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Guideline Format
Organizational Responsibilities
E-911 System Management


Directive 	1 - 1
Effective Date	01/01/96		Revision Date	06/03/2013
Standard Operating Guideline Format

1.00	PURPOSE:
To establish a consistent format for the creation, deletion or revision of current Seminole County E-911 Standard Operation Guidelines.
2.00	DISCUSSION:
2.01	Standard Operating Guidelines shall be as consistent as possible throughout the entire E-911 system.  If a system has an appreciable lifetime, the guidelines associated with that system would change as the system is updated or modified to reflect any changes.
2.02	This document establishes the format for all Standard Operating Guidelines.
3.00	PROCEDURES:
3.01	Each Standard Operation Guideline will be published on a standardized form approved by the Seminole County E-911 Operating Guideline Committee.
3.02	Each Standard Operation Guideline shall contain the following information:
S.O.G. Number, Number of Pages, Effective Date, Revision Date
3.03	The text of each S.O.G. shall be paragraphed numerically in the following manner:
3.04	Each major paragraph, or main topic heading shall be consecutively numbered beginning with “.01”.
3.05	The S.O.G. shall be as brief as possible without reducing the accuracy or clarity. There is no requirement on the length or brevity to an S.O.G. 
3.06	Changes or updates to this S.O.G. are the responsibility of the Seminole County E-911 Operations Guideline Committee.  They will submit all revisions and references to the E-911 Program Manager for guidance or approval.  Once approved, sufficient copies will be reproduced and provided to each P.S.A.P.
3.07	Revised S.O.G’s will supersede the appropriate previously issued S.O.G. which should be removed from the agency’s book.
3.08	The Seminole County E-911 Administration Office will maintain all revisions to any    S.O.G. for record keeping purposes.  

Directive 	1 - 2
Effective Date	01/01/96		Revision Date	06/03/2013
Organizational Responsibilities
1.00	PURPOSE:
To establish the responsible agencies and organizations for various aspects of Seminole County's E-911 Emergency Telephone System.
2.00	DISCUSSION:	
2.01	Seminole County utilizes a systematic approach to providing Enhanced E-911 service to the citizens of each municipality and the unincorporated areas of the county.  The system maintains a high degree of flexibility and system-wide reliability.  This document will establish policies concerning the E-911 system responsibilities.  
3.00	ORGANIZATIONS:
A. State of Florida - Represented by the Department of Management Services and Information Technology Services.
B. Florida E-911 Board – Given authority by Florida Statute 365.172 to administer the E911 fee, Implement, maintain, review and oversee distribution of the revenues. Act as an advocate for issues related to E-911.
C. Seminole County - Represented by the Board of County Commissioners, Department of Public Safety E-911 Administration Office.
D.	Public Safety Answering Points (P.S.A.P’s) – represent Law Enforcement   Agencies or Public Safety Agencies which receive requests for emergency services via the E-911 system.
E.	Telephone Companies - AT&T Telephone Company and Embarq Telephone Company.
F.	Alternate Local Exchange Companies (ALEC) – other telephone companies providing services within Seminole County.
4.00	ASSIGNED RESPONSIBILITIES:
4.01	The State of Florida, Dept. of Management Services and Information Technology Services are assigned the responsible for developing and maintaining a statewide E-911 plan. Reviewing of the local E-911 plans and subsequent modifications of those plans and to inspect local E-911 P.S.A.P.’s for compliance with the Florida Emergency Telephone Act of 1974.
4.02	The Seminole County Board of County Commissioners’ is responsible to assure compliance with legislation.  The Seminole County Board of County Commissioners, through the County Manager, has delegated to the Department of Public Safety, E911 Administration Office, responsibility for overall development and management of the E-911 program.
4.03	AT&T and Embarq Telephone Companies are responsible for proper system operation as defined by appropriate documents and tariffs.
4.04	Each Public Safety Answering Point (P.S.A.P) is responsible for proper system utilization within its jurisdiction.
5.00	INTERPRETATION:
5.01	This guideline is not intended to replace or change existing public safety responsibilities.  It is designed to outline system-wide responsibilities.  A responsibility assigned to the E-911 Program Manager is to ensure that all people within the Seminole County E-911 system area receive the highest level of service available within fiscal constraints, available funding and technological feasibility.
5.02 The E-911 Administration Office is responsible for correcting any situation that may cause a degradation of E-911 operation in any portion of the Seminole County E-911 system area.  The E-911 Program Manager will assure all such situations are reviewed and recommend guidelines to the appropriate agency, or agencies, to restore the E-911 system to required standards of operation.
6:00	COMPLIANCE:
6:01	All P.S.A.P’s are required to comply with all currently published S.O.G’s. The E-911 Program Manager will address non-compliance issues regarding this S.O.G. 

Directive	1 – 3
Effective Date	01/01/96		Revision Date	06/03/2013
E-911 System Management

1.00	PURPOSE:
To establish an orderly and functional forum to provide sharing of information, concerns and updates to all P.S.A.P’s within Seminole County.
2.00	DISCUSSION:
2.01	There is a need to manage the multitude of operational situations and issues within the Seminole County E-911 System.  
2.02	Each P.S.A.P is responsible to assign a representative to attend meetings as a point of contact for that agency.  This person is responsible to disseminate appropriate information to their respective management and the communications personnel of that agency.
2.03	Each telephone service provider has a standing invitation to attend and voice opinions for the improvement of the system.
[bookmark: configexternal]
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P.S.A.P. Configuration – Internal
Automatic Alarms
E-911 Test Calls
E-911 Quality Assurance
Equipment Repair
P.S.A.P. Manager Responsibility
Trouble Reporting/Repairs
Telecommunicator Training
Instructor Requirements
Training Equipment

