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Silent or Hang-Up 9-1-1 Calls for Service

This Operations-Focused Study is published by the National Emergency Number Association
(NENA) as a guide and fact-finding tool to 9-1-1 agency administrators, communications center
managers and supervisors, and public and private sector designers and manufacturers of public
safety answering point (PSAP) technology solutions used for the purpose of processing e

(E/9-1-1) calls for service. (\/

It is not intended to provide an exhaustive procedural guideline or “how-to” outline. Rathe¥, the
purpose of the study is to offer general guidance and key “consideration points” %en PSAP
managers, administrators, and the full range of public safety users (managers sﬂ'p\/
communications personnel, and first responders).

If the study’s findings and recommendations are approved, NENA wil rw\is study to the
appropriate 9-1-1 Center Operations Committee for the purpose ofg oping a model

LJ
SOrs,

recommendation/procedural standard based on these and other finds s well as conformity with
standards promulgated by various agencies (oversight and advisQr ilization of advances in the

state-of-the-technical-art or to reflect changes in design and ifities of PSAP equipment.
aﬁ%l?

It is possible that certain advances in technology, for e will precede revisions of this
document. Therefore, this Operations Study should n% only source of information by E9-1-1
administrators, communication center managers supervisors in constructing an appropriate
model procedure for their respective agencies., members are encouraged to develop
procedures complimentary to their community lues and expectations, and reflective of the
service and safety standards of their age

By using this issue-focused documeng; er agrees that the National Emergency Number
Association will have no liability fo onsequential, incidental, special, or punitive damage that
may result.

Finally, this document has %pared solely for the voluntary use of E9-1-1 service providers,
E9-1-1 equipment vendgQrs; ufacturers of public safety command and control applications, and
other interested parties;

For more informati dut this document, please contact:
National Em umber Association

P. O. Box/3609

ColumbysXOfo 43236

Tel: -382-3911

FQ 933-0911

Page 3 of 22

T 9- 1-1 T



NENNENA Operational Information Document 56-501
Original - August 23, 2002

Silent or Hang-Up 9-1-1 Calls for Service

An Operations-Focused Study

INTRODUCTION

The telephone is universally recognized as the primary link from the person needing assistance and
the emergency services network and the potentially lifesaving resources available from the full
complement of community emergency services agencies (i.e., police, fire, EMS, poison control).

Before today’s enhanced 9-1-1 service became availablel, a citizen with a public safety need d
call the seven-digit telephone number listed in the community telephone book for emergen

services. Usually, there would be a telephone number for police, another number for fir 7and
still another number for emergency medical, though in some instances fire and emer en??edical
might share the same number. The caller, as commuter, either committed these indivgm& umbers
to memory, would look them up in a phonebook, or dial “O” for the operator to c%@ct them to the

determine what the caller’s needs was, where service was needed, ob 1 back telephone
number and other personal identity information, and collect any avgs etails the caller might
have regarding the event. Nothing fancy, however, the burden of kndOwjng “who” to call was clearly

proper agency.
The receiving dispatcher would enter into a “lengthy” dialogue with the Q%Hey%an attempt to

on the caller. 2»'

In February 1967, President Lyndon Johnson's Commissj w Enforcement and
Administration of Justice issued its landmark report, r ding that police departments have a
single number to call, and that eventually that single should be used nationwide. The report

stated: %
"The Commission recommends: Wher%)r ctical, a single police telephone number should
be established, at least within a olMan area and eventually over the entire United
States, comparable to the telep pany's long-distance information number."

The recommendation was based on@ om the Commission's Task Force on Science and
Technology. Not long thereafter established 9-1-1 as the universal emergency number for

the United States2. Q
Since 1968, when the fir, Ql call was placed in Haleyville, Alabama, the emergency network of
the time consisted largelIQf wireline telephone service (business, residential, payphone). Oh how

things have chang%‘ .
X
QY

S
1 §\E§}ranced 9-1-1 (E/9-1-1) services are generally recognized to include three distinct
Y

el : Automatic Number Identification (ANI), Automatic Location Identification (ALI), and
geogQraphically based Selective Routing (SR) of 9-1-1 calls to public safety answering points
(PSAPSs).

2 Friday, January 12, 1968.
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No one in 1968 could have ever predicted the widespread implementation of “wireless”
communications we enjoy today: Personal cellular service, wireless LAN communications, wireless
personal digital assistants (PDAS), etc. And, no one in 1968 could have envisioned the literal
explosion in business and personal communications that wireless networks have had — and continue
to have - on US society.

