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1 Executive Overview

The intent of this document is to define normalized NG9-1-1 call processing metrics for
computing useful statistics so that independent implementations can derive the same

comparable measurements.
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NENA
STANDARD DOCUMENT
NOTICE

This Standard Document (STA) is published by the National Emergency Number Association
(NENA) as an information source for 9- 1 1 System Serwce Providers, network interface

NENA reserves the right to revise this Standard Document for
limited to:

e Conformity with criteria or standards promulgate
e Utilization of advances in the state of the technical
e Reflecting changes in the design of equipm i services described

herein.

This document is an information source for
not intended to be a complete operationa

It is possible that certain advances i es in governmental regulations will
precede these revisions. All NEN change as technology or other
influencing factors change. Thelgfore N ghi nt should not be the only source of
information used. NENA re act their 9-1-1 System Service Provider

disclosed herei
be construed 4 nufacturer to modify or change any of its products, nor
does this docume 7 ommitment by NENA, or any affiliate thereof, to purchase

By using § dser agrees that NENA will have no liability for any consequential,
incidental, 3 punitive damages arising from use of the document.

NENA’ e developed this document. Recommendations for changes to this
document mayy be submitted to:

National Emerg@ncy Number Association
1700 Diagonal Rd, Suite 500
Alexandria, VA 22314

202.466.4911

or commleadership@nena.org
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NENA: The 9-1-1 Association improves 9-1-1 through research, standards development,
training, education, outreach, and advocacy. Our vision is a public made safer and more
secure through universally-available state-of-the-art 9-1-1 systems and better-trained 9-1-1

professionals. Learn more at nena.org.

Document Terminology

This section defines keywords, as they should be interpreted in ~
emphasis (UPPER CASE) shall be consistent and exclusive thr 3 of these

usage.

requirement of the specification.
2. MUST NOT: This phrase, or the phra

exist valid reasons i
even useful, but the

r em because a particular marketplace requires it or
because tf i feels that it enhances the product while another vendor may omit the

pption “must” be prepared to interoperate with another implementation
ude the option (except, of course, for the feature the option provides.)

These definitiols are based on IETF RFC 2119.
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Intellectual Property Rights (IPR) Policy

NOTE - The user’s attention is called to the possibility that compliance with this standard may
require use of an invention covered by patent rights. By publication of this standard, NENA takes
no position with respect to the validity of any such claim(s) or of any patent rights in connection
therewith. If a patent holder has filed a statement of willingness to grant a license under these
rlghts on reasonable and nondlscrlmlnatory terms and conditions to appllcants desmng to

Please address the information to:

National Emergency Number Association
1700 Diagonal Rd, Suite 500
Alexandria, VA 22314

202.466.4911

or commleadership@nena.org

Reason for Issue/Reis

NENA reserves ity this glocument. Upon revision, the reason(s) will be
provided in th

Document Number Approval Date Reason For Issue/Reissue

| NENA -019.1-26», 07/02/2018 | Initial Document
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2 Call Processing Metrics

2.1 Introduction

Call processing metrics are measurements between events in the call processing chain and
are used to drive reporting, analysis, and reaI time monitoring This document concentrates

Accordingly, all computed metrics from RFC 6076 [2]
calculation that looks at metrics applied to multipl
computations/reports MUST be based on mej¢ics

2.2 Call Related Definitions
Please note that the following definition

ly ap emergency calls.

2.2.1 Call

2.2.1.1 Definition

A generic term referring
used to make that reques

any request fo gency assistance, regardless of the media
his term myy gPpear in conjunction with specific media, such
r “data-only Call” when the specific media is of
ed Call” refers to an emergency call that is

, does not establish a two-way interactive media
igwolve a human at the “initiating” end.

initiated auto
session, and typi

A Call canYe I0SHifi the logging of a StartCall LogEvent from the view of the
Functional Ble logging the event.