Directive	2-1
Effective Date	01/01/96		Revision Date	06/03/2013
P.S.A.P Configuration - External
1:00	PURPOSE:
To establish a uniform method of adding, deleting, or changing the configuration of a Public Safety Answering Point (P.S.A.P).
2.00	DISCUSSION:
[bookmark: _Hlt521205195]2.01	The current P.S.A.P configuration was developed after considerable evaluation of existing jurisdictional boundaries and demographics. It is estimated that minimal changes will occur in the immediate future; however, uniform methods for initiating such changes are necessary.
3.00	INITIATION OF CHANGES:
3.01	Contact the Seminole County E-911 Administration Office.
3.02	Agency’s being dispatched by a P.S.A.P. of another agency should contact the manager of that P.S.A.P and the Seminole County E-911 Program Manager.
4.00	MINIMUM REQUIREMENTS FOR P.S.A.P’s:
4.01	The Florida Emergency Telephone Act of 1974 (State Statute 365.171) directed the Office of Communications to develop a comprehensive statewide Emergency Telephone Number System plan.  The following minimum requirements of P.S.A.P’s are predicated on that State law and the State of Florida E-911 Plan.
4.02	Sufficient answering positions and operators shall be provided during the average busiest hour of the day to assure that a minimum of 90% of the calls are answered within ten (10) seconds (2 rings) of call arrival at the P.S.A.P.
Each answering position shall have access to all incoming E-911 lines, outgoing private dedicated lines, tie lines, and dial out lines.  Each position shall be similarly equipped.
4.04	The person answering the E-911 call shall receive both an audible and a visual indication of the incoming E-911 call.
4.05	Each P.S.A.P shall maintain at least one 10-digit number for access by a telephone company operator in order that emergency calls received by the operator can be transferred or relayed to the P.S.A.P.
4.06	Each P.S.A.P shall have posted or included in an easily retrievable and accessible format the telephone numbers for reporting equipment failures.
4.07	Each answering position shall be equipped with an “instant recall”, type recorder to record each incoming E-911 call.
4.08	Each P.S.A.P shall be equipped with a Telecommunications Device for the Deaf (TDD) at each position.  It shall be possible to connect an incoming TDD call on any line to the TDD.
4.09	The answering point shall have a voice recorder equipped to record all voice conversations as well as the date and time of receipt of each E-911 call.
4.10	Each P.S.A.P shall have a battery powered Uninterrupted Power Supply (UPS) which shall be capable of powering the essential P.S.A.P equipment for a period sufficient to enable the motor generator to start and stabilize so that no calls are lost during the transition from commercial power.
4.11	Each P.S.A.P shall have a gasoline, diesel, propane, or other powered motor generator set for powering the P.S.A.P during prolonged commercial power outages.
4.12	The P.S.A.P. shall have sufficient building security to minimize the possibility of intentional disruption of operations.  All E-911 processing and control equipment shall be in a locked environmentally conditioned area accessible only to authorized personnel.
4.13	All exposed E-911 circuit facilities into the E-911 answering points shall be protected and marked to prevent accidental contact or tampering.  
4.14	Maintenance personnel shall not interrupt or alter circuits and/or equipment at a central office or in a E-911 answering point until permission is obtained from the E-911 Program Manager and the appropriate Telephone Company.
4.15	The E-911 Telecommunicator shall be dedicated to answering E-911 calls and perform as a complaint taker.  Other simultaneous functions, such as radio dispatcher, etc., can be performed provided requirement number 4.02 of this guideline can be met.
4.16	The only published emergency telephone number anywhere in Seminole County shall be "911".
4.17	Service measurements on the E-911 lines shall be made periodically to determine if the required grade of service is being maintained.
4.18	A mechanism to review geographic changes such as new construction, annexation or de-annexation by the E-911 Specialist, the County Planning Department, and the appropriate city agencies shall be created and maintained. Jurisdictional boundaries must be well defined and made available to the Seminole County E-911 Specialist.  Any changes in boundaries shall be reported to the E-911 Office prior to the effective date of change.
4.19	These requirements represent the minimum for every agency to be certification as an E-911 P.S.A.P. and are presented for informational purposes. The suitability of P.S.A.P. additions/changes will be determined through negotiations between the agency requesting the change, other agencies affected by the change including Seminole County, represented by the E-911 Administration Office, AT&T Telephone Company and any other vendors.
[bookmark: _Hlt520798187][bookmark: configinternal]Directive	2-2
Effective Date:	01/01/96		Revision Date	06/03/2013
P.S.A.P Configuration Internal

1.00	PURPOSE:
To establish a uniform method for adding, deleting, changes or moving answering positions or equipment within a Public Safety Answering Point (P.S.A.P.).
2.00	DISCUSSION:
2.01	During implementation of the E-911 system, the staffing level of each P.S.A.P was determined as a result of studies of call volume, anticipated population increase and other pertinent factors.
2.02	The Florida Emergency Telephone Act of 1974 (State Statute 3.65.171) established a standard for sufficient answering positions so that during the average busiest hour of the day, a minimum of 90% of the calls shall be answered within (10) seconds.
3.00	INITIATION OF REQUEST FOR CHANGES:
3.01	Contact the E-911 Administration Office to request additional positions or equipment changes.
3.02	If changes involve a request for additional answering positions, service measurements are necessary to determine need.
3.03	The E-911 Administration Office will periodically contact the telephone company serving the P.S.A.P to conduct service measurements for a period of at least one month.  
4.00	RESULTS OF SERVICE MEASUREMENTS:
4.01	Service measurements may indicate retraining needs rather than additional personnel.
4.02	The P.S.A.P Manager should schedule retraining and further monitoring of the P.S.A.P. will be conducted to ensure that operational standards are met.
4.03	If service measurements indicate a need for additional position(s), an order for equipment may be submitted by the Seminole County E-911 Administration Office and providing sufficient budget exists the position may be added to the system.  If sufficient funds do not exist, the new position will be moved to the highest priority of the next fiscal year.
4.04	If service measurements indicate no need for additional positions, but an agency chooses to increase its answering positions, the agency operating the P.S.A.P. will be responsible for payment of purchased/leased installation and recurring costs for service levels above the standard.  Equipment must be approved by the E-911 Administration Office prior to purchase to insure compatibility.
5.00	MOVING OF EQUIPMENT:
5.01	If changes are required, such changes will be by the County or approved vendor.
6.00	REVIEW OF REQUESTS:
6.01	All equipment changes must meet the standards set by AT&T, Embarq and the State of Florida. 
[bookmark: _Hlt520798194][bookmark: automaticalarms]
Directive	2-3
Effective Date	01/01/96		Revision Date	06/03/2013
Automatic Alarms 
1.00	PURPOSE:
To insure that E-911 trunk lines do not exceed their capabilities, due to the use of automatic dial-up alarm systems.
2.00	DISCUSSION:
2.01	The E-911 system is designed to provide rapid access to emergency services in times of need.  The system eliminates the need for a person to know which agency to call and to memorize several 10 digit numbers for the same service.  Automatic dial-up type alarms have not demonstrated a satisfactory level of reliability to allow them to interface directly the E-911 system.
3.00	AUTOMATIC DIALERS PROHIBITED:
3.01	Some agencies have prohibited the use of automatic dialers to dial their 10-digit telephone number.
3.02	Agencies, which currently do not prohibit this function, may continue this practice at their discretion. 
3.03	Under no circumstances should these devices be allowed to dial E-911.
3.04	When such programming is discovered, it shall be reported as soon as possible to the E-911 Program Manager. A letter will be sent to the user of the alarm system requesting that E-911 be removed from the automatic dial-up system.
4.00	ALARMS ROUTED TO A COMMERCIAL ALARM CENTER:
4.01	A viable alternative to programming dialers to call any public safety agency is to program them to call a commercial alarm center.
4.02	Commercial alarm center personnel should be instructed not to dial E-911 to report alarms to the police or fire departments.
4.03	This guideline is necessitated by the fact that all E-911 calls are selectively routed to the proper agency.  
[bookmark: _Hlt520798200][bookmark: testcalls]
Directive	2-4
Effective Date	01/01/96		Revision Date	06/03/2013
E-911 Test Call
1.00	PURPOSE:
To establish a guideline for handling requests to test the E-911 system for correct ANI and ALI information.
2.00	DISCUSSION:
2.01	Occasionally, businesses, wireless companies or residents will call the E-911 Office to request permission to test the E-911 system for accuracy of information.
2.02	The requests are usually from residents who have disabilities and need reassurance that help will be able to reach them, from newly installed telephone service, or from businesses testing displays for PBX or Centrex phone systems.
3.00	PROCEDURES:
3.01	Callers requesting permission to verify their 911 information will be directed to call the P.S.A.P. supervisor serving their area.
3.02	Callers will be asked whether they have recently installed service.  If the service was installed less than 3 working days prior to the request to test, the P.S.A.P supervisor should suggest that the test call be delayed until the 72 hours have passed to allow sufficient time for all telephone company data bases to be updated.
3.03	P.S.A.P. Managers or Supervisors will handle arrangements for test calls.
3.04	If the information from the caller matches the ALI, the caller will be advised that the information is correct.
3.05	If the information is incorrect, the Telecommunicator should obtain the correct information, advice the caller that the telephone company will be requested to update the records and that a retest can be arranged in two weeks.
4.00	PUBLIC SERVICE COMMISSION TESTS:
4.01	The Public Service Commission performs random tests of coin telephones to ensure they are accessible to the handicapped, route and display properly for E-911 calls, and are coin-free for E-911 usage.  Occasionally test calls may be made using a TDD.
4.02	The following will occur on a test call from the Public Service Commission:
The caller will state that there is no emergency.
The caller will identify himself by name, and indicate that he is with the Florida Public Service Commission, or you will receive a TDD message.
The voice call will be from a public or private pay phone although COIN, PCON, or PAY$ may not appear on the ALI screen.  (A business name should appear if COIN, PCON, or PAY$ does not.)
You will provide ALI-information if necessary.  (Note: The caller may not have the information at the pay phone.  This is one of the violations they are looking for.)
If an error is recognized (i.e., wrong telephone number, wrong address, no display of COIN, PCON, or PAY$), an Inquiry form should be completed as usual.
5.00	DEMONSTRATION CALLS:
5.01	Fire and Law Enforcement agencies, while doing public presentations regarding safety and crime prevention, may elect to place a demonstration call to E-911.
5.02	When such a call is being planned, the agency making the call will clear the plans with the P.S.A.P’s affected.  No such demonstrations should be conducted during normal busy times for the affected P.S.A.P’s.
[bookmark: _Hlt520798210][bookmark: qa]5.03	If a P.S.A.P should be experiencing heavy traffic during the time arranged for the demonstration call, the supervisor at the P.S.A.P. may inform the demonstrator that it is necessary to terminate the demonstration.
6.00	TELEPHONE COMPANY TESTING
6.01	Wired and Wireless telephone companies perform random tests of cell phone towers to ensure they are routing and displaying properly for E-911 calls. 
7.00	E-911 ADMINISTRATION TESTING
7.01	Occasionally the E-911 Program Manager will perform testing of cellular phone towers and landline phones to ensure the system is working accurately. All ANI/ALI information is to be released upon request.




