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NOTICE

This Operational Standard is published by the National Emergency Number Association (NENg@s, as
an information source for the voluntary use of communication centers and is provided as an % le
only. It is not intended to be a complete operational directive. %

NENA reserves the right to revise this for any reason including, but not limited to, confofirity with
criteria or standards promulgated by various regulatory agencies, utilization of ad@cg in the state
of operational techniques or services described herein.

It is possible that certain federal, state or local regulations may restrict o dire modification of the

recommendations contained in this document. Therefore, this docum@qt sRould not be the only
source of information used. NENA members are advised to conta(%i egal counsel to ensure

compatibility with local requirements. P

By using this document, the user agrees that NENA will ‘%;iability for any consequential,
incidental, special, or punitive damages arising from u document.

NENA’s Committees have developed this document, R&compriendations for change to this document may be
submitted to: %

National Emergency Number Associatio

1700 Diagonal Rd, Suite 500 UQ

Alexandria, VA 22314

202.466.4911

or commleadership@nena.orgQYV
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1 Executive Overview

This document has been developed to serve as a recommended standard for the adoption of
standardized call-processing protocols for use by emergency communications processing centers.

To provide uniformity and consistency in the handling of 9-1-1, other emergency calls, the follgWng
emergency call processing standards are recommended:

e Standardized call processing Protocols for all emergency call types %

e Standardized Prioritization of calls i\/

e Standardized pre-planned Responses based on the level of prioritization o ah@»,
The research, development, and implementation of call-processing protocols rsed by NENA
as the most effective way to ensure the highest standard of care for both the eghefgency responders
as well as the public. &»

2 Introduction ,
enters with a framework from which

rotocol requirements and
disaster/major event scenarios.

2.1 Purpose and Scope

This standard provides emergency communication pro
agencies can define appropriate emergency commu
recommendations for day-to-day operations and

2.2  Reason to Implement
NENA recognizes the value of a standard

structured approach to call taking in 9-1-1 and

-day, routine operations. Large-scale incidents,
including natural and man-made di ill have a substantial impact on 9-1-1 center operations
and emergency call handling. In o 0 manage these events successfully, centers must have both
routine call taking protocols a@ edures, as well as contingency call taking protocols and
procedures for such large ents. Further, recognizing that quality assurance and quality
improvement processes4[e a required component of PSAP and emergency communication center
operations, NENA orts’the use of call taking protocols defined in this standard as a
foundational ele r'measuring emergency communication processing center performance, and
developing t@ ntinuing education and continuous feedback to the Telecommunicator.

2.3 Bepgfit

Theb 'é;&‘ using an agency-adopted standardized approach (e.g., protocols) to call taking in
eme communication processing centers are far reaching. Protocols ensure that each incident
resgNed by the PSAP or ECC is:

Processed according to approved standards of care;

Prioritized at an appropriate response germane to the urgency of the call for service;
Suitable for random review and auditing processes;

Handled in a manner consistent with the objective to preserve and protect the lives of the
responders and those at the scene.

Page 5 of 12
|[ one Mation One Number




NENA Emergency Call Processing Protocol

Standard/Model Recommendation
NENA 56-006
June 7, 2008

e Supports preplanning for scalable incidents that require additional resources

Protocol Benefit

Service Delivery / Response Impact

Processed according to approved standards
of care

e Supports consistent service delivery;
e Collects event based information in
order of importance / relevance based
on initial classification of the event; Q
otherwise disordered process; a(:\»
e Provides consistent results

e Induces order / structure to
ients;i
task direction to call taker; ({ﬂ% .

e Facilitates agency a
mandated guidance to.callfaker staff
Prioritized at an appropriate response | e Supports effectiv O?‘M resources

germane to the urgency of the call for
service

assigned to mo
less urgent one

events prlor to

e Enables n support tool for
events imilar  urgency or
e.g., priority level);
o differentiation ~ between
_ “persdns and property events
Suitable for random review and auditing ‘b;gamzed interaction assures

processes

S

essential elements of the event are
captured first, followed by less
important ones;

e Repeatable model facilitates quality
assurance review;

Handled in a manner co e wwith the
objective to preserve an ecrthe lives of
the responders and th a scene.