The first INVIPE the FE receives for a particular NENA Call Tracking Identifier
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2.2.2 Answered Call

2.2.2.1 Definition

A Call (excluding non-human-initiated Calls) that has been answered by an Agent and two-
way communication has been established, irrespective of whether the call was auto-

answered for the Agent or if an auto-greeting message was played. For g non-human-
initiated Call, that Call may be accepted by an automaton.

2.2.2.2 Determination Using LogEvents
The logging of a CallStateChange LogEvent containing callAn

2.2.2.3 Determination Using SIP Messages

The reception or transmission of the ACK message of
call’s INVITE.

2.2.3 Attempted Call

2.2.3.1Definition

A call presented to a FE (such as Call
completion status was achieved.

ardless of whether successful

2.2.3.2 Determination Usi
The logging of the StartC

2.2.3.3 Determination
The reception of 3

2.2.4 Pre %

2.2.4.3 DetermMmination Using SIP Messages
Impossible to determine.

1 Currently there is no LogEvent or SIP header that carry this information. It is feasible that it can be
added in the future.
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2.2.5 Diverted Call

2.2.5.1 Definition

A call that was rerouted due to the nominal destination’s unavailability or inability to
accept.

2.2.5.2 Determination Using LogEvents

e For the nominal PSAP, diversion notifications are currently
e For the diverted-to PSAP, the logging of a CaIIS|gnaI|ngM sags

redirected.

2.2.5.3 Determination Using SIP Messages
e For the nominal PSAP, the reception of eit
specifies that call has been redirected.

e For the diverted-to PSAP, the recepti
header specifies call has been redir

of a

2.2.6 Abandoned Call
2.2.6.1Definition

A call placed to 9-1-1 inw
the Public Safety Answeri

2.2.6.2Determination

SIP Messages
L message and/or reception of a SIP NOTIFY message with

A call routed to a PSAP that should not have received it due to a provisioning error (for
example in the ECRF [Emergency Call Routing Function], in the PRF [Policy Routing
Function], or the LIS [Location Information Server]) or other misconfigurations.
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2.2.7.2Determination Using LogEvents

The logging of a DiscrepancyReport LogEvent where
<DiscrepancyReportFunctionValuesCode> contains DiscrepancyReportRequest and the
Discrepancy Report specifies the call has been misrouted.

2.2.7.3 Determination Using SIP Messages
Impossible to determine.

2.3 Call-Related Metrics
For a PSAP, call-related metrics are measured when the req

2.3.1.1Definition
The difference in time between a call’'s 4

ress an ESInet dhd the time the call is

The difference in time bet
LogEvent by the egress F

2.3.2.2 Deterfhination Using LogEvents

The difference in time between the StartCall LogEvent by the ingress FE of one network
and the StartCall LogEvent by the ingress FE of the next downstream network.

07/02/2018 Page 12 of 37

THE 911 ASSOCIATION

© Copyright 2018 National Emergency Number Association, Inc.



114

115
116
117

118

119

120
121
122
123

124

125
126
127

128

129
130
131

132

133

134
135
136
137

138

139
140

NENA NG9-1-1 Call Processing Metrics Standard
NENA-STA-019.1.2018, July 2, 2018

2.3.2.3 Determination Using SIP Messages

The difference in time between the reception of the INVITE or MESSAGE request by the
ingress FE and the reception of the INVITE or MESSAGE transaction for the same call by
the ingress FE of the next downstream network.

2.3.3 Session Duration

2.3.3.1Definition

The difference in time between the start of a session (INVITE)
session (BYE or final response error code) for a unique SIP
measured at the Call Handling FE and, for an NGCS, this
BCF.

2.3.3.2Determination Using LogEvents

The difference in time between StartSession i for a particular
session with the same SIP Callld. For a PS

e final session message (BYE or
Call ID. For a PSAP, this is measured

Using LogEvents

in time between the StartSession LogEvent and the CallSignalingMessage
tains the non-100 provisional response.

