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SUMMARY OF FINDINGS AND RECOMMENDATIONS

We present in this summary the major findings and recommendations
given in the report. Chapter references are given to assist the reader

in determining how these findings and recommendations were derived.

7ThiS~preliminary report is being issued after three months of our
sixemonth contractual effort. It defines the basic requirements of 911
from the vieWpoint of the State of Flbrida, to guide the development of
statewide 911 in the best interests of the citizens of the state. It
presents tq local officials alternatives that will be analyzed, evaluated,
and recommended in our final report. Theée alternafives and recommendations
made in the repbrt are preliminary, given to brovide feedback and thus to

incréase the participation of fhe various stakeholders in the 911 planning

+

process.
‘Specific recommendations and findings are as follows.

~® On the basis of the intent and progress of state legislative action
‘ and of implementation by the Florida Division of Communications, as
well as the recent passage of the federal Emergency Medical Systems
Act requiring 911, we believe that 911 should be planned and imple-
~mented on a statewide basis by local governments. In addition, the
large number of visitors and part-time residents give Florida both
the reSponsibility for ensuring that visitors receive emergency
services equal- to those obtainable in their home communities and
the opportunity to. lead the nation in statewide 911.

. ' The 20 telephone companies, 67 counties, 460 incorporated cities,
200 hosgpitals, and 900 police and fire protection agencies consti-
tute a situation of extreme fragmentation. In particular, the mis--
match between telephone exchange and public safety jurisdictional
boundaries will require'the'staté to develop cleaxr and firm guide-
lines fox. local implementation and to consider subvention to local
governments for some of the costs to be incurred (Chapter II).

® The majoribenefit of 911 to the public is in decreasing the response
time, measured from incidence of need to contact of the appropriate
“public saﬁety agency. ' Although no firm data on reduction of response
time due to 911 are available, national estimates range from 2 to
120 seconds. In addition, 911 improves the sense of participation
of the public in the activities of public safety agencies, and is

)
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I INTRODUCTION

A, Background of the Study

On December 27, 1973; the Florida Division of Communications,
Department of General Services, awarded a contract to Stanford Research
Institute (SRI) to develop a system concept for implementing Universal
Emergency Teléphone Number 911 throughout the State of Florida. The Eontract
called for the concept to be presented in the final report, to be delivered
six months after contract award. Since the final report would not be
delivered before the expected end of the state legislative session, the
Division of Communications included in the contract a requirement for a

preliminary report, to be delivered three months after contract award, which

would assist state legislators and executive branch officials in formulating

911 policies. This preliminary report, then, attempts to present the most
important 911 issues, and is oriented to the needs of policy formulation at

the state level. The final report will present to the Division of Communications
firm recommendations for state action and will also preéent alternative 911 plans

for local govermments in Florida, with local recommendations as appropriate.

B. State Planning Background

| The present studyﬂfollows dlirectly from two ongoing programs of the State
Division of Communications. In: 1972, the Florida Legislature passed House
Bill 3937 [ Florida Statute (¥.S.), Chapter 287.29] on law enforcement com-
munications. In passing this bill, thé legislature noted cieariy that the

limited number of radio channels had not been assigned by system engineering on

a statewide basis, rather, that the existing radio communications systems
operated by local governments within Florida had failed to meet needs for

rapid and complete interagency communications. The law enforcement communi-

cations act not only required that the State Division of Communications

:
é
:
|
}
|
|
?

formulate a statewide system of law enforcement communications, but further

required the development of a law enforcement agency telephone system provision

on a regional basis throughout the state.

a
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In 1973 the Florida Legislature passed House Bill 205 (F.S., Chapter 73,
254), relating to emergency medical telecommunications., In so deing, the
legislature noted the increasing interest by both the general poﬁulation
and all levels of government in emergency medical services. It noted that

he state's emergency medical telecommunications had been fragmented, slow

.to develop, and established on an arbitrary basis, also with no regard to

system engineering on a statewide basis. The act speeifically directed the
Division of Communications to develop an integrated regional eystem of
emergency medical teleconmunications, and it mandated the coordinated

efforts of local agencies with the Division.

On the basis of the intent of this previouS'legiélation, as well as
1970 legislation (F.S., Chapter 365.17, mandating 911, when pracﬁicable) we
congider it both necessary and prudent that 911 be planned on a statewide
basis. TFirst, the planning efforts already performed by the Division of‘
Communications and the various local govermments hava been eignificantv’
steps toward improving the technical and institutional base of law enforce-
ment and emergency medical communications. Lacking, however, to date, have
been direct efforts'to make these and other public safety agencies more
accessible to the public; Witheqt such'public access, the legislative
intent of a coordinated, ihtegrated law enforcement and emergency medical
system will not be fulfilled, and the taxpayers‘of‘Florida will not realize

a fair return on the considerable investment they have already made.

Second, passage of the 1973 Emergency Medlcal Systems Act by Congress,
with authorization of $185 million dollars over the next three years,
explicitly required the provision of plans for 911, except as waived b&
the Secretary of Health, Education, and Welfare. Uniess 911 is planned
on a statewide basis, then, the considerable amount of money that will be
available to Florida under this act will be apportioned‘within,the state
only to those loca1~communities that provide for 911. This will further
fragment the emergency mediCal communications within Florida. The provision
of adequate modern emergency medical service by federal funds will, if 911

is not planned statewide, show a pattern of great horizontal inequity,

depending on the haphazardness of local institutional processes. - Such
horizontal inequity would clearly violate the legislative intent of the

Florida emergency medical telecommuﬁications act.

For these reasons, development of a statewide system of 911 is
clearly a state responsibility in Florida, on the basis of both the
legislation by the state and the subsequent legislation by the federal .
govermment. Failure to carry out this development would be an explicit

and dramatic reversal of state policy.

C. Objectives of the Study

The request for proposal issued by the Division of Communications
in September 1973 required that the study include consideration of all
conceivable 911 techniques and that it depict the trade-offs and available
alternatives. The statewide plan to be derived from these alternatives
would include as a minimum: cost, degree of sophistication, and response
time considerations. As agreed contractually between the Division of

Communications and SRI, the study will provide the following results:

® Specification of the technical and operational features of a
statewide 911 system based on both national experience with
911 and the unique problems and requirements of local govern~
ments and public safety agencies in Florida.

® Specific examination and recommendation of all agencies and
emergency services to be included. This will include all law
enforcement, fire protection, and emergency medical organiza-
tions, as well.as other entities such as poison control,
suicide prevention, and Coast Guard.

@ Assessment of the technical and economic impact of 911 on public
safety agencies, telepkone companies, local governments, and so
on. A timetable for implementation, based on the technical,
operational, and financial capabilities of public safety agencies
and telephone companies, will be prepared.

® Specific recommendations for each part of the state, in sufficient
detail that engineering design can proceed if the recommendations
are adopted. Telephone, personnel; facilities, and equipment re-
quirements will be estimated, and both initial and recurring costs
will be derived in sufficient detail to enable decisions between
recommended alternatives to be made by the state as well as local
governments.

L Spec1f1c recommendations for financing the recommended system,
1nclud1ng federal funds and state subventlon to local governments,
as are found to be approprlate.

3
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D.  Process of the Study

In approaching the development of a system concept for statewide 911 for
Florida, the SRI project team realized thei the success of the effort would
depend on a broad base of support from a large number of stakeholders. These
stakeholders include various state agencies; law enforcement, fire, and
emerpgency medical agencies, both state and local; and county and‘municipal
elected and administrative officials. The project was structured to allow
for the contribution of these stakeholders during the process of the study,
rather than confront them with the final recommended plan after the study
was completed; As J vehicle for interchange, SRI proposed and the Division
of Commuﬁicatibns adopted the organization of a State—éounty—Municipal Task
Force to include representatives of the various stakeholder groups. This
Tagk Force is now meeting monthly during the duration of the study and is
serving as a valuable instrument for two-way interchange on the substantive
911 issues. The members of«fhe Task Force, with their affiliations and
representation, are given in Table 1. We believe that the Task Force should
be continued after the SRI study has been completed. During the acceptance
and implementation of the statewide 911 concept by the Division 6f Communiéau
tlong, the Task Force will serve as a vehicle fof‘édjusting state policies

to sult changing situations.

E. Purposes of the Report

As mentioned in the Introduction, the purpose of this report is to
‘provide information in’time'for‘the 1974 legislative session so that
legislation can be provided for statewide 911. kMost of the emphasis in
thig report is oh statewide requirements, and policies and loéal area
alternafives. Statewide alternatives and recommendations will be given in
the final report. Table 2 summarizes the information to be sﬁpplied by
this report and the final report, as well as information that will not be
provided under this study, As Table 2 shows, the final report will put
more emphasis than this report on the 911 alternatives,kconfigufed on the
basgis of the policies presented in this repott, including specific comments
and criticism on the policies presented. It should be noted, however, that

the final report will not befah engineering design; rather it will provide a

Table 1

MEMBERSHIP OF STATE-COUNTY-MUNICIPAL TASK FCRCE

Name

Affilition

Karl R. Adams

K. C. Alverez
Robert Burns
Robert J. Chewning
Rick Dunn

Charles C., Hall

Paula Hawkins
W. R. Kaufman
Thomas: Kelly
S. J. (Buddy)
King‘

Tommy Knight

Russ Marchner
Clayton H. Moore

J. Rhett
McMillan, Jr.

Wallace A. Payne

House Criminal
Justice Committee

Ocala Police
Department

General Telephone
Company

Orlando Public
Safety

Senate Criminal
Justice Committee

Orange County
Emergency Medical
Service Council

Florida Public
Service Commission

Florida Highway
Patrol

Vplusia County
City of Jackson-
ville - ‘
State Fire Marshal

Dade County: League
of Cities

Florida-Public
Services Commission

Associated Public
Safety Communica-
tions Officers

City of Dunedin

Representation

Fldrida House 'of
Representatives

Florida Police Chiefs
Association

Florida Telephone
Association

Florida Police Chiefs
Association

Florida Senate

Florida Medical
Association

Florida Public Service
Commission

Florida Highway Patrol
State Association of

County Commissioners

Florida State Fireman's
Association

State Fire Marshal

Florida League of Cities

Florida Public Services
Commission

Associated Public Safety

Communications Officers

Florida League of Cities
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Table 2
INFORMATION TO BE SUPPLIED BY THE SRI STUDY
Included in This Report To Be Inciuded in the Final Report Information That Will Not Be
. (March 1974) (June 1974) Supplied by the Study
¢ Jurisdictions and agencies ® Ipitial and recurring costs ® Engineering design and specifi-
to be included in 911 plaan. for each local 911 alternative. cations for local 911 systems.
® (Cooperation required between © :Organizationalyand management ® Firm specifications of telephone
jurisdictions, alternatives for local 911 . facilities for local 911 systems,
. . systems.
® QOperational requirements for y S ¢ Exact personnel requirements for
public safety agencies. ¢ Estimates of response time for local 911 systems (number and
< local 911 systems, ' traini . ‘
® Degree of regionalization ° 9 ye s ¥ og)
required for 911 in differ- ® Availability of federal funds ¢  Public information requirements :
N ent parts of Florida. for 911 financing. for local 911 systems.
® TInitial and recurring costs ® Cost-benefit comparison of )
to public agencies and tele- various local 911 alternatives.
i i . . . ]
gz:y: companies on statewide ® Identification of interim 911

solutions, , -
® Alternative methods for 911

- ® Recommendation. of statewide
costs sharing,

911 plan,
® Time required to implement

] - eui
911 statewide, Short-range guidelines for

local implementation.
® Services required from the
telephone companies.
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concept for action by the gtate and by local governments such that engi-
neering design can proceed after the recommendations presented have been

accepted and modified.

We sce four intended purposes of this report. First, we expect that
it will increase the understanding of the various stakeholders regarding
gpecific policy issues of statewide 911. Second, we expect that it will
stimulate discussion and reaction. Such discussion and reaction may re-
solve certain issues and heighten interest in others, which will serve the
third purpose of providing SRI with feedback for the final report. Fourth,
such feedback should be invaluable for the state in its planning after the

study has been completed.

¥,  Orpanization of the Report

In organizing this report, we have been conscious of two different
audiences., On the one hand, we are informing various state officials--
in both the legislative and the executive branches--together with the
varilous clected and appointed govermmgntal officials who are affiliateq
with, and directly concerned with the problems of, local government.

Yor this audience, the issue of 911 is viewed as one of policy: state
pollcy in general and state-local intergovernmental relations in partic-
ular. On the other hand, we address a large audience of law enforcement,
fire protection, emergency medical, and other public safety officials

whoge particular background and interest aretechmnical and operationai.

In both general and specific terms they will be asking the question:

What does the étate want us to do? This group will be directly responsible
for theu imﬁlemantution'and operation of 911 throughout Florida. Their
intareét will be more specific than general; it will be focused on the

gpocific requirements that pertain to their particular local area.

To present our results to both groups, it 1s necessary that we
relate the concerns of one group to the particular orientation of the

other. We have organized the report with this intent.

In Chaptex II, our Statement of the Problem, we examine the particular
“problems of 911 in Florida by contrast with an "ideal 911 state." We
than discuss the boundary mismateh problem, illustrating it by the example

8

of Dade County. Next we present 911 as a state policy issue. We consider
the benefits of 911 to the public; the corresponding costs to the public,
both as ratepayers and as taxpayers; and the changes in the role and
operation of public safety agencies that we believe will accompany imple-
mentation of statewide 911. Next, we sﬁift focus to the operational
methods of 911. Our intent here is to show the relat;onship of operafional

methods of performing 911 to the particular institutional problems that
accompany such methods. ' '

In Chapter III we discuss the national experience with 911, We
note that such experience is of somewhat limited direct applicability,
since 911 has previously been implemented in a "pocket" or happenstance
fashion, not statewide. We review and analyze the local experience, from

various sources of information. Next, we discuss experience in two states:

California, where 911 has been mandated upon local governments legislatively,

and New York, where the state regulatory agency has created a policy that

will have far-reaching consequences.

On the basis of this national experience we then discuss in Chapter 1v
the requirements for 911 in Florida. We present specific policies that we
believe should be applied statewide, on the basis of experience tn date, and
we propose alternative policies on which we will be obtaining more informa-

tion for our final report,

Chapter V presents alternative 911 system concepts for specific areas
of the state, together with our guidelines used for proposing these alter-
natives. We do not analyze or compare these local alternatives in this

report; we merely offer them to obtain comment and feedback from various
officials.




IX STATEMENT OF THE PROBLEM

This chapter presents, on the baszis of previous 911 experience and
our current understanding of Florida, the regquirements for 911 that we
believe should be met by all alterrative 911 configurations and local
911 systems in the state. An ideal state for implementingb91l is con-
trasted here with the boundary mismatch situation faced by state and local
planners of Florida. The contrast of ideal with reality should provide
additional focus to the task of statewide 911 implemeﬁtation. From this
perspective we can offer system requirements that would bring Florida

closer to the ideal state for 911 implementation.

A, An Ideal State for 911 Implementation

We can hypothesize an ideal state for 911 implementation--a state
unlike any existing in this;country. The actual details of such a state--
the size, population, demographics, polities, intergovernﬁental structure,
and so forth--are unimportant for this example. The singlé important
characteristic of this state %s'that its political, structural, and physical
aspects would be ideal for sfatewide implementa%ion of 911; in other

respects this state would be far from ideal.

This ideal state would have a single telephone éompany serving its
entire population, This single telephone systém would‘not overlap ad-
joining states, and its central office boundaries would be completely
congruent With the political boundaries of cities and counties (i.e.,
exchange boundaries would be the samevas city and county boundaries).

The telephone edquipment would, of course, be the newest common~control
variety, with electronic switching at all central offices. Moreover, the

pay telephones installed by this nonexistent‘ﬁelephone company would not

11

B

i




require a coin to dial 911, Finally, and most unrealistically, the costs
asgociated with the installation and operation of the 911 system would
be almogt negligible.

~ The various city and county governments in this "ideal" state would
have a high'dégree of adherehce to state authority, a philosophy far re-
smoved from "home rule.'
this authority--each "following the line" without deviation. Should

the political officials of the central authority decide that 911 should

All the public safety officials would defer to

be implemented, each official‘involved would see this requirement as
binding on the policiés‘of his or her department. Law enforcement
officials would agree on the validity of any citizen request for service
(thus horizontally uniform service levels would prevail), and each agency

would have all the resources to meet service requirements.

'Public safety officials would not compéte for absorbing each
other's communication facilities, because public safety communications
would be h&ghly.consolidated by direction (based on following expert
consultants’ recommendations to the "letter'). Cooperating public safety
officials-would; by consensus, decide on mﬁtters of public service. Such
a minimal degree of public safety fragmentétion would save consider;ble
money for the taxpayers and at'the same time provide them with the
benefits of 911 emexrgency teléphone service.  The costs associated with
911 operation would be low because of the considerable scale economies

of consolidated service delivery.

 TFinally, the problem of "who pays for the ongoing operation of
911," would be minimal. In our example, either the state or the local
Jurisdictions would incur all the costs associated with 911 operation;

the need for mixing state funds with local funds would not arise.

Lacking the pluralism characterizing the states of this country,

our "ideal" state would probably be an undesirable, totalitarian, and dull

12

place to live. It would, however, be a relatively easy state for which

to plan, design, and implement an emergency telephone system.

B. Comparison of Florida with the Ideal

Florida, of course, differs from our imagined ideal state in almost
every way. Not one, but 20 telephone companies operate within Florida's
boundaries (see Table 3). Mbst of the 404 telephone exchanges overlap
boundaries, not only the boundaries of the state (with Georgia and
Alabama) but the local jurisdiction boundaries of the 67 counties and
nearly 400 incorporated cities. Compounding this mismatch problem, the
boundaries of the nearly 650 fire protection agencies and the informal
service zones of the hospitais and ambulance companies* overlap, and
they are not coincident with those of telephone exchanges or law enforce-
ment agencies. There is no semblance of order among the service boundaries
of the agencies, public and private, that will be the principals of 911

implementation.

