims of domestic violence, taxi drivers, mail carriers, crossing guards, community watch groups and others.

This convergence of Phase I and II, along with the large number of non-activated phones being distributed may result in a larger number of wireless 9-1-1 calls without callback numbers or capabilities.

8.4
FLORIDA WIRELESS 9-1-1 BOARD (BOARD)

The Wireless 9-1-1 Board was established under FS 365.172 to administer, with oversight by STO, the fee imposed under subsection (8), including receiving revenues derived from the fee; distributing portions of such revenues to providers, counties, and STO; accounting for receipts, distributions, and income derived by the funds maintained in the fund; and providing annual reports on amounts collected and expended, the purposes for which expenditures have been made, and the status of wireless E9-1-1 service in this State.  In order to advise and assist STO in carrying out the purposes of this section, the board, which shall have the power of a body corporate, shall have the powers enumerated in subsection (6) of FS 365.172.

8.4.1
GOALS

The Board’s goal is to make Florida a leader in wireless E9-1-1 provisioning, and to ensure the development and implementation of comprehensive technologies to Florida wireless E9-1-1 users.  These services should equal or improve upon the services provided to wireline E9-1-1 users.

8.4.2
COST RECOVERY

Florida Statute 365.172 establishes a .50 cents monthly surcharge to be imposed on each wireless service subscriber with a billing address within the State.  The Board may adjust the rate under certain conditions.  The Board collects the wireless 9-1-1 surcharge from all carriers in the state and remits those funds to the counties in accordance with Florida Statutes 365.172 and 365.173.

The Board invites WSPs to present a cost recovery proposal which details the WSPs plan to implement Phase I and Phase II.  The plan includes the overall cost to deploy service, both with nonrecurring (one time) costs and with monthly recurring costs.  Upon Board approval, the WSP may begin service implementation and once deployed, may submit invoices to the Board for payment.

8.4.3
GRANTS AND FUND DISTRIBUTION

As identified by Statute, forty-four percent (44%) of the surcharge is held in escrow and distributed each month to counties based on the total number of wireless subscribers with a billing address in each county.  Fifty-four percent (54%) of the surcharge is held in escrow and distributed in response to sworn invoices submitted to the Board by WSPs.  Two percent (2%) of the surcharge is used to make monthly distributions to rural counties to help them provide facilities, network and service enhancements through reimbursable loans or grants.

Counties who meet the rural county criteria (population under 75,000), as defined by the Florida Association of Counties, can contact the Board for a grant application.  The county will be asked to describe the objective of the grant and how it concurs with the State 9-1-1 Plan.  They will have to complete a Needs Statement which describes their existing 9-1-1 system and justifies the proposed project along with an approximate time frame and completion date.

8.4.4
PROPRIETARY INFORMATION

WSPs guard their trade secrets, subscriber counts and subscriber information, and other market information closely due to the highly competitive nature of wireless telecommunications.  Any document received by the Board, a County, or PSAP which is marked Proprietary or Confidential should be guarded by the intended recipient.  Maps marked Confidential should not be hung or displayed in areas to which the public or other WSPs have access.

8.5
ROLES AND RESPONSIBILITIES

8.5.1
COUNTIES AND PSAPS

Wireless Phase I 9-1-1 deployments can be completed with minimal difficulty when standard processes are understood and employed.  The following are steps required for each category within the flow.  By understanding 

each of the steps required for a successful Phase I deployment and their relative order within the flow of the deployment, efficient planning can be put into practice and unexpected surprises can be avoided.  The smoothest implantation occurs when strong project management is employed.  There are multiple players involved in a wireless deployment and the completion of each task is critical to keeping these activities on track.  The county’s 9-1-1 coordinator and the wireless project manager's job is to insure that each participant knows what they need to do, why they need to do it, and the schedule for getting it done.  The basic steps that are to be accomplished are outlined below:

1. Request Phase I service in writing from the Wireless Service Provider.

2.
Develop an Implementation plan in cooperation with the WSP, LEC (Local Exchange Carrier), PSAP Authorities and third party database entities.

3.
As part of the plan, include the following steps:

· Develop an outline of jurisdictional area in a map format

· Develop routing strategy if required with overflow requirements

· Provide ESNs and defaults.

· Prepare wireless MSAG updates

· Determine capacity and trunk requirements

· Provide PSAPs with Policy and Procedure, trouble reporting and call trace contacts.

· Develop a configuration change procedure.

· Prepare call through testing plan.

· Provide PSAP Training

· Schedule cutover

A Florida implementation process has been approved by the State 9-1-1 Coordinators and is now available on the State Technology Office (STO), wireless web page @ www.state.fl.us/dms/e9-1-1.