™

e Allows supervisors / training staff to
focus on specific component elements
of the call taker’s interaction with the
caller;

e Facilitates consistent delivery of call
elements to responders;

Supports \@rﬁng for scaleable incidents
that re itional resources

@k

e Recognizes the benefit of a unified
response program;

e Applies in-place local and regional
mutual aid expectations /
requirements;
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2.4 Technical Impacts Summary

The Technical Impacts of using a standardized, structured approach to call taking in 9-1-1 and
emergency communication centers may vary. For example, if an emergency communication
processing center opts to utilize a hard copy version of a Protocol system, the technical implications
are minimal. If, however, an emergency communication processing center opts to implement
software versions of a Protocol System, then pre-existing computer and network systems ma@
affected.

Centers opting to implement software versions of a protocol system must ensure that existi
systems are assessed for compatibility, so that any additional interfaces or network m ifications are
considered prior to software integration

2.5 Operational Impacts Summary @’

The Operational Impacts of using a standardized, structured approach %&ﬁking in9-1-1 and
emergency communication centers includes an evaluation of existing(jdQ pesition descriptions,
existing performance evaluation instruments, the ability of existin ems and processes to capture
individual operator-level compliance with established call takinganti Fesponse protocols, and other
equally important operational issues. r%

Agencies must develop and employ a pre-determine e plan for assigning specific responder
types, resources, and response modes (hot or cold)4 ba n the prioritization levels determined by
the agency’s call-taking protocols. Developmen%ch a plan will involve input, oversight, and
approval from all department heads of affecte%ﬁ safety agencies. Agencies will need to
evaluate the impact of any change in resp S on costs, response times, status of available
resources, and service-level provided. @

2.6 Document Terminology
The terms "shall”, "must" and%ﬂ ed" are used throughout this document to indicate required

parameters and to differe those parameters that are recommendations. Recommendations
are identified by the w irable" or "preferably”.
2.7 Reason for

NENA reser E ht to modify this document. Whenever it is reissued, the reason(s) will be
provided i in ragraph.

\N&Dnent Number Approval Date Reason For Changes
\ NENA 56-006 06/07/2008 Initial Document
NENA 56-006.1 05/25/2015 Update web page links
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2.8 Cost Factors

There are costs associated with the implementation of a protocol system. Typical costs associa%o
a protocol system implementation may include, but are not restricted to, the following:

e Purchase of a commercial protocol system; (\/%
e Development of agency specific protocol system; \,
e Initial Telecommunicator training on the use of the protocol system; (\9 )
e Quality Assurance processes and the personnel required to perfora thisTunction;
e On-going Telecommunicator training; % %

e Recertification of Telecommunicators; and \

e Integration and interfacing with current computer%g
e Consultation with responder agencies; ,@)
e Public Education; &

e Recurring costs (software licensing, m nance agreements).

2.9 Cost Recovery Consideratio(n@a
Not Applicable. \

2.10 Acronyms/Abbrevi@
Some of the acronyms/a‘b% tions used in this document may not have been included in the
tnitial approval of this document, they will be included. Link to the master

master glossary. Af%
glossary is Iocateﬂ th://www.nena.org

¢
ork systems (if applicable)

~\\ ¥ The following Terms/Acronyms are used in this document:

EMS [\ Y Emergency Medical Service
NENA, \Q\\ National Emergency Number Association
NINS, ) National Incident Management System

) Public Safety Answering Point
EMdrgency A set of call takers operating under common management which receives
Communications emergency calls for service and asynchronous event notifications and
Center (ECC)_ processes those calls and events according to a specified operational policy.
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The following Terms/Acronyms are used in this document:

National Emergency | Homeland Security Presidential Directive-5, issued on 28 February 2003,
Management System | directed the Secretary of Homeland Security to develop and administer a
(NIMS) National Incident Management System (NIMS). NIMS provides a consistent
nationwide template to enable all government, private-sector, and
nongovernmental organizations to work together during domesticiWnts.

N
v
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3 Operational Description

All agencies designated as a Public Safety Answering Point (PSAP) or operating as an Emergency
Communication Centers (ECC) for any or all of the core public safety services — law enforcement,
fire, & emergency medical services (EMS) shall, at a minimum, establish and maintain the following

operational standards governing the use of call taking protocols:

3.1

S

Implementation

Approved call taking protocols shall be adopted for all types of public safety er%
provided (e.g., Law Enforcement, Fire, EMS, Port Authority);

Each agency shall obtain approval of call taking protocols from the a ternal
agencies, including but not limited to local Public Safety/Emergency es Authorities
(e.g., Law Enforcement, Fire, EMS, Port Authority); v

Each agency shall adopt or develop approved training, certiftcatign and recertification
processes for the appropriate call taking protocol(s) with mi DIpum requirements defined for
each process;

