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9-1-1 Program Overview
The Arizona 9-1-1 Program (Program), which resides within the Arizona Department of 
Administration (ADOA) Office of Grants and Federal Resources (GFR), provides the 85 public 
safety answering points (PSAPs) throughout the state with technological and operational 
guidance and support. The Program has oversight responsibility for the 9-1-1 revenues collected 
through the Emergency Telecommunication Service Revolving Fund. Pursuant to A.R.S. 42-
5252, revenues are generated through a Telecommunications Services Excise Tax for wireline, 
traditional wireless and Voice over Internet Protocol (VoIP) phones and through the Prepaid 
Wireless Telecommunications E911 Excise Tax. Funds are used to implement and operate 
emergency telecommunication services (9-1-1) through political subdivisions of the state.

The Program operates from the following vision and mission:

Background
9-1-1 emergency communications are critical to providing life-saving services to Arizona’s 
citizens and visitors. Legacy 9-1-1 was originally developed to enable voice calls from 
traditional landline telephone networks, which were tied to specific address points. As 
technology has progressed, today more than 80 percent1 of all 9-1-1 calls originate from 
wireless devices. This change from primarily landline calls to mobile calls has driven the 
need to update the legacy 9-1-1 network to an Internet protocol (IP)-based network, which is 
referred to as Next Generation 9-1-1 (NG9-1-1). NG9-1-1 will deliver improved location accuracy 
of wireless callers, text and ultimately video, and its complexity requires detailed planning and 
cooperation among all public safety stakeholders. 

NG9-1-1 in Arizona
The continuum below represents the industry-accepted 9-1-1 maturity model and is designed 
to help agencies measure their progress toward end-state NG9-1-1. While Arizona must first 
undergo an intentional and thorough data collection effort to fully understand its NG9-1-1 
capabilities, an initial assessment of the State's readiness indicates that part of Arizona is 
between the transitional and intermediate state, however, there are still parts of the State that 
are unserved or underserved. Its current state is represented in gray and the yellow arrows 
represent the progress the state will make as it implements the initiatives in this Roadmap.

The mission of the Arizona 9-1-1 Program is to provide exceptional 
statewide 9-1-1 services to the people of Arizona through the use of 

modern and emerging technologies, national best practices and industry 
standards, and by acting as responsible stewards of 9-1-1 funding.

1  Accessed October 15, 2019, https://www.nena.org/page/911Statistics
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This NG9-1-1 Strategic Roadmap Sets the Course
The Program’s NG9-1-1 Strategic Roadmap charts the course for the state’s evolution toward 
end state NG9-1-1. It takes into account the role of 9-1-1 in a larger emergency response 
ecosystem that includes FirstNet and the state’s broadband deployment strategy. The 
Roadmap is designed to guide the Program’s efforts to meet operational and system needs, 
serving all of Arizona, but especially the unserved and underserved. 

It is a multi-year view, and incorporates what the Program learned through the March 2019 
Arizona 9-1-1 Program Assessment, which reviewed the Program’s operational strengths 
and weaknesses and identified opportunities for improvement in the service provided to the 
Arizona 9-1-1 community.

The Roadmap reflects emerging technology trends and incorporates feedback that the 
Program has received through engagement with local 9-1-1 PSAPs, state 9-1-1 administrators, 
public safety agencies, and industry leaders to develop a set of actionable priorities. Initiatives 
in bold are considered program priorities.

