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National 9-1-1 Guidelines Assessment Report 
Executive Summary 
 
Executive Summary 
 
A comprehensive benchmark now exists for State 9-1-1 authorities to measure the progress and status of a state’s 
9-1-1 system.  These consensus guidelines provide uniform goals across the United States and territories and will be 
used as benchmarks for the assessment of 9-1-1 systems at the state operations level, to gauge the status of state 
and local programs, and to identify strengths and weaknesses within the current system.  The consensus guidelines 
illustrate what an effective 9-1-1 system encompasses, but does not dictate how to achieve an end result.  States are 
not required to adopt the guidelines. 
 
To continue enhancing their statewide 9-1-1 system, the State of [add state name here] requested an assessment of 
their statewide 9-1-1 system.  The National 9-1-1 Statewide Assessment Team, composed of subject matter experts 
from diverse backgrounds and geographic areas, performed an on-site statewide analysis of the current status of 
9-1-1 in [add state name here].   
 
There are two core elements for a successful statewide 9-1-1 system:  coordination and adequate, sustainable 
funding.  Statewide 9-1-1 coordination helps improve uniform quality service across the state.  Coordination allows 
for focused direction of the state 9-1-1 system and execution of 9-1-1 goals.  Funding is necessary to sustain service; 
9-1-1 funds should only be used for the provisioning of 9-1-1 services and for eligible 9-1-1 expenditures. 
 
Statewide Coordination 
[Assessors should discuss the status of coordination within the state.  This should include what the State does well, 
and any recommended improvements.]  [References:  add pertinent guideline references here] 
 
Funding 
[Assessors should discuss the status of funding within the state.  Assessors should not recommend any increases in 
fees, taxes, etc. as we are not financial analysts.  Constructive initiatives that may be pursued should be included.]  
[References:  add pertinent guideline references here] 
 
Based on the established guidelines, data from the State, and on-site presentations and briefings, the assessment 
team identified areas were the state excels, and areas where the state is lacking.  Some examples of each are 
provided below, while the full assessment follows.     
 
The state excels at [provide the top three areas at which the state excels, for example EMD, public education, and 
training.  These will be followed by brief discussions bullet pointed.  Do not include coordination or funding as these 
were discussed above]. 
 

• [add area here]:  [Provide brief explanation of why the state excels.] [Reference:  add pertinent guideline 
reference(s) here] 

• Repeat above  [Reference:  add pertinent guideline reference(s) here] 
• Repeat above  [Reference:  add pertinent guideline reference(s) here] 

 
The state should concentrate on [provide the top three areas in which the state needs to concentrate.  These will be 
followed by brief discussions bullet pointed.  Do not include coordination or funding as these were discussed above] 
 

• [add area here]:  [Provide brief explanation of why the state is lacking.] [Reference:  add pertinent guideline 
reference(s) here] 

• Repeat above  [Reference:  add pertinent guideline reference(s) here] 
• Repeat above  [Reference:  add pertinent guideline reference(s) here] 

 



National 9-1-1 Guidelines Assessment Report 
Executive Summary 
 
Implementing the recommendations provided in this assessment report will assist [add state and program name] in 
improving 9-1-1 for the benefit of all citizens of and visitors to the state. 
 
 
We, the undersigned, hereby concur with the findings and recommendations presented to the State of [add state 
name here], and commend the [add coordinating agency name] and its presenters for providing complete and 
detailed responses to the guidelines.  We also express sincere appreciation to the State for dedicating their time to all 
aspects of the assessment, and extend thanks for a job well done.   
 
9-1-1 Assessment Team 
 

 

[Add name, title, state] 

 

[Add name, title, state] 

 

[Add name, title, state] 

 

[Add name, title, state] 

 

[Add name, title, state] 

 
 
Short biographies for the assessors may be found in Appendix A. 
 
 



National 9-1-1 Guidelines Assessment Report 
Introduction 
 
Introduction 
 
[Assessors should provide a brief background on the state in general.  This can be taken from the presentations 
provided by the state.  This should include square miles, population, economy, primary industry, and anything that 
makes the state standout.] 
 
[Assessors should provide information on the 9-1-1 system within the state, such as when 9-1-1 was implemented, 
the varying stages of progress, legislation that may have brought about changes, funding, etc.  This information 
should all be able to be gathered from the presentations and information provided from the state in the current 
environment.] 
 
[Assessors should provide information on the PSAPs in the state.  For example, how many are there, what services 
are provided (dispatch only, etc.).  How is oversight handled?  Are there any major plans in the works or is something 
currently being done to enhance 9-1-1?] 
 
To continue enhancing their statewide 9-1-1 system, [add state name here] requested an assessment of their 
statewide 9-1-1 system.  The assessment uses consensus guidelines recently developed by a National 9-1-1 
Assessment Guidelines Work Group (NAGWG) facilitated by the 9-1-1 Resource Center, a service of the National 
911 Program. 
 
The consensus guidelines serve as an objective benchmark for the assessment of the status of a statewide 9-1-1 
system.  States are not required to adopt the guidelines; the assessment process is conducted on a voluntary basis. 
 
NAGWG developed eight categories that constitute the basis for the consensus guidelines:  
 

1.  Statutory and Regulatory   5.  Security and Continuity of Operations 
2.  Governance      6.  Human Resources and Training 
3.  Functional and Operational Planning   7.  Evaluation 
4.  Standards      8.  Public Education 

 
The guidelines in each category illustrate what an effective 9-1-1 system encompasses, but does not dictate how to 
achieve an end result.  The guidelines are operational in nature and are not meant to be technical, nor are they 
intended to be standards or requirements.  The guidelines are intended to unify the goals of the industry and facilitate 
a coordinated effort to advance 9-1-1 across the country.  The guidelines are designed to be as constructive as 
possible and do not establish a pass/fail designation or a graded structure. 
 
NAGWG determined three core elements for each guideline:  the guideline itself, the criteria, and the rationale.  The 
rationale describes why the guideline is important; the guidance is designed to provide assistance for assessors, but 
may also provide information for states.  Most guidelines are based on three criterion levels:  minimum, advanced 
and superior.  Each graduated rating assumes compliance with the prior rating.  Some guidelines are binary in 
nature, and are indicated by ‘Binary’ in the minimum criteria and grayed-out in the advanced and superior criteria 
boxes.  With a binary guideline, the assessment result will be either a yes or no answer; either the state does it or it 
does not.  There are no graduated ratings possible with such a guideline. 
 
A state, for the purpose of this document, includes the political subdivisions, and the people of a state.  When a 
guideline says that the “state” should do something, it does not imply that it should be done by state government, but 
rather that it should be done in the state, and apply to the entire state.  Statewide defines functions that apply to the 
entire state in order to provide uniform 9-1-1 service for all public and private entities within the state. 
 



National 9-1-1 Guidelines Assessment Report 
Introduction 
 
An assessment team performed a statewide analysis of the current status of 9-1-1 and made recommendations 
based on the established guidelines.  (The complete guidelines, current environment, and assessor 
recommendations follow.) 
 
Using the recommendations provided by the assessment will assist the [add program name here] and the State of 
[add state name here] in improving 9-1-1 for the benefit of all citizens of and visitors to the state, as well as 
emergency service providers. 



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Statutory and Regulatory Environment 
 
The statutory and regulatory environment outlines the items that a state should have codified to enhance 9-1-1 
system performance.  This does not have to be within the 9-1-1 statutes, but can be from another area of statute.  
For example, privacy issues may be in a right-to-know statute.  Examining these against a state’s current statutory 
and regulatory environment will enhance the service provided to the citizens and visitors to the state. 
 
This category has 27 guidelines.   
 
 

The remainder of this page intentionally left blank. 
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Statutory and Regulatory Environment  
 

Guideline SR1:    The statutory environment provides for comprehensive statewide 9-1-1 coordination. 
Guidance:  Statewide coordination should include all 9-1-1 stakeholders, all 9-1-1 accessible services (e.g., wireline, 
wireless, Voice over Internet Protocol [VoIP] and emerging technologies) and governmental and non-governmental entities.  
Comprehensive coordination includes statewide planning, funding support, stakeholder involvement, uniform statewide 
adherence to established technical and operational standards, influencing policy creation to the benefit of the stakeholders, 
public education, training, enforcement, rulemaking, procurement authority, grant writing assistance, grant management, 
dispute resolution, and program evaluation.  
Guideline Cross-reference(s):  GV1, GV2, GV3, GV4, GV5, GV6, GV7 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) provides for the roles and 
responsibilities of statewide 9-1-1 
coordination.   

Statute(s) provides authority for 
statewide planning, with a mechanism 
for input from stakeholders statewide. 

Statute(s) provides authority and 
sustainable funding. 

Rationale:  Statewide 9-1-1 coordination helps improve uniform quality service across the state.  Lack of comprehensive 
coordination can increase costs and decrease desirable outcomes.   

 
Current Environment: 
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments: 
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Statutory and Regulatory Environment  
 

Guideline SR2:  The state has a designated State 9-1-1 coordinator. 
Guidance:  The comprehensive authority of the State coordinator includes review and enforcement of 9-1-1 regulations and 
laws.  Having a designated coordinator for the 9-1-1 system is imperative with the migration to next generation on the 
horizon.  If this function is not the responsibility of a State agency, the State should designate a responsible party, which 
could ultimately be the State 9-1-1 coordinator.  Whether a person or an entity, the 9-1-1 coordinator needs to be a 
recognized authority.  Effectively and efficiently performing the requirements of this role requires authority and staff.  The  
9-1-1 coordinator operates and acts as a facilitator for the 9-1-1 system across the state.  “System,” in this case, refers to the 
9-1-1 function as a whole and/or the technology, depending on how the responsibilities are defined.  A State coordinator is 
viewed differently than statewide coordination.  The responsibilities may or may not overlap. 
Guideline Cross-reference(s):  GV2, GV4 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has an appointed 9-1-1 
coordinator. 

The appointed 9-1-1 coordinator’s role 
and responsibilities are defined and 
mandated by law. 

The appointed 9-1-1 coordinator has 
comprehensive authority and adequate 
staffing to support all aspects of the 
state's role and functions. 

Rationale:  Having a designated State 9-1-1 coordinator allows for focused direction of the state 9-1-1 system as well as 
communication planning and execution of 9-1-1 goals. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments: 
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Statutory and Regulatory Environment  
 

Guideline SR3:  The statutory environment defines jurisdictional roles and responsibilities.   
Guidance:  Jurisdictional roles and responsibilities should be set forth in a statewide 9-1-1 plan and in any governance 
agreements that are established between jurisdictions.  There should also be a mechanism in place to ensure roles and 
responsibilities are fulfilled.   “Mechanisms” can include auditing, funding, or penalties. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) defines jurisdictional roles 
and responsibilities. 

