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1. PROJECT DESCRIPTION

The ENHANCE 911 Act of 2004 established a national 9-1-1 Implementation Coordination Office (1CQO)
as a joint program of the National Telecommunications and Information Administration (NTIA) in the
U.S. Department of Commerce and the National Highway Traffic Safety Administration (NHTSA) in the
U.S. Department of Transportation. Understanding that many states do not have a statewide 9-1-1 plan or
related process, the 1CO entered into a collaborative agreement with the National Association of State
9-1-1 Administrators (NASNA). The ICO provided funding for NASNA to hire a project manager to
prepare two deliverables: a Model State 9-1-1 Plan and a report on appropriate data measures to evaluate
the ongoing technical progress of 9-1-1 at the state level. In September 2007, NASNA released a Request
for Proposals (RFP). Kimball responded and was selected to conduct the project.

The Model State 9-1-1 Plan document, of which this section is the introduction, addresses the following
elements:

e Models for state coordination and collaboration;
e Approaches to oversight and management of the state’s 9-1-1 network;
o Mechanism for establishing and monitoring progress in implementing the state's 9-1-1 system;

o Mechanism for the allocation of state and federal funding, if available, to public safety answering
points (PSAPSs) for equipment and operations; and

e Methods by which PSAPs will integrate with other emergency communication,
telecommunications, and information networks

The project is intended to help states develop a better planning and coordination process to facilitate
continued deployment of wireless Phase Il 9-1-1, and best prepare for the interconnected and shared
service environment of the next generation of 9-1-1.

The balance of this page is intentionally left blank.
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2. FEDERAL LAWS, REGULATIONS AND PROGRAMS FOSTERING
STATE-LEVEL PLANNING AND COORDINATION

Emergency events often do not respect governmental jurisdictional boundaries. Large-scale emergency
events have even greater inter-jurisdictional impact. Inevitably, that requires some degree of response
coordination. This generates a need for planning and established service arrangements that most
effectively mitigate the emergencies involved. Many states require state and local agencies to develop
strategic and operational plans to address such need. The federal government has had similar
requirements (often as a prerequisite to receiving federal funds and support) for many years in a variety of
program areas. This section of the document explores relevant existing and pending federal legislation
that directly or indirectly fosters and/or requires statewide planning and coordination for emergency
communications and the delivery of a 9-1-1 call.

2.1 WIRELESS COMMUNICATIONS AND PUBLIC SAFETY ACT OF 1999*

This federal legislation did several things beyond furthering the deployment of wireless 9-1-1 service, not
the least of which was the establishment of 9-1-1 as the universal emergency telephone number in
America.” Indeed, the stated purpose of the Act spoke to encouraging and facilitating “. . . the prompt
deployment throughout the United States of a seamless, ubiquitous, and reliable end-to-end infrastructure
for communications.”® Relevant to this document, the Act reflected a Congressional finding that

the establishment and maintenance of an end-to-end communications infrastructure among
members of the public, emergency safety, fire service and law enforcement officials, emergency
dispatch providers, transportation officials, and hospital emergency and trauma care facilities will
reduce response times for the delivery of emergency care, assist in delivering appropriate care,
and thereby prevent fatalities, substantially reduce the severity and extent of injuries, reduce time
lost from work, and save thousands of lives and billions of dollars in health care costs;*

The reference to “end-to-end” communications infrastructure implies coordination among the
stakeholders involved, and that requires planning. More directly, the Congress also found that

the rapid, efficient deployment of emergency telecommunications service requires statewide
coordination of the efforts of local public safety, fire service and law enforcement officials,
emergency dispatch providers, and transportation officials; the establishment of sources of
adequate funding for carrier and public safety, fire service and law enforcement agency
technology development and deployment; the coordination and integration of emergency
communications with traffic control and management systems and the designation of 9-1-1 as the
number to call in emergencies throughout the Nation;’

1 PUBLIC LAW 106-81-October 26, 1999.
2 As a matter of established federal policy, such declaration did not exist before this Act.
® Ibid. SEC. 2, FINDINGS AND PURPOSE. (b)
: Ibid. SEC. 2. FINDINGS AND PURPOSE. (a)
Ibid.
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That finding specifically references “statewide coordination” of relevant stakeholders, along with the
“coordination and integration of emergency communications” with related systems.

By way of provisions, the Act required the Federal Communications Commission (FCC) to

. encourage and support efforts by states to deploy comprehensive end-to-end emergency
communications infrastructure and programs, based on coordinated statewide plans [emphasis
added], including seamless, ubiquitous, reliable wireless telecommunications networks and
enhanced wireless 9-1-1 service.”® The Act goes on to say that the Commission should “. . .
encourage each state to develop and implement coordinated statewide deployment plans
[emphasis added], through an entity designated by the governor, and to include representatives of
the foregoing organizations and entities in development and implementation of such plans.”’

While the legislation does not dictate to state governments how that process should occur, it does speak to
“statewide deployment plans,” coupled with the “coordinated” involvement of relevant stakeholders. In
summary, the Act encourages and fosters:

e Coordinated statewide plans
e A state entity designated by the Governor
e End-to-end emergency communications infrastructure and programs

¢ |nvolvement of state and local stakeholders

In response to their legislative requirements, and, building upon the related House Report, the FCC found
that section 3(b) reflected

... a careful balance between the need for federal and state leadership and the responsibilities of
local jurisdictions and others to provide 911 emergency services. Congress recognized that most
of the key decisions in this area are not made by the federal government, but by the private sector
and state and local governments, and that implementation of 911 systems is carried out at the
local level. We find, therefore, that the framework for implementation of the state plans and
statewide emergency systems envisioned by the 911 Act should rely on the cooperation and
coordination of all the interested parties.®

In the final rulemaking, the Commission pledged to “. .. maintain an ongoing dialog with state and local
officials, through interactions with, for example, the National Governors’ Association, the National
Conference of State Legislators, and the National Association of Regulatory Utility Commissioners . . .
[and to] make presentations on 911-related issues at conferences of various associations, including those
of NENA and APCO, hold roundtable discussions, and provide an information clearinghouse function

j Ibid. SEC. 3. UNIVERSAL EMERGENCY TELEPHONE NUMBER. (b)

Ibid.
8 FOURTH REPORT AND ORDER AND THIRD NOTICE OF PROPOSED RULEMAKING, CC Docket No. 92-
105, NOTICE OF PROPOSED RULEMAKING, WT Docket No. 00-110, adopted August 24, 2000, paragraph 24.
Note: Congress recognized that, although technology may provide the key, developing comprehensive delivery
systems would require “significant cooperation amongst the stakeholder parties, and significant leadership by all
levels of government, . . . federal, state and local.” House Report at 7.
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through its E911 website.”® Said rulemaking also addressed the role of a “designated state entity,” within
the context of the Act. In making “9-1-1" the country’s universal emergency number, the Act required
that 9-1-1 calls had to be delivered somewhere. In areas where established PSAPs did not exist, the FCC
rules “strongly encouraged” states to establish a state-level “point of contact” for carriers (not limited to
just wireless) to access for 9-1-1 call delivery guidance.™

2.2 ENSURING NEEDED HELP ARRIVES NEAR CALLERS EMPLOYING 911 ACT OF 2004
(ENHANCE 911 ACT OF 2004)*

The host legislation for this Act involved several purposes. Title I of the legislation involved had two
major E9-1-1 focuses: better coordinate E9-1-1 services at federal, state and local levels; and, ensuring
that *. . . funds collected on telecommunications bills for E9-1-1 services are used only for the purposes
for which the funds are being collected.”*> The first purpose was based on Congressional findings that,
among other reasons, “. . . enhanced emergency communications require federal, state, and local
government resources and coordination.”*®

Essentially these provisions amended Part C of Title | of the National Telecommunications and
Information Administration Organization Act (47 12 U.S.C. 901 et seq.) by adding the establishment of
an ICO, previously described. Under the relevant provisions involved, the ICO is responsible for the
establishment of “. . . a joint program to facilitate coordination and communication between federal, state,
and local emergency communications systems, emergency personnel, public safety organizations,
telecommunications carriers, and telecommunications equipment manufacturers and vendors involved in
the implementation of E-911 services . . .”*

Subsection (b) of the Act provided for wireless Phase Il E9-1-1 implementation grants to “eligible
entities.”™  The recently passed New and Emerging Technologies 911 Improvement Act of 2008
(discussed in more detail below) amended Subsection (b) to provide grants for migration to an IP-enabled
emergency network. Eligible entities, as defined by the Act, are essentially state and local governments,
or tribal organizations. In the case of an eligible entity that is a state government,*® the Act indicates that
the state must have

° FIFTH REPORT AND ORDER, CC Docket No. 92-105, FIRST REPORT AND ORDER, WT Docket No. 00-
110, MEMORANDUM OPINION AND ORDER ON RECONSIDERATION, CC Docket No. 92-105 and WT
Docket No. 00-110, adopted November 29, 2001, Paragraph 50.

% |bid. Paragraph 15.

1 pyublic Law No: 108-494, December 23, 2004 (Title 1).

12 See PL 108-494, Title I, Section 103.

3 |bid, Section 102. These findings also noted “. . . enhanced 911 is a high national priority and it requires federal
leadership, working in cooperation with state and local governments and with the numerous organizations dedicated
to delivering emergency communications services.”

 Ibid, Section 158(a)(1)(A).

15 See Section 158(b).

18 In the case of an eligible entity that is not a state government, eligible entities must comply with the first, third and
fourth bulleted provisions identified above, and the state within which the eligible entity lies must have complied
with the second bulleted item.
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e Coordinated its application with the PSAPs located within the state

e Designated a single officer or governmental body of the state to serve as the coordinator of
implementation of E9-1-1 services (except that such designation need not vest such coordinator
with direct legal authority to implement E9-1-1 services or manage emergency communications
operations)

o Established a plan for the coordination and implementation of E9-1-1 services

o Integrated telecommunications services involved in the implementation and delivery of phase Il
E9-1-1 services

To the extent that this document addresses the above requirement for a state plan, it should be noted that
such references both coordination and implementation of E9-1-1 services within states. While related or
overlapping, “coordination” and “implementation” is not necessarily the same thing. The model plan this
document describes must address both functions. At the time of this report, NHTSA and NTIA are
currently developing grant regulations as required by the legislation.

2.3 OTHER FEDERAL LEGISLATION

One of the most current examples of federal legislation that gives evidence of the trend to require
statewide planning is the Public Safety Interoperable Communications (PSIC) Grant Program jointly
administered by the Department of Commerce’s National Telecommunications and Information
Administration (NTIA) and the Department of Homeland Security (DHS). This program was established
under Section 3006 of the Deficit Reduction Act of 2005 (Pub. L. No. 109-171), and is designed to assist
public safety agencies in the acquisition of, deployment of, or training for the use of interoperable
communications systems that utilize—or enable interoperability with communications systems that can
utilize—reallocated 700 MHz spectrum for radio communications. The PSIC program leverages the
requirement for states to develop, adopt, and submit statewide plans (originally by November 1, 2007),
which must address “locally-driven” interoperable communications capabilities among local and tribal
government entities, and authorized nongovernmental organizations.!” The planning process envisioned
in this requirement is represented by the “Statewide Communications Interoperability Planning (SCIP)
Methodology” developed by SAFECOM in partnership with the Commonwealth of Virginia.®* The latter
is constructed around ten components: background and preliminary steps, strategy, methodology,
governance, technology, SOPs, training and exercises, usage, funding and implementation.*

" The development and adoption of a statewide plan is required by Section 1.C.5 of the 2006 Homeland Security
Grant Program. See http://wyohomelandsecurity.state.wy.us/L ibrary/fy2006hsgp.pdf .

18 See http://www.safecomprogram.gov/ for both a description of the SAFECOM program, and the planning
methodology.

9 Note: these references speak to statewide plans, not necessarily a state plan. As the methodology points out,
“...plans are referred to as statewide plans because they should incorporate the perspectives and
support of all stakeholders from across the state. Although the Governor’s Office acts as an umbrella organization
for the effort, statewide plans should employ a “bottom up,” as opposed to a state-driven “top down,” effort.
Because local emergency responders are the ones who will be most affected by the statewide plan, it is critical to
develop a plan that meets their needs most effectively and receives their support.” Office for Interoperability and
Compatibility, USDHS, “State Interoperability Planning Guidebook,” March 2007, pg. 55.
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More recently, Congress passed legislation designed to address emerging voice over Internet protocol
(VolP) telecommunications and 9-1-1 service.”> Among other things, the new legislation amended the
ENHANCE 911 Act of 2004 to include provisions requiring the ICO to develop and report to Congress a
“National Plan . . . for migrating to a national IP-enabled emergency network capable of receiving and
responding to all citizen-activated emergency communications and improving information sharing among
all emergency response entities.”** The plan is to be structured around the following content:?

Outline the potential benefits of such a migration;
Identify barriers that must be overcome and funding mechanisms to address those barriers;

Provide specific mechanisms for ensuring the IP-enabled emergency network is available in every
community and is coordinated on a local, regional, and Statewide basis;

Identify location technology for nomadic devices and for office buildings and multi-dwelling
units;

Include a proposed timetable, an outline of costs and potential savings;
Provide specific legislative language, if necessary, for achieving the plan;

Provide recommendations on any legislative changes, including updating definitions, to facilitate
a national IP-enabled emergency network;

Assess, collect, and analyze the experiences of the PSAPs and related public safety authorities
who are conducting trial deployments of IP-enabled emergency networks as of the date of
enactment of the New and Emerging Technologies Improvement Act of 2008;

Identify solutions for providing 9-1-1 and enhanced 9-1-1 access to those with disabilities and
needed steps to implement such solutions, including a recommended timeline;

Analyze efforts to provide automatic location for enhanced 9-1-1 services purposes and
recommendations on regulatory or legislative changes that are necessary to achieve automatic
location for 9-1-1 services purposes;

The ICO is required to develop the plan in consultation with representatives of the public safety
community, disability groups, technology and telecommunications providers, IP-enabled voice service
providers, Telecommunications Relay Service providers, and other emergency communications providers
as appropriate.

20 New and Emerging Technologies 911 Improvement Act of 2008 (HR 3403), 110" Congress, June 23, 2008.

*! 1bid.