Legacy Foundational Transitional Intermediate End State
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Operations
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The transitional state is the point at which services have migrated partially from the legacy 
environment and the 9-1-1 services are enabled by an IP infrastructure. In the intermediate state, 
the 9-1-1 Authority has implemented and operationalized all NENA Functional and Interface 
Standards for NG9-1-1 (i3) core functions within its control and all calls are routed per geographic 
information system (GIS) boundaries and location information (using i3 algorithms). Additionally, 
an i3 PSAP multimedia call handling system is implemented. Infrastructure and applications 
are being refined to incorporate advanced call and data delivery interfaces. In the intermediate 
phase, business and performance elements are maturing and are reviewed regularly to optimize 
operations and ensure governance agreements are in place.
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Evolve state NG9-1-1 Strategic Plan based on data collected and 
input from stakeholder engagements

Develop strategic plan with public 
safety advisory group

Disburse the 9-1-1 Fund balance based on cascading priorities of 
1) statewide ESInet, 2) statewide call handling, 3) statewide GIS

Increase stakeholder engagement 
through comprehensive 
Communications Plan

Develop a Communications Plan

Implement newsletter

Improve website 

Create dashboard for tracking NG9-1-1 transition progress 

Conduct quarterly regional in-person meetings or webinars

Improve stakeholder understanding 
of State priorities, funding, and 
statutes governing the 9-1-1 
Program.

Develop webinar series and associated documentation for website

Enter into statewide contract for 
NG9-1-1 ESInet and NGCS

Define detailed technical requirements and conceptual solution 
design with input from local users

Evaluate vendor solutions

Implement solution

Test solution

Train appropriate telecommunication staff

Policy & 
Planning

Governance

Funding

Technology & 
Operations

Communications

FOCUS AREA INITIATIVES ACTIONS

Procure a data collection tool to 
enable fact-based decision making

Define business requirements and procure a tool to collect data 
to help inform 9-1-1 Program decisions based on facts
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Facilitate implementation of an integrated or over-the-top solution 
for every PSAP
F
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Standardize approach to 9-1-1 
(policies, procedures, etc.)

Create a policies and procedures manual

Revise and require System Service Plan

Establish vendor accountability Establish Service Level Agreements (SLAs) for Emergency 
Services Internet Protocol Network (ESInet)

Align statute and code Idenfity differences between current statute and current code

Align statue and code with NG9-1-1 strategy and technology 

Improve interoperability with other 
counties, states and countries

Develop standardized Memorandums of Understanding (MOUs) 
for interagency, inter-country cooperation

Establish governing body to 
provide insight, experience, 
validation as part of emergency 
communications ecosystem

Continue to support the creation of the State Interoperability 
Executive Committee (SIEC) through the Governor’s office

Broaden stakeholder engagement to Law Enforcement, Fire, EMS, 
mayors, county commissioners, tribes

Engage public safety holistically to ensure first responders have 
the resources to effectively and efficiently respond to 9-1-1 
requests for service

Establish NG9-1-1 Advisory Group to assist in planning, 
requirements gathering and execution of NG9-1-1 initiatives 

Establish performance measures to track progress toward achieving 
the Program’s goals and vision

Pay for State ESInet and Next 
Generation Core Services (NGCS) 

Collect data to determine the costs of operating a statewide 
NG9-1-1 system

Establish funding distribution 
policy 

Establish funding eligibility requirements

Eliminate cost recovery

Establish a consolidated GIS 
program

Review and revise GIS strategic plan

Identify gaps and GIS funding priorities

Certify telecommunicators Explore telecommunicator certification through Arizona Peace 
Officer Standards and Training (POST) Board 

Pursue Request for Proposal (RFP) or other contracting solution

Deploy statewide Text-to-9-1-1

Arizona 9-1-1 Program Priorities
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POLICY & PLANNING

The transition to NG9-1-1 introduces not only a technological evolution but an 
administrative and operational evolution as well. Policy decisions must be based on 
facts derived from data. Data provides the Program with the information needed to 
prioritize its focus and make the right decisions, resulting in improved equality of 
service for everyone in Arizona.