8.5.2
9-1-1 SERVICE PROVIDER 

It is the responsibility of the 9-1-1 Service Provider, sometimes called the Local Exchange Carrier (LEC), to provide trunking between the PSAP and the LEC end office and to accept trunks from the WSPs into the appropriate 9-1-1 tandem or selective router.  9-1-1 service providers maintain the 9-1-1 network and pass 9-1-1 

calls from the WSPs to the PSAPs.  Elements of the wireless network may be provided by entities other than the LEC.  The following steps are required by LECs when activating wireless service:

· Work together with WSPs and counties to facilitate the prompt, reliable, and efficient interconnection of WSP systems to the existing E9-1-1 system.

· Serve as an information source for the existing E9-1-1 system infrastructure and operations 

· Negotiate appropriate agreements between LECs and WSPs

· Process service orders for 9-1-1 facilities, trunks, selective routing and E9-1-1

ALI database services as required by WSPs

· Install and test services with WSPs with the final approval resting with the County 9-1-1 Coordinator

· Provide on going maintenance and support for E9-1-1 products and services 

8.5.3
STATE OF FLORIDA WIRELESS 9-1-1 BOARD

It is the responsibility of the Wireless 9-1-1 Board to oversee the collection and distribution of the wireless 9-1-1 surcharge from the WSPs.  The Board reimburses the WSPs for Phase I costs.

· Receive the wireless 9-1-1 surcharge payments from WSPs

· Review WSP cost recovery and implementation plans

· Distribute wireless 9-1-1 surcharge to counties

· Reimburse WSPs for Phase I costs

· Provide annual reports to the Governor and Legislature

8.5.4
WIRELESS SERVICE PROVIDER

It is the responsibility of the Wireless Service Provider (WSP) to respond to an Enhanced 9-1-1 Phase I and Phase II request from a PSAP in an expedient and professional manner.  As a minimum the following steps/actions should occur:

· Initiate contact with the county 9-1-1 coordinator immediately after a Phase I or II request is received.

· Create a Project Plan for implementation of E9-1-1 services that is agreeable to both the county 9-1-1 coordinator and the Wireless Service Provider.

· Wireless service providers using a 3rd party provider shall provide a letter of agency to the County 9-
1-1 Coordinator and service provider prior to implementation.

· Create RF coverage maps to be used to determine accurate 9-1-1 call routing by cell sector.

· Place an order with applicable 9-1-1 service provider for transport facilities between WSP and the 9-1-1 service provider.

· Provide a minimum of two diverse wireless trunks are required per county to form MTSO to selective router.

· Work with applicable database managers to insure correct cell tower data is uploaded.

· Test all facilities with applicable 9-1-1 service provider and county 9-1-1 coordinator to insure complete and accurate connectivity.

· Perform drive testing with the assistance of applicable county 9-1-1 coordinator and 9-1-1 service provider to verify accuracy of 9-1-1 call routing.

· Ask for acceptance of wireless E9-1-1 service from applicable county 9-1-1 coordinator.

· Perform on-going maintenance of wireless E9-1-1 services.

· Configure the NPA/NXX for routing numbers to conform to that of the wireless plan.

8.6
TECHNICAL

8.6.1
NON CALL PATH ASSOCIATED SIGNALING (NCAS) SOLUTIONS

The Pure NCAS solution delivers the caller's voice and the P-ANI (Automated Number Identification), ESRK(Emergency Service Routing Key)/ESRD Emergency Service Routing Digit) to the PSAP through the use of routing numbers, but sends the call back number and location information along a separate data path to the PSAP.  The ALI information is provided by the WSPs’ third party database provider.  This digital out of band signaling over a separate data path is what stands this solution apart from all other types of call routing.  This solution was designed to alleviate the need to upgrade both selective routers and PSAP CPE for the purposes of delivering Wireless E9-1-1 calls and to segment ANI from Wireless customer databases.  There are several ways that the NCAS solution can be applied to enable various types of MSCs to deliver the required information to the 9-1-1 system.  This methodology also supports Phase II functionality to the PSAP, again without changes to existing selective routers or PSAP CPE.  NCAS has two variants, NCAS with ALI Re-direct or Steering and NCAS with a Wireless Integration Device (WID).  Specialized selective routers may have different requirements.

8.6.2
CALL ASSOCIATED SIGNALING (CAS) SOLUTIONS

A Call Associated Signaling solution can be employed in areas where 20‑digit signaling is available between the Selective Router and the PSAP.  The delivery path or transport trunk must be either Enhanced Multi‑Frequency (EMF) or ISDN signaling.  PRI or BRI signaling may be used in the ISDN format, but PRI is the most trusted.  This solution delivers 20 digits of information (10 digit ESRD + 10 digit call back number) directly to the 9-1-1 CPE.  The routing number is then used to query the ALI database for the cell site location information that exists in the ALI database as a static record.  It should be noted that when a CAS solution is using Feature Group D (FGD) trunking instead of an SS‑7 backbone, the time required to pass twenty digits to the Selective Router and then the same packets to the PSAP is doubled in relation to the amount of time it takes to send ten digits over traditional CAMA trunking.  Data provisioning in support of a CAS Solution requires that one record be built for every routing record required and the relationship of records to cell sectors is basically one to one.  No dynamic update occurs in the ALI record at the time of a call.