?2 Section 102(d)(2), ibid.
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2.4 CONCLUSION

Federal policy, as reflected in existing 9-1-1 legislation, fosters and/or requires some degree of statewide
planning and coordination. In short, such policy speaks to four broad areas:

o The establishment of a state entity or focal point for these issues
e The establishment of statewide plans designed to insure statewide 9-1-1 coordination and effort

e The appropriate and adequate involvement of stakeholder communities with a vested interest in
these matters

e And, that such planning and coordination comprehensively address the 9-1-1 or other public
safety technology and services involved

The balance of this page is intentionally left blank.
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3. THE FUTURE: NG9-1-1 SYSTEM REQUIREMENTS AND
STATE-LEVEL/INTERSTATE PLANNING AND COORDINATION

Next Generation 9-1-1 (NG9-1-1) involves, by nature, services and stakeholders working together to
achieve its full vision. For example, the U.S. Department of Transportation (USDOT), in its current
sponsored project to design the system architecture and high-level requirements of NG9-1-1, notes that

NG9-1-1 is expected to be an interconnected [emphasis added] system of local and regional
emergency services networks (system of systems). The boundaries of emergency service
networks may vary, depending on local requirements and organizational frameworks. However,
at the core, each local NG9-1-1 network would include one or more PSAPs and the corresponding
public safety dispatching capabilities.?®

One of the major features of NG9-1-1 is the concept of “interconnection”—one that ultimately brings
about “. . . a nationally interoperable emergency services inter-network.”* The agency’s core vision of
the project is even more specific when it suggests that once implemented, the NG9-1-1 system will enable
among other things

o Transfer of 9-1-1 calls between geographically dispersed PSAPs (and from PSAPs to remote
public safety dispatch centers) if necessary

e Increased aggregation and sharing of data, resources, procedures, and standards to improve
emergency response

e Maximized public capital and operating cost savings for emergency communication services
e Promotion of increased coordination and partnerships within the emergency response
community®

Next Generation functions that enable the transferring of 9-1-1 calls, the sharing of data and resources, the
maximizing of cost savings, and the increased coordination and partnerships of the stakeholders involved
all stem from a coordinated and interconnected environment that cannot come about on its own. Planning
and coordination mechanisms must be in place to facilitate that process.

3.1 NATURE AND SCOPE OF INTERCONNECTION

The FCC Network Reliability and Interoperability Council (NRIC) VII Focus Group 1B (FG1B) broadly
characterized NG9-1-1 interconnection this way:

22 USDOT. “Next Generation 9-1-1 (NG9-1-1) System Initiative: Concept of Operations.” Intelligent Transportation
Systems. April 2007. 12. http://www.its.dot.gov/ng911/ng911 pubs.htm.
24 H
Ibid.
% bid. 13.
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.. . PSAPs should and will deploy IP networks within the PSAP, between the PSAP and the
sources of calls coming into the system and between the PSAP and other responders and
emergency service agencies. This communication infrastructure serving the PSAPs will comprise
an Inter-network (federation) of managed and secured Emergency Service IP Networks. It is
anticipated that such networks will mirror the 9-1-1 system authority level. In most areas, that
would equate to a county or large city, but in some cases it would be an entire state, and in other
cases a single large PSAP. The Emergency Services Network, in turn, should be interconnected to
neighboring jurisdictions for mutual aid assistance, and the Inter-network formed by such
connections would be aggregated at state or groups of states and further interconnected such that
information can be sent reliably between any entities within this Inter-network across the country.
National agencies, such as DHS, would connect to this Inter-network and thus would be able to
both provide and access information on it. Many of those agencies do not have ready access to the
emergency communications systems (E9-1-1 PSAPs) today. Allowing them to join this wider
network will bring added value to the common cause of providing the best assistance possible in
times of emergencies.”®

Focus Group 1D (FG1D) of the same NRIC suggested that such connectivity extends beyond the
traditional public safety community, and includes:

o Traditional public safety agencies (law enforcement, fire services, EMS, and 9-1-1)

o Citizens and businesses: connections between them and agencies (e.g., E9-1-1, truck fleet
management systems)

e Business safety providers (e.g., telematics, alarm monitoring systems, hazmat service providers)
e Hospitals/Clinics

e Public health

e Emergency management

e Transportation departments

o Different transportation modes (e.g., railroads, ports, trucking)

e Non-governmental organizations (e.g., Red Cross, Salvation Army, CERT, mountain rescue
groups)

o Mental health organizations

e National Guard

e United States Department of Defense (US DOD)

o Utilities, public works, recreation departments

%6 Focus Group 1B.“Long Term Issues for Emergency/E9-1-1 Services: Report 4.” FCC NRIC VII. Sept. 2004. 26-
27. http://wwwi/nric.org/fg/index.html. FG 1B specifically examined “Long Term Issues” for Enhanced 9-1-1. NRIC
is a formal federal advisory committee, with the responsibility to provide recommendations to the FCC and to the
communications industry that, if implemented, would assure optimal reliability and interoperability of wireless,
wireline, satellite, cable, and public data communication networks. Periodic councils are organized to deal with
specific sets of issues or subjects, within a broad charter. This council was the seventh council so organized, and
included a significant focus on 9-1-1 matters. FG1B specifically examined “Long Term Issues” for Enhanced 9-1-1.
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¢ Media
e Schools

e Critical infrastructure companies®’
The USDOT agreed. In its Concept of Operations document, USDOT acknowledges that

...access to emergency services provided by 9-1-1 in today’s world of evolving technology will
ultimately occur within a broader array of interconnected networks comprehensively supporting
emergency services—from public access to those services, to the facilitation of the services, to
the delivery of the emergency information to dispatchers and first responders.?®

The planning and coordination mechanisms in place must accommodate that vision of Next
Generation services.”

In conclusion, this serves to underscore the need for each state to include more than its traditional public
safety stakeholders in its planning; to incorporate state and federal agencies responsible for homeland
security and emergency management; to include inter-state issues and coordinate with contiguous states.
Further, integration of state plans with each other and with the ICO’s National Plan would help make the
interconnection potential of NG9-1-1 a reality sooner by including stakeholders outside the traditional
public safety and 9-1-1 environment. This would require a greater time commitment up front, but the pay
off would be greater momentum and resources in the long run.

3.2 ARCHITECTURAL MODEL

In terms of conceptual Next Generation architectural models, we present two that are similar; the National
Emergency Number Association (NENA)* and the U.S. Department of Transportation.®

2" NRIC Focus Group 1D. “Focus Group 1D Report—-Communication Issues for Emergency Communications
Beyond 9-1-1.” FCC NRIC VII. Dec. 2004. 22-23. http://wwwi/nric.org/fg/index/html. FG1D specifically examined
“Communication Issues for Emergency Communications Beyond 9-1-1,” or first responder and downstream
emergency communications.

%8 1bid. 5.

% This is an important point. It is assumed that public safety’s migration to Next Generation solutions will occur
within the context of broader and higher-level system deployments. IP-based, backbone transport infrastructure may
be deployed for a variety of public service purposes, of which 9-1-1 and public safety may be only a part. Many, if
not most, states today are deploying IP-based infrastructure to support a variety of state services. 9-1-1 may find it
valuable to take advantage of these resources to provide much of the interconnectivity described here. This assures
an economy of scale and, most importantly, the sharing of costs. Obviously, that requires high-level coordination
and leadership.

%0 USDOT. “Next Generation 9-1-1 (NG9-1-1) System Initiative: System Description and Requirements
Document.” Intelligent Transportation Systems. October 2007. 2-7. http://www.its.dot.gov/ . Note: This document
is also supported by the Project’s “Architecture Analysis Report,” November 2007. See page 15 for the “Composite
High-Level Architecture” version of this diagram.

31 Of course, many of these functions must occur at lower levels as well. But, for them to all work together at the
state level requires some type of state-level planning and coordination. For NG9-1-1, state-level services are likely
to include some degree of: “border control functions” like security, access control, identity management and some
degree of call record/logging; emergency call routing functions, including emergency service routing proxies,
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business rules databases and related functions, location to service translation (LoST) servers, and related soft or IP
switches and automatic call distribution; and, a location validation function.
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USDOT NG9-1-1 System Model
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The ultimate vision of NG9-1-1 reflects an interconnected “network of networks” structured around a
number of functions that must be provisioned in some fashion beyond local/regional serving PSAP-based
IP networks (ESInets). These include functions like state-level gateway and border control services,
security, call routing, location validation, system access and rights management, and the database
activities necessary to make it all work. It is logical that such functions be part of the state-level planning
involved.

3.3 REQUIREMENTS AND STATE-LEVEL PLANNING

The above modeling is supported by a great deal of “system requirements” work being conducted by a
variety of industry-based organizations. That includes the USDOT project. Within that effort, their
“NG9-1-1 System Description and Requirements” document sets out *. . . top-level functional
requirements, identifies capability use cases, and specifies enterprise-wide requirements” for Next
Generation migration.®® The above functions, as requirements, are described in greater detail in this
document. Beyond that, and depending upon a state’s operational environment, there may well be
state-level service functions that must be considered as well. * Poison control, emergency management
and emergency notification, and telecommunications relay services are but a few examples.

% 1bid. 1-2.

* The “9-1-1 Industry Alliance” recently published a report dealing with the “Health of the US 9-1-1 System.” The
report specifically addressed the “. . . current state of technology, funding and governance of the United State 9-1-1
system with recommendations to assure the future health of emergency communications.” A key recommendation
stated “. . . that a state oversight body should spur the development of an advanced system and continue to oversee
its use,” and, “. . . that State leadership in legislating, budgeting, planning and building a next
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4, THE STATE OF THE STATES

While many states across the country have established state-level 9-1-1 programs, there continues to be a
great deal of diversity in the nature and organization of those programs. Some states have established
programs by statute, and the programs involved are comprehensive in both geography and program scope;
while other states have done the same in a less formal way, or program scope may be more limited.
Beyond that, there are several states that have no state 9-1-1 focus or coordination mechanism at all.

The institutional aspects of 9-1-1 are evolutionary in nature. As the service has evolved to address new
challenges or service requirements, so have also the institutions put into place to support those needs. For
example, while 9-1-1 is by nature a locally based public safety service, new forms of communications like
wireless and VVolIP have forced the community to develop new institutional mechanisms to coordinate and
fund the service enhancements necessary to serve the calls involved. Some states with a history of strong
local government-based 9-1-1 systems acknowledged the need to do something statewide, but limited the
state focus to the challenge at hand, i.e., wireless. More recently, however, in response to the increasingly
complex world of telecommunication, some states are beginning to explore more comprehensive
institutional arrangements to support 9-1-1.%

The collection of information revealed that state-level 9-1-1 arrangements roughly fit within seven
categories. Please note that this is a “best fit” categorization and that all programs have unigue
characteristics and flavors based upon the states involved. Figure 1 below is a brief summary of state-
level programs by type.

Table 1
State 9-1-1 Program Summary
Category Description Characteristics

1 State-level 9-1-1 authority that owns or Washington, DC, is the only independent
operates a single statewide system with a entity. In New Hampshire and Rhode Island,
single, state-operated PSAP the 9-1-1 authority is part of another state

agency.

2 State-level 9-1-1 authority that Vermont operates independently. In Maine,
owns/operates a single statewide system, Massachusetts, Delaware®, Connecticut, and
and funds and operationally supports New Jersey, the 9-1-1 authority is part of
PSAPs another state agency.

generation network is required.” 9-1-1 Industry Alliance, “Health of the US 9-1-1 System,” 47, 2008. See
www.911alliance.org for more information about the Alliance.

% For example, some states like North Carolina and Kentucky have recently expanded their more limited wireless
state functions to comprehensively address 9-1-1.

% Responsibility for 9-1-1 in Delaware is divided between an independent Board that provides oversight and
funding for locally operated PSAPs; and the Department of Information and Technology, which is responsible for
state technology procurements, including the 9-1-1 system.
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Table 1 Continued

Category Description Characteristics
3 State-level 9-1-1 authority with statewide None of the 27 state 9-1-1 programs in this
geographic planning/coordination/funding | category operates as completely independent
responsibility for full scope of 9-1-1% state agencies or functions. They are all part

of another state agency, though beyond that
there is a great deal of diversity. For most
states in this category, the 9-1-1 function is a
full-fledged organizational component of
another state agency, and works within the
context and authority of that agency.
However, a few state programs are simply
attached to another state agency for
administrative support, and operate
independently. In the latter case, there may be
a separate board or commission that sets
policy and exerts decision authority.

4 State-level 9-1-1 authority with less than Texas is the only state in this category, and
statewide geographic planning/ operates as an independent state agency.
coordination/funding responsibility for full
scope of 9-1-1 In those parts of Texas outside of the state

program’s geographic responsibility, regional
and/or local 9-1-1 authorities have
independent responsibility

5 State-level agency or board with statewide | As described above, this is slowly changing.
responsibility for a limited aspect of 9-1-1 | Alabama, Mississippi, and Arkansas reflect
(generally wireless) independent agencies or boards of this sort;

while Hawaii, Indiana, Kansas, Nebraska,
Ohio, and Wisconsin are part of a larger state

agency.
6 Informal state-level 9-1-1 focus or Two states fall into this category. North
coordination mechanism Dakota has developed an effective state-level

coordination mechanism by working through
the state’s county association. Missouri has
no formal state 9-1-1 presence, though the
state’s single-point-of-contact (SPOC)
informally works to provide statewide
coordination and planning.

*Not every state program in this category has planning, coordination and funding responsibility. In Georgia, for
example, funding is entirely local and goes directly to PSAP authorities.
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Table 1 Continued

Category Description Characteristics
7 No state-level planning or coordination Three states (Alaska, Louisiana, and Nevada)
mechanism of any sort fall into this category. By federal law, they

are required to have a single point of contact,
but provide no other function.

Where state programs exist, they are, for the most part authorized by enabling legislation (particularly if
dedicated 9-1-1 service fee oversight is involved). By nature, that legislation both enables and restricts
the 9-1-1 activities in which the agencies or programs can engage. Category 5 programs, for example, are
necessarily limited to wireless activities (and, that may, in turn, be limited to a specific type of activity,
such as funding). This may limit the scope of statewide planning and coordination they can effect.®” For
the majority of states, however, the relevant legislation appears broad enough to allow planning and
coordination of the sort envisioned herein.*®

Most state programs currently engage in some form of planning and coordination, though the efforts
involved range from formal to informal.* Some states statutes (and/or rules and policies) require
planning to one degree or another, though none appears contradictory to the intent of this report. Of the
plans reviewed, some are high-level strategic documents setting out vision, goals, and objectives. Others
are more detailed in nature and address specific projects, services, and tasks. Some state planning efforts
are built around local and regional planning, i.e., the state puts into place planning guidelines and
requirements, and then reviews and compiles the plans submitted.” Ultimately, a state will benefit most
from a planning process that both reflects local needs and requirements, and factors in state-level needs
for statewide functions, services, and components.

Throughout this document, reference is made to different types of organizations, including for example,
“9-1-1 Authorities” and “PSAP authorities.” Such references are intended to be functional and
descriptive, not legal or statutory. Generally, PSAP authorities are units of government with direct
operational responsibility for PSAP services. These are not necessarily the PSAPs themselves, but often
the host agency for the PSAP; for example, a city or county agency responsible for establishing

3" Most state programs stop short of addressing the full operational scope of 9-1-1 service, recognizing that 9-1-1 is
a local public safety matter. Indeed, even where statutory 9-1-1 funding exists, it generally only covers part of the
costs involved. That, in turn, potentially limits the impact of state planning and coordination. Consequently, the
need for an effective planning process substantively involving local/regional stakeholder effort and input is
paramount.

*% Some state programs came about as a function of existing state authority in other areas. The best examples are
state utility regulatory commissions that have an allied responsibility to deal with the telecommunications industry
and represent the public interest.

% By count, fewer than half of the state programs reviewed appear to engage in any formal planning effort, though,
by nature, there is planning involved in any coordination effort.

“ Often as a prerequisite to funding support.
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operational policy for PSAP services. 9-1-1 authorities are organizations with planning, coordination,
support and (usually) funding responsibilities, but generally not direct PSAP operational responsibility.**
Most state 9-1-1 programs fit this description.** While the concept of the 9-1-1 authority has been around
for some time, such institutional arrangements are becoming more important to support an interconnected
9-1-1 environment with layered responsibilities and functions.

