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INTRODUCTION:
WHY NEXT GENERATION 911
MATTERS TO US ALL

As a public safety professional, you know better than
anyone that every single American benefits from 911. You
also understand that the technology that officially placed
the first 911 call on February 16, 1968, in Haleyville,
Alabama, has outlived its usefulness.

What has been a lot less clear in recent years is how we as
a country will upgrade the roughly 6,000 independently
operating public safety answering points (PSAPs) to a
21st-century system in which those 6,000 entities are
interconnected and interoperable.

Depending on where you live, the transition to next
generation (NG911) may have already begun. Still, across
the U.S., most agencies and governments at every level
are wrestling with how to make the shift. The stakes are
big, after all. NG911 is costly and it's critical that this
upgrade doesn’t compromise our ability to meet the needs
of our communities.

But if the stakes are great, so too are the benefits:
Next-generation emergency communications will be more
resilient, reliable and efficient. They'll allow citizens to
communicate with PSAPs not just by voice but with photos,
video and text. We'll be able to “call” for help via smart
sensors, vehicle telematics and alarms, as well as through
“Internet of Things” devices like smart speakers and
wearable medical devices.

The data that PSAPs receive will be more actionable and
intelligent, allowing public safety to dispatch the right
resources to the right location as quickly as possible.
Additional information will also make it easier for PSAPs to
staff centers more cost-effectively and connect with
neighboring jurisdictions to back one another up during a
disaster or outage.

These and other benefits—including those as yet
unimagined—make NG911 not just important but essential
to every one of the more than 331,000 million Americans
we serve.

WHAT IS NG911?

NG911 is an internet protocol (IP)-based
system made up of hardware, software,
data and processes that enable and support
911 calls and data, as well as call and data
transfer among PSAPs. In NG911, the IP
network is an ESInet, or Emergency
Services IP Network, that can be shared
among public safety agencies. A set of
services called NG911 Core Services
(NGCS) are needed to process a 911 call on
the network. NG911 has the ability to
process voice, text, data and multimedia
messages and is secure, reliable and can
be interoperable with other services and
networks used by first responders. Every
NG911 system must include GIS

(geographic information system) and CPE
(call-processing, or call-handling, equipment).




EXECUTIVE SUMMARY

Slowly but surely, public safety is making its way to
becoming fully Next-Generation 911, one PSAP at a time. In
the meantime, there are still plenty of states, cities and
agencies who would benefit from hearing how others are
doing it. And with 40 million people spread across 58
counties served by nearly 450 PSAPs, almost no one has a
bigger NG911 mountain to scale than California.

While it's tempting to think of the NG911 as a technology
solution—and certainly that is part of it—there are other
considerations of equal or even greater importance. This
case study turns a laser focus on what the Golden State has
learned along the way to its own transition to Next-Gen,
taking a holistic approach to unearthing some of the most
valuable lessons to be learned.

Through that macroscopic lens, we've organized our
findings about California’s NG911 upgrade, led by 9-1-1
Branch Manager Budge Currier of Cal OES (California
Office of Emergency Services), into three primary buckets:

* PLANNING
* LEADERSHIP
* COMMUNICATION

If you can nail these three aspects of your own transition,
you're likely to be golden. Within each topic, you’ll find
actionable lessons and advice to apply to your own
upgrade. Whether you’re starting small or moving to a full
transition, there’s guidance on a wide range of topics, from
putting together your RFP and convincing naysayers to
choosing the right leaders and planning your cut-overs.

Across the country, legacy networks
are failing at an incredible rate, well
beyond acceptable norms. It’s just
because the network is so old.

— Darold Whitmer,

Senior Vice President,

Strategic Relationships, NGA 911
(a Cal OES vendor)