8.6.3
HYBRID CALL ROUTING

Some LECs have the ability in their tandems to take the NCAS solution and adapt it with Wireless Integration Device input.  For some PSAPs this may be an acceptable alternative to their wireless call delivery if straight CAS delivery is not available but is desired.  This solution may be very favorable to those PSAPs that maintain a “Type 5” ALI database system.  This solution is tandem based and must be managed during the initialization period of Phase I Wireless compliance.

8.6.4
PHASE II LOCATION TECHNOLOGIES

Private research and development companies are currently developing and testing wireless network solutions and handset-based solutions to Phase II.  With the wireless network solutions, location technology is added to the current cell sites to calculate a caller’s latitude and longitude.  With the handset-based solutions, longitude (X) and latitude (Y) data from satellites orbiting the earth is received by a chip in the handset and sent to the MSC to deliver to the PSAP.

8.6.4.1
HOW WIRELESS LOCATION SOLUTIONS WORK

Wireless network solutions add location technology to the cell sites and calculate the location information using triangulation methods.  When the caller dials 9-1-1, two or more cell sites pick up the signal.  Computer software 

analyzes data from the cell sites using a particular method or a hybrid of the following methods: Time Difference of Arrival (TDOA) and Angle of Arrival (AOA).

Time Difference of Arrival (TDOA) the terrestrial Location Determination Technology (LDT) that computes a transmitter’s location based upon the times a signal is received at multiple receivers.  The advantages to this method are that it can be applied to different wireless technologies and no modification to the handset is required.

Angle of Arrival (AOA) a terrestrial Location Determination Technology (LDT) that computes a transmitter’s location based upon the angle at which the transmitter’s radio signal strikes multiple receivers.  The AOA system is an overlay system that fits on the existing wireless network.

8.6.4.2
HOW HANDSET SOLUTIONS WORK

There are multiple handset solutions available.  Each uses a variant of Global Positioning Satellite (GPS) technology to obtain location information.  The advantage of a GPS solution is its inherent higher accuracy.  A challenge to this type of solution will be its use around, near or in skyscrapers where it is difficult for the handset to receive the GPS data.

Wireless-Assisted Handset Location Solution uses a GPS receiver in the handset to collect raw data from the satellites.  The raw data is then sent to equipment located at cell sites and then forwarded to network equipment for further processing.  This network equipment calculates and sends the latitude, longitude, and other location information to other network equipment for transmission to the PSAP.

Autonomous GPS Handset Location Solution uses a complete GPS receiver and processor located in the handset.  This stand-alone device does not need any network connections to obtain location information.  The on-board processor can send location information through the wireless network overhead data channels or over the voice path via in-band technology.

8.6.5
LEVEL OF SERVICE

One of the many standards that have been with E9-1-1 systems has been the P.01 level of service end to end through out the 9-1-1 network.  The ability to have an average of only one busy per 100 attempted calls has been a 

reliability trademark of the wireline service.  However, because of the technological capabilities currently available by the WSP, and the potential massive volume of wireless calls per incident, this level of service is not and probably will not ever be available on that portion of the wireless call network.  The P.01 level of service remains attainable and is a recommended standard for the remaining portion of the network.  PSAPs should institute management control of their 9-1-1 trunks to properly diverse route wireless congestion, thereby, ensuring reliable service operations without wireless saturation.

8.6.6
AUTOMATIC COLLISION NOTIFICATION (ACN)
With the technological growth of wireless programs, Automatic Collision Notification (ACN) is currently being installed in millions of vehicles and will eventually become the standard in automobiles.  Depending on the specific vendor, some ACN devices will attempt to direct access the PSAP and not the vendor.  ACN programs, referred to as Telemetric Devices, have advanced to the point of sending airbag status and other vehicle velocity data, data that may be overwhelming to call takers.  Direct ACN links to the PSAPs may become a major management issue and need to be reviewed in detail to ensure that all liability issues are fully covered by the responsible county government and written policies are in hand before initialization.  Currently, these notifications are routed over PSTN lines to a 24x7 administrative line in the PSAP.  Direct ACN programs must have at least a Phase II trunking environment before they are recommended for an operational level of acceptance.