The balance of this page is intentionally left blank.

“ Like an emergency communications special purpose district specifically responsible for identified support
functions for PSAPs in a defined geographical area.
“2 Albeit, there are exceptions: the states of New Hampshire and Rhode Island, for example, are both.
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S. STATE-LEVEL NEEDS AND REQUIREMENTS FOR EFFECTIVE
PLANNING, COORDINATION AND IMPLEMENTATION

Telecommunications technology has evolved beyond wireless, and that fact, along with the
interconnected nature of NG9-1-1 systems and solutions, makes effective statewide planning and
coordination more essential than ever. The previous sections of this introduction provided some detail on
those general needs nationally. Following is a brief summary of the factors involved.

o Adopted federal policy fosters and/or requires some degree of statewide planning and
coordination, including: the establishment of a state entity or focal point for these issues; the
establishment of statewide plans designed to insure statewide coordination and effort; the
appropriate and adequate involvement of stakeholder communities with a vested interest in these
matters; and, that such planning and coordination comprehensively address the technology and
services involved.

e NG9-1-1 is being designed to support an interconnected system of local, regional and state
emergency services networks.  Effective interconnection requires effective planning and
coordination. Next Generation system requirements and standards are being drafted in that
context.

e Next Generation functional requirements suggest that statewide planning will range from
coordination, facilitation and funding, to state-level service support to assure statewide
interconnection and operations (e.g., border control functions,* routing, database uniformity and
maintenance).

o Existing state implementation environments vary greatly in institutional structure, roles and
responsibilities. However, where relevant state enabling legislation exists, it appears, for the
most part, broad enough to accommodate the kind of planning and coordination envisioned in this
report.

o Ultimately, a state will benefit most from a planning process that both reflects local needs and
requirements, and factors in state-level needs for statewide functions, services, and components.
NG9-1-1 will certainly require that. Some, if not many, state programs will need to enhance their
current efforts in that direction.

*® Like signaling security, lawful interception, emergency call handling and, as necessary, firewalling and traffic
policing at the media layer of IP networks.
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6. THE PLANNING PROCESS

The planning process will vary from state to state depending on the statutory and institutional
environment involved, the history of 9-1-1 service development in the state, its vision and goals for the
future of 9-1-1 services, and the opportunity this provides for effective coordination and planning. No
single model is likely to fit every state. In some instances a state-level agency may exist, but may not
have all the necessary elements for effective planning and coordination of 9-1-1; or there may be no state-
level agency for 9-1-1 at all; or some other less formal kind of planning and coordination mechanism may
exist. The “state of the states” section in the Overview summarized some of the distinguishing
characteristics of state 9-1-1 Authorities as they currently exist.

In less formal arrangements, “pre-planning” activities may need to occur in order to establish a foundation
and put the elements in place for the planning and coordination activities described by this report. State
9-1-1 Authorities included in categories 4 through 7 in Tables 1 and 2 may have to work preliminarily
through extra issues simply to prepare for the planning process involved. For example:

e (Category four may have to develop additional leadership and coordination structure to address
that part of the state over which they have no jurisdiction

e Category five may have to do the same for those program features over which they have no
responsibility, or develop some separate mechanism to accomplish the same

e Category six must come up with a completely new or separate tool to address statewide planning
and coordination needs—one that is effective*

o Category seven will need to start from scratch

* The state of North Dakota, for example, has successfully worked through a “joint powers” contractual
arrangement between local 9-1-1 authorities and the state’s Association of Counties. The Association provides the
statewide coordination and planning involved.
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Table 2
State 9-1-1 Program Summary

Category Description Category Description
1 State-level 9-1-1 authority that 5 State-level agency or Board with
owns or operates a single statewide statewide responsibility for a limited
system with a single, state-operated aspect of 9-1-1 (generally wireless)
PSAP
2 State-level 9-1-1 authority that 6 Informal state-level 9-1-1 focus or
owns/operates a single statewide coordination mechanism

system, and funds and operationally
supports PSAPS

3 State-level 9-1-1 authority with 7 No state-level planning or
statewide geographic coordination mechanism of any sort
planning/coordination/funding
responsibility for full scope of
9-1-1

4 State-level 9-1-1 authority with less
than statewide geographic
planning/coordination/ funding
responsibility for full scope of
9-1-1

Planning, by nature, includes an assessment of strengths, weaknesses, opportunities and threats or
“SWOT.” Building on that, this process helps create a plan with clear, realistic and attainable goals.
There are a number of publicly available and informative resources to help 9-1-1 agencies new to the
planning process. One such is the federal Office of Management and Budget’s (OMB) publication
entitled OMB Circular No. A-11 (2002) Section 210, Preparing a Strategic Plan: The Main Elements.
Another is a planning guide developed by the Texas Governor’s Office of Budget, Planning and Policy,
Legislative Budget Board entitled, “Instructions for Preparing and Submitting Agency Strategic Plans.” It
describes a state agency’s planning process and resulting plan in this manner:

Strategic planning is a long-term, iterative, and future-oriented process of assessment, goal
setting, and decision-making. It includes a multiyear view of objectives and strategies for the
accomplishment of agency goals. Clearly defined results provide feedback that leads to program
performance that influences future planning, resource allocation, and operating decisions. The
strategic planning process incorporates and sets direction for all agency operations. An agency’s
strategic plan is a formal document that communicates its goals, directions, and outcomes to
various audiences, including the Governor and the Legislature, client and constituency groups,
the public, and the agency’s employees.*

“ Texas Governor’s Office of Budget, Planning and Policy, Legislative Budget Board, “Instructions for Preparing
and Submitting Agency Strategic Plans—Fiscal Years 2009-2013”
<http://www.lbb.state.tx.us/Strategic_Plans/StrategicPlansinstructions_forFY 2009-2013.pdf> March 2008 (April
19, 2008)
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As previously noted, a state’s 9-1-1 plan-and planning process—will be driven by the state’s statutory and
institutional environment. In some, the state’s 9-1-1 plan may reflect the coordinated compilation of
local/regional planning efforts addressing specific areas of the state. In others, such as those in
Category 1, the state agency responsible for 9-1-1 operates a single PSAP that serves the entire state. In
all states, planning must be appropriate to state program authority and role. For the majority of states, the
ideal state plan addresses both local/regional funding/support needs, as well as state-level functions and
responsibilities within the scope of the state’s authority and responsibility.

Developing a statewide 9-1-1 plan in close conjunction with stakeholders can be expected to have three
beneficial outcomes, beyond contributions to the Plan itself. First, a collaborative planning exercise
involving key stakeholders has the potential to build the effective relationships that will be essential to the
success not only of the plan, but also of NG9-1-1. Second, and perhaps most important, it will enable the
public to have access to 9-1-1 service regardless of the communication technology they prefer. Third,
having participated in the planning process, stakeholders will have a greater tendency to “buy in” to the
implementation of the plan.

The balance of this page is intentionally left blank.
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SECTION Il - MODEL STATE 9-1-1 PLAN

The remainder of this document represents a model state 9-1-1 plan. It does not, and cannot, address
every state’s unique situation. Rather, the purpose of this project is to provide a basic plan framework
based on the generalized environments that exist, and involving the key functional components of any
effective plan.

The model plan sections include not only section descriptions, but also example text, or outright examples
from existing state plans compiled during the development of this Report. The specific activities of one
state may differ from other states due to variations in the institutional environment and individual needs.
Each state will individually develop its own unique plan, using as much or as little of the illustrative
narrative provided in this model as desired or needed.

The balance of this page is intentionally left blank.
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MODEL STATE 9-1-1 PLAN
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1. EXECUTIVE SUMMARY

The executive summary is just that, a summary of the larger document. Generically, it contains enough
information for the readers to become acquainted with the full document without reading it. Usually, it
contains a statement of the problem or purpose, some background information, a description of any
alternatives, and the major conclusions. Someone reading an executive summary should get a good idea
of main points without reading the entire document.*® A state plan’s executive summary:

e Isintended for the upper-level, non-technical manager/administrator

e Is written last, after the body of the statewide 9-1-1 plan has been completed, because its purpose
is to summarize the elements of the plan that are the most important, relevant and necessary for
decision-making

o Is brief-one to three pages
e Does not include new information that has not already been presented in the body of the plan
The essential components of an executive summary are identified in the three example headings that

follow: Background and Purpose, The Planning Process, and Goals and Objectives. Model narrative is
contained within a Table. Text outside the Table provides guidance to state 9-1-1 plan developers.

11 BACKGROUND AND PURPOSE

The Background and Purpose section of the executive summary briefly describes the need that gave rise
to the state 9-1-1 plan, what its purpose is, who will use it, and what the outcome is expected to be. The
example provided in Table 3 is a synthesis of existing state 9-1-1 plans available to Kimball, and the
direct experience and knowledge of the Kimball project team.

*® See, for example, “Technical Writing: A Reader-Centered Approach,” 2nd ed. By Paul V. Anderson, Harcourt,
Brace, Jovanovich Publishers, 1991.
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Table 3
Example Background and Purpose Summary

In 2004, Congress enacted the Ensuring Needed Help Arrives Near Callers Employing 911 Act
(ENHANCE 911 Act). Among other purposes, the Act established a national 9-1-1 Implementation
Coordination Office (ICO)* to advise and assist eligible entities in the preparation of the required
implementation plans, to receive and act on grant applications for funding under the Act, and to oversee
the use of the grant funds in implementing the states’ plans. A statewide plan for the coordination and
implementation of 9-1-1 services is a grant eligibility requirement.

Understanding that many states do not have such a plan, the ICO entered into a collaborative agreement
with the National Association of State 9-1-1 Administrators (NASNA) to develop a Model State 9-1-1
Plan and a report on appropriate data measures to evaluate the ongoing technical progress of 9-1-1 at the
state level.

This statewide 9-1-1 plan was developed using that model and has three main purposes:

e To provide vision and leadership to support our states’ regional and local 9-1-1 authorities in their
efforts to improve and modernize their 9-1-1 systems

e To guide statewide decisions that lead toward a future for 9-1-1 that includes Next Generation
9-1-1 (NG9-1-1)

e To meet the eligibility for ENHANCE 911 Act grants and thereby potentially leverage
much-needed funding for the improvement and modernization that will lead toward that future
The plan is intended to be used by the following stakeholders:
e State, regional and local 9-1-1 authorities

e Public safety answering points (PSAPs) and emergency communications center management and
staff

e Local law enforcement agencies, fire services, and emergency medical services (EMS)
e County or regional 9-1-1 coordinators
e Local government officials

e Local, regional, state and federal stakeholders (e.g., emergency management entities, public
health entities, homeland security agencies, the military)

e State and federal legislators
The successful implementation of the plan will enable the State of to continue to meet the

public’s expectation to be able to reach 9-1-1 service anytime, anywhere, using any device*® and to
provide a consistent level of 9-1-1 service statewide.

*" The ICO is operated as a joint program of the National Telecommunications and Information Administration
(NTIA) in the U.S. Department of Commerce and the National Highway Traffic Safety Administration (NHTSA) in
the U.S. Department of Transportation.

“8 «Anytime, anywhere, any device” is a trade mark of the National Emergency Number Association (NENA)
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1.2 THE PLANNING PROCESS

This section of the executive summary outlines the planning process briefly, including stakeholder
involvement. It is important, both for the process itself and for decision makers, to be assured that the
state’s planning process is structured appropriately, and provides a substantive opportunity for
stakeholder input. Stakeholder involvement is vitally important to the development and successful
implementation of the plan.

While the planning process will be unique to individual states (based upon their implementation and
stakeholder environment), the process section should include descriptions of such things as key activity
schedules, the selection of stakeholders, the nature of stakeholder participation, and the expectation of
such input, key decision factors, and other critical process features.

Table 4 is a synthesis of source material and original work.

Table 4
Example Planning Process Summary

The ENHANCE 911 Act of 2004 requires an eligible entity that is a state to have coordinated its
application with the public safety answering points (PSAPs) located within the state, and to have
designated a single officer or governmental body of the state to serve as the coordinator of
implementation of E9-1-1 services.

The state’s planning process included:

e Gathering information and opinions from 9-1-1 stakeholders (surveys, interviews, meetings)
o Establishment of a planning task force consisting of stakeholders

o Baseline assessment of current infrastructure, current technology, inventory of emergency
services, inter-jurisdictional agreements, and funding

e Analysis of data gathered

e Building on that analysis, identification of goals and objectives

e Determination of success measures

e Submission of local or regional plans, budgets and/or financial projections

e Review and approval of local or regional plans, budgets and/or financial projections
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13 GOALS AND OBJECTIVES

This section of the executive summary outlines key goals and objectives of the state’s 9-1-1 program.
The goals and objectives will differ from state to state, but regardless of the specifics unique to each state,
the executive summary needs to include those that are the most important for all stakeholders.

The following information categories would typically be outlined:

o Desired services and capabilities

¢ Infrastructure, equipment and technology (capital improvements) to be acquired
e Necessary funding

o Necessary legislation

e Operational support required

e Staffing and training needs

e State 9-1-1 program administration

The balance of this page is intentionally left blank.
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2. INTRODUCTION

This section is a brief introduction to the state’s 9-1-1 Plan. It explains why a plan is being developed and
its purpose, i.e., how it is intended to be used and by whom. The actual verbiage will be written by the
state, perhaps using text presented in the Project Overview section of this document as appropriate.

2.1 NATIONAL OVERVIEW OF THE HISTORY AND BACKGROUND OF 9-1-1

This section provides a national context of 9-1-1 as a public safety service from its beginning to the
present. The boxed example below is a synthesis of source material and original work. It is not intended
to be a comprehensive history of 9-1-1, but rather to cover the evolution of 9-1-1 in a manner that leads
the reader to the conclusion that action needs to be taken to assure the future viability of the service.

Table 5
Example National Overview Narrative

The concept of a nationwide emergency telephone number was first adopted in Great Britain in 1937. In
the United States in 1967, President Johnson’s Commission on Law Enforcement and Administration of
Criminal Justice recommended a nationally uniform three-digit emergency telephone number. In
November of that year, the FCC met with the American Telephone and Telegraph Company (AT&T), and
shortly thereafter AT&T announced it had reserved the numbers 9-1-1 for emergency use nationwide.

The nation’s first 9-1-1 system was implemented by the Alabama Telephone Company in Haleyville,
Alabama. On February 16, 1968, Alabama Speaker of the House, Rankin Fite, made the first 9-1-1 call
from the Haleyville city hall. Congressman Tom Bevill answered the call on a red-colored telephone
located in the police department. *

When 9-1-1 service was first introduced, 9-1-1 calls were sent to a single destination based on the caller’s
telephone exchange. Since there was and is little or no correlation between a telephone exchange
boundary and the emergency responder’s jurisdiction, a 9-1-1 call could end up at public safety answering
point (PSAP) that did not serve the caller’s location. This early 9-1-1 service, now known as Basic 9-1-1,
did not provide any telephone number or location information with the call-it was a voice service only;
the caller had to provide his or her location and call back information.

Significant advancement in 9-1-1 technology occurred with the introduction of enhanced 9-1-1 (E9-1-1)
in the 1980s. This level of service enabled a 9-1-1 call to be selectively routed to the PSAP serving the
caller’s location, and delivered that call with automatic number identification (ANI) and automatic
location identification (ALI). Other features, such as selective transfer, further streamlined the call
handling process.