Today, we can literally hold personal conversations, conduct business transactions, and, yes, %
summon emergency assistance from almost any location on the planet (in a car, at the bea@
boat, in a tunnel, on a train, in a plane, in the basement, on the roof, in a locked compar

c).

This report focuses on a single but important aspect of E/9-1-1 service and the pletho df
emergency incidents common to public safety communications. Specifically, thj rations-focused
report explores the nature and force of “silent3” or “hang-up#” or “abandoned calls for
service and their impact on emergency services. The report also draws exten from agencies
that voluntarily submitted standard operating procedures, call processi &J@elines, and other
procedural information as part of the committee’s fact-finding underté@&ingy In addition, data was
collected by other means and is incorporated in this report (i.e., Int arches, peer-to-peer

networking). ’

Finally, the report offers guidance to the public safety co 'tz n a range of topics related to
processing silent or hang-up calls for service, includin Q) al, procedural, statistical, and
technology oriented suggestions. ,%

4

9

O

3 For the purpose of thi E a “silent 9-1-1” call is defined as “someone has dialed 9-

1-1, the call has successfu d through the 9-1-1 network and has been answered by a 9-1-1
operator. Aside from thg 9~\-Woperator’s, no voice communication is heard on the initiating
caller’s end of the emeyg call.”

4 For the @e of this report, a “9-1-1 hang-up” call is defined as “someone, either
through malj ntent or accidental occurrence, has dialed 9-1-1, the call has passed through
the emerg twork and has been answered by a 9-1-1 operator. The initiating caller has
hung 0 the 9-1-1 operator answering the call.” This type of call is very similar to an
abantioned”9-1-1 call.

5 For the purpose of this report, an “abandoned 9-1-1” call is defined as “someone has
dialed 9-1-1 and all available operators are busy. The call is placed into queue for answer.
Rather than wait for an available operator, the caller elects to hang-up prior to the 9-1-1 call
being answered by an available 9-1-7 operator.” Generally, an “abandoned” call is more often
associated with call centers that have an automatic call distribution (ACD) call delivery scheme.
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BACKGROUND

The National Emergency Number Association (NENA) operates and manages an email list server to
which its membership can post a range of questions and problems/queries and receive responses
from those registered on the shared list server.6 When a question is posed, all registered list server
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members’ receive an email of the posting. Respondents have one of three options:
1. Post comments directly to the entire list, or (\)%

2. Contact the questioner off-line (via email or telephone contact) and provide a pe
response to the question or problem posed by the initiating list server membe\or,

3. Opt to provide no response at all. Q .
In early July 2002, one such question was posed: Q(\/
#s

Is there a “Best Practices” standard adopted by NENA for hang-up 9-1-% or service?

(emphasis added) (%

Norm Forshee, a leading member and contributor of the list serverg?e S, suggested a working
subcommittee of NENA membership be formed to collect dataxegrptle a report, and make
recommendations to NENA and its membership on a “bestpr g&” standard for hang-up 9-1-1
calls for service. Rather than focus exclusively on wirelige,sent/hang-up calls for service, the range
of inquiry was expanded to also include wireless silep%%hp calls.

WORKING COMMITTEE FORMED
The NENA E/9-1-1 Wireline and Wireless Hapg- ubcommittee was formed on July 9, 2002. The
subcommittee’s charter assignment was postc%he list server as follows:

Pursuant to Norm Forshee's sugges 'sted to this list server, a working group has been
formed to collect data on methods aQd procedures used by PSAPs serving a wide range of
population centers to proces c{c%@ent and service hang-up wireless and wireleine 911 calls
for service. The working t SYM rely heavily on PSAPs willingness to share existing methods
and procedures docum 0 support the team's working charge:

To develop a samp%/v ractices portfolio for processing wireless and wireline hang up 911
calls for service. PS illing to share existing SOP documentation as it relates to providing

guidance to Wmunicators in processing hang-up calls for service are encouraged to send
copies to thefollgwi

their V(WQ\%
N
N

6 The 9-1-1 List email address is 911 TALK@LISTSERV.NENA.ORG

7 As of August 2002, there are approximately 1,200 members registered on NENA’s email
list server service.
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TEAM MEMBERS
The following team members are voluntary working group subcommittee participants:

William C. Weaver, Jr. Team Leader and Report Author

Tom Ling Member

Janet Hamilton Member %
Valorie Taylor Member8 (\)
Norm Forshee Member (Member Emeritus) (\)%
METHODOLOGY ’\I'

The above NENA subcommittee team members held a number of conference cal exchanges
and teleconference meetings. An agreed project timeline was adopted and qugckl into place. A
“project management” approach was implemented with the goal of completi subcommittee’s

work and fulfilling its charter in 6-8 weeks after forming.