Directive	2-5
Effective Date	06/03/2008		Revision Date	06/01/2013
E-911 Quality Assurance 
1.00	PURPOSE:
This guideline will establish the minimum guidelines for E-911 call taking answering times and training issues in Seminole County.  Each agency will be held responsible for compliance with the following guidelines as set forth for the continued advancement of Seminole County’s E-911 system.
2.00	DISCUSSION:
2.01	E-911 CALL ANSWERING GUIDELINES
2.02	The National Emergency Number Association and the National Fire Protection Association have established National standards for call taking answering times.
2:03	These standards have been adopted by the Seminole County E-911 System. The minimum time goals are listed below.
Technical Standard section 3.2.1.1(E) of the Florida State 911 Plan requires that the probability of a caller having to wait more than 10 seconds be less than 10 percent.  Conversely, 90 percent of all the callers will have their calls answered in 10 seconds or less during the average busy hour.
The average call answering times of all calls must be consistently 90% or higher.
2.04	Any agency that is less than 90% for two consecutive months will be placed on notice for non-compliance.  Should the average continue below 90% for three consecutive months the agency must submit a proposal to the E-911 Program Manager for review and approval of the corrective actions that will be taken by the agency to comply with the guidelines.
3.00	AGENCY REQUIREMENTS:
3.01	Each agency is required to participate and comply with all aspects of the current issue of the Seminole County E-911 Guidelines.  
3.02	As such, each agency is mandated to have one representative attend each of the scheduled meetings.  Anyone unable to attend the meetings must contact the Seminole County E-911 Administration Office.
4.00	DISCLAIMER: It is understood that at times, due to circumstances beyond control may happen, such as significant weather or disaster related events which may cause a system overload, agencies may not be able to maintain the call answering requirement.
[bookmark: _Hlt520798217][bookmark: equipmentrepair]Directive	2-6
Effective	01/01/96		Revision Date	06/03/2013
Equipment Repair 
1.00	PURPOSE:
To establish a guideline regarding the equipment and repairs that the E-911 Administration Office is responsible for.
2.00	DISCUSSION:
2.01	The E911 Administration Office has assumed responsibility for the acquisition, installation and repair of certain equipment located at the P.S.A.P’s.
2.02	That equipment is, but not limited to:
A. Telephone instant recall devices
B. Voice recording devices
C. E-911 answering equipment
D. Personal computers and printers used to collect E-911 call data and statistics
E. Printers used for ALI/ANI records
F. GIS/Mapping data, servers and updates
3.00	POLICY:
3.01	The E-911 Administration Office will assume fiscal responsibility for normal maintenance and repairs on the equipment purchased for the P.S.A.P.
3.02	Repair of equipment that is broken or damaged due to negligence or abuse shall be the responsibility of the P.S.A.P.
4.00	PROCEDURES:
4.01     P.S.A.P’s will be informed of any equipment change.
	A. Replacement of computers, software and purchases of new equipment relating to E-911 
	B.  Warranty and non warranty items (Repairs will be on an as needed basis) 
4.02    Items not included on the above list are either scheduled for replacement during a budgeted                       year or considered the responsibility of the P.S.A.P. for repair and or maintenance.
[bookmark: _Hlt520798229][bookmark: mngrsupresp]Directive	2-7
Effective Date	01/01/96		Revision Date	06/03/2013
P.S.A.P Manager Responsibilities
1.00	PURPOSE: 
To clarify the areas of responsibilities for a P.S.A.P. Manager to ensure the maintenance and smooth operation of the E-911 system, and to ensure consistency in monitoring of equipment and operational guidelines.
2.00	DISCUSSION:
2.01	There are many guidelines and operational checks including forms, reports and reporting guidelines that require attention.  Many of these require daily examination to ensure that failures are quickly recognized and reported appropriately. 
3.00	PROCEDURES:
3.01	E-911 CALL MANAGEMENT REPORT SYSTEM
A. The system collects data regarding any E-911 telephone calls and provides reports as to call volume by hour, day shift, week and month, as well as by position, calls answered within certain parameters of time, number of calls transferred by position and total, number of ANI failures and abandoned calls. 
B. The reports should be printed and reviewed monthly by P.S.A.P managers and forwarded to the E-911 Administration Office if data shows that P.S.AP. perform needs to be reviewed.
3:02	DATA RETENTION:
A. E-911 call data will be retained via electronic media in a secured area at the E-911 Administration Office for a period of 12 months.
B. If at any time the data becomes corrupted the P.S.A.P will be requested to retain that month's printed call detail for 12 months as backup for missing or garbled data.
C. Destruction or erasure of stored data shall follow guidelines for disposal action established by Florida Office of Archives, History and Records Management.
D. Call data printouts will be retained for one year unless involved in an incident/accident which would warrant longer retention.



