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A Brief History of 9-1-1  

• Three Digit dialing– England in the 
1930s  
• US effort– 1945-1968  
• Handled somewhat like Interstate 
Highways–  
◦ Except much less federal involvement  

• That is why NENA exists  
◦ Imagine building a nationwide system– 
with no nationwide guidance (or funding)  



Challenges (& Opportunities) Along the Way: 
Part One 

• But it worked– for awhile  
• The issues became:  
◦ Funding 
◦ Governance  
◦ Consistency of Service/Liability  

• Standards are developed–  
◦ But they are largely voluntary    

• And then came TECHNOLOGY  



And That Brings Us To Today 

• The trends are driving massive 
change in 9-1-1:  
◦ The evolution to wireless devices  
◦ The end of life of legacy technology  
◦ Public expectations of service type and 
effectiveness  
◦ Funding  
◦ New technology 
◦ Disasters and Public Safety 



And the other part of the problem: 
LOCATION, LOCATION, LOCATION  

“Why can Uber find me but 9-1-1 can’t”  

•  9-1-1 does not use the same part of your phone as Uber– it 
uses phone network/cell based location information– NOT 
location services in the device  

•  There are many entities working to solve this issue– but it will 
always be a challenge to some degree  



At the core of all of these issues:  
the need to move to NG9-1-1 

 
IMAGINE YOU PURCHASED THIS:  

 

BUT THIS IS THE ROAD YOU 
HAVE TO DRIVE ON 



All of these issues together are why 9-1-1 
must evolve   

• Legacy or “old fashioned” 9-1-1 is not viable for the long 
term  
• Public safety can be significantly enhanced– but it 
requires us to make intelligent, cooperative decisions 
about how to move forward.  
• It also requires us to at least talk with our neighbors and 
come up with a plan on how to move forward 
• Why?  



Take a Look At This Accident Scene  
Just 12 short years ago, the only 

“technology” involved may have been the 
cell phone used to report the accident.  

	
But today, we have:  

•  Automatic Crash Detection  
•  Vehicle Sensors  
•  Traffic Cameras  
•  Mobile Data Computers  
•  GPS dispatch of units  
•  Vehicle “black boxes”  
•  Traffic Light Preemption for Responders  
•  And so much more 
•  And that is just TODAY..  
•  Imagine tomorrow!  



What the future of 9-1-1 offers:  

• The ability to use the technology that citizens already have!  
• The ability to ensure that 9-1-1 always works  
• The ability to better respond to disasters, terrorism events, 
major emergencies, and other incidents that often challenge 
9-1-1, communities, and field responders alike  
• The possibility of leveraging a variety of information and 
data to create a holistic picture of events and impacts– far 
more quickly than today  



What do we mean by better?  

• Ability for 9-1-1- to receive text, video, chat, and 
other services: WHEN they are READY TO  
• Ability to share that information with field responders  
• Ability to route 9-1-1 calls to other 9-1-1 centers  
• Ability to manage 9-1-1 call flows  
• Support for improvements in location technology  
• Ability to provide excellent customer service to 
taxpayers in a manner that can help save lives  



Challenges (& Opportunities) Along the Way:  
Part Two 

We can have the best systems 
and technology in the world, but 

it does not matter if we do not 
address the “human side” of    
9-1-1 or make certain 9-1-1 

operates effectively!   



The “human” challenges in 9-1-1 

• Many agencies across the US face 
staffing problems  
• Simply:  if there are not the right 
number of people working– the calls 
do not get answered or dispatched 
in a timely manner  
• The more time a call takes– the 
greater the negative impact on 
response time  



Ensuring Effective 9-1-1 Operations  

What do you think 
is the national 

minimum amount 
of training 

mandated for 9-1-1 
personnel?  

The inconsistent training is just one element 
which explains why some agencies have 
operational issues  
Others Include:  
•  Lack of formal policies and procedures  
•  In-effective supervision and management  
•  Poor Interaction with field responders  
•  Lack of concern on the part of 

Leadership  
•  No QA/QI or CTO program  
•  Minimal Training  



How to Address Human  
& Operational Issues?  

• Fortunately, there are standards to 
guide the effective operations of 9-1-1 
Centers.  
• There are also tools to determine 
proper staffing  
• This is key– if staffing is not correct, it 
can create a cascading effect as 
personnel get burned out and then 
leave– creating more burned out people! 

Standard	for	answering	9-1-1	
Calls.	Ninety	percent	(90%)	of	all	
9-1-1	calls	arriving	at	the	Public	
Safety	Answering	Point	(PSAP)	

shall	be	answered	within	ten	(10)	
seconds	during	the	busy	hour	
(the	hour	each	day	with	the	

greatest	call	volume,	as	defined	
in	the	NENA	Master	Glossary).	

Ninety-five	(95%)	of	all	9-1-1	calls	
should	be	answered	within	

twenty	(20)	seconds.		
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What’s Next?  

• The key to moving 9-1-1 forward is to understand 
where we are and where we need to go.  

• We must understand that 9-1-1 professionals are the 
key component for public safety  

• We must ensure our 9-1-1 centers are staffed 
properly and operating according to standards and 
best practices  

• We must address the funding and governance 
challenges that will come with the move to NG9-1-1  

The	Public	
depends	on	9-1-1,		
9-1-1	depends		

on	you!		