When we consider politics, we can assume that the public safety
officials of the 67 counties and the approximately 900 law enforcement
and fire protection agencies are responsive to their specific citizen-
clients and that they act within the institutional restraints of their
professions. It is to be expected, then, that service policy consensus
is lécking and is difficult to achieve among public safety officials
serving different masters. Officials of municipal firé departments and
rural fire districts in the state, actively involved in political de-
cisions within their areas, may view £11 as a distinct threat to their
time-honored and cherished positions. On the other hand, law enforcement

officials, while possibly visualizing an expanded definition of their

Approximately 200 hospitals, 20 of which provide ambulance service,
in addition to 190 other ambulance and rescue agencies,

i3




Table 3

STBGIARY OF TELEPHONE COMDANY STATISTICS

Number of
Floxids
Counties

Served

Percent of
Total
Main

Stations

Total

Coin

Number of Main Stations

Number
of
Prefixes

Kumber of
Central
Offices

Telephone Company

0.01%

0.1

Business

Residence

331
3,144

Florala Telephone Co.

4}

5
100
1,509
12,342

158
1,152 -
17,592

112,237

2,871
- 8,290

Florida Central Telephone Co.

9,542
108,673

0.30
3.47

23.67

13

13

Florida State Telephone Co.

89,572
617,172

41

184

34

Florida Telephone Corp.

General Telephone Co. oif ?lorida

Culf Telephone Co.

741,851

13
0.03
0.086
0.72
0.12
0.18

43 4,141 0.

634

3,464

829
2,062
22,504

Indiantown Telephore Systenm

Northeast Florida Telephone Co:
North Florida Telephone Co.

26
333

294

2,982

1,742
19,189

13

27

26

3,913
5,782

Orange City Telephone Co.

14

759

4,981

Quincy Telephone Co.

St ‘Joseph Telephone and

Telegraph Co.

0.38
2.83

11,808
88,718

232
1,252

1,464

19,685

10,112
67,781

13

25

12
18

Southeastern Telephone Co.

Southern Bell Telephone and

Telegraph Co.
South Geor

403 1,604,214 287,963 36,963 1,928,388 61.54 38

163

0.002
0.05

52
1,618
130,565

Telephone Co.

gia

14
1,854

79
22,517

1,525
106,194

Southland Tglephone Co.

12

4.17
0.24
0.15

39

35

United Telephone Co. of Florida

7,700
4,609
57,597

200 -

(7,500)*

Vista-Florida Telephone System

West Florida Telephone Co.

46,479

N

1.84

959

10,159

]

Winter Park Telephone Co.

% -

785 2,583,686+ 476,923+ 55,984+ 3,133,827 100

404

Total

®

Includes Residence and Business Stations.

role, may fear that the provision of 911 will creatgAa demand for service
far in excess of the resources available. Consequently, distrust, mani-
fested in diminished interagency and intergovernmental cooperation, may

further hamper 911 planning and implementation.

To summarize, Florida is beset with problems of fragmentation, as
are all the states of this country. The fragmentation of telephone
service and of public safety delivery is, however, only the most visible
problem of 911 implementation., The interpersonal problems~-mistrust and
misunderstanding of 911--are, in the final analysis, the most difficult

to overcome.

C. Effects 'of the Boundary Mismatch Pfoblem

We have chosen the Greater Miami area of Dade County for a graphic
presentation of the boundary mismatch problem. This choice was made for

three important reasons:.

® Dade County is highly fragmented, particularly in terms of
telephone exchanges.

® Dade County has a long history of both public and official desire
for 911, coupled with much confusion and misunderstanding. Our
example may help clarify the situation.

Dade 90unty does not have telephone exchange overlap with adjacent
counties, so it can be considered by itself.

Figure 1 indicates, by various overlays, the extent of the boundary

mismatch in this particular area of the state. Table 4 presents the

problem in terms of the number of Dade County citizens affected‘by in-

congruent telephone exchange and city boundaries.

In this example area, five law enforcement agencies provide the

emergency dispatch function. Pigure }(a)indicates the geographic areas
served by four city police departments; emergency calls for the remaining
area are serviced by the Dade County Public Safety Department. Figure 1(b)
shows the approximate Southern Bell Telephone exchange boundaries and
indicates the boundary mismatch. Figare 1(c¢) focuses on a portion of the

Greater Miami area and indicates the areas of mismatch and how the mismatch
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S *
NUMBER OF CITIZENS

Exchanges of Total in
Greater Miami  Exchange

Table 4

AFFECTED BY BOUNDARY MISMATCH PROBLEM

*ok
Citizens in Exchange Residing in

NORTHSIDE ™

Miami Coral . Areas Served
Miami Beach Hialeah Gables by Dade County

e v

South Miami 84,000
Gables 101,000
West Miami 17,000
Allapattah . . 76,000
Northsgide 74,000
Little River 88,000
Surf . 40,000
Beach - 54,000
Main - 13,000

Flagler, Metro 201,000
(Bigcayne)

13,000 = - 22,000 49,000
50,000 - - 51,000 -
5,000 - - - 12,000
43,000 - 3,000 - 30,000
8,000 . - 3,000 - 63,000
52,600 o= - - 28,000
- 30,000 . - - 10,000
13,000 41,000 - R o
- 13,000 = - - -

201,000 o : - _

LITTLE ;‘: v
RIVER |

ALLAPATTAH

% Approximate numbers.

*k Ih the four

cities, policy services are provided and Aispatched by the

appropriate ¢ily policy department.
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*Approximate boundaries;

FIGURE 1(b) TELEPHONE EXCHANGES* OF GREATER MIAMI AREA
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produces o 911 problem (i.e,, where citizens would, on dialing 911, be
connected to a public safety agency other than their own). This mismatch
problem is greatly simplified in.‘our presentation, If we had added the
fire district boundaries and the informal emergency medical service zones
to the mapg, they would have been nearly unreadable.

The tolophone exchange local jurisdiction mismatch problem is massive
when viewed from s statewide perspective. Ninety-eight telephone company
egantrel offices (approximately 24 percent of the total) have service

= e,

e

ares boundaries that extend over county lines (nearly all cross a city,
& fire district, or pmorgency medical boundary). Of these 98 central offices, f
. ! Dial “O"
y 83 have a two~county overlap, 13 have a three-county overlap, and two have ; TELEPH?PE
: / ! COMPANY ;
: u four-~county overlap. : ‘//”‘. OPERATOR EMERGENCY
y rlap Choice SERVICE 5’532’:5&
« : ' CITIZEN |———r RESPONSE TO CITIZEN
guch houndary mismatch problems are common to 911 planning and are \\\—’ ///’ AGENCY
. srns s ey , . TELEPHONE Radio
not unaolvable, ihay can be mipnimized, if not totally overcome, by: , DIRECTORY Dispatch
Provision of some degree of 911 to all citizens in the state.
¢ Various degrees of consolidation of 911 centers and emergency
gsorvice dispatch centers.
v x. ‘ . . r 1 | | >Time
& Iigh levels of intergovernmental and interagency cooperation, = t T i
: NEED CONTACT DISPATCH DELIVERY
! FOR WITH AGENCY c OF SERVICE
. v ’ : SERVICE
D 911 ag a State Policy Issue : e e i
‘ B ' ; POTENTIAL 911 TIME SAVINGS
; $A-3101~-6

1. Benafitgvtc_the Public

In ¢ongidering 911 a5 a state policy issue, we examine three ! K ' FIGURE 2
spocific dssues: the benefits to the public, the expenditures required,

and the changes in the role and opération of public safety agencies.

~ The main beneficiary of 911 is, of course, the public. The
publiic gaing in three ways. First, 911 makes n significant reduction in
tho getual rosponse time of public safety agencies. This response time
reduction attributable to 911 1s 41lustrated in Figuré' 2; it consists of

the reduction of the time between perception of need by the individual 1 S
and establishmont of contact with the public safety agency. Unfortunately, ; : | f?"ﬁ
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it 4g difficulf to obtain precise quantitative data on this reduction;
public safety agencies customarily count response time from the point of
contact and have né wdy of knowing just how long the individual in need
searched through the many public safety agency numbers in his telephone
directory, or alternatively, waited to obtain the correct ﬁumber through
the telephone operator. In any case, it has been,estimdted that be-
tWQen a few seconds and a few minutes are saved by 911 in most metropolitan
arcas.* Second, with 911 available, the citizen has a greater sense of
safety; he feels that the provision of 911 is symbolic of a greater
willingness of law enforcement agencies to serve him. Third, law
enforcement agencies, by receiving information more rapidly, can

make a gignificant increase in apprehension and clearance, as the
President’s Commission on Law Enforcement has shown.1 Within

the State of Florids, the Governorfs Stop Crime Program has made a
gignificant public information effort priehted to encouraging citizens to

call law enforcement agencies; 911 is clearly supportive of this effort.

The high proportion of the public within Florida who are visitors,

part-time regidents, or new residents makes 911 all the more important, First,

such paople would presumably have less knowledge of the‘prOper agency to call
than long~term or permanent residents. Second, many of these visitors come
from areas served by 911, As 911 indreases in coverage across the United
Stateg, an increasingly lavge proportion of visitors will ekpect to have

the same gervice avaidable during their Stay in Florida. Third, visitors

to Floriga who have used 911 successfully'will champion its implementation
in their home communitiés., Florida thus has both 'a responsibility and an
opportunity for leadership in statewide 911 implementation.

"As an example, the city of Oak Park, Michigan, estimated that the time
saved ranges hetween 2 and 120 seconds.

1. "fhe Challenge of Crime in a Free Society'" (Washington: Government
Printing Office, 1967).
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2, Costs to the Public

, Because the public is the. greatest beneficiary from 911, it is
fitting for the public to bear most of the costs. Specifically, the public
will ﬁay in two roles: as taxpayers aﬁd as ratepayers. They will pay

as taxpayers for the increased expenditures by the state or local
governments, necessary for the implementation and operation of 911, As
ratepayers they will pay for the necessary modifications to the tele-
phone systems, of the Varibus.telephone companies, that will be required
for 911, '

. The distiﬁction between taxpayers and ratepayers is critical
for the "political ecoﬁomy"*of 911, That is, the same level of total
expenditure will have, in general, very different political consequences
depending on whether it is included as an increase in telephone rates or
an increase in taxes. This is not to say that the total level of
expenditure--in‘compaiison wifh the benefits, or even‘absolutely—-is neces-
sarily 1arge. It is rather to'point out: - that the feaéibility of state~
wide'911 may well be determined‘by fhe specific method of finance chosen.

The capital expenditures by the various telephone compénies will
be offset by reduced costs and possibly by increased revenue., First, 911
will decrease the need for operator assistance in emergency calls so
fewer operators may be needed. At present 80,000 emergency calls per
month are handled by telephone company operators in Florida. Second, the
911 and related public safety equipment and facilities~-leased lines
terminal equipment, automatic call directors, and so on-~will increase
telephone company revenue considerably, In considering the costs of

statewide 911 to the felephone companies, these offsets against capital

k outlay must be determined, to arrive at the real costs to be incurred by

the telephone companies of Florida.

3. Changes ih the Roles and‘Operationjof Public Safety Agencies

-~

The third area of policy that should be considered is the

' changes in the roles and operation of local public safety agencies« It

21
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is possgible that 911 will result in a higher volume of calls, requiring

MO 0peratora to provide the level of gervice previously given. As is
ghown in the next chapter, for the local communities that have 1mp1emented
211, tha increaSe hag upually been only temporary, with call volume re-
turniny to its old level within several months after initial implementation,
?Brticularly for 1aw enforcement, where--unlike fire and emergency medical--
'Lhérﬁ iz mo alear definition of what constitutes a "true emergency,” 911
may hava potentiaily disruptive effects. What is clearly an emergency
jéto'a eitizen may not be an emergency to a particular law enforcement

"4Aagénay. For this study, the critical question is: To what extent should

the Btate of Floxﬁda, in setting sftandards for 911, attempt to define
'whnt cpnstitutes s "valid" emergency?

A sacond ahange in the public safety role is'the néed for
more detailed and explicit cobperatiOn between agencies in handling 911
enlls,  Thiz increased cooperatioh musf be effected in two areas: intra-~
aganzy‘cﬁaperation within the same jurisdiction, ard interagency co~
operation between jurisdictions, In the former area, explicit policies
and operational pﬁ@cedures have to be worked out between law enforcement,
fire, and emergency medical services to provide the most rapid and com-
prohongive emergency assistance to citizens., Between jurisdictions,
axplicit and sometimes detailed policies on areas gerved, information
to be obtained, call transfer procedures, and so on, must be worked out,
Here again, a eritical gquestion is: 7To what extent should the state
vetquire the implementation of specific intra-agency and 1nteragency
policies and praceduras?

s ‘911 Oparational Methods
1. Ganaral Considerations

Thig section describes a typical public safety communications system
in torms of its elements and information flow, compares present systems
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with a 911 emergency system, discusses various 911 operational methods
and system configufations, and compares these systems both operationally

and to the extent they reflect institutional problems and solutious.

The functionsl responsibility of a public safety communications
system is to provide a rapid and accurate means for the flow of information,

between a citizen requiring emergency service and the appropriate public

g

safety agency, that will result in the rapid delivery of service to the
citizen. The primary elements in the system are the citizen, the answer-
ing center, and the responding public safety agency. The current emergency
service system was illustrated in Figure 2. The citizen who does not '
already have the telephone number may either (1) dial "0"--the telephone com-
pany operator--or (2) find the agency's 7-digit number in the telephone
directory and dial it. The agency then dispatches an emergency vehicle

to deliver service to the citizen. Either calling.procedure can waste
valuable time in a ceritical situation and may create unnecessary stress

that: leads to further delays.

The objective of the 911 emergency service communications
system is to maximize the ease of getting the proper emergency service
and to minimize the response time required for a citizen to receive this
service. The system does this by simplifying the role of the citizen,
that is, by reducing the number of decisions he must make and increasing

the responsibility of the public safety communications system.

The primary function of the 911 emergency answering center ig
to facilitate the flow of information between the citizen and the re-
sponding agency. The center answers emergency calls and selects the é
proper agencies. The manner in which the information is routed to.the
agency varies with the jurisdictionai,operational, and organizational
requirements of the area being served. The fbur operationdl methods are
direct dispatch, call transfer, call relay, and call referral, Most 911

systems comprise a combination of several methods to handle variations
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i the levels of cooperation, centralization, and consolidation between-
and within the participating agencies in the system, as well as local

boundary mismatceh problems.

| Figure 3 illustrates the information flow for each of the
operational methods, and Table 5 compares the methods in terms of their

applicability and particular advantages and disadvantages.

2. Bagic 911 Methods

a. Direct Dispatch

With the direct dispatch method, two of the emergency communications
system ¢lementg, emergency answering and responding agency, are collocated,
For oxample, the answering center might be collocated with a centralized
multiagency digpateh center handling emergency calls for police, fire; and
egmergoency medical service, or it might be collocated with a single agency
providing one type of emergency service. Transmission of information
from the answering center to any of the agenciés not collocated with the
answering center can be effected by using one of or a combination of the
remakinlng three operational methods: c¢all transfer, call relay, or call
reforral,

If there were no boundary mismatch between telephone exchanges
and public safety agency jurisdictions, and if all the emergency com-
munleations--police, fire, and emergency medical--could be dispatched
from a single 1ocation,'there would be no need for any other 911 oper-
ational method. Direct dispatch would be universal. For many reasons--
oparational ; technical, and political--as already discussed in this
chaptor, a single location for answering and dispatch is not feasible
in most casos, Since law enforcement receives the largest number of 911
palls—~typically, 88 to 90 percent in most core cities--it is common to
have direct dispatch for core-city law enforcement, Other emergency

gorvice agencies~~(e.g., core-city fire, county or;adjacent-city law
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911 DELIVERY OF
CITIZEN | ANSWERING SERVICE
CENTER TO CITIZEN

(a) DIRECT DISPATCH

Citizen Gives Details

3

911 ESPONDING DELIVERY OF
CITIZEN ANSWERING || P SGENDY SERVICE
CENTER AGENC TO CITIZEN
(b) CALL. TRANSFER
911 DELIVERY OF -
ESPONDING
CITIZEN || ANSWERING RASG(éNC{/N SERVICE
CENTER Information TQ CITIZEN
Relayed by
911 Personnel
(c/) CALL RELAY
on
CITIZEN > | ANSWERING
CENTER
7-Digit Number Referral
{d) CALL REFERRAL
SA-3101-4

FIGURE 3 911 OPERATIONAL METHODS
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Method

Direct Dispatch

Call Trangfer

Call Relay

Call Rgferral

~ Table 5

COMPARISON OF 911 OPERATIONAL METHODS

Typical
Applicability

Core-city law
enforcement

Core-city fire;
small-city and
sheriff law
enforcement
and fire

Cooperative
public safety
communications
systems

To discourage
nonemergency
calls to 9211

Advantages

Fast response time

Minimum need for
interagency
cooperation

Fast response time
while preserving
dispatch autonomy

Prevention of 911
overload by non-
emergency calls
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Disadvantages

Requires explicit
call-answering
policies to be
established

Increases response

time to some agencies;

more frustrating to
citizen i

Requires closest
interagency

cooperation to
implement .

Requires citizen to
redial 7-digit
numbex

enforcement)--want to preserve their own "identity" and not be "swallowed
up' by the core-city law enforcement communications center. Unless ex-
plicit call-answering pblicies are established, other 911 means must be

added.

b. Call Transfer

As depicted in Figﬁre 3, call transfer requires that the
citizen first dial 911 to obtain the answering center. The answering
center detérmines which public’safety agency should respond to the
citizen's problem. Determination of the proper agency by the 911 answerer
essentially involves getting, as rapidly as possible, the location of the
problem and the nature of the problem. The answerer then determines the
appropriate agency and by direct line connects that agency with the
citizen. The answering center thus performs the function of a switch-

board, with the -citizen repeating his problem to the properbagency.

The major advantage of call transfer is the lack.of coordination
required to implemenf it operationally. Its greatest application is for
situations involving core-city fire agencies, county sheriffs, and public
safety for outlying cities--situations where the particular emergency
service agencies want to perform their own screening of calls and pre-
serve their identify, organizationally, as seen by the public. The
majorxr disadvantages are, first, that the response time is 1engthened
compared to direcy dispatch and, second, that the need for repeating
parts of the probiem is often frustrating to a citizen under stress,

The actual response time is still in most cases considerably less than

with the present 7-digit emergéncy system, but not as short as with

direct dispatch. The training of the 911—answerihg center pergonnel makes
them more familiar than telephone company operators with the responsibilities

of local public safety agencies.

c. Call Relay

Call relay is similar to call transfer in the facilities required,

k except that the information rather than the callier is transferred to the
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proper egency. The citizen does not perceive any difference, since he
gives the information to the 911 center, which,in turn, relays the in-
tormation to the proper agency, without the necessity for the citizen
repeating, or giving additional details.