3.03	STATISCAL REPORTS: 
A. These reports provide a means of viewing the entire E-911 call taking processing system, and comparing previous year’s data.  They are used in planning for future equipment and personnel needs and changes in the E-911 system.
B. From the following reports, the system is able to monitor items such as the total amount of E-911 calls received, call taking answering times and percentages within the guideline, amount of transfers and wireless / wireline telephone usage.
a) Call Answering Standard by Day
b) Total Call Count by ESN
c) Total call count by Trunk number and type

3.04	INQUIRIES, REPAIR REPORTS AND OTHER FORMS
A.  	P.S.A.P. personnel are required to complete reports for various E-911 system problems or repair to the E-911 Administration Office. It is important that P.S.A.P. Managers understand the reports and what information is required to ensure that incomplete forms are returned to the Telecommunicator for additional information and completion prior to sending them to the E-911 Specialist.
B.	The forms are returned to the P.S.A.P. after a resolution has been completed by the E-911 Specialist and the telephone service provider. If there are comments written to the Telecommunicator, the information should be reviewed by the supervisor with the person whose name is on the form.  This will help to eliminate repetitive errors.
[bookmark: _Hlt520798237][bookmark: troublereporting]
Directive	2-8
Effective Date	01/01/96		Revision Date	06/03/2013
Trouble Reporting/Repairs
1.00	PURPOSE:
To establish a standard trouble reporting guidelines to ensure correct and timely reporting of any failure of the Seminole County's E-911 system.
2.00	DISCUSSION:
2.01	This document will establish a standard for initial system trouble determination and reporting.
3.00	TYPES OF COMMON FAILURES WITHIN THE E-911 SYSTEM:
3.01	FAILURES (ERRORS) IN DATA BASE
A. Calls received from outside the jurisdiction of the P.S.A.P. 
B. IDM display shows “No Record Found” (NRF)
C. IDM display shows incorrect information
3.02	FAILURES (MALFUNCTIONS) IN E-911 SYSTEM OR OTHER EQUIPMENT
A. IDM equipment not working
B. Instrument (telephone set) not working
C. PC or printers not working
D. 2 digit speed dialing/1 button transfer not working
E. Entire system not working
F. TDD not working
G. Headsets broken
H. Recording equipment not working
4.00	TROUBLE REPORTING PROCEDURES:
4.01	Determine the type of failure (or error).  
4.02	CONTACT THE APPROPRIATE REPAIR FACILITY
Contact the E-911 Administration Office
Via e-mail: E911administration@seminolecountyfl.gov  
After hour contact for problems or issues: 
· E-911 Program Manager Via cell phone: 321-377-1096



A. Data Base Errors- Complete the online E-911 Inquiry form.
Power911/ MIS/PC/Printers headsets, Recording Equipment and TDD repair This includes scheduling Mapping updates of the P.S.A.P’s, Reports generated for call statistics, maintenance of printers and ordering and repairs of headsets. TDD repairs must be labeled with issue, date and PSAP location. Complete the online E-911 Inquiry form.
After hour contact for problems or issues: 
· E-911 Program Manager Via cell phone: 321-377-1096
B.	Standard Telephone Equipment- Contact the Regional Service Center for the company which provides your telephone service. NOTE: If you are not sure what the trouble is, please contact the E-911 Administration Office.
4.03	REQUIRED INFORMATION WHEN REPORTING SYSTEM TROUBLE
A. Your agency's name and P.S.A.P. identification number
B. Trunk Group Number
C. Your name and a non-emergency telephone number at which you can be reached
D. Phone number experiencing trouble (may not apply, depending on the nature of the problem)
E. Circuit number, voice circuit numbers begin 30 EMNT, data circuit number begins with 30 FDDT
F. Description of trouble, display information, or alarm indicators.
G. Repair ticket number Date and time the issue occurred, and person you reported the trouble to (require for follow-up by E-911 Office) 
H. Report completion information received from repair person responding to the P.S.A.P. or via call back from the R.S.C.
5.00	FOLLOW-UP PROCEDURES:
5.01	For all but the simplest problems, a follow-up contact is usually necessary. The purpose of the follow up is to ensure that the proper action is being performed, or has been performed, to keep current on the status of the system.
5.02	Follow-up procedures will vary, according to the specific problem; you may receive a follow-up call from the E-911 Administration Office within a reasonable time of reporting a trouble.
5.03	It shall be the responsibility of the P.S.A.P. Manage/Supervisor to insure that the corrective action has/is being taken. Contact the E-911 Administration Office if there has been no response received in a reasonable time.
[bookmark: _Hlt520798247][bookmark: dispatchertraining]
Directive	2-9
Effective Date	06/03/2008		             Revision Date	01/30/2013
Telecommunicator Training
1.00	PURPOSE:
All agencies and the Telecommunicator’s they employ must comply with the current issue of the Seminole County E-911 Guidelines.  Additionally, each agency must implement the following progressive training guidelines as described below. 
2.00	DISCUSSION:
2.01	To ensure that every individual is trained in a consistent method and able to interact effectively, the following courses are required:
A. Florida Telecommunicator Certification Course   For new hires, part-time 
B. Communications Training Officer Course:	   For individuals that will provide training to others.