Very soon after announcement of the subcommittee’s charter on t list server, team
members began receiving electronic and hard copy sample proceduf&s yrom list server members. In

all, over 25 sample procedures were received. A list of identi iwontributing agencies is attached
at the end of this report.

Subcommittee team members were instrumental in wi municating the subcommittee’s goals
and objectives throughout the public safety comm N% through peer-to-peer networking)
soliciting PSAP involvement in the process, collagcting PSAP procedural and/or policy data, and
reviewing and comparing collected data. Willigh C WVeaver, Jr., Subcommittee Team Leader,
accepted responsibility for authoring the fi Il%t and project managing the team toward
fulfillment of its mission.

Inquiry Matrix Developed &%}
The membership developed a simplge d&¥a collection matrix as part of its information discovery and
collection efforts. The approv; % included a number of essential and “nice-to-have” elements
considered central to contrigBtihg toward the (eventual) development of an informed “Best
Practices” standard. Ho% it was quickly realized that a less structured approach was required,
due to the differences in cy nomenclature, technology capabilities among participating agencies,

call for service prodgdsing standards, management focus, and geographical challenges in collecting
data of this typ

Instead, the tee’s data collection was generally confined to agency procedural standards and
guidance %i d by E/9-1-1 and/or communications center management to their emergency
i ns personnel in support of processing wireline and wireless 9-1-1 calls for service.

comm h’%
O

8 The input provided by the 9-1-1 Public Educators of Texas is also recognized by
subcommittee team members.
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Wireline 9-1-1 Calls for Service

From a review of the data voluntarily submitted by contributing agencies, NENA list server
members, and other resources at the disposal of working subcommittee members, the following
WIRELINE call-processing model appears to be consistent:

Agency Type Primary PSAP

Secondary PSAP or Command and Control %ﬁ{)%
>

Division of Labor In the majority, NO. The sam %tor that
receives the call for serviogalsb dispatches the call

to the responding uniwﬁg | sample of agencies
I

Type of 9-1-1 Service Enhanced 9-1-1

polled segregate cal% functions from radio
dispatching functiong~Clearly, this models the
approximate Oke% and 85% split of the PSAP
lates to large communications
size communications center, and
nications center, respectively.

Percent of Call Total @eline hang-up calls for service account for the
vast majority (90% to 95%) of all hang-up, silent or

@D abandoned calls for service.

Yw Clearly, the absence of data to validate this
Q percentage calls into question the validity of this
Q estimate. Many PSAP managers subsume that the

Q percentage of wireless misdials are greater than the

. estimated 5% to 10%. However, lacking empirical

% . data, we caution the membership in assigning clear
(\) percentile values, other than to say the “majority” of

Q target calls are from wireline devices.

Teokn \Io Employed

%\)‘ Call Receipt ANI/ALL information via CTl intelligent
workstations, ALI spill to CAD system, manual
back-up for local site emergency.
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Resource Assignment CAD system, with manual back-up.
Mapping Few agencies used mapping applications in support
of their command and control respon3|b|I|t|es
Procedure Information Unless there is no indication of trouble (| %f\( :
loud voices) or concern perceived by aker

or overtly displayed by the caller, ap at pt IS
made to contact the caller prior %atch

In few instances, a supervisor signed this
responsibility. In the main) receiving call taker
must complete the ¢

Depending on thexthange between the call taker
and the call Il taker may elect to:

.,%%é not to dispatch any public safety
0

urce and may opt to log his/her decision
& via a generic or unique event code in the

% agency’s dispatching system [depending on
agency policy or dispatcher intuition (i.e.,

(@Q C?(A)].g

e Dispatch police personnel on a medium
?V priority assignment to verify the caller is not
Q in a threatening situation, or in need of
Q emergency assistance.10

%‘ e Dispatch police personnel on a high priority
Q(\/ assignment if violence is suspected, or

repeated attempts to contact the caller have

a event record was generated for non-dispatch situations, including hang-up wireline calls

9 §\)\<I t agencies left to the dispatcher the discretion as to whether a CYA (cover your
for Setvice.

10 Slightly more than half the agencies poled assigned a specific event code to hangup/
silent/abandoned calls for service.
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been unsuccessful.!