The differen
LogEvent that
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2.3.4.3 Determination Using SIP Messages

The difference in time between the INVITE and a non-100 provisional response message
associated with the same session.

2.3.5 Session Disconnect Delay (SDD)

2.3.5.1 Definition

The difference in time between a request to terminate a session ahd
per RFC 6076 [2].

2.3.5.2Determination Using LogEvents

The difference in time between the EndSession LogEv.
LogEvent that contains the response.

and [ ingMessage

2.3.5.3 Determination Using SIP Messag

The difference in time between the BYE m response to that BYE.
2.3.6 Call Answered Delay

2.3.6.1Definition
The difference in time from a ' st to the Call being established. This

established for a unique SIP Call ID. This would include early media if any early media is
exchanged.
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168 2.3.7.2Determination Using LogEvents

169 The difference in time between StartSession LogEvent and the SessionStateChange
170  LogEvent containing callAnswered for the same SIP Call ID.

171  2.3.7.3Determination Using SIP Messages

172  The difference in time between the INVITE and its 200 OK response for
173 1ID.

me SIP Call

174 2.3.8 Call Failed Delay

175 2.3.8.1Definition

176  The difference in time from the Call establishment req
177  message.

178  2.3.8.2Determination Using LogEvents

179 The difference in time between StartCall Lo
180 that contains the error.

181  2.3.8.3Determination Using SIP

182  The difference in time between t
183  sent, or timeout for the request’P
184  within this definition as it wj

quest and the error response
ndoned call due to CANCEL falls
erminated response.

185 2.3.9 Session Failed

186

187
188

189

190
191

192  2.3.9.3Det@rmination Using SIP Messages

193  The differencefgrtime between the INVITE or MESSAGE request and the error response
194  sent, or timeodt for the request for the same SIP Call ID. Please note that an abandoned
195 call due to CANCEL falls within this definition as it will fail with a 587 Request Terminated
196  response.
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2.3.10 Call Alerting Delay

2.3.10.1 Definition

The delay between when the Call enters the alerting state (such as ringing or other
notification) on an end-point device and the Call being answered.

2.3.10.2 Determination Using LogEvents

The difference in time between a CallStateChange LogEvent contajifiig
CallStateChange LogEvent containing callAnswered.

2.3.10.3 Determination Using SIP Messages

Because an implementation can answer a session in or
therefore impossible to determine when a Call is ans
messages.

2.3.11 Session Alerting Delay

2.3.11.1 Definition

The delay between when the Session
notification) on an end-point devi
ID.

the ing state (such as ringing or other
[ ing answered for a unique SIP Call

Ringing, 182 Queued or 183 SessionProgress
prcular session.

The differencyig,time between the time a Call is being answered and the time the same
Call is offered #0 another party. This metric is only applicable to FEs which implement the
Bridging Function.

2.3.12.2 Determination Using LogEvents

The difference in time between the CallStateChange LogEvent containing callAnswered and
the StartCall LogEvent for the call to the third party.
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2.3.12.3 Determination Using SIP Messages

The difference in time between the 200 OK response sent to the calling party and the
INVITE message sent to the third party to join the session.

2.3.13 Location Dereference Query Response Delay

2.3.13.1 Definition

The difference in time between when a location dereference que
response is received.

2.3.13.2 Determination Using LogEvents
The difference in time between the LocationQuery and

2.3.13.3 Determination Using SIP Messages
The difference in time between a SIP SUBSCRI its fi TIFY response.

2.3.13.4 Determination using i3 H
The difference in time between a HEL er-text tranSfer protocol] Enabled

2.3.14.1 Definition

2.3.14.2 Detemmi

The difference tionResponse LogEvent and the next
LocationRespon

2.3.14

The dif en one SIP NOTIFY and the next SIP NOTIFY message for the
same sub

2.3.15 LoSK Dereference Query/Response Delay

2.3.15.1 Definition

Time between when a LoST (Location to Service Translation) query is generated and the
response is received.
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2.3.15.2 Determination Using LogEvents

The difference in time between the LoSTQuery LogEvent and its applicable LoSTResponse
LogEvent

2.3.15.3 Determination Using LoST Messages

The difference in time between the LoST query message and its applica T response
message.