Statute(s) mandates jurisdictional roles 
and responsibilities. 

The state has a mechanism to ensure 
roles and responsibilities are fulfilled.  

Rationale:  Defining jurisdictional roles and responsibilities enables State and local stakeholders to understand what is 
expected of them in terms of their mutual obligations to one another in the delivery of 9-1-1 service to the public.   

 
Current Environment: 
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations: 
Assessor Notes/Comments: 
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Statutory and Regulatory Environment  
 

Guideline SR4:  The statutory environment provides for dedicated and sustainable 9-1-1 funding. 
Guidance:  The funding mechanism should be technology-neutral, allow for capital and operational expenditures, and 
address capital replacement needs.  Surcharge money dedicated to 9-1-1 should only be used for 9-1-1 purposes.  Review 
may look at the dedicated revenue in relation to the uses established by the State.  The statute protects and has mechanism 
for adjustment of revenue stream as conditions change.  There should be an annual audit conducted by the State with all 
service providers to ensure they are receiving all the revenues to which they are entitled; service providers need to be made 
to "certify" their subscribers. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  Funding is needed to sustain service. 

 
Current Environment: 
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations: 
Assessor Notes/Comments: 
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Statutory and Regulatory Environment  
 

Guideline SR5:  The statutory environment prohibits the use of 9-1-1 funds for purposes other than those defined in 
the state’s 9-1-1 statute.   
Guidance: The funding mechanism should be protected from diversion. 9-1-1 funding is often used for purposes not 
related to 9-1-1, such as to cover a budget short-fall or large capital purchases.  The guideline is measured in accordance 
with the NET 911 Improvement Act.  One purpose is to ensure that funds collected on telecommunications bills for 
enhancing 9-1-1 are used only for the purposes for which the funds are being collected.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The State has specifically defined 
eligible use of funds. There is no 
diversion of 9-1-1 funds.    

State statute mandates the eligible use 
of funds.   

The State audits and enforces the 
eligible use of funds.   

Rationale:  9-1-1 funds should only be used for the provisioning of 9-1-1 services and for eligible 9-1-1 expenditures. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR6:  The statutory environment authorizes the operation of a 9-1-1 system. 
Guidance:  A 9-1-1 system must have the authority to operate within the state.  There need to be responsible organizations 
within the state responsible for the planning, implementation, operation, and maintenance of 9-1-1 services.  It is important to 
note that authorization could exist in non-9-1-1 sections of statute.  State-level coordination should exist. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  There is no assurance that 9-1-1 will occur statewide, as such, a statutory requirement is necessary. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR7:  The statutory environment provides for interlocal cooperation.   
Guidance:  Interlocal cooperation can be less formal or more formal using a legally binding agreement such as a 
Memorandum of Understanding (MOU).  The substance of the agreements is not being evaluated, just the ability to enter into 
them.    
Guideline Cross-reference(s):  GV6, GV7 

Minimum Criteria Advanced Criteria Superior Criteria 
Interlocal agreements are allowed by 
statute. 

Interlocal agreements exist. The capability to share costs and 
resources exists. 

Rationale:  Interlocal cooperation has many advantages, including cost and resource sharing.  Interlocal agreements are 
one avenue to accomplish this and provide a degree of protection for the involved parties.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR8:  The statutory environment enables and allows public and private cooperation in providing 9-1-1 
services required by statute. 
Guidance:  Collaborative activities can include inter- and intrastate to consortiums supporting Emergency Service Internet 
Protocol networks (ESInets), joint service arrangements, and public and private partnerships.  Examples may include 
consortia of regional operations, state planning, public groups organized by an entity, and the ability of those governments to 
collaborate.  Funding may also be available.   
Guideline Cross-reference(s):  GV3, GV5, GV6 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) enables joint service 
arrangements and/or other 
collaborative activities. 

Statute(s) provides full support for joint 
service arrangements and/or 
collaborative activities. 

The state has implemented joint 
service arrangements and/or 
collaborative activities. 

Rationale:  Quality of service and efficiency improve through access to resources and cooperation/collaboration with other 
states, federal agencies, tribal, international and private entities. As NG9-1-1 moves into the forefront, the ability for public 
and private entities to work together to achieve a common goal will be increasingly important.  Working cooperatively is cost 
effective and efficient for the deployment of 9-1-1 service. States are able to leverage industry expertise.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR9:  The statutory environment provides contractual authority to procure and/or operate statewide 9-1-1 
components.    
Guidance:  For the majority of states, 9-1-1 is operated on a local level.  NG9-1-1 is an entirely different concept than what 
currently exists.  There is a difference between operating a statewide system and 9-1-1 components.  NENA’s Next 
Generation Partner Program (NGPP) Transition Policy Implementation Handbook can be used as a reference. 
 
Due to the required interconnectivity among local, regional and interstate systems, the State’s role is expected to increase in 
an NG9-1-1 environment.  The need for accuracy and system functionality will drive this increased role, as well as the need 
to minimize duplication of efforts and use of public funds.  Planning is a key element whether operating a statewide 9-1-1 
system or addressing system components including but not limited to GIS. 
 
This guideline refers to accuracy and the ability to effectively use public funds, such as eliminating duplication of functions for 
carriers in statewide operations.  It is important to note that authorization could exist in non-9-1-1 sections of statute, which 
could also authorize non-traditional 9-1-1 service providers to operate.  State-level coordination should exist.  Components of 
the 9-1-1 system are also included in this guideline. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment provides the 
necessary authority to procure state-
level functional components of a 9-1-1 
system. 

 The statutory environment provides the 
necessary authority to operate state-
level functional components of a 9-1-1 
system. 

Rationale:  With NG9-1-1, there will be a more pronounced role for the State in procuring and operating components of a 
statewide system.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR10:  The state fosters an open and competitive procurement of 9-1-1 services.    
Guidance:  Some aspects of 9-1-1 service are regulated.  This applies when services are not required.  Examples include 
bundling versus unbundling and contract versus tariff, and certification requirements.  There should be clear evidence that 
the state uses a competitive procurement process to procure system elements. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
 Binary   
Rationale:  Restrictive practices and other rules limit the procurement process, leading to extra costs and limited choices.  
Competitive services allow states to strive to attain the best value. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR11:  The statutory environment provides liability protection. 
Guidance:  Statutory provisions should be technology-neutral and extend to emergency responders.  It is important to be 
aware that liability protection is not only found in statutes, but is frequently included in telephone company tariffs.   
 
NENA’s Next Generation Partners Program (NGPP) transition policy handbook has a section on liability that could be of 
assistance to states.  The handbook speaks to the impact of federal liability protection and how it affects states.  The policy 
handbook details what states should explicitly cover, while providing generalized federal information. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute includes full liability protection 
for 9-1-1 personnel and originating 
service and system component 
providers from the point of call to 
dispatch. 

Statute includes current technologies, 
and situational protection. 

Statute includes emerging 
technologies. 

Rationale:  Individuals, PSAPs and companies need liability protection to perform their services.  Liability protection is 
essential for those performing and providing 9-1-1 services and should be as inclusive as possible.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline SR12:  The statutory environment fosters the adoption of technical and operational consensus standards 
for the statewide system. 
Guidance:  There is no standardized network in the current 9-1-1 environment, although some system components are 
regarded as standard.  Standardization will become increasingly more important to enable the seamless interconnectivity 
between local, regional and state 9-1-1 systems that will be required for NG9-1-1.  The same level of service should be 
provided in rural areas as in metropolitan areas.  The state should have criteria on how 9-1-1 should be delivered.  It is not 
necessary for the statute to establish the standards or mandate the adoption of specific standards as technology and 
operations are ever-evolving; however, states should have the ability to adopt and promote the use of such standards.  This 
guideline references interoperability and consistency of service throughout the state. 
Guideline Cross-reference(s):  ST1, ST2, ST3, ST4, ST5, ST6 

Minimum Criteria Advanced Criteria Superior Criteria 
The rule making authority exists to 
establish standards. 

The state has adopted and maintains 
current comprehensive standards. 

The state oversees and enforces 
current standards and has a 
mechanism for periodic review. 

Rationale:  The public expects to receive a uniform service level that meets minimum requirements necessary to process a 
9-1-1 call.  Consensus standards also foster interoperability. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline SR13:  A mechanism is in place for periodic reviews of statutes and regulations.   
Guidance:  At a minimum, there needs to be a process for reviewing existing legislation and determining what, if any, 
barriers are in place for emerging technologies or other aspects of the 9-1-1 system.  Regardless of the process or group, 
individuals involved need to be knowledgeable in relevant technological fields and/or 9-1-1 as a whole.  The processes need 
to be open to stakeholder input and review.  NENA’s Next Generation Partner Program (NGPP) has developed a handbook 
designed to help stakeholders review their state statutes and rules to identify potential barriers to NG9-1-1.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The ability and documented process 
exist for reviewing and recommending 
legislation. 

A formally appointed group or 
documented process exists to review 
and recommend legislation. 

The formally appointed group or 
process receives input from 
stakeholders, meets and drafts 
legislation, when appropriate. 

Rationale:  Statutory rules may impede technological advances.  A process to determine and develop options should be in 
place. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline SR14:  The statutory environment provides for stakeholder involvement. 
Guidance:  Stakeholders should be identified, to include State, local and tribal representing varying jurisdictions; the public 
safety community and the service provider community.  There should be interaction among state agencies.  “Balanced” 
means that stakeholders are equally represented.   
Guideline Cross-reference(s):  GV3, GV4, GV5 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment allows for 
balanced stakeholder involvement. 

The statutory environment requires 
balanced stakeholder involvement. 

The state has fully implemented 
balanced stakeholder involvement. 

Rationale:  Stakeholder involvement helps to ensure the coordination of the 9-1-1 system statewide.  Stakeholder 
involvement also leads to buy-in and increased cooperation.  Stakeholder input removes barriers and brings expertise to the 
process.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline SR15:  Service providers that deliver and/or enable telecommunications services to the public are 
involved in the 9-1-1 system. 
Guidance:  The intent is for the state to develop parameters for providers, including network/access providers and customer 
providers for wireline, wireless, and Voice over Internet Protocol (VoIP).  Broadband providers are included as the NG9-1-1 
environment will be IP-based.  
 
The statutory/regulatory environment should require all service providers in a respective state that provide service to general 
users of telecommunications services to coordinate and cooperate with the State in the provision of 9-1-1 service.  There 
should be a registration process.  This includes originating service providers and access providers.  
 