C. Communication Supervisor Course: 		   For individuals that will provide supervision on shift.

D. Fire/EMS EMD Course			                For all Fire/EMS Telecommunicators

3.00	CONTINUING EDUCATION:
3.01	In order to create Continuing Dispatch Educational (CDE) opportunities, it is necessary to establish training guidelines and goals.  These guidelines have been reviewed and agreed upon by all P.S.A.P. Managers.
3.02	The E-911 Administration Office will provide Continuing Educational opportunities for 911 related training. All operators are required to have a minimum of 10 CDE credits per year.
3.03	It is the agency’s responsibility to maintain training records on all Telecommunicators, Communications Training Officers and Supervisors.  
3.04	Each Telecommunicator must participate in two customer service, two TDD, one 911 Inquiry form and five monthly highlight training courses a year. This will equal 10 CDE credits.
3.05	Every Telecommunicator must attend training twice a year for familiarization on the Telephone Device for the Deaf. As this is a federal requirement and attendance is mandatory.  Agencies will be notified if any Telecommunicator is in violation.
3.06	Most Continuing Educational credits will have a value of one (1) CDE per hour of educational contact.
A. Individuals not meeting the requirement of 17 CDE’s per year will be issued a letter of Non-Compliance with Seminole County E-911 S.O.G. and copies provided to that agency’s management.
[bookmark: _Hlt520798255][bookmark: instructorrequirement]
Directive	2-10
Effective Date	01/01/96		Revision Date	06/03/2008
Instructor Requirements
1.00	PURPOSE:
This guideline will establish, Instructor training as the minimum standard for education and teaching requirements for any Instructor working within the Seminole County E-911 system. 
2.00	DISCUSSION:
2.01	Each instructor must teach minimum of 1 class per year.
2:02	Each Instructor is responsible to maintain valid and current in certifications. Instructor must remain ETC or CTO certified in order to continue instructing for the Seminole County E-911 System. As such, any instructor that does not maintain certification will not be allowed to teach any class. The Individual’s agency will be responsible for any financial burden for this recertification process.
2.03	The E-911 Administration Office provides funds for each instructor certification and                                                                                                                                             subsequent renewals. This benefit will be provided for instructors who meet the obligations previously listed in this document.
[bookmark: _Hlt520797765]
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[bookmark: _Hlt520798268][bookmark: answeringstatement]Records Retention
Directive	3-1
Effective	01/01/96		Revision Date	10/01/2002
E-911 Answering Guidelines
1.00	PURPOSE:
To establish a standard statement to be used by Telecommunicator’s at all P.S.A.P.’s when answering calls received on the E-911 lines.
2.00	DISCUSSION:
2.01	The P.S.A.P. Managers Group has determined that all primary P.S.A.P.’s will answer their E-911 lines in a uniform manner, thus relieving the callers of any apprehension that they reached the proper agency.
2.02	In the event a secondary P.S.A.P. is serving as the alternate primary P.S.A.P., for the duration of the alternate routing condition, every attempt will be made to answer incoming calls with the uniform answering statement, so as not to cause confusion for the caller.
2.03	Telecommunicators will "take command" of the call at the beginning and determine the nature of the emergency being reported as quickly as possible.
3.00	UNIFORM ANSWERING STATEMENT:
For all Law Enforcement Agencies the accepted answering statement is:
"E-911, Do you need Police, Fire or Medical?"
For Public Safety the accepted answering statement is:
“Fire Rescue” (What is the address of the emergency?)
[bookmark: _Hlt520798275][bookmark: timecheck]
Directive	3-2
Effective Date	01/01/96		Revision Date	06/03/2008
E-911 System Time Verification
1.00	PURPOSE:
To establish a guideline for verifying the time being displayed on the data printout and ALI device.  Due to monitoring of transferred calls, it is necessary to standardize time amongst all P.S.A.P.’s.
2.00	DISCUSSION:
2.01	All P.S.A.P.’s, must conduct a test daily to verify the time.  This will ensure that the MIS program and printers will provide accurate time data on the printout.
2.02	It will also be necessary to test and monitor the time after a power failure and when Eastern Daylight Savings Time changes.
[bookmark: _Hlt520687920]2.03	To verify the time an agency may call the U. S. Naval Observatory in Boulder, Colorado at: 1-202-762-1401 (long distance call) or from the internet the address is: http://www.tycho.usno.navy.mil/what.html
3.00	CLOCK SETTING PROCEDURES:
Contact the BRC to reset the time and date on the ALI printer.
Verify that the MIS computer’s time is updated as well; this is completed as any other time adjustment for a computer.
[bookmark: _Hlt520798283][bookmark: minimumresponse]
Directive	3-3
Effective Date	01/01/96		Revision Date	06/03/2008
Response to Unverified Calls
1.00	PURPOSE:
To establish a consistent minimal response to all unverified calls received via E-911.
1.01	In some situations, a caller may be able to complete a call to E-911, but may be unable to speak when the call is answered at the P.S.A.P.  Examples include instances in which the caller loses consciousness after dialing E-911, or leaves the phone to attend an injured person; or the call is physically disrupted (such as the phone being disconnected by a third person).
1.02	In the foregoing examples, the Telecommunicator will normally receive an ANI and ALI display, IF THE CALLING PARTY HAS NOT DISCONNECTED PRIOR TO THE CALL BEING ANSWERED.
1.03	In other situations, a caller may be able to complete the dialing of "911", but the call is disconnected before the Telecommunicator can answer the call.
1.04	In these instances, the Telecommunicator may not be aware that a call attempt was made, other than the fact that the printer will activate and print the telephone number from which the call was attempted.
1.05	In either of the foregoing situations, the Telecommunicator will be unable to determine if an actual emergency situation exists, nor the nature of the emergency.
1.06	Due to the unique capabilities of E-911, it is imperative that some attempt be made to ascertain if an emergency situation exists at the location from which a call was attempted, and the nature of the emergency.
1.07	It shall be the policy of all participating agencies to attempt a recall to the telephone number displayed on ALI or on the printer.  If no answer, then the answering agency shall dispatch, at a minimum, one law enforcement unit to the address/location in question, to attempt to ascertain whether an emergency exists, and the nature of the emergency.
1.08	This policy does not, in any manner, restrict the participating agencies from initiating any response greater than the minimum.  Some agencies, for example, may choose to dispatch a rescue unit to the address/location in addition to a law enforcement unit. 