2.3.16 Hold Time

2.3.16.1 Definition

2.3.16.2 Determination Using LogEvents

The difference in time between the holdCall Ca nd the subsequent
CallStateChange LogEvent.

2.3.16.3 Determination Using SIP Me

2.3.17 Park Time

2.3.17.1 Definition
The time betwee

2.3.18 Call Queued Delay

2.3.18.1 Definition

The time between when a Call is placed in a queue waiting to be offered to an agent and
when that Call changes state.
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2.3.18.2 Determination Using LogEvents

The difference in time between the CallQueued CallStateChange LogEvent and the
subsequent CallStateChange LogEvent.

2.3.18.3 Determination Using SIP Messages

Due to the different possibilities as to how the queue functionality can hgsaplemented,
determining Call Queued Delay using SIP messages is left undefined

2.3.19 Announcement Duration

2.3.19.1 Definition
The time between the beginning and the end of an an

2.3.19.2 Determination Using LogEvents

The difference in time between the StartAnnou
EndAnnouncement LogEvent.

e

2.3.19.3 Determination Using SIP Me

2.3.20.1 Definition

The time between the be
(urn:nena:uid:call

2.3.21 Call Media Quality Metrics
Reports on several quality metrics of the media for a Call.

2.3.21.1 Definition

Contains the media quality statistics reported in the EndMedia LogEvent. It includes,
among other items, the jitter, delay, and packet loss statistics for the Call.
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315  2.3.21.2 Determination Using LogEvents
316  Statistics reported in the MediaQualityStats element of the EndMedia LogEvent.

317 2.3.21.3 Determination Using SIP Messages

318  Statistics in sender and receiver reports that come with a Real Time Control Protocol
319 (RTCP) BYE message (as defined in RFC 3550[4], Section 6) at the end edia
320 exchange.

321 2.3.22 Route Determination Time

322 2.3.22.1 Definition

323 The time between when the Call entered the ESRP and i ined for
324 that Call.

325 2.3.22.2 Determination Using LogEven

326 The difference in time between the StartCall
327  LogEvent.

gEvent‘and the Route

328 2.3.22.3 Determination Using

329 The difference in time between
330 INVITE is transmitted to the n

331
332

333

334
335

336

337
338

339

340
341

The differencefgrtime between the INVITE message of a MSRP session requested by the
caller and the first automated MSRP SEND from the PSAP.
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2.3.24 MSRP Response Message Delay

2.3.24.1 Definition

The time between the reception of a MSRP message from the caller and the response
message from the agent.

2.3.24.2 Determination Using LogEvents

Not applicable. MSRP messages are not logged explicitly (they are @B dia by
the Logging Service).

2.3.24.3 Determination Using SIP/MSRP Messa

call, MSRP Response Message Delay is the diff in ti essages (4) and
(6), (8) and (12) and (16) and (18).

Caller Agent

I I
I I
[(1) (SIP) INVITE
I
[(2) (SIP) 200 OK
|<
[(3) (SIP) ACK
I

[(11) (MSRP) 200 OK |

[< I

[ (12) (MSRP) SEND |
I< I
[(13) (MSRP) 200 OK |

I >|
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407

408

409
410

411

412

413
414

415

416
417

418

419

420
421
422
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|(14) (MSRP) SEND |

|< I

|(15) (MSRP) 200 OK |

I >|

| (16) (MSRP) SEND |

[(17) (MSRP) 200 OK |
[< I

| (18) (MSRP) SEND |
I< I

[(19) (MSRP) 200 OK |
I >|
|(20) (MSRP) SEND |
I >|
[(21) (MSRP) 200 OK |
|< I
|(22) (SIP) BYE |
|< |
[(23) (SIP) 200 OK |
I >|
I |

I |
2.4 Agent Related Metric

In this section determinati pe to diff ce in time between AgentStateChange
etric

LogEvents.

dR agent enters a primary agent state (Available or Not Available)
aRsilipr's to another primary agent state.

between entering a PrimaryAgentStateValuesCode and the time
gXt PrimaryAgentStateValuesCode value.

