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Executive Summary 

The Arizona State 9-1-1 Program (Program) is undergoing a period of significant transition. In July of 2018, 
the Program (previously known as the Arizona State 9-1-1 Office) was moved from the Arizona 
Department of Administration (ADOA), Arizona Strategic Enterprise Technology (ASET) Office, into the 
ADOA Office of Grants and Federal Resources (GFR). The move was made to better align the Program’s 
current responsibilities concerning the oversight of the use of State 9-1-1 funds for the deployment of Next 
Generation 9-1-1 (NG9-1-1) technologies by the public safety answering points (PSAPs) across the state, 
and the GFR program responsibilities for planning for the nationwide public safety broadband network1 
(NPSBN) or FirstNet and the State’s broadband deployment strategy. In addition to moving the Program, 
the long-tenured Program Director retired in December of 2018 and other staff retired or left State 
employment by February of 2019. In light of the significant transitional activities, GFR determined it was an 
appropriate time to conduct an assessment of the Program’s operation to identify strengths and 
weaknesses and opportunities for improvement in the Program’s service to the Arizona 9-1-1 community. 
 

The assessment focused on the following areas: 

• Arizona 9-1-1 Program Responsibilities 
• Public Safety Communications Governance 
• Current statutory and regulatory environment 
• Current policies 
• Current funding environment 

 
The responsibilities of the Program are foundationally established by state statute. Rules for the Program 
are then developed and placed into the Administrative Code using the statute as the basis. The statute and 
rules assessment are summarized later in the report, but the Program’s responsibilities are as follows: 
 
• Adopt rules and procedures for administering and distributing 9-1-1 revenue 
• Review and approve requests for payment for 9-1-1 system operations 
• Make recommendations to the legislature regarding the telecommunication services excise tax amount 
• Coordinate and oversee state-level 9-1-1 contracts 
• Stakeholder communication and outreach 
• Federal and State level reporting 
 

                                                   
 
1 The nationwide public safety broadband network was borne of the Middle Class Tax Relief and Job Creation Act of 2012 
(Act). The Act created the First Responder’s Network Authority (FirstNet) as an independent authority within the National 
Telecommunications Information Administration (NTIA) under the US Department of Commerce. FirstNet was given license 
to 20 MHz of radio spectrum in the 700 MHz band and charged with building and operating a nationwide broadband network 
dedicated to public safety. Through an open procurement process, FirstNet entered into a partnership with AT&T to build and 
operate the NPSBN for 25 years. 
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During stakeholder interviews, the Program received mixed reviews from the PSAP community. Some felt 
they were very helpful in guiding the State in deployment of NG9-1-1 technologies, while others felt there 
was a disconnect between them and the Program in how funding was approved for various initiatives. The 
Program does not have a clearly defined Mission Statement and also lacks clear policies on how it 
operates, and how decisions are made. This has contributed significantly to these mixed reviews among 
stakeholders, as some decisions appear to have been made based on subjective, rather than objective, 
criteria. This has led to an imbalance in fund distributions where some PSAPs have received a 
disproportionate amount of funding based on any objective standard formulaic approach commonly used 
across the country. Whenever such an imbalance occurs, it will naturally lead to the feeling among 
stakeholders of a division between “haves and have nots”. Recommendations to mitigate this imbalance 
are summarized later in the funding section of the report. 
 
The Program has been the recipient of two federal 9-1-1 grants to assist in enhancing 9-1-1 service across 
the State. The first was the Ensuring Help Needed Arrives Near Callers Employing 911 Act of 2004 
(ENHANCE 911 Act). The State received approximately $1.25 million from that grant in 2009, however, 
during the grant period the State became ineligible for the grant due to State legislation that diverted funds 
from the 9-1-1 surcharge fund to the general fund. Diversion of 9-1-1 dedicated funds from 9-1-1 is a 
violation of grant conditions, and therefore the State had to return all grant funds received. The second 
grant will be received in 2019 as a result of the Middle Class Tax Relief and Job Creation Act of 2012. The 
State will receive approximately $2.36 million from this grant and is in the process of developing 
appropriate activities for which to utilize the grant. It is imperative that no diversion of 9-1-1 funds occur 
during this grant period so as not to jeopardize the State’s ability to utilize the grant funding to enhance 
9-1-1 service to the citizens. 
 