Agency Dispatched Most agencies polled dispatch police/law
enforcement personnel to investigate silent, hang-up
or abandoned E/9-1-1 calls for service. In very f
instances was another service agency dispatc

(i.e., EMS, paramedics). %
Priority Assigned Unless circumstances indicated othe 'sei&fent,

hang-up or abandoned E/9-1-1 cal}sor Service are
assigned mid-level priority stat .%‘érences in
agency nomenclature, incide Lﬁ\xogy and call
management scheme prevignt an““apples-to-apples’

b

comparison. (&
Unique Event Type Most agencies use a)l%}ue event type to describe
the assignme tt?\?ponding personnel, as well as
provide pe 4%& ith a “sense of expectation” of
ight encounter on the scene. In the
t or hang-up descriptors are used to

clarify the call. No agency segmented the event by
Ir8Npe or wireless device.

Statistical Analysis Q It'was determined that the majority of agencies
cannot generate accurate call for service demand
reports for hang-up/silent/abandoned call for service
incidents, particularly if the event did not result

QZ in the assignment of a public safety resource.

—,

Q If an assignment is made, the
. responding/investigating officer may change the
% . event type if an arrest is made, an investigative
(\) report is completed, or some other “official” action
Q is taken.

\ Further, the committee discovered that none of the

& agencies providing documentation discriminated

% between wireline and wireless E/9-1-1 calls, though
it is recognized that the majority of silent/hang-up
calls received over the E/9-1-1 system are believed

11 No agency surveyed placed a specific value on the number of times callback attempts
were to be made prior to assignment of a public safety resource.
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to be from wireline customers (residential, business,
payphone, etc).

This source “non-differentiation” further skews
developing an accurate assessment of true incoming
calls for service demands, particularly as they,

to silent, hang-up and abandoned calls for s%

Pre-Warning Capability Most agencies indicated that their cal (\)are
provided no warning that a ringin ueue
emergency 9-1-1 call for servic %t‘oe a hangup/
silent/abandoned E/9-1-1 call their staff
actually answering the ph
Other agencies indica %@PE equipment

“pulls” a hang-up c queue and provides a

visual “flag” that th “abandoned call” (as
defined in thec of thls report).12

TDD Challenge If asile p/abandoned 9-1-1 call is
call taker is required to challenge the

arty to determine whether the caller may

injtfati
%Jﬁwg a special communications device for

ing impaired individuals (i.e., TDD).13

% Though we believe all PSAPs are aware of this
(& requirement, slightly less than 70% of those polled
list this guidance as an “action” to be taken by their

QZ communications personnel, particularly as it relates

to wireless callers.

,Q We are confident TDD challenges are being
completed, but encourage agencies to update their

@ policies to reflect this requirement.

|ttee members recognize that some E/9-1-1 calls lacking voice communication

|g \T D calls (from a deaf/hearing impaired citizen). However, in the context of this
DD call would be the exception, rather than the norm.
3

1 The United States Department of Justice is charged with auditing compliance for Public
Law 101-336, also known as the Americans with Disabilities Act, signed into law on July 26,
1990. Briefly, a provision of the law requires that PSAPs “interrogate” all silent, hang-up or
abandoned 9-1-1 calls for service with a voice call back and a TDD challenge.
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If the challenge is successful (i.e., a deaf person
using a TDD), then the call taker enters into a
dialogue with the TDD user and determines what
service might be needed. Once determined, the
proper event type corresponding to the caller’s
is used to generate an incident and track ag
response to the scene. A resource is assigﬁeg
¢

service provided.

call taker takes whatever acti e deems
appropriate for the sﬂuaU%'pr dictated by

If unsuccessful (i.e., no TDD uﬂ%\ﬁever, the

established agency po ocedure (formal or

informal). ?‘C\)

RECOMMENDATION
The NENA E/9-1-1 Wireline and Wireless Hang-Up Sukl(c Ittee values and appreciates the input
received from the various police departments, dispat s, public safety answering points, E/9-

1-1 agencies and other public safety entities in its
practice” for handling silent, hang-up or aband
for service. Each agency’s submittal provide

“best practices” standard within the initia@

developed “best practice.”

fort\to collect a wide range of data on a “best
ireline and wireless emergency (E/9-1-1) calls
le insight into assembling and recommending a
ge’statement assigned the subcommittee, and will be

useful, we are sure, in constructing th%
It is clear from the data collected thﬁtg'?e , hang-up or abandoned E/9-1-1 calls for service confront
PSAPs with unique challenges, paRpsylarly as it relates to Liability. Other service dimensions, like
safety and response, are also .% implied. However, liability with respect to responding to and/or
documenting attempts to n®¥and provide some level of event appropriate service to silent, hang-
up or abandoned calls f@ e is the primary concern of subcommittee members, and forms the

b

basis of our collectiQ‘-‘ estpractices” strategy.