2.4.2.1 Definition

Measured as the time an agent enters a secondary agent state (e.g., LoggedOut, Break,
Waiting, Active, Hold, Reserved) until the time the agent transitions to another secondary
agent state.
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2.4.2.2 Determination Using LogEvents

Difference in elapsed time between entering a SecondaryAgentState and the time of
transition to the next SecondaryAgentState value.

3 New LogEvents Values

This document creates five new LogEvents entries in the LogEvent Registry.

StartAnnouncement and EndAnnouncement: used by an element #6
the end of the playing of an (multimedia) announcement to th

StartSession/EndSession: Each element th the beginning and end of
its processing of a SIP Session with StagfSess n events. This allows
differentiation between the start and rsus the start and end of a session
that establishes a Call. For StartSegsi

where “incoming” means i eived ghd “outgoing” means a session placed by
the element.

SessionStateChange: Use

Whenever a standard has a list of items, especially where the list is used in an XML data
structure, and the list is expected to change over time, the list should be maintained in a
“Registry”. A registry is, at heart, just a table of data, with rows and columns. The Registry
is established by a standard, which defines the columns and what they are used for. Each
entry in the registry is a row, and has values for the columns specified. The standard that
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creates the registry usually defines the initial values (row and column content). It also
specifies how a new value is added: we call that a "Management Policy”.

Registries can be hierarchical (Registry contains sub-registries, nested as needed) if you
have a group of registries that are related.

Registries are maintained by the NENA Registry System (NRS), which g according to

intent of storing the registries at stable URLs, |n XML form, 4
standards that use registries can automatically include c
implementations. NRS will only modify registries accor, anagelfent policy
specified for that registry.
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4.1 New Values for LogEvent

Add StartAnnouncement and EndAnnouncement to the LogEvent registry,
source as <this document>:

Value Purpose Reference Date

Used by an
element to log the
beginning of the
playing of a
(multimedia)
StartAnnouncement announcement to | <Thi M
the caller, such as | dogum

an automatic
answer greeting g
an interactive
media respogée

announce

<This

document> MM/DD/YYYY

EndAnnouncemehnt

anpnouncement.

4.2 LogRve oun€ementTypes

4.2.1 LogEvent Request

NRS is requested to create a new registry, LogEvent AnnouncementTypes. Announcement
types used witfin the StartAnnouncement and EndAnnouncement LogEvents in the
<AnnouncementType> field are listed in the “LogEvent AnnouncementTypes” Registry.

4.2.2 Registry Title/Name
The name of this registry is the “LogEventAnnouncementTypes”.
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4.2.3 Parent Registry
None.

4.2.4 Information Required to Create a New Value

A new entry to “LogEventAnnouncementTypes” requires a nhame and a definition of the
announcement type, and must be suitably explicit to differentiate the existing

types.

4.2.5 Management Policy

Addition of a new entry requires “Expert Review”. The expe new
type is differentiated from existing types. Too many type in 8 gong
implementers as to which type is to be used. Too few he actual

type. The expert shall attempt to balance these forces

4.2.6 Content
Each entry in this registry contains:

e The UTF-8 “name” of the entry
e A short description of the entry

4.2.7 Initial Values

Name Description

B Ian &hnouncement played automatically
J after is answered by an agent. Typically
AutoAnswerGreeti recqrded with the agent’s voice, this type of recorded
gregting is used to standardize the answering of calls.

Icates an announcement indicating no agents are
currently available to take the call and the call will be
answered by the next available agent.

NoAgentsAvail

Indicates an announcement played to all calls
regardless of the availability of agents to take the
call.