The major advantage of call relay then, is that with response
time essentially that of direct dispatch, citizen’frustration under
stress is eliminated. Proper operation of call reldy does require that
explicit call~angwering policies be established between the various
agencles, Such policies are in some cases difficult to estdblish. Many
law enforcement agencies would resist making policies on call énswering
and dispatch explicit, preferring that decisions be made on a short-term

basgls, for essentially organizational and political reasons.

Call relay does have the advantage of leaving dispatch operations
under the control of individual agencies, who view the dispatch function
s B management and control function rather than a more neutral "resource

pllocation” function,

. Call Referral

" The call-referral method, in which the 911 answering center gives

the ¢dtizen a 7-digit number to dial, is used for two purposes. First,
cortain agencies do not have the volume of calls to warrant call transfer
or ¢all relay, which require the expense of dedicated or direct lines
from the 911 center. Bxamples are, typically, Coast Guard, poison
c¢ontrol, and the FBI. Second, it may be necessary to discourage citizens
from using 911 for nonemergency calls. Call referral is therefore a
means of informing the public that they :gshould not use 91l--in a polite
and professional manner.

3.  Sophisticated 911 Methods

The preceding operational methods, taken either singly or as a
group, sre often called &basic 911." 'There are other operational features
that are often called "sophisticated."” The four most important of these
are:

28
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® Called-party hold
L4 Automatic forced disconnect
° Selective routing

° Automatic number or location identification,

a. Called-Party Hold

Called-party hold enables the 911 answering center to hold a
connection through the local central office by remaining in an off-hook
position. The connection is held regardless of the status of the orig-"
inating party's telephone; that is, if the caller hangs up, the'answering

center can trace the call. To implement called-party hold, however,

dedicated trunks from each central office serving a 911 answering center

must be installed. Without called—pérty hold,‘Eggggg rather than dedicated
routing may be used; with tandem‘routing the telephone charges to local
governments are from the nearest central office to the answering center
based on the number of lines ahd distance. Called-party hold, although

it is a desirable operational feature, raises the recurring telephone

costs considerably.

For Florida, we believe that the decision on called-party hold
should be made.’exclusively by local officials on the basis of their
perception of its need‘and applicability, rather than by the state. Con- )
comitantly, the cost of called-party hold over and above that required
for tandem routing should be borne entirely by local governments regardless
of state subvention policies for basic 911, We base this recommendation
on called-party hold being a feature that is not essential on a statewide
basis for the safety of life and property, but rather a feature for which

need might be felt in particular communities.

b. Automatic Forced Disconnect

Automatic forced disconnect enables automatic release of an
incoming 911 trunk on disconnect by the answering center, regardless of
the action of the caller. This provision is designed to enable the 911
answering center to avoid tieup or intentional jamming. As with called-

party hold, we feel that this feature should be a local option, financed
by local governments.
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¢« Belective Routing

Soiective routing is a featuie by which the 911 call is
automatically routed to an snswering center that is predesignated on
the basis of the location of the telephone. Selective routing thus
gsolves the largest problem of jurisdictional boundary telephone exchange
mismateh, If, in addition, all emergency service agency dispatching can
vo consolidated within each jurisdiction, it makes possible direct~dis~
patceh 911 for an entire metropolitan area. - Selective routing thus makes
possible a technical golution for what are essentially political, organi-
zational, and intergovernmental problems. Selective routing does not

solvo the fire and luaw enforcement intragovernmental problems.

At present, selective routing is not operational anywhere in
ﬁﬁe.ﬁnited States, A pilot study, financed by the Law Enforcement
Assistance Administration with the cooperation of AT&T, is Eeing per-
formed in Alameda County,California, under a $150,000 grant.

The greatest obstacles to implementation of selective routing,

in our view, would be the cost and the regulatory policies. AT&T, in

-its presentation to LEAA, estimated that for Alameda County the in-

stallation cost would be $620,000,with continuing annual costs of $305,000
for 20 yoars on a tariff basis. Of the installation cost, $545,000, re-
prasﬁhting the development cost, need not be repeated in other parts of

the nation, Alameda County has a population of 704,Qoo‘peop1e, and 340,000
talephhnc subseribers, The estimated costs include automatic number and
location identification, discussed below. Without automatic location
identification, the costs might be reduced by 40 percent.

In any case, the cost, relative to the basic 911 described
oarlier, is quite high. Further, it is unlikely that state regulatory
agencies would allow inclusion of these costs on the overall telephone

company rate base or would grant SpeCial rate increases for the areas

30

. . . . ' * :
included in a selective~routing 911 system, Doing the former would mean
subsidization of one area of a state by the subscribers in other areas,

simply to solve organizational problems, This means that the local

governments participating would have to bear the incremental costs
associated with selective roﬁting. We believe then, for Florida, that
selective routing should be considered, within the timetable for the
entire state plan, at the option of the participating local governments,
with the local governments paying any charges over and above basic 911

directly.

d. Automatic Number and Location Identification

Automatic Number Identification (ANI) and Automatic Location
Identification (ALI) are often lumped together with selective routing.
We believe that it is quite important to consider these features
separately. The Alameda County projéct previously discussed is investi-
gating various options to provide public safety agencies with real-time
information on either the caller's telephone number or hkis location, or
both. We believe that ANI and ALI are desirable features in and of
themselves, but do not believe that either is critical to the feagibility
or implementation of 911 in Florida. ANI and ALI would not be any less
or more desi?able if the present 7-digit system were retained; their
benefit is primarily operational to public safety agencies and does not

affect the institutional form of 911.

*

Selective routing would require the installation of an electronic
switching system (ESS) sooner than would be required to meet the demand
of normal telephone plant expansion due to increasing population usage.
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III  NATIONAL EXPERIENCE WITH 911

A. Methodological Considerations

In this chapter, our objective is to draw upoﬁfpatiohal experience

with 911 in order to provide specific policy guida to Flofida, Over

250 communities have operational 911 systems. On*%he face of thisw

experience, we might expect that all the problems thut might be faced,;

in Florida have been solved successfully somewhere,j,hat the aggregate
of nat10nal experience provides a "kit" from whlch sp601f10 solutions

can be extracted to meet the situations to be found’ih Florida.

Jbituation., While

much useful cperational information on 911 is availaﬁ e from the experi-

Unfortunately, this does not seem to be the re
ence of communities that have implemented it, and mue s technical informa-
tion is available from various users, telephone comp%nies, and. the federal
government, this information reflects the limitations qﬁ the institutional

form by which 911 has grown,

Specifically, qince the announcement of 911 by AT&T on 12 January 1968,
the decision for implementation of 911 by a community has been made within
the community. In no case, to our knowledge, has 911 béen imposed on a
local government by a state government (or the federal government) ThiS‘~
situation will change dramatically in the next few years as other states

besides Flor1da-—Ca11forn1a, in particular--make statewida 911 mandatory.

The present status of 911 can be termed pocket implementatmon. Withmn ‘

a community, one or more elected officials believe thaf servxces would

be in the best interest of the community. These officials$stimu1ate the

interest of their colleagues~-typically other local 1egis y ors or elected

executlves-—and request information from the local telephon? company. Their

initial belief is that 911 is a service provided and packagad by the phone
company. The telephone company makes a presentation where %hree salient

i ,‘
R ¥

facts are made explicit during the discussion:




® The community interested in 911 shares telephone exchanges with
adjoining communities. Usually it is not possible to provide -
911 without taking in outlying areas served by other public }¢ These circumstarces in communities that have implemented 911 should be
Bafety'agencigs, ' considered in evaluating the nationél experience with 911.
® The community (and not the telephone company) must select the

answering point for 911, This answering point gives the agency

. that controls it higher visibility (at least in the opinion of : B. Local 911 Experience

the public safety agencies that do not control the answering ol ' '
point) , i 1, Sources of Data

® VWhile most emergency calis are for police, some procedure of & . o . . o . ‘ .
operational coogerazion must be worked ou% with fire protection, v L Given the limitations of applicability of pocket implementation
emergency medical, and other agencies, 5 to statewide implementation, we believe that the experience of other 911

It appears that these three facts discourage many ele:¥ive officials iﬁ communities will be useful to Florida. To provide this experience, we

from further planning. Unfortumately, the public service posture of the ; rely on the following sources of data:

telephone company representatives emphasizes the benefits of 911 to citizens ” Direct personal visits to communities that have 911. SRI'

; . : :? isi iti Alameda, California; Seattle
- : d 1 t eal institutional and intergovernmental problems 5 staff have visited the cities of ) i y
& but precludes solving the r & P ; Washington; Omaha, Nebraska; -Sunnyvale, California; Gainesville,
g of 911, Those who are not discouraged proceed to solve these problems and : Florida; Albuquerque, New Mexico, and New York City, New
g . i o : , i York. In these cities they have observed the 911 operation
3 pr¢vide 914 for thelr eitizens. : : and discussed implementation with local officials,
4 Those who have been deterred take the following positions: 1 ® A survey of local experience with 911, initiated by Assembly-
o . . ’ man Charles Warren of California in March 1972, Exhibit 1
® 911 must wait until the telephone company can solve by technical - gives the text of a letter sent to communities across the
means the problem of telephone exchange jurisdiction overlap. £ nation that had installed 911. Twenty-two replies to this
f', ® 911 will only be feasible when certain local institutional or }3 iztt:r we;i m;d:'ZY:;lagiimfztzzIs:Zf¥r; %;iflgigifznzsrg, ot
o personnel changes have been made, for example, city-county con- : w‘ahfssi? -y %:1 lary © i o By
i solidation; rural fire district consolidation; or retirement of g ashington, D.C.) and discussions have not shown any non-
: the police chief, fire chief, or sheriff, : ; operational systems with any significant differences or

innovation in the past two years.
® 911 is not practical in any case. There should be a "universal'

number for police, another for fire, another for medical emergency, i ;
and s0 on, ’ | ¥

® (itizens should continue to dial "0".

The replies made available to SRI came from the following communities:

if : Bradford, Pennsylvania ‘Denver, Colorado

- Pocket implementation, then, means that the communities that have al- ;ﬁ Worce?ter, Magsachuseﬁts ont San ClemenFe, California

- . E Nashville-Davidson, Tennessee New York City, New York

i ready achieved 911 are probably not typical communities, in that one or {» Gustine, California Omaha, Nebraska

] ) . 4 . . . .

: more of the following situations was fortunate: 5 New Britain, Connecticut Baton Rouge, Louisiana

= o ) e Galveston, Texas Boulder, Colorado

i,; e . » - . Xr.s : - . U]

- ® The geographical situation was such as to give congruénce he- it g:agstonﬁa;111n01s ' . Vicksbu?g,.M1§siss1Pp1_
tween telephone and Jjurigdiction boundaries, This means that 911 i Ma:oﬁn’G rn?a v g?u C}alze, Wlsc9nsln
planning could be done without including outlying jurisdictions., . Taokson. Micesssiond Ronoho et ;ndlgn?.f
‘The decision to implement could be made entirely within the com- - : ! 1SS1pp1 ancho Santa Fe, California

; ok Seattle, Washington

! munity., i

o °

The public safety agency heads were favorably disposed to 911, to

the extent that decisions by elective officials to implement 911 §: TNot yet operational,
received their cooperation. : '

One or more elected officials had sufficient belief in the benefits 5
of 911 coupled with the appropriate courage to make decisions 2
against the views of public safety agency heads,
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EXHIBIT I

o BURYEY LETTER SENT BY ABSEMBLYMAN CHARLES WARREN OF CALIFORNIA

I tave introducsd legisiation this 1972 sesnion to estadblish a single 911 emergency telephone
Plb#r ktato widi. 1 am informed your city has outablished n 911 emergency phone system. In order
2 elarify my thipking and expedite implomsntation of a 911 aystom, would you he so Kind as to anawer
the folloving quastions.

{1} Witsr typo of B11 systen do you haver

| {uF Direct Dispatche-call 4 pecific unit and give 1t detatl
(1) fnlay~~take the information and give 4t to the agercy responsible
(¢§ Tranafar-~trausfor the caliing party directly to the responsible agency
€4} Refeorralwerafer the calling party to the responsible agency.

(5) ¥hat public #afety sgendien are served by your system? (City, County, State, Federal, otc.)
(3)  How Many omergoncy phong numbers were there in use in your 811 area prior to installing 911 system?
(4) Does your syites serve more than one political area?”

() How miny phons exchabges are serviced by your systom? Do those exchanges correspord or overlap
political snd public snfety Juriedictional boundaiies?

{8y What 1s the papulation figure served by your aystem?
(7) Want s the volume of calls recoived approximately weokly, monthly, yoarly?

{8) How have you worked out problems of bandling emergencies bsyond thq gnozraphic boundaries
of sgenéioa?

{8} What goveromintal level, and what agenty within tho nrea managos the facility or facilities?

(1) Ham your local legel counsel rendered an opinion on the liability of the operating sgency?
It a0, ploase forward copy of aamo.

{31) What wap the time required to imploment your system from the time concelved through planning
and dnatstlution?

{123 What was the cost pt implementation?
(33) Who prid for the tostd of {mplementation? (i.e., source of funda)’
(14) Whnt 44 the ori~going costs of the systom?

{18) ¥What difficultios oxistod or still exist with respect to training and staffing emorgedey
CORTAR OF contarh?

£16) What hae been the results of implomentation of your aystom in regards to:
{a) Oparating conty and efficiency of public safety agoncles
{0) Barvicer to the publie
{0} Rosponss wnd nsceptance of aystem of publie?

(17) Wniat recomsenidations or commonts would you make to help implement 911 in Californin?

Wiile Y realime J have sskod many quentions, your sarly reply to these questions will be greatly
spprasiateds  Tou sarly réply f# nocessitated duo to legislative calendar. Pledse rospond to
Mpy Harold Bisenberg on the dudigiary Committee staff in my office,

8incerely,

CHARLYEY WARREN
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The publication "911--The Emergency Telephone Number--A
Handbook for Community Planning, " published by the Office
of Telecommunications Policy, Executive Office of the Pre-
sident, assisted by the Office of Telecommunications, U.S.
Department of Commerce, under contract with the Franklin
Institute Research Laboratories, Philadelphia, Penmsylvania,

Various publications of the National Service to Regional
Councils, Washington, D.C. (now the National Association of
Regional Councils), including those fwom the 1970 Emergency
Telephone Communications Workshops, held in January and Decem-
ber 970, SRI representatlves attended the latter workshop.

Newspaper or magazine articles reporting the experience of a
particular community. Magazine articles were generally the
least useful, since they were usually one-sided, presenting
the desirable features of 911 without discussing the problems.

evaluating the 911 systems in use by local governments, we

consider the following features:

The Operational Methods Used--In making this evaluation, we
try to consider explicitly how the community solved the pro-
blems of jurisdiction, telephone boundary, lack of coincidence,
and interagency cooperation in order to meet the needs of its
citizens.

Call Volume--Here we are interested in comparing the call vol-

ume on a per capita basis between communities of similar size
that have 911 and also between 911 and non-911 communities of
the same size. We further want to determine whether there has
been any dramatic increase in calls from 911.

Costs of 911-~The best-documented costs available are direct

installation or monthly charges by the telephone company to
the community. Additional personnel costs are often available.
Unfortunately, costs for new buildings and equipment are often
associated with other improvements to public safety communica-
tions which are coupled with, but not attributable directly to,
the implementation of 911.

Feelings of Agency Officials--We compare the feelings of agency

officials in communities with a central emergency 7~digit num-
ber with officials from communities not having such a number.
This comparison is based on the Franklin Institute survey per-
formed in 1970. In addition, we give the opinions of oificials
in communities that have 911 as derived from the Warren Ques-
tionnaire.