The pace of change in telecommunications technology continues to increase rapidly. Voice over Internet
protocol (VolP), text messaging, and picture messaging are being enthusiastically adopted by consumers

for their everyday communications—and these same consumers expect to be able to use these technologies
to communicate with 9-1-1.

% Alabama Chapter of NENA website, “World’s First 9-1-1 Call” <http://www.al911.org/first_call.htm> (April 18,
2008)
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The examples in Tables 6 and 7 provide language suitable for use in the conclusion to the Introduction,
because the message leaves the reader with the clear understanding that action must be taken.

Table 6

Commonwealth of Virginia

New challenges posed by these technologies threaten to undermine the historical success of the E9-1-1
system. The current system architecture will prevent the E9-1-1 system from being able to meet those
challenges. The E9-1-1 network was designed to support E9-1-1 service to the wireline telephone system.
Unfortunately, the design has changed little since its introduction in the early 1980’s, which was actually
based on 1970s analog technology. This means the current E9-1-1 system handles voice very reliably, but
can only handle a very small amount of data. While this was adequate for the wired world of the 80s and
90s, wireline telephone service is now declining. Many citizens are converting their telephone service to
wireless or other newer technologies. Many are not maintaining wireline service at all, opting instead for
the more mobile wireless service or cheaper voice over Internet protocol (VolP) services. As reliability
of these services increases, more and more people will adopt them as their only telephone service. This
shift is having a dramatic impact on PSAPs.*®

Table 7

State of Texas

The communications industry has adapted the infrastructure to meet public safety requirements over time
but it will not be able to support more advanced capabilities. Because the communications industry is
moving toward packet data versus circuit switched communications, the existing infrastructure is a barrier
to creating an integrated emergency call management infrastructure. The business models of emerging
communications require innovative technology solutions and the 9-1-1 network must be able to adapt
quickly in order to harness the added values these innovations offer for emergency response
improvement. Fundamental and significant change is required to move toward an infrastructure that
offers enhanced capabilities and increased change capacity to accommodate both current and future
emergency services operations.*

2.2 OVERVIEW OF THE HISTORY AND BACKGROUND OF 9-1-1 IN THE STATE

This section tells the story of the development of 9-1-1 in the state involved. As such, it is unique to each
state, and would be prepared with that in mind. Tables 8, 9 and 10 provide examples from three existing
state 9-1-1 plans to help guide each state’s thought process about the type of information it could include.

% commonwealth of Virginia Wireless E9-1-1 Board, “Statewide Comprehensive 9-1-1 Plan: Next Gen and
Beyond,” January 2008 <http://www.va911.org/pdf/VA_Comprehensive_Plan_for 9-1-1 Final.pdf> (April 16,
2008)

*! Texas Commission on State Emergency Communications, “Agency Strategic Plan for Fiscal Years 2007-2011”
June 2006. Page 8.
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Table 8

Commonwealth of Virginia

The creation of a nationwide number for emergency services—9-1-1-in 1968 was a simple yet sweeping

advancement in emergency services. The establishment and adoption of 9-1-1 service assured that in an
emergency any caller throughout the country could dial three easily memorized digits and quickly have

local first responders come to his or her aid.

Technological Advancements

While the first deployment of 9-1-1 increased the speed by which emergencies were reported, the caller
still had to supply the telecommunicator with his or her location. In the 1980s, wireline Enhanced 9-1-1,
or wireline E-911, changed this-tying the caller’s telephone number to his or her physical address for
landlines that were validated with the phone company. The introduction of wireline E-911 was a great
improvement to the 9-1-1 system, but it would quickly be strained by the introduction and adoption of
cellular phones.

The rapid proliferation of cellular technology in the consumer market came as a surprise to many
observers, including public safety officials and practitioners. It was widely anticipated that cellular
phones would be a commuters’ tool and emergency calls would primarily come from highways. The
public safety community did not anticipate that cellular phones would move beyond a transitory
technology to supplement and sometimes replace landline phones. In addition, 9-1-1 centers would start
receiving emergency calls from cellular phones from shopping malls, street corners, and office buildings.
Because wireline E-911 is not capable of providing location information for cellular callers, this
information had to be collected by telecommunicators, slowing response times. The deployment of
wireless E-911 has helped to overcome this challenge by transmitting longitude and latitude information
based on the location of the caller’s handset to the 9-1-1 center. The location of cellular callers is
determined either by the GPS device within the phone itself or through a network solution that employs
triangulation. While not as exact as landline technology, wireless E-911 has greatly improved a
telecommunicator’s ability to quickly dispatch first responders to a wireless caller’s location.

The balance of this page is intentionally left blank.
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Table 8 Continued

Continuing Challenges

Today, consumers continue to drive the communications market, bringing new technologies and new
ways of communicating into practice. Voice over Internet protocol (VolP) phones, text messaging,
picture messaging, and video are becoming preferred communications mechanisms, and consumers
expect that 9-1-1 centers will keep pace with these technologies. Most of Virginia’s 9-1-1 centers cannot
handle new technologies and struggle with antiquated analog technology and a lack of interoperability. In
addition, the Commonwealth faces inconsistencies between rural and urban areas. Urban areas tend to
have greater resources and to be outfitted with the latest equipment. Many of their rural counterparts,
however, lack the means to deploy comparable services.

Beyond technology, Virginia must also consider how 9-1-1 centers are staffed, how that staff is trained
and retained, and the responsibilities of that staff. The current 9-1-1 system is staffed with resourceful
and adaptive personnel who are dedicated to public safety. However, recruiting and retaining qualified
staff is difficult because the work includes high-stress situations, non-competitive wages, and the
responsibility of administrative tasks outside of emergency response. In fact, most public safety
telecommunicators work overtime to accommodate their understaffed 9-1-1 centers, and often staff
shortages prohibit them from leaving their site to attend training courses including those for new
technologies and services. (For more information on the current Commonwealth of Virginia 9-1-1, see
Appendix B.)

Transitioning from the current 9-1-1 system to one capable of handling the increasing demands of modern
technology and including skilled and qualified staff is a complex but realizable goal. This plan provides a
roadmap to move the Commonwealth of Virginia towards a robust and reliable 9-1-1 system that is able
to handle new technologies while also helping to assure a standard level of 9-1-1 service across the
Commonwealth.>

The balance of this page is intentionally left blank.

%2 Commonwealth of Virginia Wireless E9-1-1 Board, “Statewide Comprehensive 9-1-1 Plan: Next Gen and
Beyond,” January 2008 <http://www.va911.org/pdf/VA_Comprehensive_Plan_for 9-1-1 Final.pdf> (April 16,
2008)
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Table 9

State of Delaware

Basic 9-1-1 came to the State of Delaware in 1980. At that time, although Seaford was the first 9-1-1
center in the State, the three Counties (Kent, New Castle, Sussex), as well as many local government
entities, were responsible for its operation. Tragic events in 1987-88 led to the passing of an E9-1-1 Bill
in the regular General Assembly, and the deployment of E9-1-1 statewide by January 1989. The system
was funded through a rate of return tariff levied by Verizon. Verizon was responsible for maintaining the
E9-1-1 infrastructure in Delaware. This tariff expired in 1996. After the passage of the Telecom Act of
1996, twenty-seven competitive local exchange carriers (CLECs) began offering local service in the State.
When these new carriers refused to shoulder some of the responsibility of maintaining the E9-1-1 system
in the State, Verizon gave notice that the State would have to start paying for the E9-1-1 system. This set
into motion events that eventually led to the creation of the Enhanced 9-1-1 Emergency Services Board in
2000.

The E9-1-1 Services Board has the following responsibility:

e Manage the E9-1-1 State Fund

e Manage State projects for E9-1-1

e Actas an advisory board to the Governor and the General Assembly
o Deployment of wireless Phase | and Phase II.

e The State of Delaware’s E9-1-1 Emergency Services Board is charged by the Legislature to
manage and enhance the State’s E9-1-1 plan.

Composition and Terms

The Enhanced 9-1-1 Emergency Services Board was created to act in an advisory capacity to the
Governor, the Secretary, and the General Assembly on all matters related to the E9-1-1 system, service,
and the funding of the E9-1-1 system. The Board is composed of seven members nominated by the
Governor, and confirmed by the Senate. The Governor designates one of the members as a Chairperson.
The Chairperson serves an unlimited term at the discretion of the Governor. At least three members of
the Board are required to have technical or financial expertise on telecommunications issues and at least
one member is required to be a representative from the Delaware Association of County Governments.
The term of the Board members with the exception of the Chairperson is a period of three years. For
initial members of the Board, two members shall be appointed for a term of one year, two members shall
be appointed for a term of two years, and two members shall be appointed for a term of three years.

The current members of the Enhanced 9-1-1 Emergency Board are as follows. ..

>3 State of Delaware Enhanced 9-1-1 Emergency Services Board, “Public Safety Enhanced 9-1-1 Strategic Plan,”
May 2005
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Table 10

State of Florida

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

e State Technology Office (STO) shall develop a statewide 9-1-1 plan.
e STO shall adopt rules and regulations.

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

e STO shall approve all new or expanded 9-1-1 systems.
o All public safety agencies shall comply with the developed plan.
e The only emergency number published in Florida shall be 9-1-1.

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

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

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

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

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

In 1987, the legislature greatly expanded the funding source by allowing recurring costs of 9-1-1 systems
to be included in the fees on telephone access lines. This, for the first time, provided for operational costs
to be paid from a source other than the county’s general revenue fund. The legislature specified the items
of equipment and services that are eligible for payment from these fees and stipulated that the total
amount collected on wireline subscribers could not exceed 50 cents per month per line.
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Table 10 Continued

The 1991 legislative changes deleted the requirement for annual approval of a county's recurring fee by
STO and specified that a fund be established exclusively for 9-1-1 fee revenues and expenditures. The
changes also required that monies in the fund be used only for specified purposes and required that an
annual financial audit of the fund be conducted and forwarded to STO. In addition, it also provided for a
yearly carryover of funds while more clearly defining those costs that were eligible for expenditure of
9-1-1 fee revenues.

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

The balance of this page is intentionally left blank.

> State of Florida, “Florida E9-1-1 Plan,”
<http://dms.myflorida.com/cits/public_safety/florida_e911/florida_e911 plan> (April 18, 2008)
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3. CURRENT 9-1-1 ENVIRONMENT

This section focuses on the specifics of the state’s 9-1-1 plan, including a description of the state’s 9-1-1
coordination function, staffing, funding mechanism, institutional arrangements and authority, etc. It
includes environmental characteristics or factors that potentially impact 9-1-1, e.g., PSAPs with older
equipment that cannot be upgraded for Internet Protocol (IP), or declining revenues.

3.1 CURRENT LEGISLATIVE AND REGULATORY ENVIRONMENT AND PROGRAM
STRUCTURE

This section generally includes the following types of information.

e Statutory provisions for 9-1-1 service, including governance, coordination, planning and funding
(this would include a description of the nature and scope of authority of local, regional and
state-level 9-1-1 coordinating, planning and governing entities)

o Description of any state-level 9-1-1 program or coordinating function, if such exists. It should
include:

0 How it is organized or positioned within state government
The boundaries of its scope of authority

A description of its staff

Its Mission Statement

O O O O

A description of its related institutional environment, e.g., other state agencies that may have
a role in 9-1-1 affairs, such as the utilities commission

0 A description of the nature of its interactions or relationships with local or regional 9-1-1
authorities, i.e., how it exercises its coordinating function

o Its mechanism for allocating and distributing state and federal funding to PSAPs, if any

o The current mechanism for coordinating the implementation of 9-1-1 system(s) and
monitoring progress

0 The current stakeholder engagement process and mechanism for input

e The current methods by which PSAPs integrate with emergency communication,
telecommunications, and information networks®®

e An assessment of whether changes or updates to legislation or regulation are necessary or
desirable to achieve the plan’s goals and objectives.

** We recognize that most PSAPs currently are served by dedicated 9-1-1 systems and separate radio
communications systems; there is no integration of these systems with one another or with other related or unrelated
public safety systems.
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e Pending legislation that may impact 9-1-1 service delivery (e.g., revisions to the state’s utility
regulatory statutes, etc.

3.2 CURRENT 9-1-1 TECHNOLOGY

This section is a placeholder for each state to provide an assessment of its current 9-1-1 infrastructure’s
base configurations, components and general capabilities.

For example, an assessment could include the following elements:

o Local exchange carrier (LEC) 9-1-1 switch (router) locations, type and equipment brand, year
installed, ownership, and agencies served by each; IP upgrade capability

o Wireless carrier mobile switch locations, type and equipment brand, year installed, ownership,
and geographic areas served by each

e Service providers (LECs, competitive local exchange carriers (CLECs), wireless service
providers (WSPs), VolIP service providers (VSPs))

e Total number of 9-1-1 systems in a state, and the number of primary and secondary PSAPs in
each system

o System level of service (RCF, basic 9-1-1, enhanced 9-1-1 as defined by NENA, wireless Phase |
and Il, VolIP), and the percentage of population and of geography served by each defined level of
service

o Number of IP-enabled or NG9-1-1 systems (as defined by NENA)

e Percentage of population and percentage of geography served by PSAPs performing specialized
functions based on call type and characteristics, e.g., wireless, video calls from the deaf,
non-English language

e ALl database(s) locations, type and equipment brand, year installed, ownership, and agencies
served by each

e PSAP customer premises equipment (CPE) type and equipment brand, ownership, year installed,
condition, IP upgrade capability

e Trunking quantities at each PSAP

e Number of PSAPs equipped with management information system (MIS) tools to collect extract,
compile, and analyze data

o Define the attributes and vulnerabilities that exist with the existing network and related
infrastructure

e An assessment of whether changes or updates are necessary to achieve the plan’s goals and
objectives

L. Robert Kimball & Associates, Inc., July 2008 © Page 38



LA = MODEL STATE 9-1-1 PLAN
5 Im a SUBMITTED TO

THE NATIONAL ASSOCIATION OF STATE 9-1-1 ADMINISTRATORS (NASNA)

Some states may already have reliable and current baseline data that could be incorporated into their
respective plans. Other states may need to conduct a baseline assessment, and in that case, the assessment
could become a component of the plan.

A word on the importance of precise baseline data: it is the only valid basis on which decisions can be
made regarding the allocation of resources. Without an exact picture of where 9-1-1 is statewide, it
would not be possible to determine what is required to achieve the desired future state. Or, put another
way, ‘you cannot get to where you want to go if you do not know where you are.’

Several items on the bulleted list above are also among the data elements identified in Kimball’s Report
on Data Elements to Measure the Technological Progress of 9-1-1. This is because there is a direct
relationship between the information captured in a baseline technology assessment and the ability to
measure the progress of 9-1-1 on a statewide basis. A state may want to consider capturing some of the
other data elements from the Report in its current technology assessment and including them in this
section of its plan.