2.00	PROCEDURES
2.01	In instances in which a call is received via E-911, accompanied by an ANI and ALI display, and the Telecommunicator cannot question the caller, the following guideline shall apply:
	1)	Attempt to re-call the ANI displayed telephone number.
	2)	If the call is answered, identify your P.S.A.P. and advise the individual that the E-911 system indicated someone at that location attempted to place an emergency call.
3)	Follow the telephone guideline of your P.S.A.P. to attempt to determine if the call is a valid emergency.  If it is an actual emergency, initiate the appropriate response.
4)	If the attempt to re-call the displayed telephone number is unsuccessful (no answer, busy signal, disconnected signal, etc.) then a law enforcement unit shall be dispatched to the displayed address/location.
5)	The dispatched unit shall be advised of the circumstances of the call, and the fact that verification of an emergency could not be made.
In instances in which the only indication of an attempted E-911 call is the activation of the printer (recording the telephone number from which the attempt was made), the following guideline shall apply:
Attempt to re-call the telephone number recorded by the ANI/ALI printer.
1)	If the call is answered, identify your P.S.A.P., and advise the individual that the 911 system indicated that someone at that location attempted to place an emergency call.
2)	Follow the telephone guideline of your P.S.A.P. to attempt to determine if the call is a valid emergency.  If it is an actual emergency, initiate the appropriate response.
3)	If the attempt to re-call the printer recorded number is unsuccessful (no answer, busy signal, disconnected signal, etc.), then attempt to obtain an address of the telephone number from your local cross-reference directory and by calling the Regional Service Center (BRC) at 1-800-543-9771.  *The cross-reference is not always a reliable source; therefore a call to the BRC for an address lookup should be made immediately.  
4)	Once an address or location has been determined, then a law enforcement unit shall be dispatched to that location.
5)	The dispatched unit shall be advised of the circumstances of the call, and the fact that verification of the emergency could not be made.
2.02	None of the foregoing guidelines prohibits individual agencies from initiating responses greater than the minimum, required	.
2.03	For E-911 calls without ANI or voice refer to S. O. G. #3-8 on "Call Tracing / Address Look Up".
[bookmark: _Hlt520798290][bookmark: tdd][bookmark: callreferrals]
Directive	3-4
Effective Date	01/01/96		Revision Date	06/03/2008
TDD/TTY Information
1.00	PURPOSE:
To establish a standard format for the answering of TDD requests for assistance.
2.00	DISCUSSION:
2.01	It is mandatory to challenge all silent 911 Calls. Most TDD language is common language with easy to understand abbreviations.  However, there are two abbreviations that every user must know to converse with the caller using a TDD.  There is no need to worry about capital letters; the receiver only receives in upper case.  Do not use slang or jargon, be specific for example when asking for a cross street ask, “what is the street on the corner?”  Use proper English and type normally.
“ga” - go ahead. This tells the caller to start typing their message.
“sk” - stop keying.  To end a conversation type “sk” at the end of the last sentence.  If the other party agrees, then the conversation is over by them typing “sksk”, hang up at this point
EXAMPLE:
Caller: 		thank you for all your help ga
Call Taker:		is there any other way i can help you ga
Caller:			no, i know what to do now thx ga or sk
Call Taker:		ok bye sksk
[bookmark: _Hlt522958762]3.00	RECOGNIZING AND ANSWERING A TDD CALL
There are three ways of recognizing a TDD/TTY call.
A. The line is silent after attempting to speak to the caller.
B. Beeping noises are heard when the telephone line is accessed.
C. A recorded message announcing there is a hearing impaired caller on the line.
3.01	TO ANSWER A CALL (not a CAD call, that will be agency specific training)
A. Always make sure the direct connect switch is in the off position.
B. Place the telephone receiver in the acoustical cups, with the telephone cord to the left of the TDD/TTY.
C. Turn the TDD/TTY unit on and type your greeting.
D. When the call is completed, turn the TDD/TTY off and hang up the telephone.
E. If the TDD/TTY is not receiving a clear signal from the caller you can increase the sensitivity of incoming signals by pressing the select key while pressing "S".  To return to normal sensitivity repeat the same step, press the select key while you press "S", or simply turn your TDD/TTY off.
[bookmark: _Hlt523015877]3.02	TO SEND A PRE-RECORDED MESSAGE
Hold down the shift/select key while pressing (2). it will read: message (send) 0-9
Type the number of the message you want to send or print. (remember the only message stored is message #1) type 1, the caller will receive the initial message.
Complete all other normal interrogation by typing each individual question.
3.03	VOICE OR HEARING CARRY OVER
There are other types of devices that everyone needs to be aware of.  One is called a VCO device, which stands for Voice Carry Over.  This allows for a caller that has difficulty hearing but is able to talk normally.  During a VCO telephone call, it is impossible to speak to the calling party while a text message is in progress.  
While with the HCO (hearing carry over), this option enables a speech-impaired individual to hear another party speaking, and then type their responses via TTD to a relay operator (or CA), who will relay them verbally. 
[bookmark: _Hlt520798300][bookmark: alternaterouting]3.04      TO ANSWER A CALL ON POSITRON PHONE
· To open the TDD window, click or touch the TDD button 
· The BAUDOT light should be blinking green (if not, click the BAUDOT button)
· Hit the space bar a few times quickly or send a short message (this will send characters to see if there is a BAUDOT connection) If the light goes a steady green, you have a BAUDOT connection.
· If the BAUDOAT light does not go steady, click or touch the DISC. button in the TDD module to stop BAUDOT check. Click or touch the ASCHII button and press the space bar a couple of times (or send a short message) to see if the green light goes steady to indicate a connection. 
· Once you have a steady light, you can proceed to type messages or use the drop down list to select questions to send. 
· When you are finished with a TDD call, click or touch the DISC. button in the TDD module to terminate TDD. Transmission and then click the R button in the Computer Telephony Module to release the line. 
· You can print the conversation by clicking the print icon in the TDD panel. (If you have a network printer) 
· To exit the TDD panel, click the ALI button in the TDD panel.
3.05      DEALING WITH AN AUTOMATICALLY DETECTED TDD CALL
· Power 911 is configured to automatically detect a TDD call if the caller is using BAUDOT transmission and is sending tones.
·  When you answer a call that is a detectable TDD call, Power 911 will automatically open the TDD panel over the ALI screen and send a greeting message.
· Each character you type will be transmitted to the caller as you type.
· The procedure for releasing a TDD call is the same as above.





  Directive	3-5
Effective Date	06/03/2008		Revision Date	04/27/2013
Alternate Routing due to problem with backroom VIPER equipment
1.00	PURPOSE:
To establish guidelines for alternate routing of E-911 calls in the event that a P.S.A.P. is disabled or out of service for an extended time.
2.00	DISCUSSION:
2.01	It is necessary to have a method of providing backup E-911 service for the public whenever a P.S.A.P. is unable to receive or dispatch E-911 calls from their location.  This is done by routing E-911 calls to an alternate P.S.A.P.
3.00	ALTERNATE ROUTING LOCATIONS:
3.01	Alternate routing locations have been selected for the P.S.A.P's in Seminole County as follows:
P.S.A.P.				             ALTERNATE		
Lake Mary P.D. (30LMPD)			Sheriff's Office 
Sheriff's Office (30SESH)			Orange County (30ORSH)	
Public Safety	  (30SEPS)			Orange County (30ORSH)		
Winter Springs P.D. (30WSPD)		Sheriff's Office
4.00	PROCEDURES:
4.01	When it becomes necessary to initiate alternate routing, the P.S.A.P. supervisor (or other P.S.A.P. personnel, if supervisor is unavailable) should call the Business Regional Center (BRC) at 800-553-2811 and provide the following information:
A. Name of P.S.A.P. and identifying number that is requesting alternate routing
B. Reason for alternate routing request
C. Length of time the alternate routing will need to be in effect 
D. A seven-digit call-back number for confirmation of activation
E. Obtain BRC attendant's name and ticket number
4.02	Initiate repair requests per S. O. G. #2-8. 
4.03	Notify the Alternate P.S.A.P. and the Sheriff's Office to request that all other P.S.A.P’s be advised of the condition and be prepared to initiate the move to the secondary 911 system. (The Sheriff's Office will make notifications in most instances.)
4.04	Notify the P.S.A.P. Manager and E-911 Program manager.
4.05	Send personnel to the alternate P.S.A.P. if required. 
Note:  Usually necessary only when an extended outage occurs. 
4.06	Once all 911 lines have been transferred to the alternate route PSAP, ONLY the Supervisor at EACH PSAP will do the following steps to initiate the move to the secondary 911 system: (The 911 Coordinator if onsite will perform these steps)
1. Log off of Power 911 and when the login screen comes back, sign in using the following information : username: ab and password: ab 
2. A screen will come up that ask if you are sure you want to do this, answer yes.
3. You will get another verification prompt, answer okay. 	
(this will take a few minutes and will cause the Power 911 to shut down and start back up at each position. All administrative phone lines will be temporarily disconnected. Once all the Power 911 screens come back, all users can sign back in normally.)
4. Inform the BRC Operator that you are now ready to have the 911 trunk lines rerouted to site ID: 30SEDR911