The state needs to understand various service providers and the capabilities of those providers to help integrate these 
services into the 9-1-1 system, and to educate the public on the capabilities of these services. 
Guideline Cross-reference(s):  GV3, GV4 

Minimum Criteria Advanced Criteria Superior Criteria 
The state maintains contact information 
for all user service providers. 

The state maintains regular and routine 
communications with user service 
providers. 

The state statutory or regulatory 
environment requires service providers 
to be actively involved in the 9-1-1 
system through registration or 
participation at the state level. 

Rationale:  The 9-1-1 system is designed to take information from general users and get that information to the correct 
entity.  This is best accomplished in an environment that involves cooperation and communication between all parties.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline SR16:  The statutory environment provides for a comprehensive quality assurance (QA) program for the 
9-1-1 system.   
Guidance:  QA is not meant to be punitive, but provides a constructive critique of work processes.  This guideline is intended 
to measure the effectiveness of the 9-1-1 system. This QA program applies to originating service providers and 9-1-1 system 
service providers.  The 9-1-1 system service provider includes both hosted and non-hosted solutions.  The QA program for a 
9-1-1 system should include all components of the call from call origination through dispatch support systems, regardless of 
provisioning.  QA should look at the level of customer service, network functions and services, records management, and 
service level agreements (SLAs).  The environment should provide for comprehensive quality assurance requirements for 
the originating service providers and 9-1-1 system service providers. 
 
SR17 references QA for call handling.  
Guideline Cross-reference(s):  EV1 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment requires a 
QA program for the 9 1-1 system. 

The state audits the 9-1-1 system QA 
program. 

The state audits the QA program 
against minimum standards.  Staffing 
and funding for the QA program are 
provided. 

Rationale:  Having a QA program ensures that all entities that touch the system meet their obligations and provide 
consistent service.  The QA program can identify if the system is working as intended and can identify issues before they 
become more serious. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR17:  The statutory environment provides comprehensive quality assurance (QA) for call handling. 
Guidance:  Regardless of the aspects of the process subjected to QA, the QA program should meet or exceed nationally 
recognized and accepted consensus standards.  For example, call handling could include a call answering standard of 90 
percent of all 9-1-1 calls within 10 seconds during the busy hour of the day; call overload, call overflow, and abandoned calls.  
This guideline is not limited to call answering, but encompasses the entire call handling process, which can include customer 
feedback.   
Guideline Cross-reference(s):  EV2 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment requires a 
QA program for call handling. 

The QA program for call handling is 
audited. 

The QA program is audited against 
minimum standards.  Staffing and 
funding for the QA program are 
provided. 

Rationale:  QA can provide for improvements to the 9-1-1 process.  Providing QA can aid in the provision of consistent 
customer service statewide and can limit liability.  The QA process can identify issues before they become more serious. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR18:  The statutory environment provides for training. 
Guidance:  Some state statutes already address training standards, although only a few statutes detail specifics.  Training 
standards should be set at the state level and should be consistent with existing industry standards, such as APCO and 
others.  The state should regularly evaluate the effectiveness and completeness of the program.  Continuing education 
should also be evaluated.  Furthermore, the state should provide adequate and sustainable funding for training; it is 
important that it not be an unfunded mandate. 
Guideline Cross-reference(s):  HR1, HR7 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment requires 
minimum training standards. 

The statutory environment provides a 
funding source(s) for mandated 
training. 

The statutory environment audits the 
funded mandated training and provides 
certification. 

Rationale:  Training promotes a consistent service level to be delivered to the public and a consistent level of competency of 
9-1-1 staff.  Training can also decrease liability. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR19:  The statutory environment provides for professional certification and accreditation. 
Guidance:  This type of certification or accreditation may be issued by a State agency or a national organization.  Personnel 
may include call takers, dispatchers, and technical staff.  The statute should include continuing education and recertification. 
Guideline Cross-reference(s):  HR6 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) requires a certification or 
accreditation process for 
personnel/PSAPs that are part of the  
9-1-1 system. 

Statute(s) requires and enforces an 
evaluation of personnel/PSAPs that are 
part of the 9-1-1 system. 

Statute(s) requires an 
assessment/certification process for 
personnel/PSAPs that are part of the  
9-1-1 system.  This process is fully 
implemented and demonstrated. 

Rationale:  Certifications and accreditation illustrate a measure of competence and can decrease liability.  Having 
certifications and/or accreditation standards fosters a consistent service level across the state. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR20:  Statute exists for the provision of emergency medical dispatch (EMD).   
Guidance:  EMD is the term for providing medical information and instructions over the phone, prior to the arrival of 
emergency medical assistance in the form of first responders or paramedics.  Twenty-five states and territories have 
legislation regarding emergency dispatch, ranging from certification and training to use of protocols to a full emergency 
medical dispatch program.  Providing medical instructions before the arrival of first responders and/or paramedics requires a 
comprehensive program with medical protocols, appropriate and ongoing training, quality assurance, and medical oversight.    
 
EMD protocols, should meet the American Society for Testing Materials (ASTM) Standard Practice for Emergency Medical 
Dispatch (F1258-95).  This guideline applies to state, regional and local 9-1-1 systems. This guideline is not meant to 
mandate any specific protocols. 
Guideline Cross-reference(s):  OP2 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) requires use of EMD. Statute(s) addresses the enforcement 

of EMD usage.   
The state enforces, audits, and fully 
funds EMD.   

Rationale:  Providing early medical instruction, or pre-arrival instructions, often times can save a life or prevent further injury. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR21:  Statutory environment provides for medical oversight of the policies and procedures governing 
the use emergency medical protocols. 
Guidance:  This guideline applies to state, regional and local 9-1-1 systems.  Most state statutes that mandate emergency 
medical dispatch (EMD) also provide for medical authority/direction.  The organization publishing the protocols is responsible 
for keeping them up-to-date.  Medical oversight is provided by a licensed physician with the appropriate qualifications in 
emergency medicine.  Changes in protocol are allowed based on medical direction.  Medical oversight should meet National 
Highway Traffic Safety Administration (NHTSA) requirements and standards.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  Oversight is necessary to ensure adopted protocols are being followed. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR22:  The statutory environment provides for public education.   
Guidance:  Educating the public, including elected officials, special needs communities, and schools/campus environments, 
on the abilities and limitations of 9-1-1 is imperative, especially moving forward into NG9-1-1. 
Guideline Cross-reference(s):  PE1, PE2, PE3, PE4, PE5 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Funding public education provides for greater tools to educate the public on 9-1-1 as a whole. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Statutory and Regulatory Environment  
 

Guideline SR23:  The statutory environment provides for the collection of 9-1-1 system data. 
Guidance:  This guideline addresses a state’s authority to aggregate, collect and publish local data (consistent with 
established confidentiality rules and regulations) in order to meet these federal requirements.  9-1-1 data collection may 
include financial, system, service descriptions, technology, and progress measurement information.  National reporting 
requirements exist:  1) The National 911 Program has provided a mechanism and a database for states to upload data that 
could be used to measure the progress of 9-1-1 service at state and national levels; 2) The Federal Communications 
Commission (FCC) requires states to report annually on the status of their respective 9-1-1 surcharges, including local 
surcharge usage.  Data sharing can be enabled on a national level.   
Guideline Cross-reference(s):  EV3, EV4 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute(s) allows for the collection of  
9-1-1 system data and facilitates data 
sharing. 

Statute(s) requires the uniform 
collection of 9-1-1 system data 
statewide, and data sharing. 

The state ties performance metrics to 
funding and utilizes collected data to 
assess system performance. 

Rationale:  System data can improve planning and decision-making.  Development and consistent reporting of system and 
performance data is both a tool for establishing transparency and also a mechanism for demonstrating effective operations, 
including reports to legislative and interested party groups. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR24:  The statutory environment has rules for retention of 9-1-1 call records and 9-1-1 related data.   
Guidance:  In the current 9-1-1 environment, a record is limited to call logs.  In NG9-1-1, a record will include other 
information transmitted, acquired and recorded in the context of a call, such as video, text, medical data, or accident 
information.  Some data will be stored in locations off-site from the PSAP that handled the call.  Emerging technologies will 
need to be considered under this guideline as communication technology changes over time.   
The state should set specific 9-1-1 record retention requirements as a matter of law and regulation.  Who retains and how 
data is retained is not the issue.  Any entity with a responsibility for 9-1-1 records and related data would be subject to the 
legal provisions. 
Guideline Cross-reference(s):  OP4 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Retention of 9-1-1 records and related data is imperative for legal and investigative purposes and reporting 
statistics.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR25:  The statutory environment defines confidentiality and disclosure of 9-1-1 records.   
Guidance:  While some portions of 9-1-1 data should be confidential in all states to avoid re-victimization, states should 
have leeway to establish their own rules.  At a minimum, personally identifiable information should be protected, although 
more comprehensive protection of 9-1-1 records is desirable. 
 
The statutory environment should provide for the confidentiality and disclosure of automatic number identification/automatic 
location identification (ANI/ALI) data, 9-1-1 voice calls, and multimedia.  Regulatory provisions, tariffs, confidentiality 
agreements, vendor non-disclosure agreements (NDAs), access to public records laws, and Health Insurance Portability and 
Accountability Act (HIPAA) may also be considered in this guideline.  Different types of data and their use should be 
reviewed, such as information provided to the first responders that could be misused.  In an NG9-1-1 environment, more 
personal data, such as medical or accident information, may be relayed to a PSAP.  Therefore, issues relating to 
confidentiality and disclosure will become more important.   
 
Aggregated anonymous data can be provided in real-time to governmental, non-governmental and private entities for 
legitimate purposes.  NENA’s Next Generation Partner Program (NGPP) transition policy handbook addresses confidentiality 
and disclosure in terms of the concept of pieces of 9-1-1 call data sent to off-site locations, such as a central database.  Data 
can be sent and archived anywhere in a NG9-1-1 environment. 
Guideline Cross-reference(s):  SC4 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Confidentiality and disclosure rules directly affect how effective 9-1-1 services are within a state.  Rules allow for 
the protection of callers, encourage people to report crimes, and protect callers/victims from retribution.  It also serves to 
protect infrastructure and staff. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR26:  A statute/regulation exists that addresses multi-line telephone systems (MLTS) statewide for 9-1-1. 
Guidance:  States may have different requirements in their statutes.  Some state statutes only address MLTS in residential 
and school environments.  All MLTS should interface to 9-1-1 with call back and location information, regardless of the 
number of stations or square footage involved.  The statute should be examined for improvements based on the stated 
criteria. 
 
Reference NENA E9-1-1 for Multiline Telephone System requirements, 06-750 v3. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Statute contains provisions for non-
business MLTS systems in the state for 
9-1-1. 