3.3 PSAP INTEGRATION WITH EMERGENCY COMMUNICATIONS, TELECOMMUNICATIONS,
AND INFORMATION NETWORKS

Many, if not most, states today are both exploring and deploying IP-based infrastructure to support a
variety of state functions, including, but not limited to human resource services, state telecom and
data-sharing functions, higher education, emergency preparedness, homeland security, and public safety.
Often, such efforts are centered in state information technology, general services and/or administration
agencies with these higher-level responsibilities. Some states, such as Texas with its poison control
connectivity, have already moved in this direction.

How 9-1-1 fits into such efforts is an important consideration, and may impact both the opportunity for
cost sharing and functional interconnection. Considerations bulleted below do not specify technology or
architecture but do specify approaches to identifying what opportunities exist in the state for sharing
higher-level, deployed infrastructure and services and/or integrating the 9-1-1 function with other
emergency response functions.  Considerations would include interoperability among PSAPs,
interconnection with homeland security, emergency preparedness, etc. Included is a brief review of
issues associated with sharing, procurement, and coordination.

In light of the inherent opportunity that such technology provides to share transport, and lower-level
network functions and facilities, state-level 9-1-1 planning should examine the opportunity these kinds of
deployments provide to spread cost and function among multiple stakeholders. Within this context, this
section of a state plan should reflect:

e A high-level inventory and cost/benefit analysis of such efforts unique to the state involved
e Anexamination of any generic state procurement and usage requirements, constraints, and costs

e Any special requirements to comply with higher-level information technology (IT) policy
regarding the acquisition of IT products and services
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The above inventory and analysis should not be limited to mainline state functions. Often other statewide
networks exist to support quasi-public functions that may represent a similar opportunity. The
International Justice and Public Safety Network, for example, has connectivity with similar networks in
every state for a variety of public safety data sharing functions.

3.4 ECONOMICS

This section covers common aspects of 9-1-1 funding. Examples of “Current Funding Mechanisms” and
“Allocation/Distribution of State and Federal Funding for Equipment and Operations” are based on
findings of research.

3.4.1 Current Funding Mechanism(s)

The most common funding mechanism for 9-1-1 is a dedicated surcharge on the telecommunications
service end user or subscriber. These surcharges are collected by the telecommunications service
provider and remitted to the state, regional or local 9-1-1 authority. The 9-1-1 authority then distributes
or expends the funds according to statutory provisions. Within this basic model, there are numerous
variations, particularly with regard to the surcharge level, the services that are subject to it, and whether it
is assessed in a uniform and technologically neutral manner. Tables 11 through 14 show the variety that
exists within this basic model.

Other funding approaches include excise tax™, sales tax, general fund, universal statewide
communications surcharge, bonding, and user fee.

At this point in a state’s individual plan, it would be appropriate to reference the state’s funding
legislation (title, section, chapter, etc.) and include all or portions of the actual language. Providing this
information would give the reader a basic understanding of how the state’s 9-1-1 services are funded. A
plain English description, with the statutory reference would also work.

Table 11

State of Delaware

There is a uniform, statewide surcharge of 60 cents on all wireline residential, wireline business
(including multi-line telephone systems), and wireless subscribers. Delaware recently enacted legislation
requiring VolIP providers to collect and remit the fee. Multi-line telephone services are assessed the
surcharge based upon a formula that caps the number of lines that can be assessed the surcharge.

All collected surcharges are remitted to the Delaware Division of Revenue and deposited into the E9-1-1
Fund. From there, revenues are handled in two different ways. Counties receive 50 cents per residential
subscriber line service or the amount received in the year 2000 (the year the unified statewide surcharge
went into effect, replacing the county surcharges), whichever is greater. The rest is deposited into a
discretionary fund for the E9-1-1 Board’s use.

The state is the “customer of record” for 9-1-1 service. The E9-1-1 Board controls the E9-1-1 Fund. It

% A federal or state tax imposed on the manufacture and distribution of certain non-essential consumer goods.
Examples of excise taxes include environmental taxes, communications taxes, and fuel taxes. InvestorWords.com.
WebFinance, Inc. <http://www.investorwords.com/1813/excise_tax.html> (accessed: May 28, 2008).
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does not prepare an annual budget, nor does the legislature have oversight of the E9-1-1 Board’s
expenditures. Routine invoices are processed for payment. Costly items receive somewhat more
scrutiny, although these invoices are ultimately paid. Fiscal control is complicated (1) by the lack of a
formal budget and internal fiscal controls, and (2) by the fact that another state agency is involved in
9-1-1 procurement and contracting activities independent from the E9-1-1 Board.

Table 12

State of Florida

The 9-1-1 fees, currently set at 50 cents for both wireline and wireless subscribers, are collected by the
service providers for each service identifier®’, remitted to the Florida E9-1-1Board®® and deposited into a
special fund in the State Treasury: the Emergency Communications Number E9-1-1 System Fund. The
fund is maintained within the Technology Program of the Department of Management Services and has
two separate categories: wireless and non-wireless.

Non-wireless providers collect the E9-1-1 fee from customers, retain a 1 percent administrative fee, and
submit the remainder of collected fees to the E9-1-1 Board, which distributes the monies back to the
counties through monthly disbursements and a rural county grant program.

Wireless providers collect the E9-1-1 fee from subscribers, retain a 1 percent administrative fee, and
submit the remainder of collected fees to the E9-1-1 Board, which distributes the monies back to the
counties through monthly disbursements, a rural county grant program and to wireless service providers
for cost recovery in response to sworn invoices for E9-1-1 service.

Sixty seven percent of the wireless funds go to the counties for authorized uses (each county’s allocation
is based on the total number of service identifiers in that county); 30 percent goes to the commercial
mobile radio service (CMRS) providers for cost recovery.

Ninety seven percent of the non-wireless funds go to the counties for authorized uses (each county’s
allocation is based on the total number of service identifiers in that county);

The Board retains one percent of the monies in the fund for managing, administering, and overseeing
revenues and disbursements from the fund.

Two percent of the monies in the fund are distributed monthly to rural counties for facilities, network and
service enhancements; or for upgrading and replacing their E9-1-1 systems.

The Board is required to get an appropriation from the Florida legislature before it can distribute or spend
its revenues.

" A “service identifier” is defined as the service number, access line, or other unique subscriber identifier assigned
to a subscriber and established by the FCC for purposes of routing calls whereby the subscriber has access to the E9-
1-1 system.

*® The E9-1-1 Board is located within the Technology Program Office of the Florida Department of Management
Services
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Table 13

State of Arizona

Arizona funds 9-1-1 through an excise tax, which differs from other taxes in that it is assessed on state
and federal government entities. The current tax level is 20 cents on every billing account. The carriers
collect the tax and send it to the Department of Revenue, which transfers the funds to the Department of
Administration (DOA).

As far as can be determined, the carriers do not collect on a per-line basis for multi-line telephone systems
(MLTS) or similar situations; they assess the tax on the main billing account. Remittances are not
required to be separated by wireline or wireless, nor are subscriber counts required. If documentation for
the remittance is not provided voluntarily, the 9-1-1 program office can request it, and can also ask the
Department of Revenue to investigate any apparent issues.

All counties are required by the Administrative Code to submit their budgets to the DOA every
December 15 prior to the next fiscal year. The DOA budgets what each county needs. The amount the
counties get is not based on the amount the telcos actually collect in that county; it is simply whatever the
county’s request. They must have a Certificate of 9-1-1 Service Plan Approval from the DOA and
eligible costs are network exchange services necessary for P.01 grade of service; CPE to include
computer telephone integrated systems, ACD and MIS systems; ongoing post-warranty maintenance
costs; necessary consulting service costs or administrative costs not to exceed three percent of the
amounts deposited annually in the revolving fund.

The 9-1-1 Administrator is authorized to consider special projects that further statewide 9-1-1 availability,
including addressing or database projects, public education, and training programs on a case-by-case
basis. Special project funding is based on community needs and the availability of funds.

There is nothing in state statute that allows or forbids locals to assess their own surcharge for 9-1-1, but
they don’t do that because they get all they need from the state.

The DOA does not have to get legislative approval for its budget. The DOA submits it to the Joint
Legislative Budget Committee (JLBC) as a courtesy. The JLBC has approval rights only over the
wireless portion of that budget.
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Table 14

State of Kansas

Kansas law handles wireline and wireless/\VVolP surcharges differently. Kansas is a home-rule state, and
wireline 9-1-1 is considered a local issue. Cities or counties may impose a fee not to exceed 75 cents per
month on wireline telephone service account, upon approval by the voters. The fee is collected, remitted
and distributed locally.

Wireless and VolIP 9-1-1 fees are assessed at a rate of 25 cents per month per service account. The fee is
collected by the service provider and remitted to the state as part of the Kansas Universal Service Fund
(KUSF). Prepaid wireless services remit one percent from the retail price of any prepaid wireless service
sold in the state, and these funds appear to be deposited into the KUSF as well. The KUSF is
administered out of the Finance Department. The revenues are distributed back to the locals through a
Wireless 9-1-1 Enhanced Grant Fund. Administration of the fund cannot exceed five percent of the
collected fees. Counties with a population of less than 75,000, or any city located within such a county,
are eligible for the state grant funds.

3.4.2 Current Revenues and Costs (Costs to Include Cost Recovery if Provided)

This subsection is intended to describe current revenues and costs, reflecting the full environment of 9-1-1
service delivery in a state (both at the local/regional level, and state connecting/supporting components),
as appropriate to the state planning and implementation environment involved. For most states, this likely
requires effective local/regional stakeholder involvement, and is a basic part of the state planning process.

Table 15 is from the State of California and shows a level of detail suitable to include in a plan document.
This section of the individualized state plan should include a statement to the effect that the current
revenues and costs section would be updated periodically as prescribed in the “Updating the Plan”
section.
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Table 15
State of California Current Economics

Economics
Current revenue, cost and appropriation information are presented in the following paragraphs.

Revenue
The current .72 of one percent surcharge collected from wireline and wireless telephone subscribers in
1998-1999 has generated $97,461,000.

California wireless subscribers are estimated to be approaching 11 Million by the end of 1999 with an
annual growth rate of 15 percent.

California wireline subscribers for just the two major LECs, GTE and Pacific Bell, are estimated to grow
to over $25 Million by the end of 1999 with an annual growth rate of four percent.

Due to this growth, the forecasted Emergency Telephone Fund for the next two years is expected to be:

1999-2000 $99,414,000
2000-2001 $105,180,000

Costs
The current projected costs for 1998-1999 Emergency Telephone Local Assistance budget is
$91,739,000.

The past five year actual costs were:

1997-1998 $71,470,896
1996-1997 $64,740,770
1995-1996 $64,953,311
1994-1995 $63,510,140
1993-1994 $62,145,167

Appropriation-1998-1999
Current Local Assistance Appropriation is $91,739,000.
Current Unexpended Appropriation is $1,664,000.”

% State of California Emergency Telephone Number Program, “Strategic Plan,” November 1999. Page 9.
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3.4.3 Next Generation Considerations

Any discussion of costs would not be complete without noting there will likely be new cost
considerations associated with planning and implementing a NG9-1-1 system.®® Allocating costs in the
current 9-1-1 environment is relatively straightforward. The 9-1-1 systems are typically closed and
dedicated, i.e., used only for transporting and processing 9-1-1 calls and data. Costs are typically paid
using dedicated funds and the prevailing model for the source of those funds is typically a surcharge to
customers on telecommunications services. The 9-1-1 system is operated under the oversight of a 9-1-1
authority.

Today’s 9-1-1 systems are most often provisioned by the LEC, and, although many 9-1-1 systems procure
PSAP CPE directly from the manufacturer, most purchase or lease it from the LEC. In a NG9-1-1
environment, there will be new costs and costs that may be shared among state and local jurisdictions.
The existing cost recovery and funding allocation mechanisms do not account for new or shared costs. If
network components are shared with a private-sector entity, funding and cost allocation are further
complicated. To the extent that NG9-1-1 is implemented in a phased manner by PSAP or region, each
implementation will have its own unique stakeholder group and system architecture requirements—and its
own unique funding and cost allocation needs.

Options for funding NG9-1-1 implementation are wide open. NENA’s Next Generation Partner Program
outlines five options in its March 2007 publication entitled “Funding 9-1-1 Into the Next Generation: An
Overview of NG9-1-1 Funding Model Options for Consideration.”

3.4.4 Allocation/Distribution of State and Federal Funding for Equipment and
Operations

Allocation of State Funding

The allocation or distribution of state funding to PSAPs differs from state to state depending on the
statutory framework. In some instances, funds remain at the state level because the 9-1-1 system is a
single, statewide system procured, provisioned and maintained by the state. In most instances where
funds are remitted to a state-level agency, they are redistributed with the smallest portion going to the
state for its administrative costs, and the largest portion sent back to local governments. States determine
the actual amount to be distributed to each region or county in a variety of ways, including population,
subscriber count, percentage, and budget/funding requests.

State statutes generally define the purposes for which 9-1-1 funds can and cannot be used. Typical
allowed uses include recurring and non-recurring costs for:

e Network
e Database
e 9-1-1 call handling equipment

e Master logging recorders

8 Ultimately, NG costs of the sort described here will become mainstream cost components of a state plan, and most
likely will not be separately identified.
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e Instant call check recorders

o TeleTYpewriter/Telecommunications Device for the Deaf (TTY/TDD)
e Mapping

e Backup power

e Training

e Public education

e Contracted services

Some states disallow costs for:

e Vehicles
e Bricks and mortar
e Radio communications

e Salaries

Allocation of Federal Funding

Federal funding for 9-1-1 has been sparse. Many, if not most, federal grants to states and local
government require state and local planning of one form or another, and it is reasonable to assume the
Economics section of any state plan will need to reflect Federal revenues separately. The Project
Overview to this model plan described in some detail potential requirements and opportunities associated
with such funding. A few states have successfully leveraged federal homeland security and interoperable
communications grants by making a business investment case for incorporating 9-1-1 technology and
architecture with other public safety communications planning processes and technologies.
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4, FUTURE ENVIRONMENT

This section describes the vision for 9-1-1 in the state and begins with a one-sentence vision statement.
For example, “Virginia’s 9-1-1 centers receive, process and dispatch requests for emergency aid quickly
and accurately from any geographical location, from any communication device, in any language.”
Anotherﬁzexample, “We shall provide the most responsive 9-1-1 access to emergency services in the
world.”

While, to some extent, these will be unique to individual states, the narrative written for this section
should generally cover each of the following topics (along with how the topics were identified or
determined):

e Services and capabilities (service arrangements, e.g., specialized PSAPs, joint service support,
consolidation, combined communication functions, interstate support)

e Infrastructure, equipment and technology (the Next Generation of 9-1-1 also needs to be included
here and have its associated goals and objectives)

e Operations

e Staff and training

e Governance

e Funding to achieve the vision

e Stakeholder engagement and communications
e Regional and local 9-1-1 authorities

o Federal government and other national factors
e Service and application providers

o Infrastructure and equipment providers

o Other emergency service providers (e.g., homeland security, emergency preparedness, telematics
services)

o Other related state services (e.g., poison control, trauma centers, 2-1-1)

82 Commonwealth of Virginia Wireless E9-1-1 Board, “Statewide Comprehensive 9-1-1 Plan: Next Gen and
Beyond,” January 2008 <http://www.va911.org/pdf/VA_Comprehensive_Plan_for 9-1-1 Final.pdf> (April 16,
2008). Page 6.