Initiatives
1. Collect 9-1-1 data to enable data-driven decision making about policies and 

procedures
• Define business requirements and procure an independent third-party data 

collection service or tool that:
 » Enables data-driven decision making
 » Provides raw number of transfers, ANI/ALI spills, call volume, rolling over to 

10-digit numbers, and an understanding of true call volume, etc.
 » Quantifies the problem
 » Collects information that:

 - Informs the strategic plan
 - Drives the roadmap
 - Educates stakeholders

2. Standardize the approach to NG9-1-1 program management
• Leave nobody behind - serve the underserved and unserved
• Develop a program and policy manual
• Establish vendor accountability
• Align Statute and Administrative Code (rules)
• Improve interoperability with other counties, states and countries
• Provide advocacy at a state and federal level for improved emergency response 

outcomes

Collect data to enable smart NG9-1-1 
decision making.

Standardize the approach to NG9-1-1 
program management.
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GOVERNANCE

In today’s complex emergency communications environment, it is important and 
beneficial for all public safety disciplines to collaborate and cooperatively plan and 
communicate in order to foster interoperability and realize operational success. NG9-1-1 
requires communication between PSAPs, 9-1-1 system administrators, first responders, 
service providers and elected officials to understand the requirements and needs of 
each. A robust governance structure fosters this communication between stakeholders.

Initiatives
1. Establish a governing body (SIEC or similar), inclusive of all stakeholders to provide 

insight, advice and guidance on implementation of NG9-1-1 initiatives.
2. Convene Advisory Group to assist with the RFP process for a NG9-1-1 solution. The group 

may include members representing the following:

3. Develop a forward-looking, vendor-agnostic Statewide NG9-1-1 Strategic Plan that will:
• Encompass the 9-1-1 Program’s vision, mission and strategic initiatives and guide 

the 9-1-1 Program
• Document the deployment strategy, procurement activities, future program 

direction, and funding
• Measure performance to track progress in achieving the Program’s vision and goals
• Serve as a living document that is reviewed at least annually and updated every 

3-5 years.

• Arizona League of 
Cities and Towns

• Arizona County 
Supervisors 
Association 

• Maricopa Region 911
• PSAP Representation 
• Law Enforcement 

Chiefs
• Fire Chiefs
• EMS
• Statewide 

Interoperability 
Coordinator

• Local APCO/NENA 
Chapter

• Military/DoD
• Tribal Representation
• State Procurement

Support the creation of the State 
Interoperability Executive Committee.

Convene the Advisory Group for NG9-1-1 RFP. 

Develop NG9-1-1 Strategic Plan.
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FUNDING

The 9-1-1 Program is focused on operating within the existing funding parameters until 
data is collected and fully analyzed to determine the financial needs of the Program. 
This requires an understanding of the true costs of operating the current system and 
the anticipated costs of operating the NG9-1-1 system. The Program endeavors to make 
funding decisions that ensure equal access statewide to NG9-1-1 functionality.

Initiatives
1. Pay for state voice/text and ESInet/NGCS using current excise tax and other 

available funding
• Collect data to determine the costs of operating a statewide NG9-1-1 system
• Work within the current budget until analysis of the needs of the program is 

complete
• Maximize the use of current technology to realize efficiencies

2. Establish a funding distribution policy
• Disburse the 9-1-1 Fund balance based on cascading priorities of:

i. ESInet
ii. Statewide call handling
iii. Statewide GIS

• Use collected data to establish criteria for PSAP eligibility—federal PSAPs, tribal, 
new requests, secondary PSAPs, colleges and universities

• Establish a necessary working capital in the fund and spend down the carryover 
balance on NG9-1-1 priorities.

• Establish funding eligibility requirements
• Eliminate costs where possible

Pay for NG9-1-1 transition using current 
excise tax.

Establish funding distribution policy.

Disburse the 9-1-1 fund to cover costs of 
ESInet, statewide call handling and GIS. 
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TECHNOLOGY & OPERATIONS

Arizona today has several different 9-1-1 systems operating within various phases of 
transition to NG9-1-1. The Program's goal is to define the technical requirements of 
a solution that encompasses every area of the state and provides interoperability 
between counties, across state boundaries and considers international boundaries.