Liability %

Prior to the i | tation of Enhanced 9-1-1 (E/9-1-1) service in the United States, the caller bore
the greate of responsibility in obtaining the service he/she needed in that the caller MUST
provid % patcher/call taker with a location (either where service was needed or where the caller

coul
V\%&\% implementation of E/9-1-1 service, this dynamic has changed considerably. The

sibility for response is clearly on the agency such that technology has filled the information
gap with regard to where the call is being placed, particularly as it relates to wireline dialed E/9-1-1
calls for service (residences, businesses, payhones, etc). Consider that in today’s enhanced universal
emergency number (E/9-1-1):
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100 e The caller’s telephone number is automatically provided to the emergency dispatcher when
101 answering the request for service.

102 e The address from which the call is being made is automatically displayed on the call taker’s
103 dispatch screen or intelligent workstation.

104 e The three (3) emergency service agencies responsible for public safety services in th %’s
105 specific geographic area are automatically displayed for the call taker. ?\)

106  And, technology will soon close this same location gap with wireless (cellular) callers via
107  widespread implementation of Phase | and Phase 11 location identification services!#
108  www.nena.org for additional information on Phase | and Phase Il location iden 'f%m services).

109  After review of the data collected, the NENA E/9-1-1 Wireline and Wireless Up

110  Subcommittee recommends the following “Best Practices” standard wheg precessing and responding
111  tosilent, hang-up or abandoned E/9-1-1 calls for service. Our “best p t%' recommendation is
112  centered around six (6) elements: C\)

113 1.0 Documentation Vs

114 2.0  Source Differentiation and Incident Typology @
115 3.0  Mandatory Call Back %

116 4.0  System Pre-Warning ‘%

117 5.0  Visual Display &

118 6.0 User Education %

w &

Documentation

121 All E/9-1-1 calls for sgr™h nd any attempt by an agency to provide service, regardless of
122 the type of service e documented by the agency.
123 With the prolifeﬂs@ computer aided dispatch (CAD) systems common in public safety
124 agencies tod%-the ommittee believes further that successful and unsuccessful

o\

14 Briefly,\Phdse | services provide the cellular tower and service radius of the tower on a
visual aﬁ% cision-making and response by the dispatcher. Phase 11 service provides an
estimargﬁ.g sical location of the caller based on intelligence in the network or the handset,
depe \g on the location identification solution deployed by the cellular carrier, and “plots” the
cs estimated location on a visual (and integrated) customer owned mapping application.

For a more exhaustive discussion on Phase | and Phase Il wireless location services, See
47 C.F.R. §20.18(i); see also Revision of the Commission's Rules to Ensure Compatibility with
Enhanced 911 Emergency Calling Systems, CC Docket No. 94-102, Third Report and Order, 14
FCC Rcd 17388, 17408 (para. 42) (1999) (E911 Third Report and Order).
Page 14 of 22
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125 documentation of attempts to respond to silent, hang-up or abandoned calls for service is
126 essential for two reasons:

127 > First, by establishing a policy of documentation on all silent, hang-up or abandoned calls
128 for services, agency administrators will be in a better position of defending not only
129 requests for additional funding and/or personnel with true and accurate workload %
130 measures, but will also enhance their legal position in defending themselves an %
131 agencies against service related litigation surrounding an agency’s alleged faj

132 respond to E/9-1-1 dialed calls. ,

133

134 » Second, by agency administrators providing clear guidance to the @;&A]icaﬁons

135 personnel on this key service related issue, their staff will benefit e “cover”

136 provided by management in issuing policy statements and/or prcédural guidelines.

137 Clearly, experience has shown that it is the absence of cl oNcy statements and/or

138 procedural guidelines that enhance successful litigation@gajnst government agencies.

139 ?»'
140 2.0  Source Differentiation and Incident Typology

141 Agency administrators should have sufficient statijeal data on hand to provide his/her

142 executive level management team with accyrate, COnstituent called for services information,
143 especially as it relates to E/9-1-1 dialed ﬂ:ﬁ'ges.

144 CAD systems should be programmed%ept “notational” source data for statistical

145 purposes, and specific event cod Id be developed to address both wireline and wireless
146 silent, hang-up or abandoned alls for service.

147 Our review of submitted pgocedyres revealed that few agencies used a unique event code to
148 distinguish between wi %d wireless silent, hang-up, or abandoned E/9-1-1 calls for
149 service. Rather, mo common event code that included wireline and wireless calls
150 (most often — han or Silent).