Time To Implement--To provide some benchmarks for implementa-

tion in Florida, we compare the implementation times of various
communities.
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2.,  Operational Methods Used ; § :
Table 6 shows the various 911 operational methods used by local 7 'f
governments across the nation. The data were obtained from the Warren § 8 g§
1 Q oo
Questionnaire. Examination of Table 6 shows that we can construct, for 3 oo
el
methodologlcal purposes, three 911 system concepts. The police-direct- '7: IR . < §:§ « « y .
: [ 4] P iz ¥ &5 0 N N, s
dispatech 911 system concept consists of the 911 answering being collocated = = cEko = = = |
with, and organizationally under the control of, the police department in §
-~
the major city; call transfer to the fire department and perhaps to the 3-§ n ‘3
. ‘ 483 3 & :
gheriff of the county; and minimum call relay. Systems based on the police- > g‘gpg : o 2 2w E
o g’o 'H oy o 55 ‘U 7]
direct-dispatch concept include those of Alameda, California; Baton Rouge, & g4 i§ du 48 “ s ég
' ) -l e « o Ada *
Louisiana; Bloomington, Illinois; Worcester, Massachusetts; Vicksburg, 3 s 8 o @ o ; E3 3 g ok g 9388
. . » " ) ©m & >~ ooy ] E o Hu—t,::g.a“m
Mississippi; Jackson, Mississippi; Bradford, Pennsylvania; San Clemente, & o ©% CSouxBal
California; New York City, New York; and Seattle, Washington. é
The second 911 system concept we call switchboard 911. Here § 9 “
‘ - ) o v H
the 911 system functions as a central switchboard, transferring or re- g E 5,\3 o 8 E
I o w o o oes g
laying emergency calls to the proper agency. Examples of switchboard ] € §§ :E g g ?@’-‘.E :§
| (1= [>] r~ [ [ TR - | o o~ = ) g 3
911 systems include those of Boulder, Colorado; Macon, Georgia; Denver, 3 i 3l = 4 & E&E A 3 3 Egég 2 o
Colorado; and Rancho Santa Fe, California. = 2 '
The third 911 system concept we call consolidated 911. In such E
e ; o = i
a system, direct dispatch'is performed either for more than one agency E'
. : B =
within a community~-most often police and fire--or, alternatively oxr in é *3
- ) 7 o =3
addition, for more than one community. Examples of consclidated 911 g ﬁ §
systems are those of Eau Claire, Wisconsin; Evanston, Illinois; Galveston, § § § § § ¢ B
) : ) * NS S o o -
Texas; Camden, Maine; and Omaha, Nebraska. al & & é E E 2 E 2
I N
3 ik g% .
. L ; o o Zw 2
* , . : »~ Sel & $°% ok a
This leaves the system of New Britain, Connecticut as the only one in Zpl E 88% g 3 4
Table 6 not included. In New Britain, the 911 system terminates in Fal % os F& g Sg , & i s
the fire department, where direct dispatch is performed. Florida's gl 8 SME% g 4% 8 § g B,
X i . [} - .
operating 911 system in Gaihesville is also of this form. : gE o : %;‘gg §“ﬂ Em 3§ - re §§
, , \ - z S 4 58 ¥% 8% & g 8 :
| EE T oBs: gf HE° 3% & 5 4 i
2 P 8 & B34 3 ,§:‘ Bz La 5 S 38 14
’ sl 2 8382 @8 28 24 R ¢ £
| ?
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In making this system concept distinction, we make no claim that
the numerous 911 systems nationwide vthat might be classified according to
. -§ each c‘ffmcept are represented by‘our small sample. We do claim,i however,
Qé‘ "% Eh that each 911 gystem concept does correspond to a broadly defined type of
' & g 4s community.
5 3 - g
g g g S 5 2 2 g §§ 5 2 2 In particular, the police direct dispatch 911 system concept is
y . / oriented to large cities., In such cities, emergency problems tend to be
2 E § . defined as police problems. Fire departments recognize this and, although
,g ; % ‘they are concerned with reducing response time, are also concerned with
o % gg 'g ﬁ preserving their control, This situation leads directly to the call trans-
A § c;.g % 'ﬁ ‘: : fer capability for fire.
. % B4 g o " og o ) < 2
g B g ®HE 8 s 2 8 2 2 = . g } The switchboard 911 system concept is--from our knowledge of sev-
§ % i ’ eral of the communities--used where response time is not a critical problem,
ﬁ % 3 :; Q;:% ' or where cooperation between police and fire departmepts,cannot be achieved.
H . g ggr‘a’ d g ggf It represents a form of consolidation of 911 answering, but gives each agency
g f ; # ga'é & £ §%§ ;gg E%E or jurisdiction control over the dispétch of its own resources.
IR e (R i o i
g g o ég g' ggg s g P 5 gagég g %g ?:'88 8 The co.nsolldated 911 system concept represents the situation w?xere
he ) ' ) ' interagency and/or interjurisdictional coqperation has been carried the far-
2 "§ thest; thé dispafdh function has been rationalized to the extent that it is
- 'é?« E * a resource control rather than a supervisory or disciplinary function. Omaha,
, g§ 3 g where the police and fire dispaich are consolidated and 34 cities in three
gg rﬁﬁ%; o o o o 3 g9 % g g counties cooperate on a call transfer basis, 1s perhaps the best~known ex-
« ??{ g‘gég é% '2 % :3% 'g; gi % gf‘; o ’é ; ample of this system concept. Fau Claire, Wisconsin, where the city and
: % 8B gg }}'E, & 7 ; gg- » pn b BE %gg L, county have cooperated in a joint dispatch and 911 system, is another ex-
A ,§,§ g% 88 o & 8 88 © B& 8 °° = s *; cellent example. Eau Claire also includes an advisory board made up of
% %3 ' users to maintain ongoing cooperation,
gg 'g‘;‘? w ’g 8 'g. g gé : ?} g :;: i Table 7 shows the call volume, ‘call increase, and telephone and
itg f{@ § § g g g g ’ g‘ g g E'g g personnel costs obtaineq from the Warrexg Questionnaire. Only two cities
w gg '§§ g E. 8~ £ g g #. Py % "; % g ; " reported any increase in calls from 911: Jackson, Mississippi, and Seattle,
: m:é 5B § g § “;f § 8 # § % g§ % g Washington. After the questionnaire had been distributed, there was con-~
g 8 g‘g g ’§ § A ,§ § 3 ° =S © siderable local and national publicity on call kin,cr‘eases for a third city,
3 40 . _ :
40 41




gz New York. Comments to SRI from various 911 communities continually stress
ég that the call volume to law enforcement agencies is to a great extent con-
sl sl o § ‘ trollable by the agencies. The majority of calls to law enforcement agencies
. g g ¥ i ; are not def:med by these agencies to be real emergencies. The action of the
‘fg law enforcement agencies in dealing with these calls determines the volume
£~ to be expected. If law enforcement agencies discourage action from certain
gg & i 8 kinds of galls, citizens will be dissuaded from making them. If, on the
g:,% § g other hand, law enforcement agencies take some kind of action on almost
' !3:‘% @ every call, the volume will increase, as citizens perceive_,law enforcement
’s as a universal emergency service agency.
égg;ﬁ '3 % ?, ?, % % ‘% ! ﬁ § g % ;:% f; ‘% i ? The increase in call volume for Seattle reflects, in our view,
: A g the unique feature of this system: its primary-secondary structure. Calls
; g vw ; that, in the opinion of the primary operators, require the dispatch of a
g g;g * police unit are handled as such. If, on the other hand, the primary opera-
a ; 5% “ ~ tor believes that the call is a valid police incident but does not require
%" ;é& an immediate dispatch, then the call is immediately transferred to a gecond~
- g mﬁg ol ol o : éé als s |elslelal |slelels ary ‘operator who obtains more information from the citizen and makes some
’3-2 x Eggg w8 5 f‘: §'§ @ Y ; :g ? ! ; ; ; arrangements for dispostion. The advantage of this system--in which the
"8 ‘g' %gé f;g ? w number of primary and secondary operators is flexible up to a combined maxi-~
g' . . sk o lololololol ol ol ol o i mum of 14~-is that it gives the citizen a high 1eve1 of Service while still
% §'s § § § § § § § § § g 88| 8 i i § % E § r, making good use of police field resources,
.. el dlgddelslg |99 (s |9 g8 g e8¢ : |
é S,g i R ‘ | p The OTP handbook on 911 reports similar findings. Additionally,
g e 5 m the OTP study found'v that the ease of access to emergency service agencies
Eg g S8 53’ b ol o ,:: = 5 §§ - will often increase the number of calls on the same incident, as c:.t:.zens
wel o Bnl B B B B EE R B B e et B e e B e 3 (
g4l ©) & B ©vlo| 5|83 (0|88 T8 8| B 86 8 8 8888 feel a greater participation with the agencies. | :
E§ S0 113 L 1 R [ (P PR Y ) ) [ 5 ) O [ § Figure 4 shows the per capita call volume--measured in calls per
é'% month per thousand population~-as a function of population. This figure,
o) based on the Warren Questionnaire, shows that the per capita call volume
§ E § “ - s é % c increases almost monotonically with increasing population.” This strongly
oo % é *3, ’g s 72 % % § P ‘:: ; 4?,, “ ~ suggests that 911 tends to reflect "real need” in that large cities tend %
§ g g E § g g % [ = g § »‘«3 .% g ':% f ;g %Z to produce more emergency situatlons than small communities. We have plotted f:
i 3 §° g § § 3 §§ i g § ; § 8 : : § .;f f § the estimated call volumes for several Florida cities, from the Division of V
é g 2 g 3 % §, gg § g .3 ‘é g g ,g % é’ f g % Communications State Plan for Law Enforcement, performed under contract to i
8l dlalal B 88 (=ls 18 |5al85A52338 ¢
42 43 | Zf
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FlGURE 4 PER CAPITA 911 CALL VOLUME

the Division by Atlantic Research Corporation. Actual 911 calls per

capita are not necessarily higher than the estimates of law enforcement

calls for 7-digit numbers. From this we tentatively conclude that 911

will not create a significant increase in call volume for Florida com-
munities.

4, Costs of 911

a, Costs to Local AgenCies

In the telephone costs in Table 7 two findings are evident:
First, the absolute as well as increased costs are small, and, second,
these costs bear little relationship to the population served. Similar
findings are given in the OTP report; this report,; in fact, cites two commu-
nities which have actually saved money in telephone charges by consolida-
tion when 911 was impieménted. Suffolk County, New York saved $1,900 per
month from the consolidation of 40 7-digit numbers into one answering
point; Springfield, Massachusetts saved $300.00 per month when old tele-~

phone lines were removed,

Personnel costs showed increases in Worcester, Massachusetts;
"Macon, Georgia; and Denver, Coloradb. In the latter two systems--classified
byvus as sWitchboard 911--these increases appear to us to be due to adding
oberators to an existing non-emergency switchboard in order to handle emer-
gency calls for the first time. We would expect corresponding reflections

in call answering by the separate agencies if the switchboards were able to

screen non-emergency calls effectively,

~Not given in any of our data are the savings from consolidated

911 systems. We would expect considerable economy of scale to result from
consolidation of communications as such, over and above the implementation
of 911,  In our recommendations for statewide 911 in Florida in our final

report, this scale economy savings will be explicitly considered.

To make an estimate of the total expected statewide telephone -

costs, both installation and recurring, we supplemented the data given in

‘Table 7 with additional data made available by the Califarnia Division of

Communications* from across the nation. Histograms showing the costs are

*Personal correspondence, from Mr, William Brandenberg, California Division
of Communications.
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given in Figure 5, with installation costs being given in Figure 5(a)
and recurring costs in Figure 5(b).

Applyving these per capita figures to the State of Florida,
with an estimated population of 7.9 million, we obtain an average of
$33.9 thousand for one-time installation costs and $250 thousand per
year operating costs. For installation costs the lower and upper quartile
ranges are $7.9 thousand and $29.6 thousand; for yearly operating costs
the two dquartile ranges are $53.7 and $391 thousand.

It should be understood fhat these estimates are given
only to serve as a guide--based on national experience--to the range of
telephone costs to be expected in Florida. Again, other expenses, such
ag ‘those for personnel, equipment, and buildings, will add to the costs,
both initial and operating. Regarding personnel costs, national data
ghow that few if any additional personnel are required. However, we
believe, as stated in the first section of this chapter, that pocket ,
implementation does not relate directly to statewide 911. We would expect
that, if all personnel currently answering 7-digit telephones for public

1A

safety agencies could be 'reshuffled,' no additional people would be
required. Local institutional and political decisions would not, in most
cases, permit such perfect "reshuffling'; therefore, additipnal personnel
would be required. To estimate how many would be required would mecessitate

estimating personnel on a county-by-county basis.

Similarly, additional buildings and facilities may be
required. Many such facilities and pbuildings are being planned for law
enforcement dispatch centers as part of the state program directed by HR
8937. These costs, while benefiting the 911 ﬁrogram, would not be directly
attributable to this program. We must estimate the costs for 911 as over

and above those required for other objectives.

Local area costs for the ehtire state will be provided in

~our final report, for various alternatives. These will include personnel,

facilities, and equipment, in addition to telephone costs. Our methodology
will be to recommend the most cost-effective system for each 1o¢ai area;
adding the costs of each recommended system will provide the total state
ﬁﬁst‘ As an upper bound on costs, the aggregate of the most costly local

avea alternatives will be used.
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b, Costs to Telephone Companies

Telephone company central office switching equ1pment is usu-
&ily*elassified as belonging to one of two general categories or types of
equipment: commonncantrol or direct/progressmve control,

In'common—control equipment the dial pulses from the calling
telephone are registered, analyzedw,dnd resent in the form of a routing code
to operate switches as required: fo establish:fhe'ﬂpsired connection. Such

equipment has logic circuits built Anto-it and is?

TR

;metimes described as
hedng ’ 5¢m1~intelligen@- CQmmOn”CQQtfﬂl equlpmeni, ‘which includes crossbar,

eloctronde, and certain modi fied step—by~step equlpmenté is the simpler and

less expensive of the two types to condition (or modlfy)ﬁfurﬁaccepﬁing and

s

routing 911 calls; The pximary work that must he done to th . equipment is

rolated to 30£tware nature; 4. 8., a reprogrammlng of 10g1c fun tions must

ho acaomplished. A minimal-amount of wiring changes may be necwssary.

In direct~ or progressmve-control equipment the Qial pulses
from the calling telephone directly control the switches that establish

the degired connection, This type‘of system might be described%es a slave

- to the digits that are dlaled. Modification of direct-control equipment,
‘Whiah igqludes sﬁep~by-step, XY, all~relay, and motor-switch equipment,

has dixfexent problems and solutions, depending on whether a telephone

knumbor profix beginning with 9 is involved

. In a central office where there is no prefix starting with
the diglt 9, and whose calls are not routed to an office where this situ-
S

atlon vxists; the Lirst problem in modifying the equipment to accept and ./

~ route 911 callg is to clear (i.e., make available) the ninth level of

the first selector. A selector is an electromechanical switch that con-

naects an incoming call to one of'many'(usually 100) output circuits. Two
principal things must be done to ciear the ninth level of the first selec-
tor: First, the dial speed test, revertive call, and other administrative

“funetions assigned to this level must be reassigned; second, the absorb and

blocking class marks must be removed from this level. These two actions
rﬁqwirﬁ considerable rewiring. Further, an additional bank of second or

“third selectors might have to be purchased and installed.
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Central offices having a prefix beginning with 9, or whose

calls are automat1ca11y routed to an office having a 9 prefix, are some-
times more expensive to modify for the receipt of 911 calls, Modification
may require only that a bank of second selectors be bought and installed,
or it may require that the office be directorized (senderized) . The
latter means adding additional special equipment that will provide the

direct—-control equipment with some common-control capability,

To make such modifications to the switching equipment in the
404 central offices owned and operated by Florida's 20 telephone companies
will cost the telephone companies an estimated total of $8-10 million.
This cost estimate is predicated on the fact that many of the companies
have already scheduled a program for the replacement of much of their old
equipment with newer, more modern equipment over the next five to ten years.
As has been mentioned, the newer types of equipment are less costly to
modify for the acceptance and routing of 911 calls. If these companies
were to make their offices capable of handling 911 before the installation
of the nswer, common-control equipment, the cost to the telephone companies

could run as high as $25-30 million.

The expense of modifying or conditioning central office
equipment will be averaged over all the telephone company's rate payers
and will not be passed on directly to the public safety agencies being
served, The direct telephone costs that the public safety agencies will
have to pay will be only for the tariffed items, such as telephone lines,
terminal equipment, and certain special service features that might be

ordered.

5. Feelings of Agency Officials

Under contract to the National Science Foundation, Franklin

Institute Research Laboratories published in March 1970 the results of a

- survey of heads. of public safety agencies on the feasibility of a single

nationwide emergency number, F1ve hundred forty-six responses were re-
turned from large and small city police and fire chiefs, sherlffs, and
poison control eenters. AbouL‘19.4 percent’of the respondents were from
jurisdictions having a single emergency number, not necessarily 911;

Fron the jurisdictions having a single emergency number, the benefit most

often specified was coordination of activities that required more than

a9




one agency. The greatest objection was fear of "petty jealousies” and

" From the agencies without a single emergency number,

"empire builders,
only 28,6 percent felt there would be any benefit. Of‘thosekwho favored
a single number, 88.7 percent felt that improved response time would be
‘the major benefit, along with increase in area coverage for the emergency

resource, .

The Franklin Institnte concluded that those who had experience
with e-single number favored it, while those who lacked experience opposed
it, Franklin recommended public education and self evaluation by public

. safety agencies of their own organizational structure.

An excellent journalistic survey of opinion in large cities was

condncted by Donald'Janson,'in a New York Times feature story on 31 March

1970, .In surveying large cities across the country, Janson found that con-
trol over their‘own resources'was the largest reason that public safety
agency heads opposed 911. New York City, for example, operated 911 for
many months without a direct transfer line to fire, since the New York

"Fire Department wanted control of their own resources,

The Warren Questionnaire recelved no negatlve comments about
911 from any respondent. The benefit most frequently cited was 1mproved
participation and acceptance by the pubiic; followed by decreased overall

‘responSe time,

Perhaps the most significant viewpoint, expressed consistently
and unanimously by respondents to the Warren Questionnaire--mayors, city
managers, police and fire chiefs--was the‘degree of personal identifica-
tion of these officials with the problems'of citizens as opposed to the

problems of governments or public safety agencies. Both in giving comments

on the success of 911 in their own communities‘and'in making recommenda-
tions for California, the officials stressed such things as public educa-
tion, regional 911 systems for better service, and decreased response time
to the citizen. The most succinct statement of all was given in the re-
bsponse of Bob Belmont, Chief of Police‘of Gustine, California, population
6,000, who replied to the question on recommendations: '"Ask a citizen which

he would like to call in a personal emergency, 911 or a 7-digit number."
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6. Time to Implement

- From: the W

fronm varlous cities to -Question 11: '"What was the time required to implement

your system from the time conceived through planning and installation?"

Note that this time included both planning by the community and installa-

‘ tion by the telephone company. It is therefore not a benchmark for tele-

phone company performance. We presume that there was interaction between
the community officials and the telephone company, with several iterations
in most cases. That is, we believe it is overly simplistic to assume that
the community developed explicit requirements without telephone company par-
ticipation and then placed a "firm order" to the telephone company., The

time given, then, is time for the overall process, and not a guide to either
community planning time or telephone company installation time, considered

separately or additively. For example, New York City installed 911 in
July 1969, six months after announcement by AT&T of the service, yet
officials gave four years as the planning period. We speculate that much
coordination and plannlng was performed between the city and New York

Telephone Company during thlS four-year period; and that the telephone

company was aware of t:e”01ty s plans before the 12 January 1968 announcement.

In Figure € the reSponses of plannlng and implementatlon time
have been categorized according to the concepts given earlier, with the
responses within each category ordered by ascending populatlon. This or-
dering was done to test the Supposition that larger cities should take
more time to plan and implement than smaller cities. Again, we stress that

our sample is small and intended to be illustrative rather than represen-
tative,

For the policeﬁ irect~dispatch 911 concept, we see that our sup-

position is essentiallywralfdated——there is a more or less monotonic in-
crease of 1mp1ementat101 tlme W1th increasing population. For switchboard '
and consolidated 911, the 1mplementat10n times are somewhat shorter and

show no monotonic increase w1tnf1ncreaS1ng population., For consolidated
911, Eau Claire, Galveston,>and Evanston are all within the 50 to 100 thou-

sand population range and have implementation times comparable to the police
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direct-dispatch systems of comparable population, such as Vicksburg, Ala-
.-meda, and Jackson. Omaha, perhaps the most elaborate 911 system in opera-
tion, measured in terms of number of governmenial entities participating,
attributes its four years of implementation to planning of new radio dis-
patch along with 911 telephone answering. We Speculate that most of this
time was for planning by the city and surrounding Jjurisdictions, with a com-

paratively small time devoted to actual telephone company installation.