Each agency shall establish a condition of empl t that Telecommunicators maintain
their certifications and properly use the correct call taking protocols (e.g., Law
Enforcement, Fire, EMS, Port Authority)ﬂﬁ ry emergency call from the public;

t

Call taking protocols shall be approve
organizations;

Call taking protocols shall b;@@d through evidence-based research and outcome
b

emergency call center’s regulatory

studies, and, where practica ternally validated by an outside standard setting
organization;

The recertification % all include minimum continuing education requirements and
performance app %l h a formal assessment of knowledge and skills after a pre-defined
period of time (1.8\gvery 2 years);

9-1-1and éncy communication centers shall have written policies and procedures
governi er use of, and compliance to, call taking protocols;

C I\ba\k protocols shall contain questions and a decision support process to facilitate
call categorization and prioritization;

ail taking protocols shall provide a specific, reproducible set of agency-approved codes for
classifying calls and assigning a response, with tiered response levels and response types
associated with each code;

Call taking protocols shall contain pre-arrival instructions for callers that are designed to
provide specific, safe, and appropriate actions for the layperson caller in order to promote the
safety, welfare, and successful outcome of the call for help;
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Each agency shall establish minimum protocol compliance standards including each area of
the protocol used (e.g. address verification, chief complaint or incident type identification,
caller interrogation questions, pre-arrival instructions, call classification and coding, and
overall case compliance);

Each agency shall establish contingency/alternate (pre-arrival) instructions for Iarge-sc%

incidents and disasters;
Each agency shall establish written policies and procedures for how and when togt @
contingency/alternate caller instructions and contingency response matrices. , \)

Each agency, in collaboration with direction from local public safety authQmies,”and in
accordance with National Incident Management System (NIMS) shall.deVetsp a contingency
response matrix for situations where responder resources are deplete er receiving

facilities such as hospitals, jails and psychiatric facilities are at orWe capacity

3.2 Ongoing Maintenance / Review %

&\

4

: . - l .
Each agency shall establish a continuous quality imp %ﬂt process for evaluating
protocol compliance;

Each agency shall measure protocol compliance diting a random sampling of cases
from each Telecommunicator, sufficient ingizexo tepresent or closely approximate a
representative sample of all cases handledzgche center (e.g., Law Enforcement, Fire, EMS,
Port Authority) used;

Each agency shall establish a pr. f reporting compliance scores for individual call
takers and dispatchers, and f ter as a whole;
Once implemented, the ag all mandate that Telecommunicators use the adopted call

taking protocols (e.g.@ orcement, Fire, EMS, Port Authority ) for every emergency

call from the publi %
Each agency shalNgsiablish a process of regularly reviewing calls for compliance to protocol,
and providi edback on an equally regular basis, to individual Telecommunicators.

Each a all establish a continuing education program based on results of case audits,
cent rmance reports, and any other topic relevant to the ongoing professional
@p ent of the telecommunicator staff.

eferences
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Page 11 of 12
o-1-1 e



NENA Emergency Call Processing Protocol
Standard/Model Recommendation

NENA 56-006

June 7, 2008

ASTM F1560-00, Re-Approved 2006; Standard Practice for Emergency Medical Dispatch
Management

National Fire Protection Association (NFPA) 1201: Standards for Providing Emergency Services to
the Public: with specific emphasis on Section 7.6 Emergency Service Protocols
http://www.nfpa.org/aboutthecodes/AboutTheCodes.asp?DocNum=1201&cookie%5Ftest=1

9-1-1 Magazine, April 2007; Emergency Medical Dispatch. The Protocol Evolution. By @
Patterson, Academics and Standards Associate, National Academies of Emergency DISp

9-1-1 Magazine, April 2007; Protocol Systems. Call Handling Protocols, Where DOWe’Go From
Here? By Jerry Turk, Director of Technical Development, PowerPhone. %(\/
NAEMSP on EMD: ’

http://www.naemsp.orq/Documents/Position%ZOPapers/POSITION%)@I%quncv%ZOMedical%ZO
Dispatch-PEC.pdf Y

’
NAEMSP Guidelines for Air Medical Dispatch: ; E\
http://www.naemsp.org/Documents/Position%20Papers/ F N%20GuidelinesforAirMedicalDis

patch.pdf é
Physician Medical Direction of Emergency Med%er ices Dispatch Programs:

http://www.acep.org/Clinical---Practice-Man eM/Physician-Medical-Direction-of-Emergency-
Medical-Services-Dispatch-Programs/ ;
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