8.6.7
IP TELEPHONY (VoIP)
Internet Protocol Telephony is computer based telephone distribution utilizing the internet network.  Government facilities, commercial enterprises and major resorts have all started to migrate to IP Telephony.  The PSAP must ensure that they know of these operating systems in their boundary areas and if they are residing behind some other type of telephone program service.  Secondly, the IP Telephony needs to have a local 9-1-1 identity so that the PSAP knows the physical location of the caller.  IP Telephony that is operating in the PSAP boundary and serviced in another jurisdiction needs to be reviewed under county development procedures.  It is recommended that the County 9-1-1 Coordinator, prior to any county authorization for installation or a Certificate of Occupation is issued, review IP Telephony installations.  Failure to properly identify this telephony setup may allow the IP Telephony System to bypass the jurisdiction and not access the proper PSAP when an E-9-1-1 call is initiated.

8.6.8
ANI DISPLAY VERSES CALLING PARTY NUMBER (CPN) PLACEMENT

During any standard wireline 9-1-1 call, most basic and enhanced CPE equipments display the ANI in the upper most left corner of the display screen.  In advanced CPE, using Intelligent Workstations, ANI can be positioned in any display position to meet the program requirements, by equipment masking.  Wireless Calling Party Numbers (CPNs) or Mobile Identification Numbers (MINs) are being imbedded into the body of the ALI display, masking the CPN in text fields.  This masking can cause the call taker to miss the number or confuse it with the P-ANI.  It is also a training issue as call takers migrate to different PSAPs.  Therefore, when functionally feasible with the PSAP’s 9-1-1 software and equipment or through the database provider, the Wireless CPN shall always be placed or programmed into the upper left corner where wireline ANI is displayed.

8.6.9
WIRELESS LOCAL NUMBER PORTABILITY
Wireless Local Number Portability (WLNP) will be implemented nationwide in the near future.  WLNP includes both wireless-to-wireline and wireline-to-wireless where by customers change the nature of their phone service back and forth.  Wireless companies have the ability to connect/disconnect their service orders within minutes where by wireline companies requires possibly days.  When a WLNP transaction occurs there is a “mixed service period” whereby both wireless and wireline service is activated, with both devices capable of dialing 9-1-1; generating the same ANI; and both resident in wireless and wireline ALI databases.  Numerous calling scenarios exist during the mixed service period all having potential negative impact and misinformation at the PSAP.  The possibility exists that WLNP will be implemented prior to solution development.  PSAPs must be aware of the problem during the mixed service period and react accordingly and as always, rely on verbal communications with the 9-1-1 caller when possible.

8.7
WIRELESS MAPPING CONSIDERATIONS

8.7.1
MAPPING SUPPORT SYSTEMS

The Wireless arena brings together three new operating standards for identifying PSAP based mapping equipment setups.  Displaying a map of the potential area covered by a particular cell sector may help a call taker to further identify the correct location of a caller.

8.7.1.1
WIRELESS MAPPING CONFIGURATIONS

8.7.1.2
TYPE AA:  CAD BASED ADDRESS TABLE
The TYPE AA configuration uses a basic CAD geo-database table, which lists the street address and range in conjunction with a paper map book.  This configuration in CAD is almost identical to an MSAG.  There is no geographic map available for the Call Taker/Dispatcher to reference in the computer.  No link is established between ANI and ALI or a map system, and Phase I or II Wireless is conducted on the ALI display screen only.  Geographic reference is normally provided by looking at a paper map book of the PSAP area.  Some PSAPs refer to this table as a “CAD map”.

8.7.1.3
TYPE AB:  STAND ALONE GEO-MAPPING SYSTEM

The TYPE AB configuration uses one of the many mapping based solution software programs currently on the open market.  This configuration is simply a map of the PSAP area or county showing only roads and streets, similar to what might be found in an automobile’s graphics location display.  Residential and commercial structures may be on the map overlay but their locations and accuracy are not to scale, nor is there validity to the information.  No link is established between ANI and ALI and the standalone map system, and Phase I or II Wireless is conducted on the ALI display screen only.  Wireless towers may be indicated on the map display but there is no active linkage between cell sector coverage and wireless call reception.

8.7.1.4
TYPE AC:  CPE BASELINE MAPPING SYSTEM

The TYPE AC configuration is a mapping database that has been developed to cover the boundary areas of the county.  It has GIS accuracy for roadways and county areas of between one (01) to five (05) miles. There is not an active GIS department or survey validation program within the county.  The MSAG for mapping based system support is a range-based database.  The server system that supports the fully integrated mapping base may or may not be directly attached to the CPE equipment so that a trigger generates into the mapping base with the ANI/ALI dips.  Manual interaction with the mapping computer by entering the street or location name may be required and the road name list may reside in CAD.  If directly connected, the dip action causes the mapping display to automatically go to the geographic area in the map base that corresponds to that ANI/ALI point.  Caller location is then displayed on the mapping screen at the call taker console.  This type of CPE Baseline Mapping System is normally run in parallel with the LEC ALI database system.  In the case of Wireless, the cell tower is 

displayed with the radius cone (shape file) of that tower being highlighted.  Phase I is presented by the coverage of the sector and in Phase II, depending on the integration level of the mapping system, the cell call will show a calling point coordinate.