82 State of Washington Military Department, Emergency Management Division, “E9-1-1 Strategic Plan,” March
2007. Page 1
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S. GOALS, OBJECTIVES AND MEASURES

5.1 DEVELOPING GOALS, OBJECTIVES AND MEASURES

The next step in the planning process is to translate the vision into specific goals. It is important to
understand the distinction between goals and objectives before beginning this part of the planning
process. Some strategic plans make a distinction between goals and objectives, while others do not. The
federal OMB uses the Government Performance and Results Act (GPRA) definition: a strategic plan
contains general goals and objectives; those terms are considered synonymous and the choice of which
term to use is a matter of style. Although the words are often used interchangeably, and although the
OMB’s planning guide for state and federal agencies supports treating them as though they were
synonymous, there are differences between the two. The following description, almost poetic in its
presentation, is from the San Diego State University website:

e Goals are broad; objectives are narrow

e Goals are general intentions; objectives are precise

e Goals are intangible; objectives are tangible

e Goals are abstract; objectives are concrete

e Goals cannot be validated as is; objectives can be validated®®
The goals a state sets for itself are high-level, general directions. The objectives a state sets for achieving
the goals are concise, specific and measurable. Each objective has a deadline for completion and an

associated metric to measure progress. Objectives are updated as they are completed or at least annually,
even if the duration of activities associated with an objective is longer than one year.

The information in Table 16 derived from the State of California’s strategic plan® is provided by way of
example.

%% San Diego State University website, <http://edweb.sdsu.edu/courses/edtec540/objectives/Difference.html> (April
24, 2008)

% State of California Emergency Telephone Number Program, “Strategic Plan,” November 1999
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Table 16
State of California Goals and Objectives

Objective: Establish a Steering Committee of executives from
key state and local emergency services agencies to
provide policy, direction, guidance, advice,
concurrence and sponsorship for state 9-1-1
program initiatives

Completion Date: January 31, 2000
Measurement(s): Agenda created and first meeting scheduled
Goal 2
Provide a standard level of service statewide
Objective: Recommend, in consultation with PSAPs,

implementation and performance standards for:
e The network
o CPE deployed at PSAPs

e Software, applications and database that
provide 9-1-1 system “intelligence”

Completion Date: September 30, 2000

Measurement(s): Acceptance of recommended standards by the
Steering Committee and 9-1-1 Emergency Services
Advisory Board

We note that this section is intended to set forth the goals and objectives of a statewide strategic plan as
differentiated from an implementation plan. The Appendix provides guidance for managing an
implementation project, and includes an example of a typical 9-1-1 implementation plan. It is our intent
that, in the real world, an implementation plan could be a separate document. For the purposes of this
project, this Model State Plan incorporates both a state strategic plan and a sample implementation plan.

5.2 TRACKING PROGRESS

The State 9-1-1 Plan is a living document that is intended to be used on an ongoing basis. The goals,
objectives and measures included in the Plan should be monitored for progress and achievement. This
section of the Plan needs to describe the monitoring/tracking process and/or structure put into place to
achieve that end. The section of this Model State 9-1-1 Plan entitled “Updating the Plan,” recommends
an annual cycle to update the goals and objectives section. Updates related to documenting progress on
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existing goals and objectives are largely administrative and could be handled by program staff. Updates
involving major revisions, additions or eliminations of goals and objectives would involve a more formal
process.

California’s 9-1-1 Plan is organized such that each objective is immediately followed by the key
measurement for that objective (see Table 16 above).

The Commonwealth of Virginia has assigned itself the (potential) responsibility of creating “performance
metrics that appropriately measure the success of the Plan,” but in the short term empowered the Initiative
Action Team (IAT) associated with each initiative to determine its own “milestones, major deliverables,
and metrics by which it will measure success towards the accomplishment of the initiative.” At the end of
the first year of an initiative, Virginia intends to undertake a comprehensive review of its Plan; initiatives
that have been successfully implemented will be removed from the Plan, or if further work is needed, it
will remain in the plan and new tasks will be added for the second year.®

The Model State 9-1-1 Plan project has a second deliverable, which relates to this topic. The report on
Recommendations on Data Elements to Measure the Technological Progress of 9-1-1 provides a feasible
recommendation for data elements that should be collected at the state, regional and tribal level and will
enable the technical progress of 9-1-1 services to be measured-a critical component of any plan and any
planning process.

The balance of this page is intentionally left blank.

% Commonwealth of Virginia Wireless E9-1-1 Board, “Statewide Comprehensive 9-1-1 Plan: Next Gen and
Beyond,” January 2008 <http://www.va911.org/pdf/VA_Comprehensive_Plan_for 9-1-1 Final.pdf> (April 16,
2008). Page 17-18
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6. RESOURCE ALLOCATION

This section includes the resources required to implement the plan, such as staff, non-staff expertise,
funding priorities, etc. It is focused on the overall state-level 9-1-1 program function and not a specific
implementation project.

The state 9-1-1 program should consider whether its current staffing level is adequate to support the
initiatives and/or perform the tasks associated implementing the plan. Additional considerations may
include whether existing staff has the expertise necessary to implement the plan, e.g., project
management, technology, financial management. If not, the plan must determine how to obtain the
necessary expertise.

There are a number of options for obtaining such expertise. These include entering into a collaborative
arrangement with another state agency that has employees with the necessary expertise, hiring consultants
or other subject matter experts with specific knowledge, skills and experience that are lacking on staff.

Funding and funding allocation are essential considerations. First, it will be necessary to assure adequate
internal funding to implement the plan. If additional funding is needed, but not available, it may be
important to scrutinize the program’s operational budget and reprioritize or redirect internal program
funds. Second, allocation of funding to counties or PSAPs may need to be
re-prioritized to meet the plan’s goals, for example, prioritization of funding for migration to NG9-1-1
rather a continuation of funding for legacy 9-1-1 system components. Third, the state’s funding
mechanism(s) may need to be entirely reconsidered to assure adequate funding to implement the plan.
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7. UPDATING THE PLAN

A state’s plan should contain specific language describing the mechanism and frequency of updating the
plan. An annual process to assess the status of progress on the objectives and update the goals and
objectives is appropriate. That type of update is largely administrative and could be handled by program
staff. An annual process to revise, add or subtract goals and objectives would involve a more formal
process, and ideally would involve the same parties that participated in the development of the original
plan. At a minimum, the entire plan should be reviewed and updated every three years.

The national associations interviewed as part of the Model State 9-1-1 Plan project all articulated the need
for flexibility and a process to update or change the plan quickly to reflect regulatory and technological
change. The process for reviewing and updating the plan will vary from state to state depending on the
institutional environment that exists. One option is to review and update the plan in conjunction with the
state’s budget cycle. Alignment with an existing process would assure the plan receives regular attention.
Regardless of the mechanism chosen, the more stakeholders there are through which the updates must be
vetted, the longer and more complex the process will be. Additional time will be required to
accommodate this approach.

Staff leadership and coordination of the process is essential to being able to respond quickly. Ideally,
existing staff have adequate expertise and resources to undertake the update process. In addition, a single
entity (e.g., stakeholder steering committee, state 9-1-1 board) would review the revised document. In at
least one instance, the State of Florida, the approval of updates and changes is handled through
administrative rulemaking.
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8. MECHANISM(S) FOR OVERSEEING AND MANAGING THE
STATE’S 9-1-1 SYSTEM

This section of a state plan describes the structure a state puts into place to assure that local, regional and
state-level system functions are coordinated, mutually supportive, comprehensive in scope, and efficient
in operation. Such structure is usually built around a combination of legislation, policy, rules, and
guidelines—all of which reflects an environment unique to each state. There are high-level needs that
must be addressed by any state plan, including: stakeholder involvement, feedback and role definition
(9-1-1 authorities, service providers, equipment vendors, etc.); performance and implementation metrics;
appropriate project and change management (see Appendix); the coordinated development, distribution
and application of best practices and operational policy as it relates to statewide connectivity. Policies
and procedures are often based upon institutional relationships in a state, along with related roles and
responsibilities. As discussed earlier, a state plan should address both state-level operational functions
(note the discussion on NG9-1-1 above), and the way 9-1-1 services at regional and local levels will be
coordinated statewide.

Regardless of which of the seven models best fits the state, the basic mechanism for overseeing and
managing the state’s 9-1-1 system or systems is a state-level program office with staff that has appropriate
expertise. The program’s responsibilities would include:

Coordinating the development and implementation of the state 9-1-1 plan

Providing a single point of accountability for statewide 9-1-1 issues related to the plan

Updating the plan annually

Coordinating 9-1-1 implementation activities statewide

Providing a clearing house for information about state, local and national 9-1-1 issues

Gathering and disseminating information on how the plan’s initiatives are progressing

Being the liaison between local and regional 9-1-1 stakeholders and the State as well as Federal
agencies

Florida and Georgia’s 9-1-1 plans, which are organized similarly, provide good examples of how the state
defines and exercises its coordinating function in relation to local government. Each plan provides

o Detailed descriptions of the technical and operational standards and design criteria for 9-1-1
systems

e Guidance for initiating a 9-1-1 system including the planning process, creation of a stakeholder
task force, equipment, training, organization, staffing and funding

e Description of the state’s role

e Description of the local role
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Florida’s plan describes in somewhat greater detail the state and local process for stakeholder
involvement and communication, and includes the individual plans for each of Florida's 67 counties as
well as guidance for the development of Standard Operating Procedures (SOP’s). Georgia’s plan includes
several sample forms for the counties’ use, such as an example county or city resolution, example mutual
aid or inter-local agreements, and a county 9-1-1 configuration plan.

Florida’s plan includes a brief description of what the State intends to do to maintain regular
communication with PSAPs. It notes the importance of communication between the State’s
9-1-1 coordinator and local 9-1-1 coordinators. The communication methods described include:

e Monthly PSAP visits
o Newsletters
e System activity reports and performance statistics

e Regular meetings with PSAP managers (The 9-1-1 coordinator keeps detailed minutes and
records of such meetings and assures that major decisions are documented and sent to the PSAP
managers on a follow-up basis to assure that there are no misunderstandings)

o Interagency workshops involving PSAP personnel
e In-service training

e Periodic PSAP inspections to evaluate compliance with the technical and operational standards®

Some types of state programs described in Section 4 of the Project Overview were implemented
specifically to support statewide planning and coordination (as a precursor to state funding, for example),
and thus are more focused on the intent and goal of this report, and the process it is intended to foster.
With that in mind, Kimball presents these high-level approaches (based upon the Section 4 descriptions)
with their respective potential strengths and weaknesses distilled from analysis of existing state 9-1-1
programs. This information will be useful to states in considering a change or improvement, or
establishing a mechanism for statewide coordination and planning.

The seven types of state 9-1-1 programs and their associated strengths and weaknesses are incorporated
into Table 17 below.

% State of Florida, “Florida E9-1-1 Plan,”
<http://dms.myflorida.com/cits/public_safety/florida_e911/florida_e911 plan> (April 18, 2008). Page 71.
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Table 17
State 9-1-1 Authorities

Weaknesses

State 9-1-1 Authority Type

o Category 1-
State-level 9-1-1

authority that owns or

operates a single

statewide system with

a single,

state-operated PSAP

Strengths

Leverages economies of
scale

Assures a consistent
statewide level of service

System maintenance and
upgrades are easier and
less expensive

Local control over
dispatch arrangements
remains unchanged

May complicate the
opportunity for local
stakeholder input

Inherently involves
two-stage call handling,
which is viewed by some
as less efficient

May not be possible in
larger, more diverse states
with complicated
institutional environments

No opportunity to

share incremental costs
among multiple PSAPs-all
upgrade costs are
dedicated to one PSAP

o Category 2—
State-level 9-1-1
authority that

owns/operates a single
statewide system, and

funds and

operationally supports

PSAPs (PSAPs are
operated by state,
local, county or
regional entities)

Leverages economies of
scale

System maintenance and
upgrades are easier and
less expensive

More relative
opportunity for local
stakeholder input

Local control over
dispatch arrangements
remains unchanged

Increases the potential
for one-stage®’ call
processing, which is
viewed by some as more
efficient

Somewhat harder (relative
to Category 1) to assure a
consistent statewide level
of service, though
statewide connectivity is
maintained

May not be possible in
larger, more diverse states
with complicated
institutional environments

%7 One-stage call processing is when the person who answers the call is the same person who dispatches the

responders.
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Table 17 Continued

State 9-1-1 Authority Type

Strengths Weaknesses

o (Category 3-
State-level 9-1-1
authority with
statewide geographic
planning/coordination/
funding responsibility
for full scope of 9-1-1

By nature, more
opportunity for local
stakeholder input

State funding may reduce
the level of local funding
needed

Broad oversight enables a
range of 9-1-1 issues to be
addressed effectively

May work better for states
with a history of strong
local government, and/or
a complicated institutional
environment

Achieving a consistent
statewide level of service
is potentially more
complicated

State role may be limited
to leadership, coordination,
encouragement, best
practices, etc. (Note: this
could also be a pro,
depending upon ones point
of view)

Plan implementation may
be more complicated
depending upon the
process and stakeholders
involved

o Category 4—
State-level 9-1-1
authority with less
than statewide
geographic
planning/coordination/
funding responsibility
for full scope of 9-1-1

Provides state-level
coordination for at least a
portion of the state’s

geography

State funding reduces the
level of local funding
needed for regions served
by the state program

A consistent level of
service exists only within
the geographic jurisdiction
of the

state-level authority

State funding may not be
available statewide, or
funding environment may
be more complicated

State role outside of
jurisdiction may be limited
to leadership, coordination,
encouragement, best
practices, etc.

Statewide plan
implementation may be
more complicated
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Table 17 Continued

Weaknesses

State 9-1-1 Authority Type Strengths

o Category 5- e Provides at least some ¢ No ability to effectively

State-level agency or
Board with statewide
responsibility for
limited aspects of
9-1-1 (generally

degree of state-level
coordination

address the full range of
9-1-1 issues on a statewide
basis

A potential disconnect as
9-1-1 services are

wireless) developed in isolation
based on call type
Funding equity may be an
issue
o Category 6— Provides a focal point for Dependent upon the

Informal state-level
9-1-1 focus or
coordination
mechanism

stakeholders

May maintain local
autonomy

initiative and interest of
individual stakeholders

Effectiveness is very

Usually based on local challenging
initiative Difficult to maintain
Can be effective ongoing initiative
depending upon the Funding may be an issue
coordination mechanism
adopted
o Category 7— None All 9-1-1 matters are
No state-level addressed locally; any
planning or coordination that may

coordination
mechanism of any sort

occur will be secondary to
local needs and actions
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9. MECHANISM FOR INITIATING AND MONITORING AN
IMPLEMENTATION PROJECT

A state 9-1-1 program’s mechanism for project initiation and monitoring, i.e., project management, is
dependent upon the type of 9-1-1 authority it has, its statutory scope of authority and the availability of
adequate staff, resources and expertise.

Regardless of the state 9-1-1 program’s structure and particular circumstances, certain activities must
occur if any kind of project is to draw to a successful conclusion.