4.07	When the requirement for alternate routing is over, the 911 Coordinator or designee will call the BRC and request deactivation of alternate routing with a return to normal.  A test call should be made when deactivation has been confirmed.  
5.00	RECORDS:
5.01	All requests for alternate routing, repair requests and subsequent deactivation requests should be logged on the check list provided (see attached sample check list.)
5.02	A copy of this information should be retained in the P.S.A.P. and the original should be forwarded to the E-911 Program Manager.
(ATTACHMENT TO SOP: ALTERNATE ROUTE CHECKLIST)





Alternate Routing due to evacuation of building
1.00	PURPOSE:
To establish guidelines for alternate routing of E-911 calls in the event that a P.S.A.P. is disabled or out of service for an extended time due to facility problems.
2.00	DISCUSSION:
2.01	It is necessary to have a method of providing backup E-911 service for the public whenever a P.S.A.P. is unable to receive or dispatch E-911 calls from their location.  This is done by routing E-911 calls to an alternate P.S.A.P.
3.00	ALTERNATE ROUTING LOCATIONS:
3.01	Alternate routing locations have been selected for the P.S.A.P's in Seminole County as follows:
P.S.A.P.				             ALTERNATE		
Lake Mary P.D. (30LMPD)			Sheriff's Office 
Sheriff's Office (30SESH)			Orange County (30ORSH)	
Public Safety	  (30SEPS)			Orange County (30ORSH)		
Winter Springs P.D. (30WSPD)		Sheriff's Office
4.00	PROCEDURES:
4.01	When it becomes necessary to initiate alternate routing, the P.S.A.P. supervisor (or other P.S.A.P. personnel, if supervisor is unavailable) should call the Business Regional Center (BRC) at 800-553-2811 and provide the following information:
A. Name of P.S.A.P. and identifying number that is requesting alternate routing
B. Reason for alternate routing request
C. Length of time the alternate routing will need to be in effect 
D. A seven-digit call-back number for confirmation of activation
E. Obtain BRC attendant's name and ticket number
4.02	Initiate repair requests per S. O. G. #2-8. 
4.03	Notify the Alternate P.S.A.P. and the Sheriff's Office to request that all other P.S.A.P’s be advised of the condition and be prepared to initiate the move to the secondary 911 system. (The Sheriff's Office will make notifications in most instances.)
4.04	Notify the P.S.A.P. Manager and E-911 Program manager.
4.05	Send personnel to the Sheriff’s Office Disaster Recovery PSAP or other secondary site if  required. 
Note:  Usually necessary only when an extended outage occurs. 
4.06	Once all 911 lines have been transferred to the alternate route PSAP, ONLY the Supervisor at EACH PSAP will do the following steps to initiate the move to the secondary 911 system: (The 911 Coordinator if onsite will perform these steps)
1. Log off of Power 911 and when the login screen comes back, sign in using the following information : username: ab and password: ab 
2. A screen will come up that ask if you are sure you want to do this, answer yes.
3. You will get another verification prompt, answer okay. 	
(this will take a few minutes and will cause the Power 911 to shut down and start back up at each position. All administrative phone lines will be temporarily disconnected. Once all personnel have arrived at the Backup Site they can log on to the Power 911 screen using the login username and password located at each position)
4. Inform the BRC Operator that you are now ready to have the 911 trunk lines rerouted to site ID: 30SEDR911

4.07	When the requirement for alternate routing is over, the 911 Coordinator or designee will call the BRC and request deactivation of alternate routing with a return to normal.  A test call should be made when deactivation has been confirmed.  
5.00	RECORDS:
5.01	All requests for alternate routing, repair requests and subsequent deactivation requests should be logged on the check list provided (see attached sample check list.)
5.02	A copy of this information should be retained in the P.S.A.P. and the original should be forwarded to the E-911 Program Manager.
[bookmark: _Hlt520798309][bookmark: otherpsaps](ATTACHMENT TO SOP: ALTERNATE ROUTE CHECKLIST
Directive	3-6
Effective Date	01/01/96		Revision Date	11/25/2008
E-911 Transfers to Other P. S. A. P’s
1.00	PURPOSE:
To establish a guidelines for ensuring that P.S.A.P’s receiving any transferred E-911 calls are obtaining the correct information to eliminate the caller's need to repeat the information.
2.00	DISCUSSION:
2.01	Callers should not be asked to repeat information for each P.S.A.P. if it can be avoided.
3.00	PROCEDURES:
3.01	When emergency calls need to be transferred to another PSAP, the telecommunicator will transfer the call without delay. The telecommunicator will advise the caller: “Please do not hang up; I am connecting you with (name of the agency).”
3.02	When the second P.S.A.P. answers, the first P.S.A.P. should state:
“This is P.S.A.P. Name with a 911 transfer” 
The transferring Call Taker is REQUIRED to stay on the line until both the caller  and the new 911 Call Taker have spoken to ensure a good connection has been made. 