8.7.1.5
TYPE AD:  FULLY INTEGRATED GEOGRAPHIC INFO. SYS. (GIS) 

The TYPE AD configuration is a fully integrated mapping database that is actively updated for all new permitted sites countywide.  Counties with this system normally have a GIS department and a Centralized Addressing Authority to develop and maintain the system.  This system may have a spatial county reference and is normally maintained with GIS accuracy for each site and all roadways in the database of at least ten (10) meters or less.  The MSAG for mapping based system support is either in a range based tabular database or an actual address point geographic data file with only exact validated address points.  The server system that supports the fully integrated mapping base is directly attached to the CPE equipment so that a trigger (dip) is generated into the mapping base with the ANI/ALI dips.  This dip action causes the mapping display to automatically go to the X, Y coordinate in the map base that corresponds to that ANI/ALI point, then displays that point at the dispatcher’s console.  This type of fully integrated system will work with a locally maintained ALI database (Wireline Type 5) or through the LEC tandem database system.  In the case of Wireless, the cell tower is displayed with the sector radius cone of that tower being highlighted.

8.7.2
MSAG CONSIDERATIONS

The current MSAG as we know it is a data table of known street names, supporting ranges, ESNs, community/city identification and exchanges.  Total addresses on any given street are limited to the numbers contained in the range between the highest and lowest number.  Scale grids are commonly used to establish the number of applicable addresses per street.  Spatial GIS Mapping configurations which are being driven by Phase II Wireless considerations may bring about change to this philosophy.  As some county governments advance to more spatially orientated GIS mapping bases, the migration from a data table MSAG format to a mapping based GEO MSAG format could be instituted.  Active GIS mapping provides the ability to change the range on a street from having a high/low range standard to an exact group of addresses that are spatially located by GIS.  Then, the only addresses that the PSAP will recognize are those exact GIS address points recorded by the Fully Integrated Mapping (“Type D”) System.  The magnitude of the MSAG will be significant for some counties, and an electronic MSAG will become the normal archive for this information.

8.8
IMPLEMENTATION

8.8.1
PSAP (COUNTY) GUIDELINES

A detailed Wireless 9-1-1 Phase I checklist was approved at the Florida Coordinators Group at their bi-annual meeting October 3, 2000.  This checklist has been subsequently approved by NENA.  A copy of this checklist is available on the Division of Management Services, Information Technology Group, Wireless web page at www.state.fl.us/dms/e9-1-1.

8.8.2
WSP GUIDELINES

The following outline is a typical process for Wireless Service Providers Phase I implementation after the receipt of the request for Phase I:

· Obtain wireless Board approval for cost recovery;

· Deliver Services Order form to the County;

· Complete Project Plan;

· Receive Service Order back from the County; 

· Provide Questionnaire for  PSAP Phase I information;

· Receive PSAP questionnaire back from the County;

· Provide the County the site coverage maps

· Schedule meeting with the County;

· Provide address validation form for towers;

· Receive address validation form back from the County;

· Deliver complete data package to LEC;

· Load data base at third party or in-house;

· Order trunks from the 9-1-1 service provider/set delivery dates;

· Verify trunks installed and tested with MSC;

· Schedule PSAP call through testing with county 9-1-1 coordinator;

· Call routing, database error resolution;

· Provide Service Acceptance form to the County;

· Receive Service Acceptance form back from the County;

· Collect and review LEC invoices;

· Invoice Wireless Board; and

· Close Project.

8.8.3
INITIAL CONTACT

Initial contact should be made with the LEC technical and marketing representatives to determine the LECs ability to provide wireless 9-1-1 services and their preferred technology.

8.8.3.1
IMPACTS TO 9-1-1 CPE 

· Equipment

· Trunk configurations

· ALI display formats

· Mapping

· CAD systems.

8.8.3.2
DETERMINE WIRELESS NETWORK CONFIGURATIONS

· Service options

· Evaluate and structure service agreements if applicable

8.8.4
REGISTERED/CERTIFIED LETTER

The following is an example of the registered notification letter sent to the Wireless Service Provider requesting Phase I service.  This letter may be modified to include Phase II.

May 5, 2001

Mr. R. F. WSP

Serendipity Wireless

600 Forward Voice Channel Cr.

Atlanta, GA 45678

Dear Mr. WSP:

As the coordinator of 9-1-1 services for Spectrum County, Florida located in one of (LECS) areas of operation, I am pleased to issue this formal request for information on how Serendipity Wireless will comply with the Phase I obligations of the Federal Communications Commission (FCC) E9-1-1 Report and Order, Number 94-102.

