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Task Title:  	Create baseline level of service & capabilities document
Region:  	5
Committee Chair:	Terry Hall
Committee Participants:	Tony Castillo (Norfolk 9-1-1), Jerry Smith (South Hampton 9-1-1), Stephen Williams (VA Beach 9-1-1), Jeff Flournoy (Eastern Shore), Bill Agee (Hampton), Kenneth Beam (Suffolk), Lyle Hornbaker (VITA), Sharell James (Newport News 9-1-1), Liz Whitley (Mathews County), Dorothy Spears-Dean (VITA) and Shannon Houston (York-Poquoson-Williamsburg 9-1-1)

	Overview

	Create a document to define the operational and technical baseline levels of services and capabilities to include wireline, wireless, VoIP, EMD, Location, Security, and NG9-1-1 Core Services (call routing, transferability, disaster recovery, TDD and Text-to-9-1-1).  



	Goal/Objective

	The goal of this task will be to create a document written in friendly format, which recognizes the baseline levels of services and capabilities of 9-1-1 that will be used as a guide (status dashboard) to ensure that localities are able to find a balance between requirements and local authority. Once the baseline levels are defined, success of this document will be measured by the acceptance and/or compliance through local interoperability. 




I. Provisions of 9-1-1 and Operations 

The provision of 9-1-1 is defined in Section 56-484.16 of the Code of Virginia. PSAPs must have a governance structure recognized by the 9-1-1 Services Board (the “Board”). A governance structure is recognized formally by the Board. Only PSAPs recognized by the Board as primary wireless PSAPs receive funding from the Wireless Fund. In their area of responsibility, PSAPs must be able to receive and process 9-1-1 calls for the following services:
· Wireline 9-1-1
· Wireless 9-1-1 
· Voice over IP 9-1-1 (VoIP)
· Multi Line Telephone System (MLTS)/Private Branch Exchange (PBX) 
· Telecommunication Device for the Deaf (TDD)/Video Relay Services
· Emerging technologies such as 5G and Internet of Things (IoT)
9-1-1 operations include multiple components. These components shall include but are not limited to: NENA i3 Standard;  regional/statewide cost sharing; hosted solutions; Geographic Information System (GIS)/ Mapping; the establishment of state contracts;  educational programs regarding NG9-1-1 and the partnership with FirstNet; training at the local level for both the technical and operational staff for Call Handling Equipment (CHE)/Customer Premise Equipment (CPE); Computer Aided Dispatch (CAD); voice/video/text logging and recording;  citizen notification systems; clock synchronization; physical  and cyber security. Efforts should be made to minimize the cost of unnecessary redundancy.
It is recommended a regional governance entity be established to aid in the evaluation, advisement and recommendation of best practices for general call taking and dispatch functionality, as a complimentary entity to the Board. General call taking functionalities will include answering of the 9-1-1 calls, the processing of abandoned 9-1-1 calls, processing of alarm company calls, TDD calls and well-being checks. Dispatch functionalities will include future personal safety applications, fire incident dispatch, law enforcement dispatch, emergency medical dispatch, language line services, telematics/Automatic Crash Notification System (ACN), Quality Assurance (QA)/Quality Control (QC) programs and public education. 


II. Recruitment and Professional Development

There are three critical areas in the recruitment and professional development lifecycle that support 9-1-1 operations. 
The first critical area is recruitment and hiring and consists of the following steps: 
· Recruitment 
· Selection 
· Retention
The second critical area is initial training. The authority for initial call taker and dispatch training in the commonwealth is the Department of Criminal Justice Services (DCJS). DCJS provides minimum training standards, and as a result, we recommend DCJS assume an advisory role on the Board. In addition, the 9-1-1 community recognizes the vital need for appropriate supplemental training. The Virginia chapters of Association of Public Safety Communications Officials (APCO) and National Emergency Number Association (NENA) have taken the lead in promoting initiatives regarding the expansion of minimum training standards for 9-1-1 professionals to include additional training sponsored by localities and emerging next generation technologies.
The third critical area is training not currently identified as a minimum standard by DCJS or other basic training programs.  These training areas include, but are not limited to, the following:
· Wireless 9-1-1
· Text-to-9-1-1
· GIS/Location Proficiency
· Call Trace
· Emergency Medical Dispatch (EMD)
· Emergency Fire Dispatch (EFD)
· Emergency Police Dispatch (EPD)
· Critical Incident Stress Management (CISM)
· Emerging Technologies
· Continuing Education/In-service Training 