 Statute requires all MLTS systems to 
interface to 9-1-1 and provide specific 
call back and location information. 

Rationale:  MLTS is an important issue in 9-1-1.  The ability must exist to accurately locate calls coming from an MLTS. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Statutory and Regulatory Environment  
 

Guideline SR27:  The statutory environment identifies 9-1-1 as an essential government service for states that are 
able to make the distinction.     
Guidance:  In general, government services that are defined as “essential government services” are those that are required 
to be provided, and which are included in continuity of operations policies, procedures and plans. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The statutory environment defines 
9-1-1 as an essential service. 

 The statutory environment provides for 
the protection of funds specifically 
dedicated to 9-1-1 and protects 
resources.   

Rationale:  When 9-1-1 is defined as an essential service, funds dedicated to the provision of 9-1-1 should not be diverted 
elsewhere. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Governance 
 

Governance 
 
The governance environment outlines areas of stakeholder involvement with the 9-1-1 system.  History has shown 
that cooperation enhances a 9-1-1 system, and with the diversity of stakeholders and user needs, the governance of 
the 9-1-1 system is critical. 
 
This category has seven guidelines. 
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National 9-1-1 Guidelines Assessment Report 
Governance 
 

Guideline GV1:  The State has a comprehensive statewide 9-1-1 plan. 
Guidance:  A comprehensive statewide 9-1-1 plan is fundamental to the success of any 9-1-1 program and should be an 
integral part of a larger state plan.  A comprehensive plan ensures all 9-1-1 stakeholders are working towards the same end 
goal.  Having the plan in statute formalizes it and allows it to have a standing in the state.  The plan cannot stand alone, but 
must integrate with other plans within the state, which requires coordination with other entities. 
 
The plan acknowledges and is consistent with other plans in place in the state (emergency preparedness, interoperability, 
emergency evacuation, emergency operations, security, and training and exercises).  The process for developing and 
reviewing the plan must include stakeholder participation. 
Guideline Cross-reference(s):  SR1, OP5, OP8, SC1, SC2, SC5, SC6 

Minimum Criteria Advanced Criteria Superior Criteria 
The 9-1-1 plan is documented and 
updated consistently according to an 
established timeline.  The plan is 
implemented and followed. 

The 9-1-1 plan is consistent with and 
reviewed against other related plans 
within the state.   

The 9-1-1 plan has authority through 
statute or regulation to be consistent 
and integrated with other related plans 
within the state and plans for 
sustainable funding.  The 9-1-1 plan is 
integrated with such plans.  

Rationale:  A comprehensive statewide 9-1-1 plan is fundamental to the success of any 9-1-1 program.  A plan will foster 
consistent goals and advancement throughout the state. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Governance 
 

Guideline GV2:  An entity has authority and responsibility for statewide 9-1-1 coordination. 
Guidance:  Coordination is the end point.  If two or three organizations are doing the same thing, there needs to be 
coordination.  The focus should be on the function – one entity whose primary responsibility is to support and promote 
optimal 9-1-1 services.  The entity could be a coordinator, an agency, or a board/council with a primary responsibility to 
support and promote optimal and cost effective 9-1-1 service.  The entity provides governmental services to ensure the 
existence of 9-1-1 currently and into the future.  There is a need for an entity that can coordinate the efforts of all appropriate 
agencies/entities that support the vision and mission for delivery of statewide 9-1-1 services.  See the relationship between 
this guideline and SR1 and SR2, which state that the coordination function and the coordinator should be funded. 
Guideline Cross-reference(s):  SR1, SR2 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  9-1-1 is a complex system that necessitates leadership among the diverse and potentially competing stakeholder 
community. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Governance 
 

Guideline GV3:  Stakeholder groups participate in 9-1-1 planning, implementation, and changes.   
Guidance:  9-1-1 stakeholders should be adequately represented at every stage of 9-1-1, including planning, 
implementation, updates, and modification.  It is recognized that there may not be much involvement in the planning and 
implementation, however.  While statute may vest final decision-making on key investments and timeframes with specific 
State and/or local governmental entities, structures should be in place to ensure that relevant State agencies, responsible 
local governing boards, traditional and non-traditional responder groups, and communications providers have meaningful 
input into this decision-making. 
Guideline Cross-reference(s):  SR8, SR15, OP8 

Minimum Criteria Advanced Criteria Superior Criteria 
Stakeholders participate informally in 
development and implementation of a 
statewide 9-1-1 program for consensus 
building. 

Documented organized change control 
processes involve stakeholder 
participation. 

Documented organized change control 
processes are set in statute.  There is 
an evaluation of the processes to 
manage change. 

Rationale:  Strong 9-1-1 programs incorporate stakeholder contributions.  Decision-making, absent broad-based stakeholder 
input, can increase costs, decrease desirable outcomes, and delay necessary changes. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Governance 
 

Guideline GV4:  A statewide board or advisory council provides input and oversight for statewide 9-1-1 system 
coordination.   
Guidance:  Coordination at the state level is essential.  While a designated 9-1-1 coordinator and statewide coordination are 
paramount to the effective and efficient operation of 9-1-1, it is important to have input and involvement from the 9-1-1 
community as a whole.  This facilitates the process to broaden the authority of the 9-1-1 coordinator, as in a next generation 
environment, the authority to regulate is more important. 
 
Oversight can be provided through a board or advisory council and can include representatives from public safety affiliations, 
as well as other stakeholder groups, such as service providers.  The board or advisory council should work with the 
statewide coordinator where applicable.  There needs to be a separation of duties from the coordinator that should be 
defined and delegated.  States need to have some flexibility; coordination may be staff augmentation for example. 
Guideline Cross-reference(s):  SR1, SR2, SR14, SR15 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has a board, agency, or 
council with defined responsibilities.   

The board/agency/council holds 
regularly scheduled meetings.  
Recommendations are public and 
actively distributed.  There is a 
mechanism for receiving input from 
9-1-1 users/agencies/stakeholders. 

This board/agency/council is 
established and funded by legislation. 

Rationale:  Statewide coordination provides a structured process for stakeholder involvement and input. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Governance 
 

Guideline GV5:  The state facilitates working relationships between 9-1-1 and groups within the state that interact 
with 9-1-1. 
Guidance:  Communications are necessary between 9-1-1 and emergency management and other agencies or entities 
related to 9-1-1, such as law enforcement, fire, emergency medical services (EMS), information technology (IT), and 
statewide Department of Homeland Security (DHS) organizations.  Working relationships include communication, 
cooperation, stakeholder management and collaboration.  This not only relates to what happens at the state level, but also 
what happens at the regional and local levels. 
Guideline Cross-reference(s):  SR8, SR14, SR15 

Minimum Criteria Advanced Criteria Superior Criteria 
The state provides for working 
relationships between 9-1-1 and other 
entities within the state. 

The state provides for a structured and 
comprehensive working relationship 
between 9-1-1 and specified entities 
within the state.  Working relationships 
are demonstrated at the state level. 

State, regional and local representation 
exists in the working relationships 
demonstrated at the state level.   

Rationale:  9-1-1 needs to work with other agencies for coordination, cooperation, responsiveness and effectiveness in the 
provision of emergency services. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Governance 
 

Guideline GV6:  The ability exists within the state to facilitate essential partnerships statewide, across state lines, 
and for specific strategic purposes. 
Guidance:  Agencies at a state level that relate to 9-1-1 need to be able to enter into agreements.  There are two concerns:  
1) if something is not prohibited in writing, then it is allowed, and 2) if something is not in writing, it is not allowed.  It is not the 
intent to impose statutory requirements.  One can only do what legislation allows.  As such, agreements and partnerships do 
not necessarily have to be addressed in statutes. 
 
Conformance with this guideline could be demonstrated by statutory permission to enter into such agreements and through 
the successful implementation of agreements for past developments.  State-level agencies (State police, emergency 
management, environmental conservation) and local agencies, such as 9-1-1 authorities and first responders, are examples 
of potential partnerships.  Working relationships could include executed interlocal agreements, Memoranda of Understanding 
(MOUs), EMAC services and contracts, which could be tracked in a central repository. 
Guideline Cross-reference(s):  SR7, SR8 

Minimum Criteria Advanced Criteria Superior Criteria 
The state permits regional or sub-state 
and statewide agreements, and allows 
State agencies and local governments 
to enter into agreements across state 
lines. 

The statutory ability and structure is in 
place for agreements to be 
successfully implemented.  A statewide 
plan is in place to complete all working 
relationship agreements. 

All agreements are successfully 
implemented and reviewed when 
necessary.   

Rationale:  To work effectively, all entities involved in the delivery of emergency services must have pre-defined working 
relationships, supported where necessary by agreements. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline GV7:  The State provides a statewide governance model for resource sharing and agreements between 
jurisdictions. 
Guidance:  The "depth" of agreements will likely vary greatly - with the better agreements addressing governance, cost 
allocation, modification and/or termination of same, addition of partners, disaster recovery responsibilities, and liability.  
Agreements could exist for joint dispatch or equipment sharing, for example. 
Guideline Cross-reference(s):  SR7 

Minimum Criteria Advanced Criteria Superior Criteria 
A statewide governance model is in 
place. 

Successful multi-jurisdictional 
agreements, based on the statewide 
model, can be referenced as examples. 

Multi-jurisdictional agreements, based 
on the statewide model, are in practice.  
Resources are available to assist 
jurisdictions in developing agreements. 

Rationale:  Technology has made it more cost-effective to share resources (e.g., staff, equipment, contracts) among 9-1-1 
jurisdictions.  The ability to easily form, amend, and discontinue these multi-jurisdictional agreements as needs dictate is 
critical to the effective use of limited resources.  Resource sharing increases efficiency, effectiveness, and cost control 
among jurisdictions. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Functional and Operational Planning 
 
The functional and operational planning environment outlines the areas of service delivery that should be addressed 
in a 9-1-1 system.  This environment includes areas such as record retention, call handling protocols, continuity of 
operations plans, and exercises. 
 
This category has nine guidelines. 
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National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP1:  All traditional wireline and wireless calls within the state route to a PSAP enabled to receive 
Enhanced 9-1-1 (E9-1-1) data and route to an appropriate dispatcher. 
Guidance:  Currently, varying levels of service may exist across a state.  While it is not feasible for every jurisdiction to have 
its own 9-1-1 system or PSAP; every citizen should have access to 9-1-1.   
 
E9-1-1 provides automatic location identification (ALI) data, selective routing, selective transfer, fixed transfer and a call back 
number.  Phase II provides delivery of a wireless 9-1-1 call with call back number, the location of the caller within current 
FCC requirements, and selective routing based on those coordinates.  These data parameters provide a greater certainty 
that callers can be located in emergency situations.  If a PSAP is able to receive E9-1-1 data and wireless Phase II data, 
Voice over Internet Protocol (VoIP) calls are also able to be processed.   
 