C. State 911 Pelicies and Action

1. - State Legislation

The number of states in which 911 policies of action have been
formulated is surprisingly small. A recent report, entitled "A Staff Re~

gulatory Viewpoint of the Universal Emergency Telephone Number," by Louis

. A, Ceddia of the New York Public Service Commission staff, gives the status

activity up. to May 1973, Ceddia considers both legislative action and

‘rulings of state,regulatory agencies, Legislation has been enacted in

Massachusetts aﬁd California, with the California legislation perhaps the
most comprehensive to date. The Massachusetts legislation, similar to

Florida's existing Statute 365.17, directs all telephone companies to

‘provide 911 service when requested by local govermments or public safety

agencies. - The California law is unique at this time, since its provisions
are binding on local govermments and public safety agencies, in addition
to the telephone companies. The main features of the California law,

passed in 1972, are that:

® Every local public agency must have a basic or sophisticated

921 system in use by 31 December 1982.

® - Maxiiiim centralization of 911, to the extent feasible, should
_ be imgilemented.

Pdlicé, fire fighting, and emergency medical and ambulance
~service.are to be included, at a minimum.
L Allﬁﬁé&ﬁtelephones must be equipped to dial 911 without a
coin by31 December. 1982,
® Mutual aid agreements are to be signed between jurisdictions
" to allow for completion of service of dispatched vehicles,
regardless of the jurisdictional boundaries determined after
dispatch,.
e

A1l the systems established are to use three of the four basic
operational methods: direct dispatch, cail relay, call trans-
fer, or call referral.
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The law gives the California Division of Commﬂnications the .
‘ , » | to 911, by making the telephone companies advocates for local governmental
responsibility for the development of technical and operational standards

911 action that would relieve them of the intercept responsibility.

for local govermments, the approval of local government plans, and the

. development of plans for finance. Significantly, there will be no state- . ‘ By comparison, Florida has scarcely any 911 experience, and an
wide plan except jor the aggregate of 1ocﬁl plans. The law specifies % order such as New York's might have very different effects.
consideration of state subvention during the 1975 session of the legislature. E The New York State Public Service Commission's Statement of
The Attorney General is given authority, with the advice of'the Division ,5 Policy, based on the staff report referred to earlier, is quite far-

of Communications, for enforcement of the prcvisions of the act on local reaching. Some of the most significant points of this statement (all 19

governments and public utilities within the state. A copy of the law is points appear in Appendix B),

in terms of possible nationail precedent, are:

given in Appendix A. , ‘o .

’ Ld Th? specification that 911 should be a free number, and where
coin-free operation of coin telephones is planned, the cailer
syould be able to dial 911 without the use of a coin. Sig-
nificantly, the Commission did mot order coin-free tele-

phones statewide but did ensure that 911 would be a free call
statewide.

2., State Regulatory Agencies

The most comprehensive regulatory agehcy policy and order on 911
to date was made by the New York State Public Service Commission on 20

November 1973. The Commission provided a Statement of Policy and an order The specification of a one-busy-in-a-hundred grade of service

ou all telephone companies within the state. The statement and order are as a standard, subject to prior agency-company agreements.

Discouragement of selective routing, by releasing the tele~
phone companies’from the obligation to provide such routing

in central offices serving more than one jurisdiction. Further,
and perhaps most important for the national future of 911,

the Commission stated its policy that selective routing or
automatic location identification would be éharged to agencies
at a rate fully compensatory to the telephone company. Tele-
phone companies, thus, cannot provide selective routing in
areas of the state where public safety agencies want individual
autonomy in controlling 911 and at the same time expect lower
rcosts by passing the real costs to the state ratepayers.
Autonqmy, then, in controlling 911 is likely to be quite
costly, and governments must pay for it explicitly. While

not ‘endorsing nor even mentioning any local govermment in-
stitutional forms of 911, the Commission's policy, in our
opinion, favers cooperative or regionzl 911 by ruling out
ratepayer cross subsidy to selective routing.,

given in Appendix B. The specific order, given‘as Case 26443, specified

that all telephone companies should provide, within two years from date
of order for common'control central offices and{by 1 January 1978 for
others, 911 service to éxisting emergency reporting centers. Where no
such reporting'centers exist, the'telephone companies should provide the

means of réaching a telephone company assistance operator,

‘We believe it is important to interpret this order in the light

of two significant facts. First, the State of New York has passed no leg-
islation that would mandate local governments ‘to create émergency report-

ing centers. The State Public Service Commission noted that anyﬁfurther

Rt e

expansion of 911 is beyond its jurisdiction, but stated that it would sup-

AT ST

port legislation that would stimulate such expansion. Second, New York

state already has 12 operating 911 systems, serving a total of 11,1 mil-

lion people, over half the population'of‘thé state. = Among these systems
are five relativély large ones: New York City; Buffalo; Naésaquounty,
Suffolk County, and Broome Cbunty.‘ There is thus*qqnsiderableqstatewide
experience'with 911, The specific order of thefCSﬁﬁissﬂon on xelephone‘
companies, with respect ﬁo these cqmpanieslproviding Opérator‘ihtercept
assiétance, Should serve to‘acceleraté'what'isgevidently a statewide trend
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IV 911 REQUIREMENTS IN FLORIDA

Our experience indicates thatkcertain 911 system requirements are man-
datory regardless of where 911 is implemented. Additionally, our early work
in Florida has enabled us to make recommendations of specific system re~
quirements. This chaptef presents a number of broad system requirements

and then addresses alterﬁative components for a state subvention policy,

A, 911 Availability

As has been mentioned in Chapter I, on the basis of the history of leg-
islation by the state (H.B. 205‘and H.B. 3937) and by the federal govern-
ment (Emergency Medical SystemeAct geared to 911), it is in the best in-
terest of Florida Eitizens that a statewide 911 system be implemented. It
is not sufficient that 911 be implemented in only a few areas where a high
degree of public and official desire and ideal implementation conditions
exist. As a ﬁatter of state policy, all citizens, those living in cities
as wel} as. those in rural aréas, and those in incorporated areas as well

as those in unincorporated communities, should have access to the benefi ts

- .of 911, ‘There are three primary reasons for total statewide 911 service:

® 911 emergency telephone service ‘can save lives;and property; it is
in the best interest of all citizens. ‘

® Initial 911 service will probably be accompanied by a massive for-
mal public awareness campaign, If 911 service were not statewide,
it would be difficult, if not impossible, to describe the pockets
where 911 was and was not available. This could result in con-

siderable‘public confusion, making newspaper, television, and radio
" publicity difficult, ‘

® Planning for total 911 service availability will enable service
consolidations, thus enabling significant economies of operation.
B. Specific Service Provisions

By dialing 911, a citizen should be able to expect police, Tire,

and emergency‘medical assistance, at a minimum. Consistency of service
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provisions among 911 centers is important. Calls for these three services A grade of telephone service such that a busy signai i
S en-

countered no more than 1 percent of the time during the

make up a very high percentage of the total calls for emergency assistance. ;
‘ busiest hour (grade P.0l).

Calls for other services, such as poison control, suicide prevention, Coast

® Recorded announcement i 14 P, '
: v .. capability wh i :
5 Guard assistance, FBI, and so forth, are minimal, but they may warrant 911 tion is employed, to infgrm theyCit:::nangm:;zgugziisd:szrlbu-- .
‘ i o : . . usy signa 5
status., Each service must be ¢onsidered separately in the light of the that he has reached the emergency services center and ‘ ‘g =
, ; : the.line \ should hold :
total calls for the service, operational concerns, and the agency's desire E * . ‘

‘ | ‘ Sufficient answering personnel at
to be connected with a 911 center, ' ' A 90 percent of all calls will be an
: v down time) .

each 911 answering center such thas
swered within 10 seconds (ring-

It is important that a mipimum 911 capability be defined and that all ;
: : In addition,

- citizens of the state have such minimum 911 CapabilitY"Or better--available whe relatively large Ppeniel-epeaking population of
| . ’ g pop Florida

for reporting emergencies,and requesting assistance. As a recommended state é requires that a foreign languagévcapability be available in aréas having
] a significant hon-English-speaking population. ﬂ*

S policy, we definé that minimum capability as follows:

Upon dialing the three digits, 911, universally kmown to be the i
- emergency telephone number, a citizen of Florida must be able .
3 : to contact the dispatch point for police, fire, or emergency
b - medical assistance, with no more than one call transfer apparent
: to the citizen, ; :

D, Subvention Policy

Consideration of statewide 911 poses interesting questions regarding

possible funding mechanisms. If we look at the general objectives of 911

in Florida-~reduction

ST

of response time and general enhancement of a citizen's
ability tq request emergency assistance--it is clear that the benefits

This statement of minimal‘service is required for definitional purposes=~

to maintain consistency of minimum capability among all governments and

pubiic saisty sgonitss & the stete. These»public bodies should, however, would not be associated only wiﬁh the local jurisdications or public safety

S Sophisticated capabilities on the basis of local needs agencies. The benefits would accrue to Florida citizens at the time of

(os dotived Loos1iy) . 2r addition o tho provicusly defined minimum cape- an emergency, regardless of where they reside. As a'servibe, 911 can

bility.

E L S it el LR

therefore be viewed as an extra-local function--one having statewide as

well as local attributes (i.e., having secondary effects on citizens

6. Miniuin Stenderds ot CLtizet-Perceltod Operabionsl Porformance residing outside any given local Jurisdiction), While local governments

; ‘ are better suited for providing 911 servi i in i
Response time is defined here as the portion of the total response .1 te ' , : s g Ylfe, the state may find it in its
: nterest to provide ‘a relatively large share of the funds required for 911,

time‘(the t;me required from perCeption that an event requires emergency . to stimulate

assistance to the arrival of the*proper emergency service on the scene)

° ic
that is controlled by the telephone system and its interactions with the »Local‘compllance THR The mtate’s desire for 1L for al)
v ; Florida citizens,

]p"blic and pUb]iC safety agené]'es. t is evident that the availabi Local compli ith stat ' - :
1 ance w statewide 911 mimimum service levels
ilabili ty W Sy

of 911 to an informed public can significantly reduce the amount of time in the best interest of Florida eitizens ,

that occurs between perception of emergency events and contact with the Operational efficiency of local government in general
emergency services operators through the 911 system. It is important Examples of oth 3 tra-local > fu |
‘ , | 2 t ‘ , . 01 other extra-local service functi i

that minimum operational standards for the telephone equipment portion of devel Y « sEions, in Hhia case histaricad

. s ‘ evelopments, include the construction of roadways and the provision of
911 service be set, to ensure the consistency among public safety agencies formal education :‘Th imilarity of g

‘ g ion, e similarity of 911 as a soci ha

that citizens will expect. We suggest the following standards: | - develm”_"?‘t .

TR B T R T T T
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extra~local significance provides a fundamental ratiomale for state and

Jocal sharing of certain 911 costs.,

The state is currently (fiscal 73-74) providing assistance totaling
$177 million to cities and $237 million t¢ counties,* for various programs.
This indicates that the state views a large number of the current Florida

governmental programs to be extra-local in nature.

Earlier in this chapter we have recommended 911 service minimums that
all Florida citizens should have the right to expect. The state subvention
policy should be ¢losely geared to the extent to which 911 services are
provided to the citizén. It is important, therefore, to define, on a con-
tinuum, variations of 911 service as the variations may be tied to levels
of aubvention.. The listing below can be viewed as such a continuum. It
indicates 911 service levels from a mimimum requirement (basic 911) through
inereasing degrees of better service (to multiagency, multifunction 911):

¢ Basic 911 is defined as operationally involving a single law

enforcement agency with one or more of the following:

- Call transfer to fire, emergency medical, and other public
safety agenciles.

= Call relay to fire,‘emergency medical, and other public
safety agencies.

~ Direct dispatch for fire, emergency medical, and other
public safety agencies,

® Multiagency 911 is defined as operationally involving more
than one law enforcement agency with one or more of the
following: :
~ Call transfer to fire, emergency medical, and other public
safety agencies.,

= Call relay to fire, emergency medical, and other public
safety agencies. '

~ Direct dispatch for fire, emergency medical, and other
public safety agencies.

. Multiagency, multifunction 911 is defined as fully coopera-
tive 911 and radio dispatch (collocated) for numerous public
safety agencies of an area.

*Legislator's Tax Handbook, 1973 (Talahassee, Florida, April 1973).
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We have recommended minimum 911 service standards that all Florida
citizens have the right to expect. Implementation of these minlmum pro-
visions will often require addltlonal telephone expense. The state may
want to subvent to local government the incremental cost of certain 911

provisions, to stimulate local activity.

of 911 costs, portlons of which may be paid for by the state, are:

® 911 installation costs:

- 911 telephone costs to public safety agencies (and then
to citizens as taxpayers)

- Costs of upgrading other equlpment or facilities specif-
ically for 911 installation. v

- Costs of upgrading other equipment or facilities only for

complementing 911 (radio and other electronic equipment,
for instance).

® Operation costs:

~ Ongoing costs for public safety personnel and for equip-
ment amortization (costs to citizens as taxpayers).

- Ongoing telephone costs to citizens as tariff ratepayers.

Although these are the cost components that must‘be paid for by the
public,‘we would not expect the state to subvent the total cost of 911.
The state policy shouid act to draw local jurisdictions together for
efficient and economic provision of 911, and subvention should be con-
sistent with good service to the citizen. Therefore, the following four
points, each related to 911 benefits to the Florida citizen, should be
considered for state subvention policy on a case-by-case basis:

® Meeting 911 Minimum Standards—-As an eligibility criterion,

~ the fact that a local Jurisdiction meets minimum 911 standards
should be suff1c1ent grounds for state assistance.

® Population Slze of the 911 Service Catchment Area--The extent
of state assistance to each local 911 operation should be
based in part on population. A direct relationship exists
between (1) population, calls for service, and personnel and
equipment costs and (2) total 911 costs. The size of the
-population served indicates to a certain extent the scale
economies of operation.

911 Operational Efficiency--The extent to which local officials
cooperate in combining resources for 911 operation should be
a factor in subvention. This could be measured by the number

and relative size of the agencies part:clpating in a cooperative
areawide 911 serv1ce.
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bl Complémentary 911 Attributes--Additional 911 capabilities,
resulting in improved citizen service, such as colloca?ed
911 answering and radio dispatch opeations, computer7a1ded
dispatch equipment, and generally up~to-date facilities and
equipment should be a factor.

In summary, recommendations for a spec1fic state subvention policy

de not seem to he appropriate in this report. Rather, we have provided
a basis-for consxderation oﬂ ﬁtate subvention, as well as factors on
.which cost~gharing mechanisms can be formulated. The state policy finally
cagreed upon will probably reflect the factors we have presented and others

rooted deep in the political process.
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V  PRELIMINARY 911 SYSTEM AREA ALTERNATIVES FOR FLORIDA

This chapter develops preliminary alternative 911 system concepts or

configurations for specific areas throughout the state. As the ground-

work for this development, a general discussion of alternative 911 system
configurations is provided, tdgether with an explanation of the rationale

used in developing the local 911 solutions for Florida.

Our primary purpose in ﬁresenting these preliminary 911 alternatives
here is to elicit comments from the various stakeholder groups and to
stlmulate dlscues1on in the Task Force meetings. We encourage such
influenc1ng factors that have not been taken into consideration. These
insights w111 feed back 1nto our analy51s of alternatlves and may lead
to modlflcatlons. The final report will provide detailed alternative 911
system,operafional descriptions for each generic area configuration. An-

'alysis and comparison of these alternatives will narrow the candidate 911

~techn1ques and generic area 911 systems to those that appear to be logical

plans for statewide implementation. A cost-benefit analysis of ‘alternative

statew1de 911 systems will result in a recommended 911 system for state-

wide 1mplementat10n.

A. Alternative 911 System Configurations

We define a 911'system configuration in terms of the organizational
and functional structure of the system between the answering center and
the dispatch center of the participating public safety agencies. Vari-
ations in conflguratlon result from varying levels of centralization
of the answering center (i.e., the number of Jjurisdictions and public
safety agencies included in one system) and from varying levels of
centralization and consolidation of the dispatch centers. The range of
configuration alfernatives, then, ‘can be defined by th 1imits: (1)

completely fragmented and localized answering and dispatch and (2)
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extensgive centralization of authority and of 911 answering and dispatch.

within this range, the alternatives chosen for a particular area are a

function of the area’s special requirgments and characteristics.

There are, of course, advantages and disadvantages associated with -
each leVel of centralization and consolidation in a 911 system. With
a single~jurisdictional or localized 911 system, the agencies retain
the greatest degree of control over the level and quality of emergency
seryice, and, providing there is little boundary mismatch, the associated
cogt and implementatién time~-~from the local point of view--may be

relatively small. However, in terms of a statewide 911 system, this

' fragmeﬁﬁed implementation could potentially be the most costly‘to provide

and might result in the poofest service to the citizen. Th%s,kind of
system also depends on a great deal of local coordination to overcome

houndarv.mismafch problems and to ensure at least a minimum level of

gervice being uniformly provided to all citizens.

In éontrast, the multijurisdictional approach in which one 911

anéwering.center and possibly dispatch center, as well, replaces many

_ éma11 ones, can--from the state‘s point of view--save costs through con-

solidafidn and can--from the local point of view--increase the emergency
services available to the citizen through coordination and effoctive

utilization of the resources. However, as the number of Jjurisdictions

in the system increases, the requirement for intergovernmental and inter-

agency coopération also increases. For this reason, the;multijuris-

dictional approach is often percéived as a threat to local control.

B, Rationale for Local 911 Solutions

In the concéptual design of the 911 configurations we took into

account two points of view: (1) that each local 911 configuration sHouldv

furiction as part of the total statewide system and (2) that each local

911 configuration should function itself as a total system. This means
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that the éonfigur tionbdesign should maintain consistency and uniformity

among the local“911 systems but be flexible enough to take into account

the local;ch;racteristics'and requirements Withinfeachl911 system: - -

The boundaries of the alternative areas to be served by 911 systems
were chosen after considering several different contributing factors.
The primary factors considered were géographic, demographic, and tele-

~phone exchange boundary information, as well as the state's communication

plan,

Topographical features, as indicated in Figure 7, such as national

forests, swamp areas, rivers, and lakes were considered in regard to

isible to divide a county into two or more systems. The geo-
graphlcal size and shape of each county was also taken into consideration,

eSpe01a11y in regard to how this factor would affect the potential cost

“of teiephone lines.