III. Technical Systems

As the commonwealth continues to move forward with a deployment solution that supports the NENA i3 standard, it is important we evaluate and promote technical solutions that incorporate the entire      9-1-1 ecosystem, leveraging regional and statewide approaches rather than incremental deployments. 
The NENA i3 standard supports end-to-end IP connectivity; gateways are used to accommodate legacy wireline and wireless origination networks that are non-IP. NENA i3 introduces the concept of an Emergency Services IP network (ESInet), which is designed as an IP-based inter-network (network of networks) that can be shared by all public safety agencies that may be involved in any emergency. The NENA i3 Public Safety Answering Point (PSAP) is capable of receiving IP-based signaling and media for delivery of emergency calls conformant to the NENA i3 standard. 
The information below reflects observations related to the deployment of the NENA i3 standard: 
· Cost models should evaluate regional and statewide approaches
· Hosted solution is the preferred deployment strategy to minimize cost, as well as unnecessary redundancy and multiple cores
· State contracts will provide options for procurement for both state and local governments  
· Will require inter-local agreements/Memorandum of Understanding (MOU)
· Should have an educational program for both PSAP staff and the general public
· The deployment of mission critical NENA i3 will require 24/7/365 support agreements. 
· Will incorporate multiple levels of GIS services and disciplines
· Training at the local level for both technical and operational staff
· Maintain working relationship with FirstNet
· Transferability
PSAPs will continue to incorporate the following systems and services based on the NENA i3 standard: call handling equipment; mapping display systems; computer aided dispatch (CAD) systems; logging recording equipment; radio systems; citizen notification systems; clock synchronization; physical and cyber security. 
All PSAPs should have the database, equipment and technology that would not only have the ability to transfer calls and/or data to the surrounding jurisdictions/agencies, but throughout the commonwealth, as defined in the NG9-1-1 Feasibility Study.

IV. Data Development, Maintenance and Support

As the commonwealth moves forward developing and deploying a statewide NG9-1-1 network the stakeholder community must consider the role of data. The development, maintenance and sustainment of mission critical data is paramount and will play a key role in successfully implementing NG9-1-1. The following data components must be interoperable on both state and regional levels and should address specific identified criteria:
· Technical System Support
· Geographic Information
· Call Routing and Delivery
Technical systems require 24/7/365 support and should be defined as mission critical. Geographic information should include data development for PSAP boundaries statewide, and should include a data standard collection method to include data workflows and a QA process for Master Street Address Guide (MSAG) and Automatic Location Identifier (ALI) analysis. This will allow for the statewide transfer of GIS data between PSAPs. Call routing and the delivery should include testing and validation. MSAG and ALI maintenance should be standardized for all service providers. 	

V. Analysis and Planning

As it occurs today, the future will continue to require the need for call accounting, data analytics and necessary planning. The NG9-1-1 Feasibility Study completed in 2014 was the genesis of the state’s    NG9-1-1 five-year plan and identifies the need for accurate data-driven decisions. The need to capture data in a standard format is critical as it will be utilized in the strategic plan for budgeting, staffing,    NG9-1-1 transitioning and Continuity of Operations Planning (COOP) as we move forward with NG9-1-1 deployments. The following are three key components required to accomplish this task:
· Call Accounting
· Data Analytics
· Planning 
Call accounting needs to consist of a statewide standard format for all reports. Analytics plays a key role in the planning, development and deployment of NG9-1-1 and other emerging technologies. Having a statewide standard plan to collect and analyze data is paramount to the success of the statewide deployment of NG9-1-1.  
 Planning should follow the statewide strategic plan and include short- and long-term processes to ensure adequate funding and grant opportunities utilizing the Wireless Fund.  As stated in the NG9-1-1 five-year plan, the standardization of a statewide procurement contract will assist in an efficient deployment. Disaster recovery should be part of the planning process to ensure no PSAP in Virginia is without a backup communications center. A plan for testing should be developed and exercised.
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