The assessment is designed for the state and PSAP, not the service providers and carriers.  This guideline refers to system 
capabilities and customer premise equipment (CPE) capabilities; processing the calls is a capability issue.  Technical failures 
are an exception. 
Guideline Cross-reference(s):  ST1 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  Having caller location improves the chances of saving lives. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Functional and Operational Planning 
 

Guideline OP2:  The state is pursuing full implementation of emergency medical dispatch (EMD).   
Guidance:  While the statutory environment provides for EMD and requires the use of EMD if it is in statute, there should be 
something in place for states where it is not in statute, but is being pursued or actively done.  This recognizes efforts of the 
state and is not inconsistent with the statutory environment. 
 
EMD protocols, if used, should meet the American Society for Testing Materials (ASTM) Standard Practice for Emergency 
Medical Dispatch (F1258-95) and ASTM Standard Practice for Emergency Medical Dispatch Management (F1560-94).  This 
guideline applies to regional and local 9-1-1 systems.  This guideline is not meant to mandate any specific protocols.  
Medical oversight is a licensed physician with the appropriate qualifications in emergency medicine.  Funding should not 
include operational costs of staff in the PSAP.  Maintenance includes software updates, licenses, and staff training. 
Guideline Cross-reference(s):  SR20 

Minimum Criteria Advanced Criteria Superior Criteria 
The State provides models for EMD 
implementation. 

Measurable steps have been taken to 
implement EMD statewide.  The state 
has a plan for completion and an 
identified funding source.  

EMD is implemented statewide.  
Maintenance and support of the EMD 
program is fully funded by an identified 
source. 

Rationale:  Protocols should exist for EMD.  These protocols should be used and there should be oversight to ensure the 
protocols are being followed.  Changes in protocol are allowed based on medical direction. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline OP3:  Provisions exist for interpretation capabilities statewide. 
Guidance:  Equal service should be available for the deaf and hard-of-hearing community, as well as those for whom 
English is not a primary language.  NENA and other organizations recognize the term non-English speaking, which includes 
American Sign Language users.  This guideline recognizes that some territories may have a non-English primary language.  
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The State recommends that PSAPs 
have an interpretation capability or 
access to similar services. 

The State requires that PSAPs have an 
interpretation capability or access to 
similar services.  There is an identified 
funding source. 

Required interpretation capabilities or 
access to similar services are fully 
funded by an identified source. 

Rationale:  This ensures equal service for non-English/non-native language speaking callers requesting assistance of any 
kind. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP4:  The state provides guidelines for the retention of 9-1-1 call records and 9-1-1 related data.   
Guidance:  The role of the State is to perhaps be an advocate for PSAPs and/or set standards. The State should define 
what is considered a “record.”  The creator of the record is the custodian of the record (or whoever is specified in statute if 
applicable).  Local, state and federal laws may affect the retention of data and not all data will have the same retention 
period. The retention laws may not be in the 9-1-1 statute, but in other provisions of law. 
Guideline Cross-reference(s):  SR24 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  The retention of 9-1-1 records and data ensures consistency across the state and ensures data is available 
when needed. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP5:  The state requires a data backup plan. 
Guidance:  All data essential to the operation of a PSAP should have a backup available.  Examples of data essential to the 
operation of the PSAP are Master Street Address Guide (MSAG), automatic location identification (ALI), computer aided 
dispatch (CAD), and customer premise equipment (CPE) data.  Periodic backups are executed and logged.  At least one 
backup should be stored off-site.  Any off-site storage should comply with all security requirements. 
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
PSAPs implement a local data backup 
and recovery procedure and plan.  This 
plan is documented. 

PSAPs’ backup and recovery 
procedures and plans are documented 
and maintained.  Data backup is off-
site. 

Implemented data backup and 
recovery procedures and plans are 
documented and maintained, and the 
backups are audited. 

Rationale:  This is one method to ensure continuity of data should there be any type of component failure. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP6:  State-level guidance exists for public safety’s use of social media.  
Guidance:  Public safety includes PSAPs.  Leveraging the capabilities of social media (incoming and outgoing) and the use 
of social media can enhance the image of public safety agencies.  This should be part of an organization’s public information 
plan.  Guidance may also cover future uses of this technology. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  Social media is being used by the public to talk about emergencies.  Social media can be a tool to give the public 
accurate information before and during emergencies. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP7:  Statewide support and coordination exist for managing/operating emergency notification systems 
(ENS). 
Guidance:  This service may be housed in other areas besides 9-1-1.  Notification examples include ENS alerts, warnings, 
sirens, and broadcast intercepts.  Many warnings are sent out at varying levels (state-level alerts, local alerts, interstate 
alerts).  There should be a determination of who is responsible for specific alerts.  Agreements should be in place between 
agencies within the state that utilize this service.  The use of alerts and warnings could also be part of the state plan.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Guidelines and policies at the state 
level clearly document 9-1-1 
jurisdictional roles.  The statewide plan 
defines the agency responsible for 
specific alerts.  There is communication 
between the party who issues the alert 
and the appropriate PSAP(s). 

The state defines the proper use of 
ENS and other protocols, regardless of 
who has responsibility for alert 
generation. 

A statewide body assists in unifying 
and coordinating the consistent use of 
alerts and warnings throughout the 
state. 

Rationale:  Alert/warning resources and technologies are of critical importance to the public, and have a very direct 
relationship to 9-1-1.  Managing and operating these resources are, however, somewhat ancillary to the 9-1-1 function and 
careful integration into the overall emergency communications operation is critical. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP8:  The state has a formalized process and communication plan for change management. 
Guidance:  Change management is becoming increasingly more important in the technological age.  This guideline involves 
changes that impact others – state down, local up – and any area in between where someone else is impacted or affected.   
A local level change could be just as catastrophic as a state change.  Communications is a significant component; changes 
must be communicated. 
 
The communications plan should address the process and how any state, regional or local level changes are communicated 
throughout the state and, where appropriate, to the employees.  Change management processes should be included for 
software and hardware, changes in technology, changes to the staff, and changes in operational/technical functions, 
changes in regulations, changes by vendor community – such as changes in technologies that should be communicated to 
9-1-1 authorities.  Advance notice of changes should also be a consideration.  The change management process may be 
included in an operational plan.  This change management process should include a test plan, where appropriate.     
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary    
Rationale:  Changes to any component or area of a 9-1-1 system can affect many aspects of the system and need to be 
controlled and communicated properly. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
  



National 9-1-1 Guidelines Assessment Report 
Functional and Operational Planning 
 

Guideline OP9:  The State monitors and enforces compliance of 9-1-1 related provisions of the Americans with 
Disabilities Act (ADA).   
Guidance:  Statewide 9-1-1 system compliance should include Americans with Disabilities Act (ADA) and its 9-1-1 related 
provisions. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Compliance with ADA’s 9-1-1 related provisions is important to ensure equal access to 9-1-1 services. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Standards 
 
The standards environment outlines the areas for which a state should develop or adopt standards.  This includes 
technology and performance standards.  
 
This category has six guidelines. 
 
 

The remainder of this page intentionally left blank. 
 
 

 



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST1:  Standards and best practices have been identified and implemented at the state level. 
Guidance:  A review of the existing standards and best practices from a technical and operational level should be conducted 
to ensure that those standards have been identified, evaluated and implemented (as appropriate).  Examples of standards 
and best practices include technical interface, data, performance, and operations from the American National Standards 
Institute (ANSI), Internet Engineering Task Force (IETF), National Fire Protection Association (NFPA), APCO, and NENA.  
Once a set of standards has been adopted, there needs to be a regular review (by a statewide coordinating body, such as a 
State agency, association of counties, or other state public safety associations) of existing and proposed design and 
performance standards to determine the changes needed (if any). 
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
Standards have been identified and 
implemented at the state level. 

A state-level entity regularly reviews 
adopted and proposed design and 
performance standards to determine 
what changes, if any, are needed.   

Proposed changes from the state-level 
entity are implemented.  The 
implementations are adequately 
funded. 

Rationale:  Standards and best practices ensure consistency of 9-1-1 service across the state. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST2:  The State requires specific operational standards for PSAPs to ensure a minimum level of service 
delivery.   
Guidance:  A minimum level of 9-1-1 service is required regardless of the type of service. It includes E9-1-1, wireless Phase 
I, wireless Phase II, Voice over Internet Protocol (VoIP) and NG9-1-1 (emerging technologies).   
 
With Basic 9-1-1, a caller is automatically connected to a PSAP based on the central office that originates the call; automatic 
number identification (ANI) and/or automatic location identification (ALI) may not be supported.  This means that the PSAP 
may not have the location or call back number of the caller.   
 
With wireline E9-1-1, the PSAP has capabilities for ALI, ANI, selective routing, and selective transfer.  For E9-1-1, the PSAP 
receives the caller’s location and call back number, and other identifying information.  The call is routed to the correct PSAP 
based on the caller’s location, not the central office. 
 
For wireless E9-1-1 Phase I, the PSAP receives the call back number of the caller and the identification of the cell tower from 
which the call originated.  The call is usually routed based on cell tower sector. 
 
For wireless E9-1-1 Phase II, the wireless call is delivered with the call back number as well as the location of the caller 
within 125 meters 67 percent of the time.  The wireless call is routed to the PSAP based on the caller’s coordinates at the 
time of the call. 
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
The State has defined a minimum level 
of service, which is at least Enhanced 
9-1-1 (E9-1-1).  The minimum level of 
service is specific, consistent and 
implemented at all PSAPs across the 
state. 

The service level is regularly reviewed 
and updated based on evolving 
operational and technical capabilities at 
a national level. 

The State-defined service level is 
enforced and adequately and 
sustainably funded. 

Rationale:  A minimum level of service for all PSAPs ensures a consistent delivery of 9-1-1 service to all callers regardless 
of the caller's location or method of accessing 9-1-1. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST3:  The state has defined PSAP performance standards. 
Guidance:  Defined performance standards allow for consistent delivery of service across the state.  It also allows for the 
identification of issues that need to be addressed, such as the need for additional trunks or additional call takers within a 
specific PSAP. 
 
Performance standards include technical and operational standards such as call answering (timeliness, call overflow and call 
overload), call protocols or interrogation, reliability, redundancy, congestion control, quality of service, and Teletypewriter 
(TTY) testing. For example, these standards could include a call answering standard of 90 percent of all 9-1-1 calls within 10 
seconds during the busy hour of the day.   
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has defined PSAP 
performance standards. 