One widely recognized best practice comes from the Project Management Institute (PMI®). Kimball has
included a high-level overview of PMI® best practices for project initiation and monitoring as
Attachment 1. This information addresses:

e Project management processes and their dependencies
e Activities and deliverables are associated with those project management processes
e Processes to facilitate project initiation
e Guidance for project monitoring and contract administration
e Processes for closing a project
Whether a state uses its own staff expertise or contracted expertise in the management of a 9-1-1

implementation project, the information contained in Attachment 1 will help provide understanding of the
basic elements of project initiation and monitoring, and the accountability necessary for success.

9.1 IMPLEMENTATION PLAN

A formal implementation plan is the best way to initiate and monitor an implementation project. We
previously noted that, in the real world, the implementation plan could be a separate document. If not,
this section would be the place to provide a Gantt chart for the implementation project. The Appendix,
Project Initiation and Management, provides an example at Figure 3.3.
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10. CONCLUSION

This Model State 9-1-1 Plan provides a format, information and examples to guide a state’s development
of its own statewide 9-1-1 plan. We conclude with a brief review of some key points to consider when
undertaking a statewide planning process.

1. Adopted federal policy regarding emergency communications and 9-1-1 either fosters or requires
some degree of statewide planning and coordination. Clear policy statements include:

a. The establishment of a state entity or focal point for these issues
b. The establishment of statewide plans designed to ensure statewide coordination of effort
c. The appropriate and adequate involvement of stakeholder communities

d. Such planning and coordination must comprehensively address the technology and services
involved

2. NG9-1-1 is being designed to support an interconnected system of local, regional, and state
emergency services networks, ultimately expanding to cover the entire nation. Effective
interconnection requires effective statewide planning and coordination as well as effective inter-
state planning and coordination.

3. A state’s 9-1-1 plan—and planning process—will be driven by the state’s statutory and institutional
environment. In some, the state’s 9-1-1 plan may reflect the coordinated compilation of
local/regional planning efforts addressing specific areas of the state. In others, the state agency
responsible for 9-1-1 may operate a single PSAP that serves the entire state. In all states,
planning must be appropriate to state program authority and role.

4. Pre-planning activities may need to occur in order to establish a foundation and put the elements
in place for the planning and coordination activities described in this Model State 9-1-1 Plan.
These may include developing a leadership and coordination structure in geographic or
programmatic areas over which they have no jurisdiction, or starting from scratch where no
statewide planning mechanism currently exists.

5. A state will obtain the most benefit from a planning process that involves local, regional, state
(and inter-state) stakeholders, and a plan that addresses local/regional needs and requirements as
well as state-level needs for statewide functions, services, and components.

Developing a statewide 9-1-1 plan in close collaboration with local, regional, state and inter-state
stakeholders will have beneficial outcomes that go beyond the Plan itself. Collaborative planning that
involves key stakeholders has the potential to build the effective relationships that will be essential to the
success not only of the plan, but also of NG9-1-1 and beyond.
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Project Initiation and Management

Introduction

L. Robert Kimball & Associates, Inc. (Kimball), is charged with presenting NASNA with PMI®®®
best practices for project initiation and project monitoring. In order to fulfill these two deliverables,
Kimball believes a concise summary of project processes is warranted to afford the reader an
understanding of project management processes. Section 1.2 describes project management
processes and their dependencies, Section 1.3 presents activities and deliverables associated
with project management processes, Section 2 furnishes processes to facilitate project initiation,
and, lastly, Section 3 offers guidance for project monitoring and contract administration.

Project Management Processes
Projects are composed of a series of actions commonly referred to as project processes. Project
management processes can be organized into groups of one or more processes as follows:

e Initiating processes

e Authorizing the project or project phase

e Planning processes

o Defining the project’s objectives

e Refining the projects objectives over time

e Executing processes

e Coordinating people and other resources to carry out the project plan and scope
e Monitoring and Controlling processes

e Ensuring the project objectives are met by monitoring and measuring progress
o |dentify variances from the project plan

¢ Initiate corrective action when necessary

e Closing processes

e Formalizing acceptance of the project or a project phase

e Perform project close-out activities

Process groups are related by the results produced by each. These results often become an input
to another process group. A good example of activity between process groups is the formal
project plan, developed as part of the Planning Process, that provides “Executing Process” an
unambiguous path forward and furnishes documented updates to the plan as the project moves
ahead.

These links and dependencies are illustrated in Figure 1.1.

% PMI®: Project Management Institute
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° Figure 1.1 Derived from A Guide to the Project Management Body of Knowledge (PMBOK®
Guide)



Project management processes are not discrete onetime events. As illustrated in
Figure 1.2, process groups consist of overlapping activities that occur at varying levels of intensity

throughout each project phase.
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Figure 1.2

Project Management Processes Activities and Deliverables
Figure 1.2 depicts project management processes, and activities move forward in parallel with
some overlap. Additionally, Table 1.3 illustrates activities and deliverables for each key stage of

the project management processes.

Table 1.3
Project Initiation Group e Identify the project e Project Charter
need e Preliminary Project
e Define the project Scope Statement
scope, goals,

objectives, sponsor
and project
organization

e Develop initial
estimated of cost,
duration and effort

" Figure 1.2 Derived from A Guide to the Project Management Body of Knowledge (PMBOK®
Guide)



Table 1.3 Continued

Planning Process Group

Define tasks, their
interdependencies and
schedule

Estimate time for
activities

Refine resource
requirements

Develop a risk
management plan

Develop project work
plan, milestones and
schedule

Define project control
processes, standards
and procedures

Refine and manage
expectations

Work plan

Work breakdown
structure

Risk Management Plan
Time tracking

Format

Project Budget
Communications Plan
Cost-benefit analysis

Project Management
Plan

Execution Process Group

Compare actual
progress to planned
progress

Assess and report
project status

Coordinate project
activities and
resources

Implement corrective
actions and update
cost estimates and
project schedule

Manage and resolve
issues

Manage changes to
the project scope

Communicate
progress, status and
issues

Evaluate performance
of the project team

Issue Status reports

Issue Formal Project
Change Requests

Craft Work Performance
Reports

Issue Formal Project
Scope Change
Requests




Table 1.3 Continued

Monitoring and Controlling e Monitor project costs e Update Risk
Process Group : Management Plan

e Approve/Reject
Project Change e Update Project Work
Requests Plan

e Monitor Project e Updated Project
Progress Management Plan

e Assess quality of e Updated Project Scope
project deliverables Statement

e Approve/Reject
Project Scope Change

Requests

Closing Process Group e Present final project e Project assessment
deliverables and report
results

e Performance appraisals
e Formally end the

project ¢ Final project

deliverables to the
e Evaluate performance customer

of the project team
proj e End results

e Evaluate the project documentation
and document lessons
learned

o |dentify areas of
improvement for future
projects

e Final billing

Project Initiation

Project initiation processes facilitate the formal authorization to proceed with a new project.
Initiating processes are often undertaken and completed outside the project scope and project
control. Logical project initiation steps include:

e Establishing the need for the project

e Determining the feasibility of the project

e Developing clear and concise descriptions of the project objectives
e Developing a basic project scope description

¢ Identifying resources that your organization is willing to commit to the project



Assigning a project manager

Documenting your initial assumptions and project constraints

This information is distilled and becomes part of the Project Charter. A project charter is a
concise document that formally authorizes the project and links it to the ongoing work of your
organization. The project charter is prepared at a management level appropriate to authorize
funding the project. Typical justifications for project chartering are:

Business need
Technological advances
Customer request
Social need

Legal requirements

The Project Charter's framework is structured in a fashion to give the reader an executive
overview of the undertaking. There is a heading for each of the following topics:

Project title and description

0 Whatis the project?

Project Manager assigned and authority level

0 Who is given the authority to lead the project?
0 Can he/she select project team members?

0 Can he/she approve changes to the project budget, schedule and staffing?
Project justification

Why is the project being done?

Technological advances?

Legal requirements?

Social need?

Customer request?

©O O O O O o

Combination of all?

Resources

0 How many or what resources will be assigned?
Stakeholders

o Who will be affected by the project?

0 Who will influence the project?

Project deliverables

0 What are the specific project deliverables?

Constraints and assumptions

0 A constraint is any limiting factor (time, budget, etc.)

0 An assumption is something taken to be true but which may not be true (Staffing,
vendor readiness, etc.)



Procurement Planning and Management

Procurement planning is the process of identifying which individual project needs can be best met
by obtaining services or products not usually provided by state organizations. Normally,
procurement planning is accomplished during the project scope definition and involves
consideration of whether to procure, what to procure, how best to procure, how much to procure,
and when to procure. Please refer to Figure 3.1 for a graphical representation of procurement
planning and management.

Inputs to procurement planning include:

A project scope statement that describes the current project boundaries and also
provides information regarding project needs and strategies that must be considered
during procurement planning

Project description affords information relative to technical, legal, or social issues that
need consideration during procurement planning

Additional procurement planning inputs include project constraints or factors that limit
the State’s options, e.g., funding, schedule, resource allotment, and technical issues

Outputs from procurement planning are:

A procurement management plan that describes how the remaining procurement
processes from solicitation planning through contract closure will be managed.

A statement of work that describes the project elements and services in detail, thereby
allowing prospective bidders to determine if they are capable of providing the project
deliverables. Please note that the statement of work may be revised and refined as it
moves through the procurement process. For example, a prospective bidder may
suggest a more efficient technical approach or a less costly network element or service
that originally specified in the original statement of work.

Bid Solicitation Planning

Solicitation planning involves preparing documentation needed in support of the actual
solicitation. Inputs to this stage on project initiation consist of:

Procurement Management Plan

Statement of Work

Tools and techniques used to facilitate bid solicitation planning include:

Standard State Forms
Purchasing and Contract Administration Outlines
Solicitation Outlines

State Tax and Insurance Certifications

Access to individuals or organizations possessing the specialized expertise needed to assess
inputs to the solicitation process is key to ensuring a comprehensive solicitation document.
These same individuals or organizations may be called upon to craft evaluation criteria to rate or
score vendor proposals.

Lastly, outputs from solicitation planning are:



e Concise procurement documents used to request proposals from prospective bidders.
Procurement documents should be structured to facilitate accurate and complete
responses. They should always include the relevant statement of work, a description of
the desired form of response, the required State contract and pertinent nondisclosure
provisions and limitations.

e Evaluation criteria are used to rate and score proposal responses and may be part of
the procurement documentation. Selection criteria may include:

0 Overall Life Cycle Costs
Technical Capability
Financial Capacity

Project Management Approach

©O O O O

Comprehensive Understanding of the Project’s Scope

Bid Solicitation

Bid solicitation involves obtaining responses from prospective vendors or service providers on
how the project’'s requirements can be met. Most of the actual effort in bid solicitation is
expended by those tendering a proposal at no cost to the State or 9-1-1 entity. Inputs to bid
solicitation documents include:

e Procurement documentation crafted during the solicitation planning process;

e Some states maintain a listing of qualified vendors or contractors that meet strict
technology and management requirements along with financial stability deemed essential
by the state

Tools and techniques used to facilitate bid solicitation include:

e Bidder conferences are meetings with prospective vendors and service providers prior
to the vendors’' preparation of a proposal (mandatory representation by prospective
bidders is vital to assure all prospective bidders have a clear mutual understanding of the
project's scope and deliverables including preferred technology and contract
requirements);

e Responses to questions posed during bidder conferences may become part of the
procurement documentation;

e |t is imperative that all potential bidders remain on equal standing while the solicitation
process takes place;

e States often require public advertising of bids and certain types of procurements.
Posting the bid solicitation on the state’s web site and 9-1-1 industry web sites do well in
eliciting a greater number of qualified respondents.

The bid solicitation product is a vendor proposal.

Proposals are vendor prepared documents that describe in detail the vendor's ability and
willingness to undertake the project. Proposals are prepared in accordance with stipulations and
requirements contained in the procurement solicitation documents.

Vendor Selection
Vendor selection involves the receipt of proposals and the application of evaluation criteria to
select a provider.




Inputs are:

e Again, proposals are vendor prepared documents that describe in detail the vendor’s
ability and willingness to undertake the project.

e Evaluation criteria are used to rate and score proposal responses and may be part of
the procurement documentation. Selection criteria may include:

0 Overall Life Cycle Costs
Technical Capability
Financial Capacity

Project Management Approach
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Comprehensive Understanding of the Project’s Scope

Tools and techniques used to facilitate the vendor selection process are:

e A screening system established minimum requirements of performance for one or more
of the evaluation criteria. For example, the vendors might be required to propose a
network that is fault tolerant, geographically diverse, and provides 99.999 percent
network reliability before the remainder of the proposal would be considered.

e A weighting system is a method of quantifying data to minimize preconceived or
personal prejudice towards a bid respondent. Weighting systems assign a numerical
value to each of the evaluation criteria, rating the respondents on each criterion, and
lastly, multiplying the weight by the rating, producing a final score.

e Vendor selection culminates in a contract. A contract is an agreement between the state
and the vendor, which details their legal requirements and obligations.

Contract Administration—Project Monitoring

Contract administration process helps to assure the project's goals and requirements are on
track and on schedule. The contract administration process is a component of overall project
monitoring. Contract administration and monitoring utilizes the existing contract requirements to
provide the state and the vendor with strict guidelines for administering and monitoring the
project. Data inputs required to assure scrupulous contract administration are:

e The contract;

e Work results describe which deliverables have been completed and which remain open,
what costs have been incurred to date, schedule adherence, and to what extent quality
standards are being met;

e Change requests may include changes to the terms and conditions of the contract and
changes to the products or services provided to the state by a vendor or services
provider. Change requests may occur in many forms, oral or written and can be
generated by the state, vendor or service provider. It is imperative that formal change
control processes are developed to assure proper change approval and tracking;

e Vendor invoices are submitted, predicated on stipulations written in the contract.
Submission of vendor invoices are usually tied work results and performance reviews
conducted jointly by the vendor and state project managers.



Tools and Technigues

Tools and techniques that facilitate contract administration and project monitoring include:

Contract change and scope controls define the procedures for altering the contract or
project scope. This phase of project monitoring encompasses all forms of project
communications, project-tracking systems, dispute resolution procedures, and
unambiguously defines approval levels necessary to authorize changes;

Project performance reports involve gathering the vendor's performance data and
distributing to members of the state’'s project team. Performance reporting on a
predetermined schedule helps to alert the state on whether the vendor is meeting their
contractual objectives and is used as a tool to approve vendor invoices. Performance
reports should be distributed to vendors that have dependencies on work performed by
another vendor as well;

A formal communications plan is a document that provides:

o0 Descriptions of information to be distributed including format, content, and level of
detail.

0 A distribution structure that specifies to whom the information (status reports,
schedule, technical documents, meeting minutes, etc.) will flow and what methods
(email, written reports, project meetings, etc.) will be utilized to distribute the various
types of information.

A communications plan should differentiate between internal state communications and
external communications shared with a vendor.

0 Please refer to Table 3.3 for a sample communications plan.

An approved method or technique for identifying and sequencing project tasks and
charting their completion. A common tool that can provide this level of scrutiny is a Gantt
chart. A Gantt chart depiction of a typical 9-1-1 implementation project is provided in
Figure 3.3.

Outputs from Contract Administration

Contract changes and associated documentation includes any changes to the contract,
both approved and unapproved, and any vendor-developed technical documentation and
work performance data. Requested changes to the project plan, such as schedule or
modifications to vendor-provided technology, are examples of change requests. Contract
changes are formally submitted to the state’s project manager and approval authority and
may not move forward until approved.