As you know, the FCC’s Wireless E 9-1-1 Report requires that Serendipity Wireless provide Automatic Number Identification (ANI), Pseudo ANI and Automatic Location Information (ALI) within six months of receipt of a formal request from the local Public Safety Answering Point (PSAP).  This is my Spectrum County 9-1-1 Administrations first step in that direction and this letter will serve as that request for the PSAPs where wireless 9-1-1 calls are to be received in Spectrum County.

It is my understanding that all network and associated cost will be covered under the Wireless Board approved cost recovery program that will be distributed to the wireless carriers.  I would appreciate an analysis and overview of the changes required to provide selective routing of your towers to the PSAPs of the County's choosing.  In addition, I would like to understand your network implementation plans for Phase I and Selective Routing.

I am looking forward to working with Serendipity to improve the quality of wireless E9-1-1 services for your customers and the citizens of this area.  I encourage you to contact my office immediately with the name of the person we may contact to discuss logistics and other technical and non-technical concerns.

My hope is that we can develop a productive and positive working relationship in the coming months and years, and that we can continue to work together to improve the quality, reliability and the effectiveness of wireless E9-1-1 services.

Please contact me at 555-454-6809 to discuss these issues in more depth.

Thank you for your assistance.

Best Regards,

Steve Smith,

Spectrum County, 9-1-1 Coordinator

8.9
PSAP CUSTOMER PREMISE EQUIPMENT (CPE) 
CONSIDERATIONS

8.9.1
WIRELESS PHASE I IMPLEMENTATION 

Wireless Phase I Implementation may impact existing PSAP CPE in the areas of trunk/position quantities and configuration ANI/ALI systems and Mapping systems.  This impact may require that the PSAP CPE be modified, enhanced or replaced.  PSAP CPE implementation considerations include:

8.9.2
TRUNKS AND POSITIONS
Under most scenarios wireless Phase I will increase the call volume and holding times over those experienced at the PSAP under pre-Phase I.  This will be especially true if the PSAP previously did not receive wireless calls.  The result may be a requirement to add trunks and/or positions to handle the potential increase in call volume.  Likewise the decision to segregate, or not, wireless trunks and/or positions will have similar impact.  Trunk and position port capacity on the CPE system should be reviewed with the vendor and any appropriate action taken.

8.9.3
ANI

The FCC Order requires that a PSAP (County) must be capable of receiving and using the Phase I service.  At the PSAP this equates to being able to receive possibly 8, 10 or 20 digits of ANI information depending on which type of network configuration i.e., CAS, NCAS or Hybrid, is used by the WSP and ILEC to deliver the wireless 9-1-1 call and data to the PSAP.  System capabilities should be reviewed with your equipment provider and upgrades made as required.

8.9.4
ALI

Phase I data (P-ANI, cell tower location information, and mobile call back number) may be totally or partially delivered to the PSAP via the ALI System. The System may be a centralized system provided by the ILEC a PSAP stand-alone system or jointly provided systems by the ILEC and a Third Party Database provider on behalf of the WSP.

All of the ALI delivery systems require the display of the Phase I data at the call-taker position.  As a result of the additional wireless data, the ALI display controller programs of the PSAP CPE may need to be modified to allow the presentation of the data on the call-takers ALI screen.

Stand Alone ALI systems (ALI system contained on PSAP CPE) are restricted to using the CAS network/ALI configuration unless the PSAP connects to the ILEC centralized ALI or Third Party ALI Databases for delivery of Wireless ALI data to the call taker.  Connections to multiple ALI data providers could prove problematic.  The PSAPs are advised to verify with the provider of their equipment whether or not the system will support input from multiple databases.

8.9.5
MAPPING

Computerized mapping is not a mandatory requirement for Wireless 9-1-1 but is beneficial for Phase I and absolutely encouraged for Phase II.  Phase I location information is provided in text to the call taker via the ALI screen however a graphic image enhances the usefulness of that information.  In Phase II, wireless companies provide x/y coordinate data for the caller’s location.  This data is of little value in text format and a mapping system is needed for graphic display of the location.

Mapping systems are varied (See Mapping Section of this Plan) but the most ideal solutions have map displays for the call takers automatically “triggered” via the ANI/ALI data stream through the PSAP CPE.  The mapping systems may be integrated with PC-Based PSAP CPE integrated with an interfaced CAD system, or interfaced with a separate county GIS Mapping System.  Discussions with the appropriate PSAP CPE, CAD, or Mapping System Vendor(s) are encouraged to determine existing system capabilities, interfaces, and new system options for the map display of wireless calling data.