The defined performance standards 
are implemented. 

The defined performance standards 
are enforced and funded.  Funding is 
not dependent on call answering 
standards being met. 

Rationale:  Consistent performance standards enable evaluation and maximize consistent and effective service. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST4:    The state requires specific interface standards for the exchange of 9-1-1 related data between 
functional entities.    
Guidance:  It is often not possible for one PSAP to transfer data to another PSAP, which can result in delayed responses.   
If data exchange is a capability, the data may be in a different format or layout.  Standards development organizations have 
identified interfaces for the exchange of 9-1-1 data, which, if enabled statewide, allows all call takers/dispatchers to have the 
same understanding and ability to interpret the received data. 
 
Interface standards describe the definition, format, layout, and other characteristics of 9-1-1 related data shared across 
disparate systems, ensuring the seamless exchange of data, and permitting a common understanding to interpret and use 
9-1-1 related data consistently.  Examples of industry-accepted standard organizations include APCO, the Internet 
Engineering task Force (IETF), and the National Information Exchange Model (NIEM). 
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
The state encourages the exchange of 
9-1-1 related data at the local and 
regional level using industry-accepted 
interface standards. 

At a state level, industry-accepted 
interface standards have been adopted 
for 9-1-1 related data exchange and 
applied to statewide procurement 
efforts and funding priority. 

The state is compliant with national 
industry-accepted interface standards 
for 9-1-1 related data exchange, which 
is applied to statewide procurement 
efforts and funding priority. 

Rationale:  Interface standards that permit data exchange are necessary when data is being shared across functional 
entities. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST5:  The state has minimum standards for emergency call processing protocols. 
Guidance:  Call processing starts at call receipt and ends at call disconnect.  Protocols are a set of rules or conventions that 
govern how a call is handled internally.  The state could choose to recommend or encourage specific commercially available 
protocols or develop their own. 
 
Minimum standards for call processing may include items such as questions, procedures, minimum service level, 
consistency, and integration procedures.  Protocols could include law enforcement, emergency medical, fire, hearing 
impaired, and missing children. “Emerging” means that the criterion provides for flexibility and adjustment as new standards 
emerge. 
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
A minimum set of call processing 
protocols exist in the state. 

The call processing protocols are 
adjusted as necessary to remain 
consistent with emerging national call 
processing standards.  

There is an audit to ensure compliance 
with the call processing 
protocols/standards. 

Rationale:  These standards will support a minimum level of consistency in call processing. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Standards 
 

Guideline ST6:  The state program fosters the adoption of technical and/or operational consensus standards and 
requirements. 
Guidance:  The public expects to receive a uniform level of 9-1-1 service, regardless of their location.  With current 9-1-1, 
there is no standardized network, although some components are regarded as standard.  The same level of service should 
be provided in rural areas as in a metropolitan area.  This will become increasingly more important with NG9-1-1 and the 
advent of operational and technical standards for seamless interconnections.  Interoperability between local, regional, and 
state 9-1-1 systems is essential.   
 
This is the operational policy or rule that standards adoption should be encouraged.  This guideline includes state systems 
and any statewide procurement.  Aspects of technical and operational standards include security, redundancy, reliability and 
interdependencies between the systems. NENA’s Next Generation Security (NG-SEC) document can be referenced.   
Guideline Cross-reference(s):  SR12 

Minimum Criteria Advanced Criteria Superior Criteria 
The state program encourages the 
adoption of technical and operational 
standards. 

Leading industry standards and best 
practices have been reviewed and 
adopted at a statewide level and 
applied to statewide procurement 
efforts. 

A state-level entity identifies, then 
implements and maintains statewide 
standards and recommended best 
practices. Funding priority is given to 
agencies that adopt these standards. 

Rationale:  The adoption of technical and/or operational consensus standards and requirements improves consistency and 
effectiveness of the state 9-1-1 system. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 



National 9-1-1 Guidelines Assessment Report 
Security and Continuity of Operations 
 

Security and Continuity of Operations 
 
The Security environment outlines areas that should be addressed to secure the facility and data associated with 
9-1-1.  These guidelines outline plans and actions that a state should facilitate or coordinate to enhance the 9-1-1 
system. 
 
This category has seven guidelines. 
 
 

The remainder of this page intentionally left blank. 
 
 

 



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC1:  The state has business continuity of operations plans (COOP) for 9-1-1 to ensure continuous 
operations. 
Guidance:  A backup site is in operations to take over full load of 9-1-1 calls at any time.  Interagency agreements will 
provide for other PSAPs to take over call handling during a disaster or as a business continuity plan or backup.  There are 
best practices and standards in place including:  NENA Operations Standards for Contingency Planning, 53-001 through 53-
507, National Fire Protection Association (NFPA) Standard on Disaster/Emergency Management and Business Continuity 
Programs (NFPA 1600), recovery point objective (RPO) and recovery time objective (RTO).   
 
"Operational impact analyses should be conducted to identify scenarios where facilities, systems, equipment, or operations 
are interrupted or disrupted, and any opportunities for hazard mitigation.  As part of the research, the organization should 
determine continuity requirements and develop strategies based on the requirements, so that a more general continuity plan 
can be formulated with training, testing, and exercise.  Focus on the impact of interruptions to critical business functions will 
help define thresholds for minimum/maximum down time."  (From Next Generation Procurement Tool Kit) 
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan and procedures exist that 
describe business continuity. 

The state’s plan defines and meets 
business owner expectations, needs 
and priorities to respond to and recover 
from a disaster. 

The state’s continuity plan is used, 
maintained, exercised and audited.  
The COOP is coordinated with the 
critical infrastructure plan statewide. 

Rationale:  A business COOP is established to assure that service delivery will continue uninterrupted when faced with a 
threatening situation that may hinder operations.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC2:  Plans are in place statewide that define and meet needs and priorities to respond to and recover 
from a disaster. 
Guidance:  A disaster can mean loss of data, equipment, facility or people, or all of the above.  Disaster recovery plans 
should encompass the smallest “disaster” to largest.   
 
The State should manage expectations for disaster recovery.  Components of a disaster recovery plan should include, at a 
minimum: level of recovery (what you get), time to recovery (when you get it) for equipment, software, facilities and people.  
Stakeholders (depending on what level of services the State is providing), including the 9-1-1 authorities who will participate 
in disaster recovery should provide input into the plan. 
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
Plans and procedures exist for disaster 
recovery, to include critical 
infrastructure. 

The disaster plan(s) is used, 
maintained and exercised. 

The disaster plan(s) is audited, and is 
coordinated with the critical 
infrastructure plan statewide and is 
reviewed on a regular basis and 
amended as appropriate. 

Rationale:  Disaster recovery plans ensure continuity of service. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC3:  The state has a plan and procedures to safeguard information from unauthorized use, disclosure or 
modification, damage or loss. 
Guidance:  System security must be in place to ensure internal and external users cannot access unauthorized areas.  
System security should mitigate business risks to an acceptable level and has legal, regulatory and policy implications.   
 
A data loss prevention solution, network protection, and access control issues can be examples.  The plan should be 
consistent with the NENA security standard and international standards, where appropriate.  This plan needs to reflect 
appropriate interstate coordination and national interconnection as appropriate. 
Guideline Cross-reference(s):  SR25 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan and procedures exist that 
describe the minimum network and 
data protection measures to be in place 
for each facility, locally at the PSAP 
and under State responsibility, and the 
connectivity between the two.   

A plan exists that describes the 
minimum logical security, features, and 
specific escalation procedures to be in 
place for statewide emergency 
communications systems.  This plan is 
used and maintained. 

A data and network plan is coordinated 
with agencies responsible for critical 
infrastructure protection within the 
state.  This plan is used, maintained 
and audited. 

Rationale:  Network and data protection measures must be in place to prevent unauthorized access and/or damage to 
security.  These measures can minimize negative and unintended consequences.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC4:  The state has a procedure that ensures confidentiality of information to the extent permitted and/or 
required by law. 
Guidance:  In some cases, 9-1-1 incident data and recordings are only given by subpoenas.  A formal contract and non-
disclosure agreement should be defined and agreed upon prior to rendering services.  A non-disclosure agreement may be 
necessary for State and local employees where it is not addressed in the employment contract.  Specific areas which may 
require specific levels of protection include the Health Insurance Portability and Accountability Act (HIPAA).  Data may be 
required to be released by law in some instances. 
Guideline Cross-reference(s):  SR25 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan and procedures exist that 
describe confidentiality policies for 
incident data protection measures. 

The confidentiality plan/policies is used 
and maintained. 

The confidentiality plan/policies is 
used, maintained and audited. 

Rationale:  Confidentiality is imperative to safeguard victim and witness information, as well as data.  Confidentiality and 
security of information policies help ensure proper use, handling and exchange and storage of incident data and system 
records. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC5:  The state has a plan and procedures that address the logical security of the system and network. 
Guidance:  Logical security consists of software safeguards for an organization’s systems, including user identification and 
password access, authentication, access rights and authority levels.  Systems (network, data, hardware and users) 
preventative monitoring will safeguard the information and equipment from unauthorized use, disclosure, damage or loss. 
The idea is to monitor to prevent and detect holes or security breaches in the system.  Network and systems configuration 
data must be protected from hackers and cyber terrorism.  This plan must address data rights management and identity and 
access management.  In an NG9-1-1 environment, more consistency in security becomes necessary. 
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan exists that describes the 
minimum logical security and features 
to be in place for each system under 
the State's control.  An alert system 
exists to notify individuals when 
problems arise. 

The plan describes the specific 
escalation procedures to be in place for 
statewide emergency communications 
systems.  This plan is used and 
maintained. 

The plan is coordinated with agencies 
responsible for critical infrastructure 
protection within the state.  This plan is 
used, maintained, audited and 
integrated with statewide escalation 
procedures. 

Rationale:  Network and data must be proactively monitored to protect it from unauthorized users and cyber terrorists.  An 
alert system should notify administrators when an intrusion occurs in order to respond appropriately.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC6:  The state has a plan for physical security and access control. 
Guidance:  This guideline addresses physical security and access control to all aspects of the 9-1-1 system, including 
PSAPs, data centers, and network service providers.  Physical security is the perimeter and access control is the means for 
the physical security.  Higher or multiple control measures must be set for the computer room and telephony room.  Has 
there been a critical infrastructure assessment?  Has PSAP site selection criteria been considered?  Is this compliant with 
the NENA site survivability criteria?  Ideally the premise or building housing the 9-1-1 center should only be accessed or 
visited by personnel from such center.  Visitors must be registered and logged entering and exiting the premises.  NENA’s 
Next Generation Security (NG-SEC) document can be referenced.  National Reliability and Interoperability Council (NRIC) 
best practices related to physical security and access control can be used where appropriate. 
Guideline Cross-reference(s):  GV1 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan exists to describe the minimum 
physical security and access control 
features to be in place for each facility 
under the State's control. 