Payment requests are submitted by the vendor based on the terms and conditions
stipulated in the contract. Vendor payment requests must pass the state’s project team’s
reviews and approval before processing. Please note that it is imperative that a claims
administration process be part of the contract in order to adjudicate disputes between the
vendor and state. Proper claim administration serves to document, process, and monitor
and manage disputes and claims throughout the life of the contract.

Formal correspondence between the state and vendor during all phases of a project,
particularly during contract administration, is critical to the project’s success. Certain
communications between the state and vendor, including project change requests,
warnings of unsatisfactory performance, and contract changes/clarifications, are
examples of matters that require formal correspondence.



Contract Closeout

Contract closeout includes product verification, all work completed correctly and satisfactorily,
and updating project records to reflect final project results. Terms and conditions in the vendor
contract typically specify procedures for contract closeout. Inputs to facilitate the contract closure
process include:

Contract documentation includes the contract itself along with all supporting schedules,
requested and approved contract changes, vendor-developed technical documentation,
vendor performance reports, invoices and payment records, the results of test and
acceptance plans, and contract-related stipulations.

Tools and Techniques to Aid in Contract Closeout Are:

Project audits are structured reviews of the project from procurement planning through
contract administration. Periodic audits facilitated throughout the project term serve to
identify issues and afford the project team interim views on what has gone well and what
needs improvement to complete a project successfully. A final project audit provides an
analytical review of the project successes and failures, if any.

Outputs Resulting from the Contract Closeout Process

Formal acceptance and closure occurs when the State’s project manager or
contracting authority responsible for contract administration provides the vendor with
formal written notice that the contract has been completed. Requirements for formal
acceptance and closure are usually defined in the contract.

Timing of the final payment generally occurs after all contract documentation, project
audits, formal acceptance, and closure processes are successfully completed.

A lessons learned report identifies causes of project variances and reasoning behind
the corrective actions chosen. This document should be memorialized and become part
of the historical database for this project and other projects within the state organization.
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PROJECT

PROCUREMENT

MANAGEMENT

PROCUREMENT
PLANNING

1. Inputs

>Project Scope Statement
>Project Description
>Project Resources
>Constraints
>Assumptions

2. Outputs

<Procurement Management
Plan

<Statement of Work

CONTRACT
CLOSEOUT

1. Inputs
>Contract Documentation

2. Tools and Techniques
>Project Audits

3. Outputs
<Formal Acceptance
and Closure

<Final Payment

SOLICITATION
PLANNING

1. Inputs

>Procurement Management
Plan

>Statement of Work

2. Tools and Techniques
>Standard State Forms
>Expert Judgment
Industry Groups
SME'’s
Consultants

3. Outputs
<Procurement Documents
<Evaluation Criteria

<Statement of Work Updates

SOLICITATION

Inputs
>Procurement Documents
>Qualified Vendor List

2. Tools and Techniques
> Bidder Conferences
>Advertising

3. Outputs
<Proposals

CONTRACT
ADMINISTRATION

1. Inputs
>Contract

>Work Results
>Change Requests
>Vendor Invoices

2. Tools and Techniques
>Contract Controls

>Project Controls

>Project Performance Reports
>Communications Plan

3. Outputs
<Payment Requests
<Contract Changes

<Correspondence

VENDOR
SELECTION

1. Inputs

> Proposals
>Evaluation Criteria
>State Policies

2. Tools & Techniques
>Screening System
>Weighting System
>Contract Negotiation

3. Output
<Contract

Figure 3.1™

" Figure 3.1 Derived from A Guide to the Project Management Body of Knowledge (PMBOK®

Guide)




NASNA MODEL STATE 9-1-1 PLAN PROJECT

Table 3.2

CONTACT LIST AND RESPONSIBILIITES

NASNA CONTACTS
NAME AFFILIATION FUNCTION OFFICE MOBILE EMAIL ADDRESS
PHONE PHONE
Richard State of North NASNA 919-754- 252-670- Richard.taylor@its.nc.gov
Taylor Carolina Executive Board | 2942 2859
President
Bob State of NASNA 253-512- b.oenning@emd.wa.gov
Oenning Washington Executive Board | 7011
VP-Treasurer
Harriet State of Michigan | NASNA 517-336- millerhr@michigan.gov
Miller- Executive Board | 6416
Brown Secretar
KIMBALL PROJECT TEAM
NAME AFFILIATION FUNCTION OFFICE MOBILE EMAIL ADDRESS
PHONE PHONE
Evelyn Kimball Project Manager | 814-689- bailee01@Irkimball.com
Bailey 3372
James Kimball Project Partner 512-528- jim@goerkemail.com
Goerke 9734
KIMBALL ESCALATION
NAME AFFILIATION FUNCTION OFFICE MOBILE EMAIL ADDRESS
PHONE PHONE
Joel Kimball VP Operations 814-867- mccamj@Irkimball.com
McCamley for Projects 4566

The balance of this page is intentionally left blank.




Table 3.3
NASNA MODEL STATE 9-1-1 PLAN
PROJECT COMMUNICATIONS PLAN

Type of Correspondent Recipient/ Frequency Method of Due Date
Information Distribution List Distribution
Initial Project Evelyn Bailey Kimball PT; NASNA,; Once Email 10/29/07
Plan US DOT
Updates to Project Evelyn Bailey Kimball PT; NASNA,; As Required Email Five business
Plan US DOT days from date of
change
Internal Kickoff | Evelyn Bailey Kimball PT Once Email 11/15/07
Meeting Minutes
Customer Kickoff | Harriet Kimball PT; NASNA,; Once Email 06/20/08
Meeting Minutes Miller-Brown US DOT
Internal Project Evelyn Bailey Kimball PT Weekly Every Email Two business
Status Meeting Friday AM days after
Minutes meeting
Customer Project Evelyn Bailey Kimball PT; NASNA,; Monthly Email Two business
Status Meeting Us DOT Last Tuesday of days after
Minutes Month AM meeting
Customer Evelyn Bailey Kimball PT; NASNA,; Quarterly Last Email Report one
US DOT Tuesday of business day
Quarterly Reports Month PM ot o meoing:
minutes five
business days
after meeting
Action Item Evelyn Bailey Kimball PT; NASNA; Monthly Email Two business
Register US DOT Last Tuesday of days after
Month AM meeting
Jeopardy Items Evelyn Bailey Kimball PT; NASNA; Monthly Email Two business
UsS DOT Last Tuesday of days after
Month AM meeting
Escalation Items | Evelyn Bailey Kimball PT; NASNA; Monthly Email Two business
UsS DOT Last Tuesday of days after
Month AM meeting
Project Closeout Evelyn Bailey Kimball PT; NASNA; Once Email 15 business days
Documents US DOT after project
completion




9-1-1 Project Implementation Plan

;] ‘TESV\ Name ‘ Duration | Start ‘ Finish ‘Pmd“%““ January  |February  [March Apiil WMay June July August September | October
1
2| Request for Proposal 50 days?  Mon /5109 Fri 3113109 P——
ER Issue State Wids RFP Tday?|  Mon 1/5/09  Mon 1/5/03 HL‘\%
R Facilitate Bidders Conference 1day? Mon 1/19/09  Mon 1/19/09 3 119§ 118
5 [H Bids Due to State 1day?  Fi /30009 Fri 1/30/09 1130
] Select Vendor(s) 10 days?| Mon2/16/09  Fri 2/27/09 § 716 2021
| 7 @ Negotiate Contract(s) 10days?  Mon3/2/09  Fri3A3/09 6 3 3
KR
ER
| 10| Implementation 145 days? | Mon3/23/09  Fri 10/9/09 v
R Project Kickoff Meeting Jdays| Mon 323/09 Wed 3/25/09 7 3f23§ 5
3
| 13| Network Planning 132 days? | Mon3/23/09  Tue 9/22/09 v v
3 TCP/IP Network Ring 34 days?  Mon 33009 Thu 511409
RS Identify Network CPE Location(s) 10 days?| Mon 3/30/09  Fri4/10/09
6 |EHE Identify Banduwidth Requirements 10 days?| Mon 3/30/09  Fri4/10/09
17 @ Qrder Network Elements and Termination Devices Idays? Mond/13/09 Wed 4/15/09 16
18 Provision Network Circuits 20 days?| Mon 4/13/09 Fri 5/8/09 15
19 |H Test Date for TCPAP Circutts 1day?  Fri5/809  Fni/8/09 508 | 518
ERE] Network Complete 1day?  Fri5/8/09 Fri 5/8/09 508 58
n @ Perform Test and Acceptance Plan L days?| Mon 51109 Thu 514109 20 5111% 514
E3
EER 911 End Office Trunks 35 days?  Mon3/30/09  Fri 51509 PE—
RS Identify Trunk Quantities from E.0's. To Selective Routers 10 days?| Mon 3/30/09)  Fri4/10/09 3130 4110
% @ Provision Trunk Terminating Equipment Jdays? Mond/13/09 Wed 4/15/09 24 m ns
ER:L Provision E.O. Trunk Circuits 2 days?| Mond/1309 i 5/6/09 A e
ER Test Date for E.O. Trunks 3days?| Mon 5/11/09) Wed 5/13/09 26 511 513
ERE End Offica Trunks Complate 1day? Wed 513009 Wed 5/13/09 513 513
29 & Perform Test and Acceptance Plan 2days?| Thu&/14/09  Fri 5/16/09 28 514 ¢ 515
30
ER Network Transition Plan 25 days?  Mon413/09  Fri515/09 P——
RS Create Transition Method of Procedure 25days?| Mon4/13/09  Fri515/09 N3 T 515
33
K PSAP Planning 132 days?  WMon 3723109 Tue 9/22/09 v v
ER [ Perform GAP Analysis 30 days? | Mon 3/23/09 Fri 51109 v
% |He Create Tool for GAP Analysis 10 days?| Mon3/23/09)  Fri4/3/09 B 413
BB Perform PSAP GAP Analysis 20days?|  Mon4/6/09  Fri51/09 36 A6 n
ki
39 Site Surveys T days?  Mon 4/6/09 Men 7/13/09
40 |He Field Visits to PSAP Sites 20days?|  Mon 4/6/09 Fri 5/1/09
T@ PSAP Sites Issues Addressed 50days?  Mon5/4/09  Fri7/10/09 40
2 & PSAP Sites Ready to Receive Equipment 1day? Mon713/09  Maon 713/09 41
43
e [ Provision PSAP CPE 65 days? | Mond4M3/09  Fri7/10/09
KR Identify Software Development Requirements 15days?|  Mon5/4/09  Fri5/22/09
| 46 | Software Development Completed if Required 20days?| Mon 5/25/09  Fri6/19/09 45
4 || Identify PSAP CPE Companents 20 days?| Mon 4/13/09 Fri 5/8/09
48 Provision PSAP Equipment 45 days?| Mon 51109 Fri7/10/09 47
IER
[ 50 | Install PSAP CPE 55 days?  Mon 5/25/09 Fri 87109
5 Ee Craft Installation Method of Procedure 35 days? Mon /2509 Fri7/10/09
7S Install PSAP CPE 10 days?| Mon7/13/09  Fri 7/24/09 51
T@ Perform Test and Acceptance Certification 10 days?| Mon 7/27/09 Fri 8/7/09 52
IER
R Data Base Planning 100 days? | Mon3/30/09  Fri 8/14/09
56 | Identify NGS-1-1 Data Services Components 10 days?| Mon 3/30/09  Frid/10/09
57 |H Identify Software Development Requirements 15 days?| Mon 330009 FridAT/09
R Software Development Completed if Required 55 days| Mon 4/20/09 Fii 7/3/09 57
| 59 | Provision Data Stores and Interconnection Equipment 20days?| Mon 4/13/09 Fri 5/8/09 56
L Collect Data from State/PSAP Admins. 50 days? Mond/13/09  Fri6/19/09
61 Load Data/Stage Servers 20days?|  MonT/6/09  Fri7/31/09 58
| 62 | Perform Test and Acceptance Certification 10 days?|  Mon8/3/09  Fri8/14/09 61
IER
R Documentation and Training 85 days? | Mon5/25/09  Fri 9/18/09
65 |H Training Syllabus Requirements Identified 15 days?| Mon 5/25/09  Fri 6/12/09
Training Hardware/Software Requirements Identified 5days? Mon6/15/09  Fri6/19/09 65
Training Materials Compiled 35days?  Mon 6/22/09 Fri 8/7/09 66
Training Schedule Completed 10 days?  Mon 6/22/09 Fii 7/3/09
PSAP Administrator Training Complate 10 days?| Mon 8/10/09  Fri 8/21/09 67
Train 911 Calttakers 20 days?| Mon 824109 Fri 9/18/09 69 e
9-1-1 Documentation 45 days?| Mon 6/22/09  Fri8/21/09
9:1-1 System Conversion 37days?  Mon8/3/09 Tue 9/22109 P—
Conversion Plan Complete 25days?|  Mon 8/3109  Fri 9/4/09 813 R 94
Conversion Resources Identified 1day?  Fi9409 i 914/09 904 7 94
Conversions Scheduled 1day?|  FiQmi03  Fi 9/4/09 904 3 94
Final System Test & Acceptance 10days?|  Mon 9/7/09  Fri9/18/09 ar 31
Go-Live 1day?  Tue 9/22/09  Tue 9/22/09 77 R 9n
Project Close-Out 5days? Mon 10/5/09  Fri 10/9/09 -
Final Invaice Payment 5days? Mon 10/5/08  Fri10/9/09 1055 g 1019
Final Project Meeting w/Contractor(s) 5days?| Mon 10/5/09  Fri10/9/09 1005 @ 1019

Figure 3.3




APPENDIX B - GLOSSARY



91A 9-1-1 Industry Alliance
ALI Automatic Location Information
ANI Automatic Number Identification
APCO Association of Public Safety Communications Officers
-B-
BRI Basic Rate Interface
-C-
CAD Computer Aided Dispatch
CDC Centers for Disease Control
CLEC Competitive Local Exchange Carrier
CMRS Commercial Mobile Radio Service
COS Class of Service
CPE Customer Premises Equipment
-D-
DHS Department of Homeland Security
-E-
E9-1-1 Enhanced 9-1-1
ESInet Emergency Services IP Network or Emergency Services Internetwork
-F-
FCC Federal Communications Commission
FEMA Federal Emergency Management Agency
-G-
GIS Geographic Information Services
-1-
ICO National 9-1-1 Implementation Coordination Office
ILEC Incumbent Local Exchange Carrier
IP Internet Protocol
ISDN Integrated Services Digital Network
-L-
LEC Local Exchange Carrier
-M-
MLTS Multi-Line Telephone System
-N-

NASNA National Association of State 9-1-1 Administrators



NENA National Emergency Number Association

NG9-1-1 Next Generation 9-1-1
NHTSA National Highway Traffic Safety Administration
NRIC Network Reliability and Interoperability Council
NTIA National Telecommunications and Information Administration
-p-
PBX Private Branch eXchange
PRI Primary Rate Interface
PSAP Public Safety Answering Point
-U-
UsDOD United States Department of Defense
UsDOT United States Department of Transportation
-V-
VolP Voice over Internet Protocol
VSP VolIP Service Provider

WSP Wireless Service Provider
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