5.1 Schema Request
Add two new entries in the < EventValuesCodeSimpleType>:
e StartAnnouncement
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e EndAnnouncement

5.2 Schema Name
The name of this Schema is StartAnnouncement.

5.2.1 Schema Purpose

Used by an element to log the beginning of the playing of an (multi
to the caller, such as an automatic answer greeting or an interacti

announcement. When LogEventType is StartAnnouncement, then thi
provided.
5.2.2 Parent Element
LogEvent
5.2.3 Child Elements y |
ELEMENT
DESCRIPTION | QCCURS | DATA TYPE DATA DESCRIPTION
Must be ORe of the entries found in
AnnouncementType 1 he LogEvent AnnouncementTypes
jstry
AnnouncementTag 0 N ional locally defined description of
announcement

5.2.4 WSDL Needed
No

5.2.5 XML E#fc k

el. 2 sp1 (http://www.altova.com)-->

270" xmlns:nena-sdt="urn:nena:xml:ns:SharedDataTypes:2.0"
PO8/namespace” xmins:nena-Igt="urn:nena:xml:ns:LoggingDataTypes:2.0"
MLSchema-instance" xmins:n1="http://www.altova.com/samplexml/other-namespace"

ogEventTimestamp>2001-12-17T09:30:47Z</nena-Igt: LogEventTimestamp>

<nena-lgt:A@erfcyld>psap.com</nena-Igt:Agencyld>

<nena-Igt:ElementId>CallHandlingFe.psap.com</nena-Igt:ElementId>
<nena-lgt:AgencyAgentId>Jane.Doe@psap.com</nena-Igt:AgencyAgentId>
<nena-lgt:AgencyPositionId>String</nena-lgt:AgencyPositionId >
<nena-lgt:CallldURN>http://www.altova.com/</nena-lgt: CallldURN>
<nena-lgt:IncidentldURN> http://www.altova.com/</nena-Igt:IncidentldURN>
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<nena-lgt:SIPCallld>String</nena-Igt: SIPCallld>
<nena-cd:EventValuesCode>StartAnnouncement</nena-cd:EventValuesCode>
<nena-lgt:StartAnnouncement>
<nena-lgt:AnnouncementType> AutoAnswerGreeting </nena-Igt: AnnouncementType >
<nena-lgt:AnnouncementTag>JaneDoeAutoAnswerGreeting.wav</nena-lgt: AnnouncementTag >
</nena-lgt:StartAnnouncement >

</nena-lex:LogEventMessageRequest>

5.2.6 Additional Notes
e None

5.3 Schema Name
The name of this Schema is EndAnnouncement.

5.3.1 Schema Purpose
Used by an element to log the end of the pl

provided.

5.3.2 Parent Element
LogEvent

5.3.3 Child Elements

\

ELEMENT
DESCRIPTION OCCURS | DATATYPE DATA DESCRIPTION
Must be one of the entries found in
AN the LogEvent AnnouncementTypes
registry
AN Optional locally defined description of
announcement

5.3.5 XML Example(s)

<?xml version="1.0" encoding="UTF-8"?>
<!--Sample XML file generated by XMLSpy v2014 rel. 2 sp1 (http://www.altova.com)-->

<nena-lex:LogEventMessageRequest xmins="urn:ietf:params:xml:ns:lost1" xmIns:nena-cd="urn:nena:xml:ns:CodeList:2.1" xmlns:nena-
lex="urn:nena:xml:ns:LoggingExchange:2.0" xmIns:nena-sdt="urn:nena:xml:ns:SharedDataTypes:2.0"
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xmins:xml="http://www.w3.0rg/XML/1998/namespace" xmins:nena-Igt="urn:nena:xml:ns:LoggingDataTypes:2.0"
xmins:xsi="http://www.w3.0rg/2001/XMLSchema-instance" xmins:n1="http://www.altova.com/samplexml/other-namespace"
xsi:schemalocation="urn:nena:xml:ns:LoggingExchange:2.1 ..\exchange\2.0\LoggingExchange.xsd">