151 The subcommiftecseCognizes that dispatchers “set the tone” in their assignment of calls for
152 service to ding resources (i.e., officers). The committee also recognizes that the event
153 code or erbalized” title given a dispatched event also plays some role in setting the
154 tone ding units. In that respect, the committee believes that a more accurate

of silent, hang-up or abandoned calls for service should be developed. With that in

155 de%i%:
156 % e subcommittee offers the following for consideration:

157

QX

159
160
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3.0

Event Type: Silent (code example: 300 and 300W)15

Source: Wireline or Wireless

Description: A caller has dialed 9-1-1. The incoming call is timely answered by
the emergency dispatcher. No voice is heard on the other end of
the line. The presence of ambient background “clutter” (i.e., music,

crying, yelling) may or may not be detectable. (\)%

Event Type: Abandoned (code example: 310 and 310W) (\)

Source: Wireline or Wireless \'

Description: A caller has dialed 9-1-1. Prior to the emergency dispatc eQ .
answering the line, the caller disconnects.16 %\/

¢
Lacking event codes that properly discriminate one data elem @vanother, analysis of
calls for service data, particularly silent, hang-up or abando% 1S, is difficult.

Though the subcommittee recognizes the majority of thgse ts are generated from
wireline devices, no empirical data exists to validate #h bcommittee members believe is
a more accurate assessment of the current state of ith regard to misdialed E/9-1-1
calls.

Development of unique event codes (also callethincident code or incident descriptors) for
wireline and wireless calls for service rovide a level of stratification and event
analysis not currently available to ag

Justification for this element lies.i
in public education in the pro

recognition that PSAP managers are actively engaged
opriate and effective use of emergency services.

-event analysis, provides managers with the ability to focus

Stratification, combined wyth p
educational and enfor orts more effectively toward the appropriate sector of
users/abusers, recog@ ds, etc.

Mandatory@l.Back

15 t § W identifier indicates a wireless caller.
16

This description would be visually or audibly reinforced if vendors of intelligent

workstations and E/9-1-1 controllers cause the telephone button icon on intelligent workstations behave
“differently” when a 9-1-1 hang-up prior to answer is detected.
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Regardless of the source, all silent, hang-up or abandoned E/9-1-1 calls for service, including
wireline and wireless callers, should be 1) documented and 2) called back for need
verificationl’. If service is not needed, the call taker should note with whom they spoke,

the reason 9-1-1 was dialed (e.g., accidental, misdial), and any other explanatory or
“intuitive” observations discerned from the call taker’s exchange with the caller. A ser\%
disposition code should be added to the call record for statistical analysis and (\)

documentation.18 (\m%

Unless a plausible explanation is provided to the call taker, at a minimum, tha.ca
should consult a supervisor and provide the supervisor with as much mfoQ

possiblel? q(

It is recognized that not all PSAPs and communications centers have% munications
supervisor continuously available for consultation. In their absen trol supervisors or
senior patrol officers can provide necessary guidance, if need

Nevertheless, if in doubt as to the veracity of the caller’s claffffyhat 9-1-1 was inadvertently
dialed, or that emergency services are not needed, a fie t Should be dispatched to verify
the caller is not in a threatening situation (i.e., welf, ).

inistrators to provide appropriate,

attempts to their communications
ency’s procedure with regard to wireless

The subcommittee believes it important for ag
region specific guidance regarding wireless
personnel. The following is an excerpt fr:

an
call back attempts: %

17 Particularly if the 9-1-1 calls v& from a wireline device (i.e., residence, business payphone),
as the call taker will have received t s ANI and ALI information when answering the call. It is
recognized that network problew vent this information from being delivered, but this occurrence

should be rare.
Because of the diff % ubscriber information available from wireless callers when entering the
9-1-1 network, a call backﬁ@n be possible (i.e., no MDN provided). If not, then agency policy would
dlctate what action thegall taker should take (i.e., no action, document event, notify supervisor).

Service d| n% provide management with a method of identifying emerging or
continuing treg% lates to “servicing” called for services (emergency and non-emergency).

Unique even ombined with a variety of disposition codes, provide management with
additional for remediation, education, or enforcement activities.

g appropriate guidance to their communications personnel. However, in the majority,
s procedures have not been given the same level of guidance as its wireline counterpart.
Clearly, a small percentage of agencies submitting procedural data addressed wireless call back
procedures (2 in 25). Subcommittee members believe this has more to do with the “uncharted”
territory of wireless call back verification, and the differing levels of wireless caller information
available from Phase 0, Phase | and Phase Il wireless services. A simpler explanation may be
that their procedures have not been updated to include wireless call-back protocols.

§\\</n line procedures (i.e., call back protocols) have been clearly established by agencies
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4.0

When a call has been abandoned and it has been determined that the call originated from a
wireless phone, locate the call back phone number on the ALI screen and attempt to call
back. If no answer, the wireless provider can do an account search for the residential
address. Keep in mind; this may not be the location the caller was calling from since a
wireless phone was used.