8.9.6
PHASE II

The additional requirements and wireless ALI data of Phase II may require additional PSAP CPE, CAD, or Mapping System enhancements or upgrades.  Phase II requirements should be considered in the Phase I review and decision making for PSAP CPE.

8.10
CONTRACTS, SERVICE ORDERS, AND DOCUMENTATION

Certain information such as RF coverage maps, wireless subscriber counts and other information may be considered by the WSPs as proprietary and confidential.  Because of the competitive nature of the wireless industry, WSPs want to limit the availability of this information to a small number of people with a need to know.  Before a WSP shares such information with a PSAP or county, they may require a non-disclosure agreement or a service order or service agreement with non-disclosure language.  These agreements are a standard practice and usually require the information to be kept confidential.  The Wireless Board has approved a standard service order form, which may be used or the WSPs and Counties have the choice to negotiate other documents.

The FCC Order does not require service agreements, contracts or nondisclosure agreements, and does not address the issue.  Some WSPs have national policies, which require an agreement before they will turn up service.  It is incumbent on the county and WSP to come to agreement on these documents.

8.11
CALL HANDLING OPTIONS

Wireless call handling in the PSAP may change previous call handling options where managed wireless and wireline trunk grouping may be required by the county 9-1-1 coordinator.  Now the county 9-1-1 coordinator and governing authority must examine the area that the PSAP operates in, past call volume on wireline trunks and current and future county or jurisdictional wireless tower growth.

Phase I Wireless compliance will bring the 9-1-1 call to the tandem and trunk it directly to the PSAP.  The county 9-1-1 coordinator must determine whether it will route all calls to the main PSAP, establish a Wireless Call PSAP, route land and wireless calls on separate trunks, allow all 9-1-1 calls to remain on undivided 9-1-1 trunks, add more trunks to handle wireless call volume, and decide whether to add MIS software to analyze trunk usage and call growth.  P.O1 as we have always known will not help resolve our call congestion problems caused by wireless congestion.  Relief will come from proper trunk management schemes.

ALI Mapping considerations will also direct call-handling options.  If advanced ALI Mapping software is in place in the PSAP, trunking considerations to handle this input must be reviewed to get the maximum extent of the geographic positioning currently offered.  Secondly, the available ALI Mapping options must be reviewed for Phase II implementation.  These options will help to determine how NCAS or CAS call trunking will or will not work with the PSAPs mapping scenario.

8.12
DATA COLLECTION & DATABASE MAINTENANCE

The data collection and database maintenance process is ongoing for Phases I and II.  Both the WSP and the county 9-1-1 coordinator will need to continue to be involved in the process and to communicate when new sites are added to the network, existing sites are altered or taken out of service, or when the county 9-1-1 coordinator makes address and ESN boundary changes to the MSAG.

8.12.1
DATA COLLECTION STEPS

The first step in the data collection process starts with the WSP providing a list of site addresses to the county 

9-1-1 coordinator to validate those addresses against the MSAG.  The county 9-1-1 coordinator should compare each site address to the MSAG and provide the WSP with a corrected list.  Street name spellings, abbreviations, pre and post directional abbreviations, community name spellings, and the house number must be identical between the MSAG and the corrected list provided to the WSP.

More than one WSP may have equipment located on the same tower.  This is called tower co-location.  The county 9-1-1 coordinator can use the same address for all WSPs on a tower, or may create a separate address for each WSP.

The county 9-1-1 coordinator must also provide descriptions of the cell face coverage when submitting MSAG ledger information.  In addition proper routing, i.e., ESNs must be provided for each cell face.

The WSP will take the corrected list received from the county 9-1-1 coordinator and attach P-ANIs or ESRDs to the addresses along with other site specific information and send those records to the County’s ALI database provider, where it will be added to the ALI and Selective Router databases.  If the address sent by the WSP does not identically match the address in the MSAG, the record will create an error.  Calls coming from a cell face with a record in error will result in a No Record Found or similar ALI display, and will be routed to the default PSAP, until the error is corrected.

If a county 9-1-1 coordinator makes ESN boundary or number range changes to the MSAG which effect a cell site after it is already in the ALI database, the record will create an error.  WSPs should be notified in advance of 

changes.  Concurrently, county 9-1-1 coordinators must make changes to their database when cell tower changes are made.  WSPs must notify county 9-1-1 coordinators in advance of these changes.

Some ALI database providers take up to 60 hours to flow information to the 9-1-1 Tandem once an update is received.  County 9-1-1 coordinators and WSPs should keep this in mind when making changes and notifying each other.

WSPs must depend on permit departments, 9-1-1 divisions, community development divisions and other local government entities to provide addresses for cell towers.  Sometimes the information provided to the WSP is not an accurate address in the 9-1-1 MSAG.  The county 9-1-1 coordinator and WSPs should work together to obtain MSAG valid addresses.  This may involve the carrier providing a site map or driving directions and asking the county 9-1-1 coordinator to help address the tower.