POpulatlon statistics were evaluated to determine population size

‘ and’ dlstrlbution. The distribution is important in two ways. First,

it 1nd1cates the areas where no 01tlzens or very few reside; second,
and perhaps more important, it 1nd1cates the locations of the areas
w1th1n each county where population is concentrated. The map in Figure 8

11]ustrates the variations in population concentratlons and densities

g{throughout the state. Of special interest are the areas where adjacent

counties have major population concentrations in such close proximities
that they tend to behave economically and socially as a unit. Such

units can often be better served if they are in a common 911 system,

The state's communication plan provided the input factor of how
many law enforcement radio dispatch centers exist or are proposed for
each county, their locations, and the areas served by each, This in-

formation is particularly important for cases where a county may be
subdivided into two or more 911 systems, since the number of .emergency

calls that must be transferred should be minimized,
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® 67 single-county

The telephone exchange boundaries had the least impact on determining

The telephone exchange information o 5 multicounty

the gross 911 system area boundaries.

f L will be used more extensively in the finer~detailed conceptual systems ‘ %
° , - 11 two-county
o design work. , ‘ |
. : : - 5 'three-county
: - § four-county

- 1 five-county

é C. Local Alternatives
é; In Fiorida, 49 of the 67 counties have a population of less than f , ¢ 11 partial-count
i 100,000, and 42 countiesVﬁave a population of less than 50,000. It is i Pigure § o ‘ : unty. |
5 apparent from Figure 8 that in several of the coupties the population i boundariei Z:st:: :verv1ew of the multicounty alternatives. The approximate
e is concentrated in one or two areas rather than being evenly distributed : o rea that w:uld be served by each system alternative
51 throughout the county. Because of these factors, our initial approach '5 :Z:t;::::::e:roz aaj:?t:_map- On Téble 8 the counties involved in g
- to the 911 configurations was at the county level. VCIOSer inspection ' o Forty-sig counti:; a:H icounty c?nflguration are listed alphabetically,
f of local requirements and characteristics led us to additiongl oA county alternatives (ijlnc;?éed in one or more of the various multi-
2 variations. The 911 configurations that were developed can be grouped ‘f which they are Cartition : . } sSeven counties have alternatives in .
; into three categories of 911 answering system area alternatives: % tor 14 counties ot ed into tﬁo or more 911 systems (Table 8); and ‘é
- ® Single-count y one alternative is postulated, the single-~county &
; g y System :
&  ® Multicounty. .5
3 ® Partial-county. ‘ ~ !
For the single-county alternative, there would be one 911 answering : {é
center for thé whole county; for the multicounty alternative,; one 911 ff
answering center would serve two or more counties; and, for the partial— ﬂQ
Lty county alternative, there would be two or more 911 answering centers . %
; B ‘ - within the county. : , fﬁ
: : : b
Our preliminary statewide 911 conceptual design includes a total
of 99 local system area aiternatives. One alternative for each county : ‘
is a countywide system with a single 911 answering point. The remaining : ' , ‘@
32 nlternatives include 21 multicounty configurations and 11 partial-~ -
county configurations. These 99 alternatives can be summarized as - "
| : o maps are used in order to present all the alternatives. Neither i?

follows: : . |
, map is to be considered an overall plan.
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MULTICOUNTY AND PARTIAL

County
el

Bradford

Brevard

Broward

Calhoun
Charlotte

Citrus

Collier

" Four 911 system

Table 8

~COUNTY 911 SYSTEM ALTERNATIVES

Alternative

. . 3 1
Bradford and Union Counties 1n a combined 91

system.

n the county: covering

systems 1
el O ddle third, and the

the north third, the mi
south third.

. ‘ng
in the county: -one cover%
® ng the south third,
d by the CDC of the
tment (PD), and
a PD

the north third, one coveri
one covering the area serve
Cape canaveral Police Depar

one covering the area served by the Coco

cpa. ¥

Three 911 systems in the county: ;23 izz :Sza
d 2, one
ea covered by CDCs 1 an s »
22vered by CDC 3, and one for the area covered

by CDC 4.2

Four 911 systems in the county: .one foz eigz
of the four areas that will be covered by
county's four CDCs.

Calhoun and Liberty Counties in a combined 911

system.

Charlotte and Lee Counties in a combined 911

system.

Citrus, Hernando, lLake, Pasco, and Sumter
Counties in a combined 911 system.

Citrus, Hernando, pPasco, and Sumter Counties
in a combined 911 systen.

Collier, Glades, Hendry, and Lee Counties
in a combined 911 system.

Foo

tnotes are given at the end of the table.
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County -

Dade

De Soto
Dixie
Eécambia
Flagler
Franklin
Gadsden
Gilchrist

Glades

‘Gulf

Hamilton

Hardee

Hendry

Alternative

Three 911 systems in the county: one for
the area covered by CDC 1, one for the area
covered by DC, 2, 3, and 4, and one for the
area covered by DC 5.

Two 911 systems in the county: one for the
area covered by CDC 1 and one for the area
covered by the other four dispatch centers.

De Soto and Hardee Counties in a combined
911 system.

Dixie, Gilchrist, and Levy Counties in a combined

911 systen.

Escambia and Santa Rosa Counties in a combined
911 ‘system.

Flagler and Putnam Counties in a combined 911
system,

Franklin and Gulf Counties in a combined 911
system,

Gadsden, Jefferson, Leon, and Wakulla Counties
in a combined 911 system.

Gilchrist, Dixie, and Levy Counties in a combined

911 system.

Glades, Collier, Hendry, and Lee Counties in
a combined 911 system.

Gulf and Franklin Counties in a combined 911
system.

Hamilton, Lafayette and Suwannee Counties in
a combined 911 system. '

Hardee and De Soto Counties in a combined 211
system. :

Hendry, Collier, Glades, and Lee Counties in
a combined 911 system.
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County

Hernando

Holmes

ndian River

Jagkson

Jofferson

Latayette

Laka

Lee

Loon

Tovy

Liberty

Madison

Hexnaﬁdo, Citrus, Lake, Pasco, and Sumter
Counties in a combined 911 system.

Hernando, Citrus, Pasco, and Sumter Counties
in a combined 911 system.

Holmes, Jackson, and Washington Counties
in a combined 911 system.

i d
Indian River, Martin, Okeechobee, an
gt. Lucie Counties in a combined 911 system.

Jackson, Holmes, and Washington Counties
in a combined 911 system.

Jefferson, Madison, and Taylor Counties
in a combined 911 system.

Jefferson, Gadsden, Leon, and Wakulla Counties
in a combined 911 system.

Lafayette, Hamilton, and Suwannee Counties
in a combined 911 system.

Lake, Citrus, Hernando, Pasco, and Sumter

Counties in a combined 911 system.

Lee and Charlotte Counties in a combined 911
system.

Lae, Collier, Glades, and Hendry Counties in
a combined 911 system.

Leon and Wakullé Counties in & combined 911
system.

Leon, Gadsden, Jefferson, and Wakulla Counties
in a combined 911 system.

Levy, Dixie, and Gilchrist Counties in a
combined 911 system.

Iiberty and Calhoun Counties in a combined
911 system,

| Madison, Jefferson, and Taylor Counties in a
combined 911 system.
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County

Manatee
Martin
Monroe
(The Keys)

Okeechobee

Orange

Osceola

Palm Beach

Pasco

Pinellas

Putnam

Alternative

Manatee and Sarasota Counties in a combined
911 system. :

. Martin, Indian River, Okeechobee, and St.
Lucie Counties in a combined 911 system.

Three 911 systems -in fhe-coﬁnty: one for
each of the sheriff's th;ge service areas.

Okeechobee, Indian River, Martin, and St. Lucie
Counties in a combined 911 system. '

Orahge &nd Osceola Counties‘in a combined 911
system.

Orange and Seminole Counties in a combined
911 system.

Orange, Osceola; and Seminole Counties in a
combined 911 system. ‘

Osceola and Orange Counties in a combined
911 system.

Osceola, Orange, and Seminole Counties in a
combined 911 system.

Three 911 systems in the county: one for
each of the three areas that will be covered
by the county's three CDCs. 4

Two 911 systems in the county: one for the

area near Lake Okeechobee and one for the
coastal area.

Pasco, Citrus, Hernando, Lake, and Sumter

Counties in a combined 911 system.

Pasco, Citrus, Hernando, and Sumter Counties
in a combined 911 system.

Two 911 systems in the county: one covering
the north part and one covering the south part.

Putnam and Flagler Counties in a combined
911 system. -

S
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County
sx} Lucile

Santa Rosa
Sarasgota

Seminole

Sumterx

Suwannee

Taylor

. Union

Volusia

Wakulla

WaShington

Alternative

8t, Lucie, Indian River, Martin,‘and Okeechobee
Counties in a combined 911 system.

Santa Rosa and Escambia Counties in-a combined
911 system.

Sarasota and Manatee Counties in a combined
911 system.

Seminole and Orange Counties in a combined
911 system.

Seminole, Orange, and Osceola Counties in a
combined 911 system.

Sumter, Citrus, Hernando, Lake, and Pasco

Counties in a combined 911 system.

Sumter, Citrus, Hernando, and Pasco Counties
in a combined 911 system.

Suwannee, Hamilton, and Lafayette Counties
in a combined 911 system.

Tayior, Jefferson, and Madison Counties in a
combined 911 system,

Union and Bradford Counties in a combinéd
911 system.. ‘

Two 911 sygtems in the county: one covering
the coastal area, and one covering the rest

of the ‘county.

Wakulla and Leon Counties in a combined 911
_ system.

~Wakulla, Godsden, Jefferson, and Leon Counties
in a combined 911 system.

Washington, Holmes, and Jackson Counties in a
combined 911 system.
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Footnotes

CDC stands for Cooperative Dispatch Center.

ggg ; ;s operated by the Broward County Sheriff's Office

oo 2 ‘s operated by the Fort Lauderdale Police Department (PD)

c }s operated by the Hollywood PD. ‘ .
DC 4 is operated by the Pompano Beach PD,

g?:p:tzﬁ ggﬁ:ated by th? Dade County Public Safety Department.
Dispat er (DC) 2 is operated by the Hialeah PD.
is operated by the Coral Gables PD.
DC 4 %s operated by the City of Miami PD.
DC 5 is operated by the Miami Beach PD.

Th
Ofiizgre:hCDgs are operated by the Palm Beach County Sheriff's
, € Boca Raton PD, and the Sheriff's substation at Belle
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Appendix A
CALIFORNIA ASSEMBLY BILL 515
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Assembly Bill No. 515

CHAPTER 1005

An act to add Article 6 (commencing with Section 53100) to Chapter
1 of Part 1 of Division 2 of Title 5 of the Government Code, re!atmg

to local emergency telephone systems, and making an appropriation-
therefor.

[Approved by Governor August 17, 1972, Filed with
Secretary of State August 17, 1972.)

LEGISLATIVE COUNSEL'S. DIGEST

AB 515, Warren. Local emergency telephone systems.

Declares that the establishment of local emergency telephone
systems is in the public interest and a matter of statewide concern.

Requires establishment by public agencies, as defined, of specified
uniform emergency telephone services by December 31, 1982
Provides for prior submission of tentative and final plans to telephone
companies and Communications Division of Department of General
Services.

Specifies that Communications Division of Department of General
Services shall establish technical and operational standards for such
services, and provides such plans shall conform to such minimum
standards.

. Authorizes Attorney General, in behalf of Commumcahons Division

or.on his own initiative, to commence judicial proceedings to enforce
performance of duties imposed on public agencies with regard to
establishment of -such services. Specifies that Communications
Division, with advice and assistance of the Attorney General, shall
submit reports and recommendations to Legislature, Governor, and
Department of Finance, as spemﬁed

Provides that public agencies, as defined, in same telephone
emergency service system shall enter into joint powers agreements or
cooperative agreements requiring emergency service units, once
dispatched through telephone emergency service system, to respond
whether or not requester is in such unit’s jurisdictional boundaries.
Requires such agreements to be entered between public agencies and
public safety agencies, as defined, which belong to different systems,
but have contiguous boundaries. Provides such agreements shall be
filed with Attorney General and Communications Division. Requires
Attorney General to commence judicial proceedings to enforce
specified provisions relating to such agreements, where public agency
or public safety agency fails to timely enter into or file such
agreement.

Renders act inoperative, if Legislature fails to provide specified

. subvention during 1975 Regular Session, until Legislature enacts such

legislation. Postpones respective dates for submission of plans or
reports, implementation of local emergency telephone systems, or
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performance of other duties required hy act, if Legislature fails to
enact such legislation, for the same nu:siber of years after respective
dates specified for performance of such duties as elapse between 1975
and date Legislature enactz such legislation.

Makes related changes.

Appropriates $35,000 to Department of General Services during
1972-73 fiscal year to carry out purposes of act.

The people of the State of California do enact as follows:

SECTION 1. Article 6 (commencing with Section 53100) is added
to Chapter 1 of Part 1 of Division 2 of Title 5 of the Government Code,
to read:

Article 6. Local Emergency Telephone Systems

53100. The Legislature hereby finds and declares that it is in the
public interest to shorten the time required for a citizen to request
and receive emergency aid. There currently exist thousands of
different emergency phone numbers throughout the state, and
present telephone exchange boundaries and central office service
areas do not necessarily correspond to public safety and political
boundaries. Provision of a single, primary three-digit emergency
number through which emergency services can be quickly and

efficiently obtained would provxde a significant contribution to law -

enforcement and other public service efforts by making it less difficult
to quxcldy notify public safety personnel. Such a simplified means of
procuring emergency services will result in the saving of life, a

reduction in the destruction of property, quicker apprehension of

criminals, and ultimately the saving of money. The Legislature further-

finds and declares that the establishment of a uniformi, statewide
emergency number is a matter of statewide concern and interest to
all inhabitants and citizens of this state. It is the purpose of this act to
establish the number “911” as the primary emergency telephone
number for use in this state and to encourage units of local
government and combinations of such units to develop and improve
emergency communication procedures and facilities in such a manner
as to be able to quickly respond to any person calling the telephone
number *“911” seekmg police, fire, medical, rescue, and other
emergency services.

53101, “Public agency,” as used in this article, means the state, and
any city, county, city and county, municipal corporation, public
district, or public authority located in whole or in part within this state
which provides or has authority to provxde firefighting, poh'ce,
ambulance, medical, or other emergency services.

53102, “Public safety agency,” as used in this article, means a
functional dmsnon of a public agency which provxdes firefighting,
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police, medlcal or other emergency services.
53103. “Direct dispatch method,” as used in this article, means a

‘telephone “service providing for the dispatch of an appropriate

emergency service unit upon receipt of a telephone request for such
services and a decision as to the proper action to be taken.

53104. “Relay method,” as used in this article, means a telephone
service whereby pertinent information is noted by the recipient of a
telephone request for emergency = services, and is relayed to
appropriate public safety agencies or other provxders of emergency
services for dispatch of an emergency service unit.

53105. “Transfer method,” as used in this article, means a
telephone service which receives telephone requests for emergency
services and directly transfers such requests to an appropriate public
safety agency or other provider of emergency services.

53106. “Referral method,” as used in this article, means a
telephone service which, upon the receipt of a telephone request for
emergency services, provides the requesting party with the telephone
number of the appropriate public safety agency or other provider of
emergency services.

53107. *“Basic system,” as used in this article, means a telephone
service which automatically connects a person dialing the digits “911”
to an established public safety .answering point through normal
telephone service facilities.

53108. “Sophisticated system,” as used in this article, means a basic
system with the additional capability of automatic identification of the
caller’s number, holding the incoming call, reconnection on the same
telephone line, clearing a telephone line, or automahc call routing or
combinations of such capabilities.

53108.5. ‘‘Communications Division,” as used in this article, means .
the Communications Division of the Departrnent of General Services.

53109. Every local public agency within its respective jurisdiction
shall establish and have in operation by December 31, 1982, a basic or
sophisticated system as specified in this article.

The establishment of such systems shall be centralized to the extent
feasible. Nothing in this article shall be construed to prohibit or
discourage in any way the formation of multijurisdictional or regional
systems, and any system established pursuant to this article may
include the territory of more than one public agency or may include
a segment of the territory of a public agency.

53110. Every system shall include police, firefighting, and

emergency medical and ambulance services, and may include other
emergency services, in the discretion of the affected local pubhc
agency, such as poison control services, suicide prevention services,
and civil defense services, The system may incorporate private

ambulance service. In those areas in which a public safety agency of
the state provides such emergency services, the system shall include
such public safety agencies.
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Communications Division on or before December 31, 1973, after
consultation with all agencies specified in Section 53141
53115.  (a) On or before January 31, 1975, all public agencies shall

submit tentative plans for the establishment of a system required by
this article to the public utility or utilities providing publ.lC telephone
service within the respective jurisdiction of each public agency. A
copy of each such plan shall be filed with the Communications
Division. o P _ o '

“(b) On or before January 31, 1977, all public agencies sh_a'll' submit
final plans for the establishment of the system to.such utxhtxeg, and
shall make arrangements with such utilities for the implementation of
the planned emergency telephone system no later than December 31,
1982. A copy of the plan required by this subdivision shall be filed with
the Communications Division. : ‘

(c) If any public agency has implemented or is a part of a systern -

required by this article on a deadline specified in subdivision (a) or

* (b), such public agency shall submit in lieu of the tentative or final

plan a report describing the system and stating its operational date.
(d) Plans filed pursuant to subdivisions (a) and (})), sPall conform
to minimum standards established pursuant to Section 53114.2.
53116. The Attorney General may, in behalf of the
Communications Division or on his own initiative, commence Judlcxgl
proceedings to enforce compliance by any publi'c. agency or p\{bhc
utility providing telephone service with the provisions of this a}rtxcle.
'53117. (a) On or before February 186, 1975, and again on or before
February 16, 1977, the Communications Division shall report to the
Legislature the progress in the implementation of systems reqplred by
this article. Such reports shall contain his recommendations for
additional legislation. = ,
(b) In Dicémber of 1973 and in December of 1974 the
Communications Division, with the advice and assistance of the
Attorney General, shall submit recommendations to the Departrment
of Finance and to the Governor specifying amounts necessary to
further implement the organization of telephone systems spec}fged in
this article during the succeeding fiscal year. The report specxﬁe_d in
this subdivision shall contain, in addition, an estimate of the fiscal
impact to local public agencies - which will be caused by
implementation of the provisions of this article. _ .
53118. The Legislature declares that a major purpose in enacting
this article is to eliminate instances in which a responding emergency
service refuses to render aid to the requester because the requester
is outside of the jurisdictional boundaries of the emergency service.
Therefore, in implementing systems pursuant to this articjlg, all’ public
agencies in a single system shall annually enter into a joint powers
agreement or any other form of written COOperatlvg agrecm‘e.nt which
is applicable when need arises on a day-to-day basis. In z.l(idxt;on, such
agreements shall be entered into between public agencics and public
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33111. The digits “911” shall be the primary emergency telephone
number within the system, but a public agency or public safety agency
Mmay maintain a separate secondary backup number, and shall
maintain a separate number for nonemergency telephone calls.