3.03	If a good connection is not made between the caller and the new Call Taker, the first P.S.A.P. will relay the information on the ALI.  (The second P.S.A.P. may try the RTX option, but if it does not work, the first P.S.A.P. needs to supply the ALI information).
[bookmark: _Hlt520798320][bookmark: nonemergencycalls]
Directive	3-7
Effective Date	01/01/96		Revision Date	06/03/2008
Non-Emergency Calls to E-911
1.00	PURPOSE:
To establish a policy for handling non-emergency calls received via E-911.
2.00	DISCUSSION:
2.01	A valid E-911 call is any call that initiates a response from any law enforcement, fire, or medical agencies.
3.00	PROCEDURES:
3.01	When a non-emergency call is received on E-911, the Telecommunicator will explain that E-911 is for requests for assistance as defined in item 2.01 above.
3.02	The caller will be told to call the appropriate administrative (business) number for the agency, as listed in the government pages or white pages of the telephone directory.
3.03	The Telecommunicator will then disconnect the call.
3.04	If the caller insists that the information should be handled on E-911, the information will be taken and the caller will be provided the non-emergency number for future calls.
3.05	AT NO TIME SHOULD THESE NON-EMERGENCY CALLS BE TRANSFERRED TO ANOTHER TELEPHONE NUMBER.  If non-emergency calls are received on E-911 and transferred to a ten-digit telephone number a portion of the E-911 network remains connected and unavailable for valid E-911 calls.  
[bookmark: _Hlt520798330][bookmark: calltracing]
Directive	3-8
Effective Date	01/01/96		Revision Date	06/03/2008
Call Tracing / Address Look Up 
1.00	PURPOSE:
To establish guidelines for attempting to contact E-911 callers who have hung up, there is no voice or there is no ANI/ALI displayed.
2:00	DISCUSSION:
2:01	Occasionally, callers are unable to talk to the P.S.A.P and there is no way to determine if there is an emergency situation or not.
3:00	PROCEDURES:
3:01	If there was an ANI display or the callers number was printed automatically, call the BRC  or appropriate LEC for assistance, this is called an Address Look-Up.
3:02	If there is no ANI or ALI, with an open line, DO NOT DISCONNECT THE LINE.
3:03	Contact the appropriate telephone service provider for assistance, with the open line still active, this is called Call Tracing.
3:04	As with anytime the BRC or any telephone service provider is contacted for assistance, a E-911 Repair Report must be completed and submitted to the E-911 Specialist for follow up.
[bookmark: _Hlt520798335][bookmark: schoolbus]
Directive	3-9
Effective Date	01/01/96		Revision Date	10/01/2002
Reports of School Bus Accident
1.00	PURPOSE:
[bookmark: _Hlt522958144]To establish a guideline for responses regarding school buses accidents.
2.00	DISCUSSION:
It is the policy in Seminole County to respond Rescue to any reported school bus accident.
2.02	All E-911 calls from the school bus dispatcher are received at the Winter Springs P.S.A.P.  They will verify the exact location of the accident and transfer the call to the appropriate agency.
3.00	PROCEDURES:
3.01	The Law Enforcement P.S.A.P. with jurisdiction will immediately notify the Department of Public Safety P.S.A.P. for dispatch of appropriate units and the Florida Highway Patrol for their response.
[bookmark: _Hlt520798339][bookmark: wirelesscalls]
Directive	3-10
Effective Date	01/01/96		Revision Data	10/01/2002
Wireless Telephone Calls
1.00	PURPOSE:
To establish a guideline for handling E-911 calls received from wireless telephones.
2.00	DISCUSSION:
2.01	Wireless technology at times is unable to allow E-911 calls to be selectively routed to the Public Safety Answering Point (P.S.A.P.) serving the specific location of the caller. When this occurs a transfer of the caller must be made to the appropriate agency.
3.00	PROCEDURES:
3.01	When any P.S.A.P. receives an E-911 call from a wireless telephone, the ALI will display the address of the closest service providers’ tower site and in some instances the wireless providers will display the actual wireless telephone number.
3.02	Prior to transferring the caller, the P.S.A.P. receiving the initial call will obtain sufficient information from the caller to enable the responding agency to dispatch the appropriate equipment.
3.03	A callback number should be requested of the wireless caller, but if refused, do not insist.  Calls to E-911 on wireless are free; a call made to a wireless phone is billed to the wireless user.
3.04	The initial P.S.A.P. may attempt to transfer the call after the above information is obtained and advise the caller that they will be transferred to another agency.
3.05	When the secondary P.S.A.P. answers the transferred call, the basic information obtained from the caller should be relayed.  The secondary P.S.A.P. will then take control of the call to elicit further information regarding the event.
3.06	If the call is lost while attempting the transfer, all information obtained by the initial P.S.A.P. should be immediately relayed to the second P.S.A.P. for them to initiate the appropriate response.
[bookmark: _Hlt520798344][bookmark: pbxswitchboard]3.07	In the event the caller can not provide their location, wireless phase II data is to be requested via the “RTX” button of the power 911.
Directive	3-11
Effective Date	01/01/96		Revision Date	10/01/2002
PBX / Switchboard Calls
1.00	PURPOSE:
To establish a guideline for handling the occasional misdialed telephone calls from centrally located telephone switches.
2.00	DISCUSSION:
2.01	Occasionally there are businesses with privately owned telephone switches that require a “9” to access an outside line.  If a business allows access to long distance on their outside local line by dialing a “1”, the switch timer may be set so that a “9” button held too long and followed by a “1” could cause a spurious call to E-911.  When this occurs, the caller often realizes their mistake and hangs up before the P.S.A.P. answers.  On a call back to the business, the P.S.A.P. may reach a switchboard operator who will most likely not be aware that a telephone call to E-911 had occurred, intentional or unintentional.
3.00	PROCEDURE:
3.01	When a pattern from the same number / location is noticed, each P.S.A.P. needs to record this information on a E-911 Inquiry Form and forward it to the E-911 Specialist for follow up.  The E-911 Specialist will contact the business and explain what has occurred suggesting that the timer in the switch be checked for possible problems or adjustment.  They will also monitor the situation for recurrences from the same business and attempt to help the business resolve its timing problems in order to prevent further problems for the E-911 system.
[bookmark: _Hlt520798138][bookmark: languageline]
Directive	3-12
Effective Date	01/01/96		Revision Date	06/03/2013
Language Line Services
1.00	PURPOSE:
To establish a guideline for consistent usage of Language Line Services in order to ensure prompt assistance when it is requested.  The Language Line Service provides interpreters for more than 140 languages, 24 hours a day, 7 days a week.
2.00	DISCUSSION:
2.01	Language Line Service was selected to provide translation assistance to E-911 agencies in Seminole County.  Calls to the Language Line that are not for 911 purposes will be charged back to the appropriate agency. Identity codes have been provided to use in non-emergency situations.
3.00	PROCEDURE:
A. P.S.A.P.’s must use the Language Line Services emergency telephone number for individuals that do not speak English and when no one in the P.S.A.P. is able to assist the caller. 
B. When a call is received from a non-English speaking individual and the need for an interpreter is apparent, the Telecommunicator should do one of the following:
1. Conference the call via the pre-selected transfer button, or
2. Connect using the designated speed dial code, or
3. Dial the direct number provided at the P.S.A.P.
C. Upon contact with the Language Line, the Telecommunicator should state they have an emergency E-911 call.  The answering point Language Line will take your language request and conference on an interpreter, who then provided the translation service as needed.  It is imperative that the Telecommunicator is ready to give the following information:
1. Your Six Digit Identification Number (Addressed in 2.01)
2.  Your Organization's Name
3. Your Personal Code 
D. It may be necessary to dispatch, law enforcement, fire or EMS to the scene to assess the situation while waiting for assistance.  If problems are encountered when using this service, the P.S.A.P. should contact the E-911 Administration Office as soon as possible.
Directive	3-13
Effective Date	10/01/03		Revision Date	02/17/2004
Records Retention
1.00	PURPOSE:
To establish a guideline for consistency with the destruction of E911 records according to the State of Florida’s Records Retention Guide dated January 1999.
2.00	DISCUSSION:
2.01	At a minimum all Seminole County P. S. A. P.’s will adhere to the State regulation.  Should a P. S. A. P. decide to keep any E911 record longer than recommended, it will be incumbent upon that agency to ensure they have a proper internal Policy or Procedures covering this matter.
3.00	PROCEDURE:
A.	911 RECORDS: LOGS	
This record series consists of a daily listing which shows the 911 telephone calls received by time, address, complaint, officer handling the call, handling time, telephone number called from, remarks and reference signal.  This need not be a verbatim transcript of the 911 audio tape.
The log may be generated from the Automatic Number Indicator System (ANI).

B.	RETENTION:
a) Record copy.  1 year after received.
b) Duplicates.  Retain until obsolete, superseded or administrative value is lost.

C.	COMMUNICATIONS TAPE RECORDINGS 
This record series consists of twenty-four hour tape recordings of radio and telephone 
Communications and complaint calls.  The recordings are made for back-up of activity reports, complaint cards (form one cards) and office operations.  It includes tapes of telephone calls coming into and going out of the police/sheriff department which are used to record initial incoming calls and complaints, and general conversations of persons calling outside and are of no value to the department except to verify times complaints are telephoned into the department.  See also “911 RECORDS: LOGS.”

D.	RETENTION:
a) Record copy.  30 days.
b) Duplicates.  Retain until obsolete, superseded or administrative value is lost.



42


51