Depending on the PSAPs 9-1-1 service provider or LEC, some data appearing on the ALI screen can be customized to the PSAPs needs.

8.13
RF COVERAGE

The county 9-1-1 coordinators may request an RF coverage map or tabular data of the sites located within the County’s PSAP boundaries and sites in other Counties whose RF coverage may overlap the County’s PSAP boundaries.  Not all carriers use the same RF mapping programs, so the maps may differ between carriers.  Some carriers are willing to provide RF coverage in electronic format at the county 9-1-1 coordinators’ request.  If their mapping program is not compatible with the PSAPs, the PSAP may need to change or upgrade software or have a conversion program written.  Generally, WSPs who provide RF data in electronic format are willing to provide updates on a quarterly basis.

Note:  Cell sites may be added, altered and even moved at any time.  A RF map is only a snapshot of possible coverage at the time it is created.  Because of the unstable nature of RF, maps are unreliable and outdated soon after they are created.  Anyone using the maps should understand a call showing a certain tower address may or may not be located within the RF coverage area displayed on the map.  Some cell sites, when all facilities are busy, are designed to pass calls to the closest available tower.  Therefore, a caller can potentially be located some distance outside the RF coverage area displayed on the map.

RF coverage maps can be used to determine which cell faces to route to which PSAP. Some carriers have the ability to route faces from the same tower to different PSAPs. This is helpful with sites near PSAP boundaries.

Note:  To route faces from the same tower to different PSAPs may require a separate and unique address in the MSAG and in the correct ESN for each face.

Note:  For PSAPs using the Exclusive Method of connecting calls in which wireless 9-1-1 calls are directed to dedicated wireless 9-1-1 trunks, the address of the cell tower must be unique in the MSAG and have the wireless ESN assigned to that address.

The PSAP can create digital GIS shape file maps from the RF coverage maps, depicting the cell face coverage as a stand-alone polygon.  The polygons can be color coded to show the RF db power relationship of each cell face.  Geographical details can be included in the map.  When the 9-1-1 calls are received, the PANI assigned to the associated cell sector can be used to initiate a digital map display of the appropriate cell sector polygon at the 9-1-1 answering position.  This display, along with location information obtained from the cellular caller can be used in conjunction with the GIS Common Place Name file in an attempt to determine the caller’s physical location.

8.14
TESTING

Once the trunk facilities and database are in place and the PSAP is ready to accept calls, it is necessary to test the system for accuracy and reliability.  The WSP and LEC will conduct tests on the trunk lines to ensure they are working correctly.  Next the WSP will need to contact the county 9-1-1 coordinator to schedule call through testing.  Because of the tendency of 9-1-1 calls to peak at certain times of the day such as rush hour, the WSP will need to schedule testing outside of the PSAPs peak hours.

8.14.1
CALL THROUGH TESTING

All call through testing requires prior approval by the county 9-1-1 coordinator.

Call through testing requires the WSPs to drive test each sector.  During call through testing, the WSP technician will ask the PSAP call taker to verify the information displaying on the ALI screen such as the address, call back 

number, and P-ANI, ESRD or ESRK.  Incorrect information and improperly routed calls should be noted and the information forwarded the appropriate entities for resolution.

Note:  Appropriate training at the PSAP level is needed for call takers to understand the variable nature of RF and some of the possible scenarios for a caller being physically located quite some distance from the tower address on the ALI display.

8.14.2
ERROR RESOLUTION AND MISROUTES

Misroutes:  It is important, not only during the testing phase, but also after service has been implemented, for the PSAPs to continue to report misroutes, Record Not Found issues and other 9-1-1 failures involving wireless calls through their normal reporting mechanisms.  Call takers should be trained to recognize 9-1-1 system problems and to report them on the proper forms.  The LEC will investigate, and if necessary, forward the complaint to the WSP for resolution.
8.14.3
TRAINING

Before and after implementation of enhanced wireless E 9-1-1 the county should schedule training for 9-1-1 telecommunicators in the idiosyncrasies of wireless telephone technologies and their interconnection to 9-1-1, including:

8.14.4
WIRELESS CALLERS’ LOCATION

If tower locations are given as part of Phase I or as a default for Phase II due to a failure to transmit the caller’s location, telecommunicators should be instructed in how to use this information to obtain an approximate location for the caller based on the tower location and face orientation.

8.14.5
WIRELESS ALI CONFIDENCE

Telecommunicators should be instructed as to how to determine the reliability and accuracy of the location transmitted in Phase II.

8.15
NEW TECHNOLOGIES

As technology changes telecommunicators should be instructed as to how these changes will affect their 9-1-1 response.
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