53112. All systems shall be designed to meet the specific
requirements of each community and public agency served by the
system. Every system, whether basic or sophisticated, shall be
designed to have the capability of utilizing at least three of the
methods specified in Sections 53103 to 53106, inclusive, in response to
emergency calls. The Legislature finds and declares that the most
critical aspect of the design of any system is the procedure established
for handling a telephone request for emergency services.

In addition, to maximize efficiency and utilization of the System, all
pay telephones within each system shall, by December 31, 1982,
enable a caller to dial “911” for emergency services without the
necessity of inserting a coin. ‘

53113. The Legislature finds that, because of overlapping
jurisdiction of public agencies, public safety, dgencies, and telephone
service areas, a general overview or plan should be developed prior

1

to the establishment of any system. In order to insure that proper

Preparation ‘and implementation of such systems is accomplished by
all public agencies by January 1, 1982, the Communications Division,
with the advice and assistance of the Attorney General, shall secure
compliance by public agencies as provided in this article.

53114, The Communications Division, with the advice and

assistance of the Attorney General, shall coordinate the
implementation of systems established pursuant to the provisions of
this article. The Communications Division, with the advice and
assistance of the Attorney General, shall assist local public agencies
and local public safety agencies in obtaining financial help to establish
emergency telephone service, and shall aid such agencies in the
formulation of concepts, methods, and procedures which will improve
the operation of systems required by this article and which will
increase cooperation between public safety agencies.
'~ 53114.1.  To accomplish the responsibilities specified in this article,
the Communications Division is directed to consult at regular
intervals with the State Fire Marshal, the State Department of Public
Health, the Governor’s Office of Traffic Safety, the Office of
Emergency Services, the California Council on Criminal Justice, the
public utilities in this state providing telephone service, the Associated
Public Safety Communications Officers, the Bureau of Emergency
Medical Service, the California Highway Patrol, and the State Division
of Forestry. Such agencies shall provide all necessary assistance and
consultation to the Communications Division to enable it to perform
its duties specified in this article.

53114.2. Technical and operational standards for the development
of the local agency systems shall be established and reviewed by the

A-7
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PROPOSAL FOR THE PROVISION OF 911--CASE 26443




o8 v el e e R 3 i
b i N L F &

R L

Attached statement of policy
adopted. Order adopted in
Case 26443.

Appendix B

STATE OF NEW YORK
PUBLIC SERVICE COMMISSION

September 7; 1973

TO:  THE COMMISSION
FROM: ‘éOMMUNICATIONS DIVISION
SUBJECT: Proposal for the provision of Univérsal Emergency

Telephone Number "911" by telephone companies -

Case 26443

On May 15, 1973, the éommunications Division submitted
a repoft entitled "'911' - A Staff Regulatory Viewpoint of the
Universal Emergency Telephone Number" to the Commission for its
consideration. &y notice issued May 23, 1973, the Commission
distributed approximately 300 copies of the report to interested
parties aﬁd requested comments, particularly in regard to the
report's Conclusion and Proposal for New York State, by August 1,
1973. Nearly 100 copies of the report were subsequently requested,
including those requested by A.T.&T. Company for distribution
to their affiliated companies. |

To date, comments have been received from a member
of the United States Congress, the Chairman of the Federal
Communications Commission, nine New York State Telephone Companies,
a state regulatory agency, three New York State municipalities,

and two members of firefighting organizations.

B=-3




Cagse 26443

All comments received have been considered, resulting

in minor revisions to the Division's Proposal Justification

for these revisions is shown, and the Communications Division

requests the Commission's concurrence and adoption of its

Proposal as revised, at this time.

COMMENTS OF A GENERAL HWATURE

Comments on the general content of the staff report
were received from:

Congressman J. Edward Roush of Indiana, the
principal propcnent in Congress of the National use of "911"
as the single number to bé dialed in an emergency.

"I fceund the report's content very thorough. I

was especially pleased with one of your conclusions,

it is something I have mentioned to AT&T, namely
your encouragement that ‘every 911 call originated
within the State of New York completes to an
emergency report center or in the interim, a
telephone company operator.'

"I know there is hesitation to advertise '911' too
much for fear people will call '911*' where it is
not connected. Your recommendation fits mine
exactly; make sure that *91l1l' everywhere connects

at least to an operator while we are in the process
of securing '911l' as the emergency number everywhere.

"I wish you every success and hope that the state of
New York will undertake efforts to make this number

state-wide."

B-4
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Chairman Dean Burch of thé Federal Communications

Comrission,

"We consider the staff report to be a timely and
worthwhile contribution in an area of vital
J.mpc_)rtance° Its comprehensive treatment of the
subject, including pending Congressional bills,’
as well as the California Law directing the
implementation of '911' in that state by 1982,
shou%d wake the Report valuable to the regulatory
commigssions of other states in their determination
of tbe appropriate 911 public policy within their
own jurisdictions,

"The fgct that it is a local telephone service
certainly makes 911 a matter of substantial concern
to the state regulatory commissions, and we welcome
the contribution of the PSC Staff."

James M. McCraney, Chief Communications Engineer,

California Public Utilities Commission.

"As ngted in your report, California now has a
requirement to provide '91l1' in all political
gudeVLSiqns by the end of 1982, As a result there
1ls a growing interest in getting the program on the
track and our Communications Branch staff will no
doubt be very much involved in the near future...we

plan to use this (report) as our bible in pursuin
the "911*' problems in the future. " P g

Kermit E. Hill, City Manager, City of Rochester, New

York. :
"After a review of your report ‘911" Emérgency
Telephone Number, we are proud to endorse such

a report which expresses our desires for emergency
service requests on a statewide basis."

There were a few negative cdmments on the overall

effectiveness of "911" service:

B-5
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Neil Ellson, Secretary, East Aurora Fire Control

) Mutual Aid Chiefs.

Division,

*If ‘911" were to be put in effect (in the area)
seven (7) other exchanges would be involved,
three (3) of them in other counties with no direct
communication with East Aurora Fire Control Central
Alarm office. This would result in greatly reduced
first alarm services to the residents of our fire
districts. We will repeat again, a greater loss of
property and lives can be the only result of '911'
in our area."

John J. Komar, Town Supervisor, Orangetown, New York.,

"Since there are now fourteen (14) Police Departments
in the County of Rockland, the calls going to one
central office would be delayed, the main dispatcher
would have to take down the data and then transmit
this to the proper Police Department. It has been
‘found that in these transmissions, which are duplica-
tions, some information is lost and certainly time

is wasted."
Arnold E., White, Mayor, East Rockaway, New York.

"We work on two or three minute service, and I

doubt that we have ever been more than five minutes
from the time of call until our ambulance is in

front of.any home in this mile square village. - No
Nassau County Police or hospital ambulance can compete

with this service. _

"We are not too happy with this *911' number or
anything that might break down due to involved
mechanical operations. '911l' may be an advantage
in some areas, but not necessarily in all areas "

Comments of this sort are not new to the'CommuniCations

They reflect the sincere reservations of public

safety agencies regarding the use of "911" and its effect on

their overall performance in protecting the public. It is

evident that in measuring the effectiveness of emergency response,

these public safety agencies consider the critical time peried to

B~6
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be that between the receipt of an einergency call and the
arrival of emergency assistance at the scene. This was
d;scussed at some length in the report, pages 39 to 42, wath
the conclusion that "total response time‘then, would more
properly include the time interval between detection-(of the
need for assistance) and notification (of thé assistance
agency). where the use of the "“911" emergency number has a
gignificant effect-"

-~

Staff remains convinced that overall response time

is reduced with "911" service, and thus cpnveys a real benefit

to the public

COMMENTS ON THE DIVISION'S PROPOSAL

The Communications Division's Proposal for New
York State suggested action that would ensure that - every

"911" call originated within the State of New York completeé

to an emergency réeport center or, in the interim, a telephone

company operator A number of comments were directed toward

specific areas of the Proposal; including objectives numbered

2, 3, 4, 6 and 15
objectives which are not hereafter discussed. (The Proposal

as originally proposed is submitted with this memorandum as

Attachment I.)

There were no substantive comments on the
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OBJECTIVE #2

2, No other digit of code shall be used as a
prefix to “91l". o i

Proposihg a solution to the problem of the non=~
coincidence of telephone central office and jurisdictional

boundaries, Mr. Stuart Dean; a volunteer fire chief, commented

on objective #2 of the Proposal:

" ..expand 911" to a four-digit number. For
example, using the map shown on page 33 of the
report, callers in Community 'A', Central Office
District 'a', would dial '9=-l1-1-1', callers in
‘A' + 'b would dial *9-1-1-2',,.etc. Calls...

- would be routed directly by equipment responsive
to the fourth digit. This, of course, would
require the cerrect number to be displayed on
‘each and every telephone, a major task, but not
impossible to accomplish, Also, if the public
can be taught '911', it can also be taught to look
at the telephone instrument to verify the fourth
digit.* ' kS

Qver and above the technical;difficultxes'ef the
solution proposed by Mr,_Dean,'any‘expansion.of the number
"911" to four-digits would diminish the effectiveness of the
emergency number., There would be more than a single_emergency
number used in the area, making the appropriate number more
difficult to remember and use. In addition,; this solution
would apply to only one segment of emergency service. A
subscriber may well be in one jurisdictionkfor fire assistance,
and anOther fo:,police aid. For these reasons no revision

of this objective 18 recommended.

e g
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OBJECTIVE #3
3. All trunk groups carrying emergency traffic
shall be engineered to the probability that only
one call in a hundred will encounter all trunks
busy. ‘ '
The comment submitted by the Chenango & Unadilla
Telephone Corporation in regard to the design of trunk groups
carrying emergency traffic as stated in objective #3 of the

Proposal, is respresentative of the comments offered by five

- other New York State telephone companies on the same gubject:

"The required engineering of trunk groups carrying
"911* traffic to the probability that cnly one in
a hundred will encounter an '"all trunka busy'
condition is impractical and unmanageable for
several reasons including:

a. Inability to predict traffic volumes generated
during emergency conditions.

b. Control of circuit volumes being beyond the

control of the telephone company and resting with

the central receiving agency - usually by way
of foreign exchange lines." .

It was not intended that the provision of trunking

facilities tc conform to this objective would be based on

data for non-recurring emergency traffic volumes, or

artificially inflaﬁed traffic volumes resulting from abuse of
the network. It #as intended however, to set an objective

level of performanee in “overflows" of emergency calls which all
com?anies ﬁould strive to attain during “normal" heavy

volume periods.
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Td the extent that quantities of circuits are affected
by 1} the number of‘anSWering personnel available, 2) the
extent of the delay'in answer and, 3) the holding time of
emergency calls, thé control of circuit quantities doeg fes§
with the receiving agency rather than the telephone company.

It is expected that the aforementioned variables, among others,
will be considered in the formulation of any agreement between
telephone company and receiving agency for the provision of

"9ll" service in accordance with objective #16 of the Proposal.

To the extent that publid safety agency performance
in servicing emergency calls does not attain the levels agreed
dpon by company and agency, there may be an adverse affect
on company performance in regard to objective #3.

fhe objective therefore should be revised as follows:

P hall be enginpered to the prebability that

only one call in one hundred will encounter
all trunks busy during normal busy period
conditions, provided that the angwer performance

of the public safety agency is in accordance
with prior agency~-company agreements.

OBJECTIVE #4

| igit numb ' "911" shall
» Any seven-digit numbers replaced by
4 beyoperator intercepted, for at least one year:

B~10
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Commenting on the operatbr intercept of‘sevén-digit

numbers replaced by *911" as stated in'objective #4 of the

Proposal, the General Telephone Company of Upstate New Yorf; Inc.

stateds

*Many small offices are not equipped with operator
intercept capabilities and the cost of providing

the necessary central office equipment and outsigde
plant facilities for thisg service would be excessive,
- The widespread and extensive publicity associated
with “911" implementation should preclude the
necessity for live intercept.

"It is recommended that this prdposal be modified

to provide for operator intercept where available and
recorded intercept at other locations."

While the Rochester Telephone Corporation suggested:

"...that recommendation #4 be modified to provide for

agency interception of callg to seven-digit numbers
replaced by '911* .

The intent of this particular objective is to

engure that any call placed to a "vacant" seven-digit emergency

humber will be answered by an individual with the capability
of forwarding the request for emergency aid. The intent of

the objective cannot be satisfied with recorded intercept but

can be accommodated with either the telephone company operator

or agency intercept method. Therefore, objective #4 ig revised

to reflect both acceptable methods. The proposed wording ié
as follows: ,
4. Any seven-digit numbers;réplaqed by "911" shall

be intercepted by either a telephone company

assistance or a public safety agency operator for
at least one year; ' ‘

B-11
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OBJECTIVE #6

The normal routing for calls overflowing "911"
emergency report center trunks will be to a telephone company
agsistance operator,

| The Rochester Telephone Corporation suggested that
fbbjective #6 of the Proposal; relating to the routing of
"911" overflows to telephone compény-operators, should include
". .provision for direct access from the operator to the
emergency report centers.®

While there ie merit to this suggestion, telephone
companies whould not be required to provide what would
eséentially be a private line service from their operators to
the emergency report cenﬁer. to service the one call in a
hundred routed to overflow in normal péak periods. The telephone
company agssistance ‘operator would still have the capébiiity
of forwarding the call via "911"™ with a .99 ﬁrobability of
comy Le . n., - |

Telephqne companies would not be prohiﬁiﬁed by
objective #6;‘hOW§Ver, from providing this direct;aécess if
they so desired. |
OBJECTIVE #15

’ ! Fivéktelephone companies, all members of the

Continental Telephone System in New York State, commented

'identically on objective #15 of the Proposal which would

restrict the provision of “911" sezvice to only those report

centers where law enforcement was a participant:

B-12
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*Any refusal to provide 911 éervice to central
receiving agencies not encompassing law enforcement.
would seem to be beyond the discretionary power

of a serving telephone company."

Previous experience has shown that “911", when
implemented, will be used by the public as an!"all omergen;y"
telephone number ;ather than an emergency number solely for
police, five or ambulance assistance. |

Because police emergencies account for a great
majority of the requests for emergency aid, any "911" report
center without a participating,law enforcaﬁent agenc§ may
experience unanticipated~emérgency traffic volumes, through
misdirected calls. The resultant delays in servicing requests
for emergency aid, should this occur, would at best diminish
public confidence in an emergency report system that would
otherwise be effective.

Althaugh the Communications Division suggests that
this objective remain part of thevProposal, current federal
legislation, if passed, may require that “911" be provided for
emergency medical services with or withoﬁt the participation
of law eﬂfordement agencies.

Senate Bill S§,504, the Emergenéy'uadical Services
Act of 1973, cqntains a provision for a central communications
’system utilizing the universal emetgency number‘“Qli“. ’The |
bill, passed by the Sanate and the Hohsé, was vetoed by the

President.

B-13
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On August 2, the Senate overrode the Prmsident's
veto by 77 to 16, 15 votes more than the required two-thirds
majority. The House has scheduled its vote on the veto for
September 12.

Should this bill become law, telephone‘companies may
be required to prepare for "911" service without the participation
of law enforcement’agencies, in apparent conflict with objective
#15 Should this occur, relief from the provisions of this
objective could be considered, the basis for such consideration
bexnglprdvided in paragraph two of the Proposal.

ROUTINGYTO "OPERATOR" IN NON=SERVICE AREAS

All responding telephone companies commented on that
portion of the Proposal which suggests a schedule for the provision

of facilities by telephone companies that would allow them to route

“911" calls originated in an area where emergency report centers do | @

not exist,; to a telephone company assistance operator: SR

Chenango & Unadilla, Iroquois, Red Hook, Southern
Counties and Western Counties telephone companies:

“The routing of all 911 calls to an operator,

regardless of the availability of a central

receiving agency, serves only as a replacement

for the existing less complicated serv1ce, long
available to the public and listed in its directories -
'in an emergency dial "0" (Operator).' Most
importantly we question the wisdom of forcing major
office modifi cations to accomplxsh this end."

B-14
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| Empire Telephone Corporation:

“...pending solution of the political and
jurisdictional problems involved; it is premature
and injudicious to set a specific time by which
telephone companies are required to be 'ready’ i
unless the public safety agencies are similarly
required to be ready. The objective of telephone
company timely readiness can be achieved by the
simple requirement that 911 be preserved as an !

- unassigned facility, or so established at the first @
opportunity .in the reasonable. growth and expansion
of the existing faCllltleSc

General Telephone Company of Upstate New York:

"It is not uncommon to find common control offices
intermixed with progressive control offices in

EAS networks. The connection of '911®' to assistance
operators for portions of such areas (common control
offices) could result in confusion to the public and
should not be required

"In addition, the requirement for implementation in

all other central offices by 1/1/78 does not provide
adequate time for the orderly and economical

completion of this project..-A minimum five-year

period from the date of adoption of rules for completion
of such a program; which would cost this Company

in excess of $400,000 for central office rearrangements
and changes, would be far more reasonable.

"It is recommended that the requirement for early
implementation in common control offices be
~eliminated and that the propesal for complete
implementation not be earlier than 1980,"

New York Telephone Company:

"Our present approach of schedullng ‘911" modifications
is to do the necessary conversions on a next job
basis - that is, at the next time we are working in
an office to perform some other necessary central
office modification. This policy seems all the more
prudent considering -our concern, and that of the
Commission, for the level of our construction
-expenditures. This concern suggests strongly that
forced construction outlays associated with non-revenue
producing services ought to be scheduled in consort
with normal equipment modifications."