<nena-lgt:LogEventTimestamp>2001-12-17T09:30:47Z</nena-Igt:LogEventTimestamp>
<nena-lgt:Agencyld>psap.com</nena-Igt:Agencyld>
<nena-Igt:ElementId>CallHandlingFe.psap.com</nena-Igt:ElementId>
<nena-lgt:AgencyAgentld>Jane.Doe@psap.com</nena-Igt:AgencyAgentld>
<nena-lgt:AgencyPositionId>String</nena-lgt:AgencyPositionId >

<nena-lgt:CallldURN>http://www.altova.com/</nena-Igt: CallldURN>

<nena-lgt:IncidentldURN>http://www.altova.com/</nena-lgt:IncidentldURN >
<nena-Igt:SIPCallld>String</nena-Igt: SIPCallld>
<nena-cd:EventValuesCode>EndAnnouncement</nena-cd:EventValuesC

<nena-lgt:EndAnnouncement>

</nena-lgt:StartAnnouncement >

</nena-lex:LogEventMessageRequest>

5.3.6 Additional Notes
e None

6 Impacts, Conside ns, Terms, and Definitions

for a NG9-1-1 syg encies’ current systems or current policies to see
if they confor ge how statistics are collected and reported.
Reporting syste O-1-1 may require operations personnel to identify differences
between their curre Ent systems and the metrics contained in this standard.
6.2 Ted

System de pfeasurements may change based on the adoption of the metrics

events and alg therefore applicable to NG9-1-1 deployments only.

6.3 Security Impacts Summary
There are no known security impacts from implementing this standard.

6.4 Recommendation for Additional Development Work
Metrics for incident processing and agent state transitions will need to be developed.
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6.5 Anticipated Timeline

This document provides specifications for systems that need to generate statistics. This
document is not implementable on its own but is expected to be used immediately upon
publication and on an ongoing basis for NG9-1-1.

6.6 Cost Factors

Some costs to the vendors for implementing the metrics in this docugfent are
While implementations typically carry a cost, specific costs cannot d@gdetermineg

pected.

6.7 Cost Recovery Considerations
Not applicable.

6.8 Additional Impacts (non-cost related)
Having standardized statistics will improve the abjjity to

Definition / Description

n emergency Call in which the caller disconnects
before the Call can be answered by the Public Safety
Answering Point (PSAP).

A Call (excluding non-human-initiated Calls) that has
been answered by an Agent and two-way
communication has been established, irrespective of
whether the Call was auto-answered for the Agent
or if an auto-greeting message was played. For a
non-human-initiated Call, that Call may be accepted
by an automaton.

Answered Call

07/02/2018 Page 30 of 37

THE @ ASSOCIATION

© Copyright 2018 National Emergency Number Association, Inc.


https://www.nena.org/?page=Glossary
https://www.nena.org/?page=Glossary

NENA NG9-1-1 Call Processing Metrics Standard
NENA-STA-019.1.2018, July 2, 2018

ViEl) ©r Abb_rewatlon Definition / Description
(Expansion)

A Call presented to a FE (such as a Call Handling FE)
regardless of whether successful completion status

was achieved.

Attempted Call

Provides a secure entry into the ESIg

BCF (Border Control
Function)

media used
rm may appear in

ia, such as “voice Call”,
-only Call” when the
portance. The term “non-

rs to an emergency Call

call

A Call that #vas rerouted due to the nominal
destinagion’s unavailability or inability to accept. Calls
diverted for conditions that are scheduled
(e.g., maintenance, hours the PSAP is not staffed,
c.), or for events that cannot be scheduled (e.g.,
equipment or network failure, disasters, etc.)