1. If no phone number was displayed, then the call-taker does not have enough infdﬂ\%n
available to locate the call. No further action is necessary.

2. |If latitude and longitude is available, the information will need to be converted ITt0 a
readable address and dispatch a deputy to check the area. ’\'
[ )
Please note the above reference to a “readable address”. @
wighcellular carriers,

or customer

We encourage agencies to build cooperative working relationship&é’r
ess their concerns

identify 24/7/365 contacts points within cellular carrier organj&ati
information (i.e., security), and work with cellular carriers’ (0 a
regarding confidentiality and liability. ,

Further, we believe NENA (either at the state or nati eVel) can provide agencies support
and guidance in designing an appropriate proced% eets the needs of both public

safety and wireless carriers.

Finally, wireless carriers — particularly th ﬁjing Phase | and/or Phase Il location
services - should provide each PSAP i ervice area with a toll free (preferably)
emergency contact number for public agencies to call to obtain emergency customer
information in response to a silen g-tp or abandoned E/9-1-1 call for service, or any
event where a caller has reque tance via a wireless device vis-a-vis a wireline one.

System Pre-Warnin ; y

The committee is @i a few manufacturers that provide emergency dispatchers with
visible or audib@ pts” that the call they are about to answer is/maybe a silent, hang-up
Il

service.

or abandoned.ca
Such in would be of considerable importance to the call taker, particularly when
answew] tiple emergency lines with more than one line ringing and waiting to be
angwer

5@(isual Display

20

This feature would be particularly helpful in aiding “informed” decision-making by the

call taker in determining which emergency line to answer when multiple E/9-1-1 calls are ringing
on a call taker’s workstation (usually found in a non-ACD environment).
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It was mentioned previously that, unless the PSAP requests and receives Phase Il wireless
location identification services from its local wireless carrier(s), wireless callers are at
distinct disadvantage when requesting emergency services.

However, as Phase Il implementation continues and matures across the PSAP landscape, the
value of mapping the location of wireline and wireless emergency calls for service canr@e
eral

overstated. Py
Clearly, Phase 11 location services will require integration (at the functional Ieveﬂ*&%
communications and command and control subsystems, including the PSAPsgusjowfer
premise equipment: 9-1-1 equipment, intelligent workstations, and their CAD system and
mapping applications. The subcommittee recommends that PSAPs exp tise of
mapping beyond just wireless calls for service and extend “plotting” w ceived
emergency calls for service, including those not received over 9-1-1 tghks but, nonetheless,
warrant the assignment of a public safety resource (i.e., policefir S). This would
require integration of the agency’s CAD system with their W application and the
ability of the CAD system to pass conventional block numk%w street addresses (i.e., 1415
Main Street) to their mapping application for display, P '(safety and public safety

communications will become more visual due, in | t, to increased emphasis and
implementation of location-based technologies the FCC’s intent outlined in FCC 94-
102 (as amended). As mapping systems mat ecome more commonplace in public
safety, opportunities to improve response, decisign-making, and management oversight of
valuable public safety resources will a 1

6.0 User Education
Clearly, the telephone user ow ificant level of responsibility for the proper use of
their emergency services nef®oriN(e., 9-1-1). Accidental misdials will occur. However,

PSAPs and cellular carrie
the cellular user com i

avdan opportunity to provide onpoint one-on-one education of
artd customer base.

For example:

. Duri® course of call-backs, public education seminars, and other outreach

(3, PSAP educators might use the opportunity to provide brief “user
Q stions” to cellular users with the objective of reducing misdialed 9-1-1 calls
ie.

, lock dial pad, properly securing phone inside a purse or in a vehicle).
(Q Cellular carriers can also provide assistance in reducing 9-1-1 cellular customer
\ misdials by enclosing PSAP provided or cellular carrier developed information
\ mail outs to their customers semi-annually, quarterly, etc.
C LUSION

21 See NENA News Magazine publication, Spring 2001 Edition, for an informative article on
various present and future applications for which Phase Il wireless mandated mapping integration
services could be logically extended to other, equally important public safety endeavors (i.e.,
crime/incident analysis, pattern recognition, electronic pin map, etc).
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Prior to the computer revolution, the police communications system was slow and cumbersome. A
citizen would call the police (neutral PSAPs weren’t needed yet) with a seven-digit telephone
number. A police telephone operator would take the information, write it on an index card, and put
the card on a conveyor belt, where it would travel to the dispatcher’s desk. There, the dispatcher
would then manually search maps and records for the police car that covered the area from which the
call originated and then call the car, giving the officer all the information from the index car

records were kept manually.