The plan describes the minimum 
physical security and access control 
features to be in place for primary and 
secondary PSAPs, system service 
providers, and originating service 
providers across the state.  This plan is 
used and maintained. 

The plan for primary and secondary 
PSAPs, system service providers, and 
originating service providers is 
coordinated with agencies responsible 
for critical infrastructure protection 
within the state.  This plan is used and 
maintained. 

Rationale:  Physical and access control measures for the 9-1-1 system must be in place to guarantee the safety and 
security of the personnel and the systems. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Tool 
Security and Continuity of Operations 
 

Guideline SC7:  PSAP facilities and system facilities are planned, designed and constructed according to accepted 
site selection standards and best practices. 
Guidance:  Properly designed or retro-fitted facilities support operational and technical requirements of the state-level 9-1-1 
system.  It is recognized that there is a need to avoid imposing/funding hardening of other’s facilities.  However, if a state 
takes over a network, the state should assume responsibility.   
 
This guideline applies to new PSAP or system facility construction or the renovation of existing PSAP or system facilities.  
Best practices include NENA best practices for PSAP site selection criteria 56-506 and others.  System facilities include off-
site data centers, Network Operations Centers (NOCs) under control of the localities or states, and Security Operations 
Centers (SOCs) under control of the localities or states.  This is not intended for vendors. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
A plan exists that describes standards 
and best practices for the planning, 
design and construction/renovation of 
PSAP and system facilities.  

There are examples of recent 
construction or renovation of PSAP and 
system facilities that followed the 
standards and guidelines. 

The State, through adequate 
assistance and funding, enables 
PSAPs and system facilities to plan, 
design or construct/renovate according 
to standards and best practices. 

Rationale:  Properly designed, planned and implemented facilities support the technical and operational requirements for the 
safe and secure operation of a PSAP and system facility. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 



National 9-1-1 Guidelines Assessment Tool 
Human Resources/Training 
 

Human Resources/Training 
 
The Human Resources and Training environment outlines the areas where personnel can have an impact on 9-1-1.  
This includes training for staff, establishing standards and certifications, and programs for staff stress management.  
The people that work in 9-1-1 are a critical asset and should be considered in any 9-1-1 system. 
 
This category has eight guidelines. 
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National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR1:  The state has minimum/essential telecommunicator training requirements. 
Guidance:  Training should exist and be the same for all staff who perform telecommunicator duties.  Training requirements 
include specialized training for remote/virtual workers.  If the call taking and dispatch functions are separate, the state should 
require appropriate training for each.  Industry-based standards should be met or the state could establish their own 
standards that meet or exceed APCO/American National Standards Institute (ANSI) Telecommunicator Training, National 
Fire Protection Association (NFPA) or an equivalent.  Areas of focus could include, initial training, continuing and remedial 
training.  Training should include special needs populations. 
Guideline Cross-reference(s):  SR18, HR7 

Minimum Criteria Advanced Criteria Superior Criteria 
The state requires a training program 
that meets national training standards 
or equivalent; where applicable, the 
program is supported by an identified 
funding source(s). 

The state enforces its training 
requirement, which is supported by an 
identified funding source(s). 

The state provides and enforces 
advanced telecommunicator training 
requirements, which maintain 
consistency with national training 
standards.  The advanced training 
requirements and subsequent 
enforcement are supported by an 
identified funding source(s). 

Rationale:  A training program and associated requirements improve job performance and decrease liability. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR2:  The state recommends PSAPs have a professional code of ethics for telecommunicators. 
Guidance:  The telecommunicator position should be seen as a profession or career, not just a “job.”  Having a code of 
ethics associated with this position is a first step.  It is recognized, however, that having a code of ethics or a statement of 
professionalism does not make a PSAP better, more efficient or more effective.  These are directly related to personnel and 
performance.   
 
The state could establish a professional code of ethics or adopt an existing industry code of ethics.  This helps assure 
professional conduct.  This is a step in professionalizing the telecommunicator position.  The code of ethics could be part of a 
standard operating procedure (SOP) or a training program in a PSAP.  An example is APCO’s Telecommunicator Code of 
Ethics.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Telecommunicators should be held to a standard of professional conduct. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR3:  All emergency communications staffing positions have an associated job description. 
Guidance:  9-1-1 Authorities/PSAPs should be able to take the models provided by the State and apply them locally. 
 
Jobs that would benefit from defined job descriptions include, but are not limited to, 9-1-1 coordinators, PSAP managers, 
telecommunicators, and staff working in remote/virtual environments. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The State provides model job 
descriptions for each emergency 
communications position. 

Job descriptions are detailed and 
unique to each position. 

Job descriptions for emergency 
communications positions are 
consistent across the state. 

Rationale:  Specific job descriptions assist staff by clearly defining their roles and responsibilities.  They also provide the 
basis for performance evaluations.  Further, defined job descriptions that are used statewide can enable PSAPs and 9-1-1 
authorities to share staff resources. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR4:  Comprehensive pre-employment screening for telecommunicators exists within the statewide 
system. 
Guidance:  Pre-employment screening can include evaluation, testing, background checks, hearing tests, vision tests, 
physical tests, psychological tests, drug tests, and typing tests.  NENA has standards for hearing requirements.  The State 
could recommend a process or a process could exist at a local level.  In some instances, assessors may look at whether pre-
employment testing exists within the state, how widespread it is, and whether the state facilitates it. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The State encourages pre-employment 
screening at a local level for 
telecommunicators. 

The State requires pre-employment 
screening for telecommunicators. 

An identified funding source provides 
for the State-required pre-employment 
screenings. 

Rationale:  Pre-employment evaluations and testing will help ensure quality staff. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR5:  The State recommends regular staff performance evaluations are conducted locally. 
Guidance:  Performance evaluations can be used to identify training needs and establish training goals for the upcoming 
evaluation cycle; identify deficiencies and set expectations for resolving them; identify opportunities for professional 
development; and determine the level of pay increases.  Considerations include if the evaluations are done on a regular 
basis, whether the State provides any training to help supervisors conduct performance evaluations, whether the evaluations 
are consistent, and whether the State provides funding.   
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Binary   
Rationale:  Performance evaluations are an essential means of providing feedback to an employee and identifying needs 
and/or deficiencies. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the guideline. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR6:  The state has a telecommunicator certification program. 
Guidance:  This guideline is intended to recommend professional certification, which carries more weight than just attending 
training and receiving a certificate.  The certification program should define the minimum job skills required for acceptable 
performance.  There should be a process for those who are not able to meet certification requirements.  Varying levels of 
certification should be commensurate with experience. 
Guideline Cross-reference(s):  SR19 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has taken measurable steps 
towards a telecommunicator 
certification program. 

The state has implemented a 
telecommunicator certification program. 

The certification program is consistent 
with emerging national standards.  The 
certification program is funded and 
enforced. 

Rationale:  Certification helps to ensure professional job performance. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR7:  The state has continuing education guidelines for operational staff. 
Guidance:  Operational staff includes call takers, dispatchers, and managers.  Continuing education should utilize current 
standards.  The purpose is to increase professionalism and improve skills at a specific position or on a specific topic.  There 
are many options for meeting the continuing education requirement, including, but not limited to, exercises and drills; 
comprehensive position-specific training, such as information technology (IT), geographic information systems (GIS), 
communications manager; or Teletypewriter (TTY) testing. 
Guideline Cross-reference(s):  SR18, HR1 

Minimum Criteria Advanced Criteria Superior Criteria 
The state encourages continuing 
education for call takers, dispatchers, 
and managers. 

Minimum continuing education 
requirements have been established. 
Continuing education is supported by 
an identified funding source. 

The state monitors, enforces, and 
audits minimum continuing education 
requirements to ensure they are being 
met.  Comprehensive position-specific 
training exists. 

Rationale:  Continuing education improves job performance and decreases liability. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Human Resources/Training 
 

Guideline HR8:  The state has a comprehensive stress management program accessible statewide. 
Guidance:  PSAP personnel routinely process calls involving life-threatening/traumatic incidents, and in the future will have 
to “view” them, depending on the technology employed at respective centers.   
 
A model plan has been utilized and shown to be effective over time.  A model plan can include preventing post-traumatic 
stress disorder (PTSD), identifying and treating PTSD, critical incident stress, chronic stress management, and family stress 
programs. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
The state encourages having model 
stress management programs available 
for staff. 

The state has identified stress 
management programs that can be 
made available to staff and has 
identified funding sources. 

The state defines and requires stress 
management programs be available to 
staff; use of the programs is funded by 
a dedicated source. 

Rationale:  Communications center personnel deal with life-threatening incidents on a daily basis.  Preventive stress 
management and critical incident stress management will help staff deal with these incidents.  Such support could reduce 
turnover and absenteeism. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 



National 9-1-1 Guidelines Assessment Report 
Evaluation 
 

Evaluation 
 
The Evaluation environment as a whole relates to how states evaluate/assess their 9-1-1 systems.  This is an on-
going process to use statewide data for evaluation purposes.  It also encourages a practice that is not a standard 
operating procedure across the board.  Some states will have quality assurance and quality improvement (QA/QI), 
while others will not.  
 
This category has five guidelines.  
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Evaluation 
 

Guideline EV1:  The state fosters the ongoing evaluation of statewide system(s) quality performance. 
Guidance:  This guideline refers to the people.  The State does not need to have “state-specific” standards as a 9-1-1 
Authority/PSAP may use local standards.  A typical quality program would include call reviews and performance.  
Performance standards could be established at a state or local level or use already established standards such as NENA 56-
006 and others.  Another factor for consideration is the level of participation within the state for quality evaluation. 
Guideline Cross-reference(s):  SR16 

Minimum Criteria Advanced Criteria Superior Criteria 
The state evaluates quality based on a 
set of industry-accepted quality 
standards. 

Measurable steps have been taken to 
implement a quality performance 
program statewide; the state has a plan 
for completion. 

The evaluation process supports 
quality improvement and quality 
assurance; the program has been 
implemented statewide. 

Rationale:  A regular review of quality will help to ensure quality of services statewide. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Evaluation 
 

Guideline EV2:  The state has a comprehensive and standardized quality assurance (QA) process for call 
processing. 
Guidance:  The QA process needs to take into account day to day operations for call processing and dispatching. 
Guideline Cross-reference(s):  SR17 

Minimum Criteria Advanced Criteria Superior Criteria 
The state recommends that PSAPs 
have a QA process. 