Diverte
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Term or Abbreviation

(Expansion) Definition / Description

A functional element in an NGCS which is a LoST
protocol server where location information (either
civic

address or geo-coordinates) and a Service

ECRF (Emergency Call | appropriate PSAP for the caller,

Routing a responder agency.
Function) - External ECRF: An
An ESI
communications, and which can
ic safety agencies. It provides
cture upon which
cation platforms and core services

cluding, but not restricted to,
ESInet (Emergency sary for providing NG9-1-1 services.
Services IP Network, e constructed from a mix of dedicated

tional levels to form an IP-based internetwork
etwork of networks). The term ESInet designates
he network, not the services that ride on the
network. See NG9-1-1 Core Services.
An i3 functional element which is a SIP proxy server
that selects the next-hop routing within the ESInet,
based on location and policy. There is an ESRP on
the edge of the ESInet. There is usually an ESRP at
the entrance to an NG9-1-1 PSAP. There may be one
or more intermediate ESRPs between them.
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ViEl) ©r Abb_rewatlon Definition / Description
(Expansion)

An abstract building block that consists of a set of
interfaces and operations on those interfaces to

FE (Functional Element) | accomplish a task. Mapping between functional
elements and physical implementations_may be

HELD (HTTP Enabled

Location

Deljvery)

IETF (Internet Engineering,

Task Force) protocols.

| ocation-to-Service A protocol that takes

Translation (LoST)

Protocol

LIS (Location Infor either

Server) receives a unique identifier that
represaghts the endpoint, for example an IP address,
Media Access Control (MAC) address, and returns

e location (value or reference) associated with that

identifier. The LIS is also the entity that provides the
dereferencing service, exchanging a location
reference for a location value.
An XML document structure defined in NENA STA-

/ 010 that is used to convey Call processing and

ogEven . . . . .
Incident processing event information to the Logging
Service.
A Call routed to a PSAP that should not have
. received it due to a provisioning error (for example

Misrouted Call in the ECREF, in the PRF, or the LIS) or other

misconfigurations.
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Term or Abbreviation

(Expansion) Definition / Description

The sequence of steps performed by operations
NG9-1-1 Call Processing | personnel and NG9-1-1 systems in the handling of a
NG9-1-1 Call.

The base set of services needed to procgss.a 9-1-1

NGCS (Next Generation BCF, Bridge, Policy Store, Logging48g
9-1-1 (NG9-1-1) Core typical IP services, such as DN$ anc
Services) NG9-1-1 Core Services inclug€s

Services IP Network.
Prematurely Disconnected | An Answered Call th
Call have finished thej

Public Safety Answering
Point (PSAP)

Session Initiation Protocol/
(SIP)

Isand other businesses to access those
electronically. WSDL is the cornerstone of
versal Description, Discovery, and Integration
(UDDI) initiative spearheaded by Microsoft, IBM, and

RIBA. UDDI is an XML-based registry for
businesses worldwide, which enables businesses to
list themselves and their services on the Internet.
WSDL is the language used to do this. WSDL is
derived from Microsoft’s Simple Object Access
Protocol (SOAP) and IBM’s Network Accessible
Service Specification Language (NASSL). WSDL
replaces both NASSL and SOAP as the means of
expressing business services in the UDDI registry.
An XML-based interface definition language that is
used for describing the functionality offered by a
web service.

616
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617 7 Recommended Reading and References

618 1. NENA Detailed Functional and Interface Standards for the NENA i3 Solution,

619 National Emergency Number Association, NENA-STA-010 (originally 08-003).
620 2. Basic Telephony SIP End-to-End Performance Metrics, Internet Engineering Task
621 Force, RFC 6076.

622 3. NENA Detailed Functional and Interface Standards for the NENA

623 National Emergency Number Association, NENA-STA-010 (orj

624 Section 5.13.3.2, LogEvent Event Types.

625 4. RTP: A Transport Protocol for Real-Time Applications, I
626 Force, RFC 3550.

627 5. NFPA 1221 Standard for the Installation, Mainten
628 Services Communications Systems, NFPA 122
629 6. NENA Master Glossary of 9 1 1 Terminology,
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