Today we have technology that far surpasses anything that a dispatcher or police tele hon@erator
could have imagined decades ago. In-car video systems, microcomputers, cellular te Bnes and
satellites are all very familiar to many reading this text. The past few decades h en’advances in
technology that most of us would never have imagined (Phase Il location sergey 1Sust such an
example). Clearly, the computer chip has revolutionized society. Telecommu ons technology,
particularly emergency communications, has benefited greatly from thi ﬂological revolution.

When making recommendations on a “best practices” scale, subcogmni eam members believed it
was important to first consider the current state-of-the-art of emerg communications and, to the
extent possible, shape a “best practices” recommendation eggr $Q0 the new paradigm of

emergency services and incorporate “future” technologies ystems in its recommendation. We

believe we have done that. %)

Clearly, the cellular telephone will become even mo ilitous as the calling public moves from
wireline and wireless telephone service and shiﬁg&:e re wireless environment22, We point to
present-day marketing plans and service opti f the dominant cellular carriers: Caller ID, internet
access, on-line chat, free long distance, no 2% charges, caller-pays plan and a host of other
incentives to “reach out and touch som% sing cellular more often than we would its wireline
cousin.

As more and more PSAPs acquiresgchMelogy to use and manipulate wireless location data,
opportunities to leverage the Ing mapping and technology applications central to effectively
locating wireless emergen -1) callers in their geographic areas will be obvious to those with
a “foresight” toward usipg echnology solution to address other public safety issues (i.e.,
telemetrics, crime analys ectronic pin mapping). We believe the foregoing “best practice”
recommendation wigiNegard to wireline and wireless silent, hang-up or abandoned E/9-1-1 calls for
service incorpo@&%ﬂenm of both present and future technologies for public safety agencies.

(Q\%
A
V)

22 As of August 23, 2002, there are 137,458,902 wireless subscribers in the United States.
Source: www.ctia.org.
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NENA E/9-1-1 Wireline and Wireless Hang-Up

Subcommittee Members
ATTACHMENT 1

Partial list of agencies contributing procedural and/or operational examples for use b&h&\%%A

working subcommittee.23

Contributing Agency Data (\/Q ¢
Robinson PD Woodway Public Safety
111 W. Tisdale 920 Estates Drive v
Waco, Texas 76706 Waco, Texas 76,
254-662-1414 C\)

¢
Hewitt Police Department Waco Palc artment
204 Chama Drive 721 D eet
Hewitt, Texas 76643 WOy as 76701
254-666-1661 =#50-7500
Charlotte County Sheriffs Office ulder County 9-1-1
7474 Utilities Road % 1805 33rd Street
Punta Gorda, Florida 33982 Q Boulder, Colorado 80301
941-639-0013 % 303-441-4816
Boca Raton Communications ww Seminole County 9-1-1
2500 NW 1st Avenue @ 100 Bush Boulevard
Boca Raton, Florida 33 Sanford, Florida 32771
561-368-6201 407-665-6650
Houston Police D@rﬁent Marion County 911
Emergency %u ications Division P. 0. Box 1175
61 Reisner\3t Salem, Illinois 62881
Houstgn\ as 77002 618-548-3685

23 NENA members and public safety agencies contributing sample procedural information and other

data for use by NENA E/9-1-1 Wireline and Wireless Hang-Up Subcommittee members were assured that
once the working committee’s draft report was completed, any data collected would be destroyed.

Page 21 of 22

T 9- 1-1 T



NENNENA Operational Information Document 56-501
Original - August 23, 2002

Silent or Hang-Up 9-1-1 Calls for Service

An Operations-Focused Study

323  An additional fifteen (15) agency procedures were submitted to the subcommittee and could not be
324  identified as to agency source.

325

326

327 NENA E/9-1-1 Wireline and Wireless Hang-Up Q
328 Subcommittee Members

329 (\%
330 ATTACHMENT 2 P
331 \

William C. Weaver, Jr. Team Leader/Report AUMQ\/% :
Account Executive
Bull Services

9597 Jones Rd., Ste. 144 @»

Houston, Texas 77065
281-861-7304 O

Email: bill.weaver@bull.com ?»

Tom Ling Te ber
Training Coordinator

Marion County 9-1-1
P. 0. Box 1175

Salem, Ilinois 62881 %

618-548-3685

Janet Hamilton <® Team Member

9-1-1 Coordinator

Charlotte County 9-1-1 Q?»
7474 Utilities Road %

Punta Gorda, FIorid63\§3
941-575-5339 .

Valorle Tayl Team Member

or
25 QxT Ste 220

exas 78704
16-6017

332
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