B-15
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Rochester Telephone Corporation:

"We are apprehensive that the interim plan will end
up. being the final '911*' service, with telephone
companies then being required to furnish equipment
or make modifications to improve the service. We

are definitely opposed to the prospect of permanently
taking over the function of relaying emergency calls.

"However, with the growing awareness of "911' as an
emergency number in the state and nationwide, and
in the absence of an emergency report center, we
recognize a responsibility to provide transients
or inadvertent users of this number access either to
a recording informing the caller that "91l" is not
in service and directing him to call the operator or
directly to an operator who can assist in the dispatch
of emergency services. In order that this be limited
to transients and inadvertent users we would not
contemplate providing this service if *911° was
locally publicized.®
A two yvear interval for the completion of this portion
of the Propcsal was chosen for all common control central
offices, and in those progressive control central offices where
no major modifications are required, by virtue of the fact that
the majority of telephone central offices will have some equipment
installation activity taking place within them at some time
during this period. This would permit the modifications
necessary, usually of a minor nature in such offices, to be
made in conjunction with installation work required for normal
growth
In all other central offices it may be necessary to
change the telephone numbers of existing subscribers in order

to make the "911* code available. In addition; many of these

| remaining offices are small, and may not have relief jobs

scheduled within a two oxr three year period. The four year

B-16
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interval proposed, until January 1, 1978, would permit an
orderly schedule for changing numbers, intercepting those
numbers for a substantial period of time, and would provide

an opportunity to’make the necessary physical rearrangements in
an orderly and efficient manner. These requirements cannot

be fulfilled if the procedure is delayed until the public
safety agencies are ready, as suggésted by Empire.

The Proposal therefore, does not advocate company
expenditures in advance of normal relief schedules, the
interpretation of the New York Telephone Coﬁpany, but merely
sets the dates by which central offices with relief scheduled
within these time intervals will be arranged to receive "911"
calls. Where normal‘éctivity for growth or modifications
in any central office falls beyond the suggeated time interval,
as suggested by the General Telephoné Company of Upsgtate New
York; application for relief from tha Proposal could be
considered, |

In addition the Proposal states:

nm : ;

Vhile awaiting stateuise peomieincoim Step taken

through' emergency report centers. It therefore

should not include (but would not prohibit)

publicizing '911' as the number to call in an
emergency-.."

B-17
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Where emergency report centers do not exist, it is
unlikely that "911" would replace the existing method of
dialing "OPERATOR", or cause confusion in EAS free calling
areas, without local publicity promoting “911" use.

CENTRAL OFFICE MODIFICATIONS

The five member telephone companies of the
Continental System, commentihg on that portion of the
Proposal which suggested that telephone companies provide the
central office modifications, additions, and interroffice trunking

necessary for "“911" service without charge to the served agencies,

stated:

*Absorption of all the costs associated with office
rearrangements and modifications for the provision
of 91l is contrary to present Continental policy -
we have held that the cost could be more fairly
allocated to those benefiting, through payment of
the charges actually incurred by the requesting
agency." ‘ :

Although they do not agree with this portion of the
Division's Proposal, they indicate no real difficulty if it

were adopted:

eThe reversal of this policy would obviously

present no great obstacle to the serving companies

~ it would however change our rate philosophy by
transferring the recovery of these governmental
initiated costs from tax to the telephone ratepayer-"

STATE LEGISLATION

The Rochester Telephone Corporation made the
following comment on the suggested use of state legislation

as the m@&nsvof "911* implementation in New York State:

B-18
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“"In the final analysis, the solution seems to lie
in legislation that would mandate provision of
'911* service with deadlines for implementation.
It would be our hope that the Public Service
Commission would play an active role in focusing
public attention to this end." -

The statewide use of "911" as the telephone naumber to

be dialed isn an emergency requires the cooperation and

et e g o b ot

conegent of every political subdivision, and every public
safety agency within each subdivision, in %he state of New

Yozk. This cooperation and consent could not be expected to

occur in unanimity without the influence of a single authoritative

body directing the actaions of all pafticipants to this end.
The State Legisiature can act in this capacity,

and may decide to do so with the influence and support of

responsible organizations both within and outsidé government.

CONCLUSION -

In consideration of the foregoing discussion,
minor revisions to the Division*s Proposal are suggested:
A. Objective 3 and 4 should be revised to read as
shown on pages 8 and 9 of this memorandum.
B. All other components of the Proposal remain
- unchanged.

RECOMMENDATIONS

The Communications Division recommends that the
Commission adopt the Proposal for New York State, as revised
(included as Attachment II of this memorandum), as its policy

regarding the "91ll" emergency telephone numbér, thereby:

B-19
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APPROVED

1.

2,

3,

‘Adopting the objectives, as revised; as the

objectives to be sought by all telephone companies
in regard to the provision of “911".
Directing all New York State telephone companies to

revise their tariffs to include the provision of

- %9]11" service to emergency report centers and to

arrange their facilities, in accordance with the
Proposal, so that throughout the state, "911" will
become the telephone number for an operator at an
emergency report center where such a facility exists,

and in the event that no such. facility exists in that

area, that "911* will become a number for a telephone

company operator who could then handle'the call in

the same manner as a dial "0" emergency call.

Supporting appropriate legislation when submitted,

that is designed to stimﬁlate development of

public safety agency emergency report centérsn
Reapeétfull submitted,

(3.

ROGER L. SUTLIFF
Chief System Planner

e

Director of Communications Division

LACabe

B-20
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'PROPOSAL FOR NEW YORK STATE

(AS ORIGINALLY PROPOSED)

To encourage the use of *911* as a statewide universal
emergency number, the Communications Division suggests action
that will ensure that every "911" call originated within the
State of New York completes to an emergency report center or in
the interim, a telephone company operatorok

First, the following objectives are recommended by the
Communications Division to be followed by New York State telephone
companies in the absence of excessively burdensome influences
to the contrary.- |
1. 1In all instances "911" should be a free number;

2, No other digit or code shall be used as a prefix to "911";

-3, All trunk groups carrying emérgency tfaffic shall be engineered

to the probability that only one call in a hundred will
encounter all trunks busy; | |

4. Any seven-digit numbers repiaced by "911* shall be operator

| intercepted for at léast one year;

5. The normal rodting for “911" calls dialed in an area without
an emergency»report center shall be to a telephone company
assistance operator; ,

6. The normal routing for calls overflowing "911" emefgency
report center trunks will be to a telephone company

assistance operator;

B~21
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7.

8,

9.

1o,

11,

12,

13,

14.

15.

16,

ATTACHMENT I
Page 2 of 6

Where "911* is implemented in a central office serving

more than one jurisdiction, the telephone company need

not provide selective routing of the calls of the customers
in the various jurigdictions;

Wherever *coin-free" operation of coin telephones is planned
for implementation, "911" ghall be able to be dialed without
the use of a coing; '

“Called party hold" or seme similar arrangement should be
provided for agency trunk-lines wherever practicable;

All “Qllﬁ'emergency report center trunk-lines shall be arranged
for incoming traffic only;

Agencies should maintain a separate seven-digit number for
adminietrative calle;

"911"-calls will be routed, free of charbe; to no more

than one emergency report center per central office;

The determination of the perticipants in a "911"‘system
shall be the responsibility of public safety'egenciee;

The control and staffing of the emergency report center
shall be the responsibility of public safety agencies;

No "91l1l" service shall be provided to an emergency report
center where a law enforcement agency is not a participant;
The telephone company shall recommend tne type and quantity

of trunk-lines and answering equipment to be used;

B-22
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l7g }Agency trunk-lines and aneWering equipment aesociated with

ngy1m will be charged to the egency at the exieting tariff

ratee;

18, Where Selective Routing or Automatic Location Identificetion
is employed, it shall be charged to the agency at a rate that
is fully compensatory to the company;

19, Telephon: companiee will not bill participating egenciee

B separately for "911" gervice. |

Secondly, the Division sugceste that all New York

State telephone companiee develop and implement a program to

provide for the routing of "911" calls to. an assistance operator

'in areas where "911" report centers do not exist;

e ‘ay within two yeare in ‘all common control central
offices and tnoee progressive control‘central :
officee where no major modificetione are required;

b. on e programmed basis in all other centrel offices
80 as to insure the completion of this project by
1/1/78.

Eniedprogram is intended as an interim step taken while auaiting

etatewide provision of service ‘through emergency raport centers.

It therefore should not include (but would not prohibit)
publicizing “911“ as the number to call in an emergency, and |

e rona %
ehould not delay the proViSion of the lervice where firm «:derl_
7 .f' EINER Ay 1' £t
for its implementation ere received. el
L g : el Bbe of
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Page 4 of 6
The Division also suggests that all New York State ; ATTACHMENT I
' ‘ : Page 5 of 6
telephone companies provide, without charge to the served Where conflicts exist between numbers assigned to
agencies, the central office modifications, additions, and customers, and numbers required for routing of "911" calls, the
interoffice trunking necessary for "91l" service. This action customers® number must sometimes be changed. This will also be
will ensure that the cost of central office modifications for true in the process of implementaing the proposal. The difference
"911" will no longer be an obstacle, however small, to "911" | , lies in the ability to schedule the steps toward accomplishment
implementation. The p;ovision of these modifications and of the proposal over a longer period of time where necessary.

additions shall: Proper scheduling will permit the telephone companies to provide

include that which is necessary to girect "g11" substantial periods of
those subscribers whose numbers must be changed, which would not

a, intercept and call transfer service for

calls to no more than one receiving location per

central office; always be possible when attempting to expedite provision of "911"

R R T S T AN oMo .5 4 . e s s e

b. not include agency trunk-lines or answerinq service in the face of a firm order.

'equipment, such facilities to be charged for at o STATE LEGISLATION
Any further expansion of the "911" emergency number

the existing tariff rates.

Relief from this proposal may be considered in those concept is beyond the jurisdiction of the Public Service

cases where compliance would impose a significant financial ' . Commission. This résponsibility'lies with the public, their

or other burden on either the telephone company or the ratepayer, elected representatives, and the public service agencies

and any reliif granted would ordinarily be in the nature of a established to meet their needs. If these parties conclude that

limited extension of the date for compliance. such expansion is desirable, legislation might be used as the

It should be noted that, in addition to the previously means for "911" implementation in New York State.

"CONCLUSION

mentioned benefits, deliberate accomplishment of the foregoing

b propoaal ‘will cause certain other desirable results. o The Communications Division is convinced that the use of

For example, while the tel«phone companies have generally '“911" is beneficial to the general public, in that it eliminates

expressed willingnee¢s to provide "911" service in the face of a firm the need to determine the appropriate seven-digit number to dial

ff‘ | orde:, interVAll from ordar to service can be in excess of 12 months. in an emergency, and eliminates the need to dial the "Operator"

To the cxtent that this interval is a reuult of the time requlred for emergency assistance.

to add ox modify central office facilities or trunkxng, it will B-25
| Qtdinarily bc reduced after accomplishment of the Divislon's proposalc
B-24
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- ATTACHMENT I Page % OF 5

Page 6 of 6 STATE OF NEW YORK

PUBLIC SERVICE COMMISSION

The D ion lieves that eve emergency call dialed
he Division be Y g ¥ STATEMENT OF POLICY

ON PROVISION OF o
UNIVERSAL EMERGENCY TELEPHONE NUMBER "911"
BY TELEPHONE COMPANIES
(ISSUED NOVEMBER 20, 1973)

" with 911", throughout the state, should be answered either by

an dmergency report center, or telephone company operator.

The Division also believes that, in the majority of

cases, the problems associated with "911* implementation can be | | v The Commission has reviewed the development of the
golved, and for this reason we conclude tbat the statewide, and Universal Emergency Number "911" from its origin to its
nationwide, use of "911" is a practical means of improving the current status, identifying the regulatory considerations of its
effectiveness of public emergency reporting, and is therefore in ‘ statewide, and nationwide use. In the process the Commission has
the interest of public safety. examined those considerations outside the regulatory milieu,

obtaining a general overview of the concept.

As a result, the Commission is convinced that the use
of "911" is beneficial to the general public, in that it eliminates
the need to determine the appropriate seven-digit number to dial in
an emergency, and improves emergency response time in comparison
with dial "0" emergency calls.

The Commission also believes that, in the majority of
cases, the problems associated with "91l1" implementation can be
solved, and for this feason it cohcludes that the statewide, and -

nationwide, use of "91l1" is a viable means of-serving the

interests of public safety.

Therefore, to encourage the use of "9ll* as a statewide
‘univerbal emergency number, and to ensure that every "911" call
originated within the State of New York completes to an emergency

report center or, in the interim} a telephone company operator,
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‘the Commission first concludes that the following objectives should

be followed by New York State telephone companies in regard to the

provision of "911" aérvice in the absence of excessively burdensome

influencaes to the contraryo

1.
2.
3.

6,

In all instances "911" ghould be a free number;

No other digit or code shall be used as a prefix to "911";

All trunk groups carrying emergency traffic shall be engineéred
to the probability that only one call in a hundred will encounter
all trunks busy during normal busy period conditionms, provided
that the answer performance of the public safety agency is in
accoxrdance with prior agency=company agreements.

Any seven-digit numbers replaced by "911"'shall‘bé intercepted
by either a telephone company assistance or a public safety
agency operator for at least one year;

The normal routing for "911" calls dialed in an area without

an emergency report center shall be to a telephone company

assistance operator; v
The normal routing for calls overflowing "911" éﬁergencyv
report center trunks will be to a telephone company’adgistance
operator r

Whare "911" is implemented in a central office serving more
than one jurisdiction, the telephone company need not provide
salective routing of the calls of the customéfé in the various
Jurisdictions;

- B-28

10.

11.

12.

13.

14,

15,

l16.

17,

18,

19.
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Wherever “coin—free' operation of COin'telephones is planned
for implementation; “911" ghall be able to be dialed without
the usé of a coin; | ' | | |
"Called party hold" of some similar arrahgement should bg
provided for agency trunk-lines wherever practicable; |

All "911“ emergenéy report center'trunk-lines shall be arranged
for incoming traffic only{

Agencies should maintain a separate seven-digit number for
administrative calls;

"911" calls will be routed, free of charge, to no more than
one emergency report center per central office;

The determination of the participants in a “911" system shall
be the respdnsibiiity of public safety agencies;

The control ahd staffing‘of the emergency}report center shall
be the reSponéibiLity of public safety agencies;

No "911" service-shall be.pro§ided to an,emergéncy report
center where a law enforcement agency is not a participant;
The‘telephonébcompany‘ahall recommend the type and quéntity
of tfunkwlines and answering équipment to be used;

Agency trunk=-lines and answering equipment associated with
“Qll“’will be charged to. the agency .at the existing tariff

rates;

Where Selective Routing or Automatic Lbcation Identification

i1s employed,; it shall be éharged to‘fhe~agency“at a rate that
is fully compensatory to the company;
Telephone companies will not bill participating agencies

separately for "91ll" sgervice.
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Secondly, the Commission will encourage all New York

Btate telephone companies to develop and implement a program to
provide for the routing of "911" calls, so that throughout the

state "911" will become the telephone humber for an operator at an
‘emexgancy report center where such a facility exists, and in the
evenﬁ‘that no such facility exists in that area that "911" will.
becomé_a numbex fdr'a'telephone company operator who could then
hégﬁle the .call in the same manner as a dial “0" émergency call:

o 'a. within two years in all common‘dontrol central offices

H lifand those progressive control central offices where

no major medifications are required;

b on a prdgnammed basis in all other centrﬁl offices sb

as to ensure the cbmpletionyof this project by 1/1/78,
Thas progranm is intended as an interim step taken while awaiting
statewide provision of service through emergency repdrt centers.
It therefore ﬁhould not include (but would not prohibit)
publicxzing “911" as the number to call in an amergency, and should
not delay the provxsion of the service where firm ordern for its
implementation are received.

The Commission wili also encourage all New York State
telephone companies to provide, without charge to the served
aganaiéaf the central office modifications, additions, and
intaxmffiée trunking necessary for "“911" gervice. The provision of

these modifications and adaitiohs shall:
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a. include that ﬁhich is necessary to direct "911"

l calls to no more than one receiving location per
central office;

b. not include agency truﬂkulines or answering equipment,
such facilities to be charged for’at the existing
tariff rates.

Relief from this proposal may be considered in those
cases where compliance would impose a significant financial or
other burden on either the telephone company or the ratepayer, and
any relief granted would ordinarily be in the nature of a limited
extension of the date for compliance:

STATE LEGISLATION

Any further expansion of the "911" emergency number
doncept is beyond the jurisdiction of the Public Service Commission.,
This responsibility lies with the public, their elected representa-
tives, and the public service agencies established to meet their
needs. If these parties conclude that such expansion is desirable,
responsible legislation might be used as the means for 911"
implementation in New York State. Such legislation, designed to‘
stimulate the development of public safety agehcy "911" emergency

report centers will be supported by the Public Service Commission.




STATE OF NEW YGRK
PUBLIC SERVICE COMMISSION

At a session of the Public Service }
Commission held in the Cit¥30f {

CASE 26443 -2-

Albany on November 20, 19
COMMISSIONERS PRESENT: | ‘
% Joseph C. Swidler, Chairman 2. That in all common control central offices, as well
William K. Jones, Deputy Chairman
Edward P. Larkin ' as in all progressive control central offices where no major

Carmel Carrington Marr

Aarold Ay Jersys Jr.‘ modifications are required, said service shall be instituted

‘ , . v der:
CASE 26443 - Proposal for the provision of Universal Emergency within two years from the date of this order

Telephone Number "911" by telephone companies. 3. That in all other central offices, said service shall

k | | on s to insure completion
The Commission, on this date, having adopted a statement be instituted on a programmed basis so a P

of policy with regard to the provision of Universal Emergency by January ;’ 1978.

Telephone Number "911" by the telephone companies of this state, . - By the Commission,

which provides among other things, that seid companies implement

ey D Lt B

B

procedures for the institution of this service, it is | - | SAMUEL R. MADISON
| Secretary
ORDERED:

Thatkall New York State telephone companies are (SEAL) (SIGNED)
directed to revise their tariffs to include the provision of
"911" service to emergency report centers and to arraﬁge their

facilities, in accordance with our statement of policy, so that

"911" will become the statewide telephone number for feaching an

‘operator at an emergency report center, where such facilities

o e A =7

exist, or reaching a telephone company assistance operator where

5 A

no such emergency report centers exist;
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