The state mandates a standardized QA 
process with specific requirements and 
appropriate funding. 

The state audits the standardized QA 
process. 

Rationale:  A standardized QA process improves call handling within a PSAP by identifying weakness and providing 
opportunities for improvement. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Evaluation 
 

Guideline EV3:  The state collects information and data for evaluation and planning purposes. 
Guidance:  The National 9-1-1 Profile Database can be referenced for data collection specifics.  Examples of data to be 
collected include call receipt times, call processing times, and down time.  Some 9-1-1 Authorities/PSAPs may not have an 
idea of cost or lease out services, but the providers or another entity will have records. 
Guideline Cross-reference(s):  SR23 

Minimum Criteria Advanced Criteria Superior Criteria 
Data is collected from all PSAPs in the 
state, to include all system data at the 
state level.  The State defines the 
minimum set of criteria based on 
identified metrics. 

 The State actively participates in the 
national data collection process. Data 
is shared throughout the state with  
9-1-1 authorities that have provided 
data.  

Rationale:  Data can affect performance metrics, quality and cost effectiveness.  Use of this data allows the State to analyze 
the performance of the state 9-1-1 system. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Evaluation 
 

Guideline EV4:  The state utilizes statewide collected data for evaluation purposes. 
Guidance: This guideline uses technical system data to evaluate performance quality, cost-effectiveness, and basic 
customer service information.  Evaluation should include stakeholders in the 9-1-1 community.  Performance should meet 
industry standards, such as National Fire Protection Association (NFPA) 1221. 
Guideline Cross-reference(s):  SR23 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has a process to evaluate 
collected data.   

The state’s evaluation of collected data 
is consistent with nationally-accepted 
benchmarks. 

The evaluation process supports 
quality improvement and quality 
assurance statewide. 

Rationale:  Utilizing collected data for evaluation ensures the state is able to apply a consistent quality of service statewide. 
 

Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Evaluation 
 

Guideline EV5:  The state has guidelines, based on specific metrics, for measuring and managing telecommunicator 
staffing levels.  
Guidance:  This guideline is intended to identify staffing requirements based on call volumes; the focus is on the 
telecommunicators – not field units, such as law enforcement.  Guidelines may exist for call volume, busy times, or number 
of units handled per dispatcher.  The emphasis is on staffing the PSAP/communications center based on these metrics.  For 
most states, this will be a local decision and is often based on budget, but having the state provide guidance/assistance is a 
step towards assuring appropriate staffing to meet citizens’ needs.  Nothing in the guideline suggests that 9-1-1 
Authorities/PSAPs have to follow the guidelines or that states enforce their guidelines.  Some states do not have the 
statutory authority for this. 
Guideline Cross-reference(s):  Not Applicable 

Minimum Criteria Advanced Criteria Superior Criteria 
Guidelines are based on the use of 
historical data. 

Guidelines are based on the use of 
industry standards and metrics tools. 

Guidelines include the use of predictive 
levels of need/statistical analysis. 

Rationale:  Calls that do not get answered, incidents that get delayed in dispatch, and/or units that do not get answered on 
the radio need to be minimized. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Public Education 
 

Public Education 
 
The Public Education environment outlines areas of education for the general public, appointed/elected officials, and 
stakeholders.  A better informed user community enhances the 9-1-1 system.  Target audiences should be identified 
and specific messages should be tailored for each of them.  For example, informational needs differ depending on 
whether the audience is the general public, people with special needs, emergency responders, or government 
officials and policy makers.  Messages include the appropriate use of 9-1-1, when to call, what to call, the limitations 
of system capabilities, and national issues.  
 
This category has five guidelines.  
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Guideline PE1:  The state has an effective public education program that includes information about the capabilities 
and appropriate use of 9 1-1. 
Guidance:  The program should be comprehensive; it should identify the target audiences and the message for each of the 
target audiences, and disseminate the message using different media.  Tracking the effectiveness of the program would 
include a market research strategy.  National education programs can include 9-1-1 public educator forums.  Coordination 
with organizations that have related public education programs (such as health departments, Federal Emergency 
Management Agency [FEMA] and other national organizations) should be considered.  States may also educate the public 
on the limitation of certain communication devices or technologies in terms of their ability to contact 9-1-1.  A description of 
the issues associated with technology-specific challenges and limitations should be developed (examples include multi-line 
telephone system [MLTS], Voice over Internet Protocol [VoIP], and wireless location). 
Guideline Cross-reference(s):  SR22 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has a documented public 
education program and plan that 
includes dissemination of information to 
the public using electronic and print 
media. 

There is a coordinated multi-media 
program between the state, local 9-1-1 
and other public education 
organizations.  The program and 
information is reviewed, offered and 
updated annually. 

A mechanism exists to track the 
effectiveness of the program.  The 
state program leverages national 
programs.  The program and 
information is reviewed, offered and 
updated semi-annually. 

Rationale:  A well-educated community will be better prepared when the need to contact 9-1-1 arises, and to understand the 
appropriate use and limitations of the 9-1-1 system.   

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   

 
 
 
 
  



National 9-1-1 Guidelines Assessment Report 
Public Education 
 

Guideline PE2:  The state has a 9-1-1 education program for appointed/elected officials and policy makers. 
Guidance:  Officials need to understand the capabilities and limitations of 9-1-1 in order to appropriately support it and set 
appropriate policy.  Every state has a different model for public education based upon unique state issues and needs.  An 
education program for appointed/elected officials may include existing forums such as 9-1-1 Goes to Washington, statewide 
conferences, regional association conferences.  A description of the issues associated with technology-specific challenges 
and limitations should be developed (examples include multi-line telephone system [MLTS], Voice over Internet Protocol 
[VoIP], and wireless location). 
Guideline Cross-reference(s):  SR22 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has a plan and program to 
reach out to officials to educate them 
on 9-1-1 issues, including governance, 
technical and operational matters. 

Information is updated and offered 
annually.  The state offers a program to 
local governments. 

Information is updated and offered at 
least semi-annually.  A mechanism is in 
place to track the effectiveness of the 
program.  The state program leverages 
national programs and outreach. 

Rationale:  Individuals in leadership roles and in regulatory and legislative positions need to understand the current and 
changing environment of public safety communications as it relates to 9-1-1.  Education can include the 
capabilities/limitations and appropriate use of 9-1-1. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline PE3:  The state has identified special needs populations and developed specific educational programs for 
each.   
Guidance:  The minimum criterion focuses on the ADA; any program beyond that is considered advanced or superior.  
Special needs communities include but are not limited to: non-English speakers, deaf and hard of hearing, young children, 
seniors, speech impaired, and vision impaired populations as well as those hesitant to contact 9-1-1 for cultural or 
demographic reasons.  Evaluation can be done in the form of questionnaires out to the community.  Another consideration is 
the level of participation within the state that utilizes quality evaluation. 
Guideline Cross-reference(s):  SR22 

Minimum Criteria Advanced Criteria Superior Criteria 
The state has a plan and program to 
educate stakeholders and advocacy 
groups in federal Americans with 
Disabilities (ADA) requirements. 

In addition to providing education on 
ADA requirements, the state has an 
educational program for special needs 
communities. 

The state evaluates the effectiveness 
of the educational program and has a 
documented process to make 
appropriate updates at least annually. 

Rationale:  Special needs communities have unique challenges when contacting 9-1-1.  PSAPs have unique challenges in 
being able to respond to callers with special needs.  The unique challenges presented in communicating with the special 
needs community require the highest level of attention. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline PE4:  The state has specific 9-1-1 educational programs for children at all grade levels. 
Guidance:  The state can participate in National 9-1-1 Education Month and utilize materials provided at a national level to 
promote 9-1-1 education.  Other examples of state-level programs could include public service announcements.  Messages 
should be age-appropriate. 
Guideline Cross-reference(s):  SR22 

Minimum Criteria Advanced Criteria Superior Criteria 
The state prepares and makes 
available to 9-1-1 authorities printed or 
electronic training materials to educate 
on the uses and misuses of 9-1-1. 

The state has a documented working 
relationship with the state education 
department to develop minimum 
curriculum for comprehensive 9-1-1 
education. 

The state monitors and evaluates the 
working relationship with the state 
education department for 9-1-1 
educational programs, and updates the 
program as necessary. 

Rationale:  The educational needs of young children, teens, and young adults differ.  The program should include 
appropriate messages for all grade levels so they understand how to utilize 9-1-1 properly. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Guideline PE5:  The state has an educational program for emergency responders. 
Guidance:  Emergency responders include, but are not limited to, first responders, emergency management agencies 
(EMAs), and homeland security.  Capabilities of the 9-1-1 system include call handling, dispatch, data, and incident 
management.   
Guideline Cross-reference(s):  SR22 

Minimum Criteria Advanced Criteria Superior Criteria 
The state prepares and makes 
available to 9-1-1 emergency 
responders printed or electronic 
training materials to educate them on 
the capabilities of 9-1-1 systems. 

The state has a documented working 
relationship with emergency 
responders to develop minimum 
curriculum to educate on 9-1-1 
capabilities. 

The state monitors and evaluates the 
working relationship with emergency 
responders, and updates the program 
as necessary. 

Rationale:  Emergency responders should be educated about the capabilities and appropriate use of 9-1-1, to guide their 
own use of 9-1-1 and to allow them to assist in educating the public. 

 
Current Environment:   
 
Reference Material: 

 
Rating:  At this time, [add name of state] [meets/does not meet] the [add specific level if meets] criteria. 
Assessor Recommendations:   
Assessor Notes/Comments:   
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Appendix A – Assessor Biographies 
 
Biographies of the assessors may be found on the following pages.   
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Short biographies of each assessor will be inserted as Appendix A.
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Appendix B – State-provided Documentation 
 
State documentation may be found on the following pages, and is referenced as follows: 
 
B-1: 
B-2: 
B-3: 
etc. 
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State will attach any pertinent documents in Appendix B and label each document as above. 
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Appendix C – Public Comments Received 
 
Public comments may be found on the following pages, and is referenced as follows: 
 
C-1: 
C-2: 
C-3: 
etc., if applicable 
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State will attach any public comments in Appendix C and label each document as above. 
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Appendix D – Assessor-provided Documentation 
 
Documentation from the assessors, that may be useful to the state, may be found on the following pages, and is 
referenced as follows: 
 
D-1: 
D-2: 
D-3: 
etc., if applicable.   
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Assessors will attach any pertinent documents in Appendix D and label each document as above. 
 
If no documentation, delete entire appendix. 
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Appendix E – Presentation Slides 
 
The presentation prepared by the assessors may be found on the following pages.  
 
 

The remainder of this page intentionally left blank. 
 

 
Assessors will attach the readout presentation. 
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