Initiatives
1. Generate a statewide contract for NG9-1-1 ESInet and NGCS

• Define detailed technical requirements and conceptual solution design based on 
national standards and interoperability, with input from local stakeholders

• Procure competitively bid contracting solution
• Evaluate, implement and test vendor solution
• Provide training on solution

2. The NG9-1-1 solution should accomplish the following:
• Reduce the cost per 9-1-1 call
• Provide the technology to deliver increased location accuracy for every call
• Reduce transfers of 9-1-1 calls
• Improve interoperability across jurisdictional boundaries
• Reduce outages
• Increase the number of citizens who now have 9-1-1

3. Establish a statewide consolidated GIS program
• Review current GIS plan to identify what has been accomplished, and where 

counties will need to close the gaps in order to meet the expectations of the plan
• Determine if PSAPs are performing to plan expectations

4. Deploy statewide Text-to-9-1-1
• Implement an integrated or over-the-top solution at every PSAP
• Review and prepare for real-time text (RTT) solutions

5. Certify 9-1-1 Telecommunicators

Pay for NG9-1-1 transition using current 
excise tax.

Procure a statewide contract for NG9-1-1 
ESInet and NGCS that reduces cost per call, 
increases location accuracy, reduces transfers, 
reduces outages and expands 9-1-1 to 
unserved and underserved.

Establish a consolidated GIS program to 
ensure all data is NG-ready. 

Deploy statewide Text-to-9-1-1. 
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COMMUNICATIONS

Communication cross-cuts nearly every initiative of the 9-1-1 Program's NG9-1-1 
strategic initiatives. Frequent communication builds trust and should help ensure that 
all stakeholders understand the initiatives and priorities of the 9-1-1 Program. The goal 
of the 9-1-1 Program is to communicate with stakeholders in a way that helps foster new 
relationships while strengthening those already in place. The communication plan will 
document the key messages, the timing of those messages, the target audience for those 
messages and the best method of communication.

Initiatives
1. Develop and execute a communications plan
2. Conduct outreach and education on NG9-1-1 topic areas
3. Engage public safety stakeholders for feedback on this Roadmap
4. Communicate with stakeholders about the following:

• NG9-1-1 data collection effort
• NG9-1-1 RFP process (milestones, requirements gathering meetings, formation 

of Advisory Group, etc.)
• Existing and new policies and procedures
• Develop talking points supporting statewide initiatives for use by stakeholders
• Other topics as needed

Develop communications plan that guides 
the Program in strategic, beneficial, and 
timely communications with stakeholders.

Engage and communicate with public safety 
stakeholders for feedback and input into 
strategic initiatives.

Communicate with stakeholders about 
priorities and responsibilities. 
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Conclusion
At a transitional point in its history, the Arizona 9-1-1 Program sought to better 
understand its strengths and weaknesses as it sets the course for NG9-1-1 
implementation. Armed with the data from a third-party Program assessment, program 
staff conducted a facilitated strategic planning session, with internal and external 
stakeholders, to clarify and inform the creation of this NG9-1-1 strategic Roadmap.

The Roadmap will guide the 9-1-1 Program in taking steps that move the state’s 
9-1-1 program toward its strategic vision to ensure delivery of equitable statewide 
9-1-1 service that is built on standards and best practices. The actions laid out in the 
Roadmap will influence and impact: governance, communication, funding distribution 
and policies, PSAP operations and technology.

The 9-1-1 Program will focus on the following priority initiatives.

1. Collect data to better understand the real cost of operating NG9-1-1.
2. Standardize the approach to NG9-1-1 through policies and procedures.
3. Fund the statewide voice, data, and and core ESInet using 9-1-1 funds collected 

under the current tax rate and the National 9-1-1 Program grant.
4. Establish a funding distribution policy with cascading priorities that include: ESInet, 

statewide call handling, a statewide GIS program.
5. Develop a strategic roadmap (or plan) through collaboration with a public safety 

governance structure.

The 9-1-1 Program is dedicated to helping deliver 9-1-1 service to all of Arizona and is 
poised to implement the initiatives in this Roadmap.