At the national level, the Program has been an active member of the National Association of State 9-1-1 
Administrators (NASNA), which provides great resources for networking, education, and exchange of ideas 
among State 9-1-1 programs to develop best practices for operating statewide 9-1-1 programs. 
 

Recommendations for Program  
Responsibilities and Operations 

Develop a Policies and Procedures Manual 

• Revise Organizational Roles and Responsibilities to Include: 
− Program Manager 
− Project Manager 
− Technical Systems Manager 
− GIS Manager 
− Fiscal Specialist 

• Expand Staff Duties to Include 
− Legislative 
− Policy 
− Funding 
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Recommendations for Program  
Responsibilities and Operations 

− Governance 
− Technology 
− Information and Content Management 
− Operations 
− Communication and Outreach 

• Additional Staff Roles 
− Cybersecurity 
− 9-1-1 Public Information Officer 
− Training Coordinator 
− Quality Assurance Analyst 

 
At this time, the State does not currently have a functioning statewide public safety communications 
governance body. The lack of governance inhibits the ability to engage stakeholders from across all public 
safety disciplines which can be impacted by 9-1-1. The ADOA has developed a draft executive order for 
the establishment of a statewide interoperability executive committee (SIEC) and are currently working with 
the governor’s office in an attempt to shepherd that order toward execution. The SIEC would include sub-
committees for all public safety communications disciplines, including 9-1-1, land mobile radio (LMR), and 
broadband. It is highly recommended that the State form a statewide public safety communications 
governance body. The platform provided by the SIEC greatly facilitates the engagement with stakeholders 
to obtain input and buy-in on policies, rules, and operating procedures of the Program. In addition to 
governance, it is recommended the Program revise and evolve the Arizona State 9-1-1 Plan, which was 
last updated in 2017, and also develop a communications plan for communicating with stakeholders. 
 

Recommendations for Program Governance 

• Establish an SIEC and 9-1-1 Subcommittee 

• Revise and Evolve the Arizona State 9-1-1 Plan 

• Develop a Communications Plan (internal/external) with following elements: 
− Regular communications with the State Leadership and key stakeholders 
− Regular communications with the PSAPs and System Administrators 
− Engage influential members and stakeholder of the public safety community to 

ensure they are contributing to the projects and programs within the Program 
− Improve two-way communications with the ADOA leadership, the Governor's 

Office, the SIEC, the media, the general public, etc., especially in times of 
emergencies or disasters 

− Identify and use the most effective methodology for communicating messages to 
the different audiences 

− Provide a public education plan that is executable and efficient 
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The enabling statute for the Program operations is found at Arizona Revised Statutes §41-704, Emergency 
Telecommunications Services; Administration; Revolving Fund2. The statute requires updating as it 
describes processes and references which are no longer valid and may not be in alignment with the 
Program’s practices or the State’s administrative rules. The administrative rules are contained in the 
Arizona Administrative Code3 and were initially developed in 1985 and last updated in 2000. The rules are 
found to be limiting and outdated as they refer to specific technologies and processes which are not 
currently relevant.  
 
In addition, there are distinct misalignments between the rules and the statute. Most significantly, is the 
statute mandates 9-1-1 funding be disbursed through political subdivisions of the State, but the rules allow 
for the current practice of disbursing funds to State level entities, federal entities, and private entities. 
Additionally, the Program has not been complying with the rules as currently established. Following are 
examples: 
 
• The rules establish a threshold for PSAPs to receive funding; they must receive at least 300 calls per 

month, but the Program is currently providing funding to multiple PSAPs which do not meet this 
minimum threshold. Additionally, this threshold is low and does not facilitate efficiency among PSAPs. 
It is recommended this threshold be reviewed and raised to a more appropriate level of at least 1,000 
calls per month. 

• The rules contain definitions of various terms at the beginning, including the definition of a PSAP as a 
center which receives emergency 9-1-1 calls. Within the rules, however, there is a reference to 
“secondary PSAP”, which is not defined but the implication is this is a center which performs dispatch 
functions but does not directly receive 9-1-1 emergency calls. The Program has been funding some of 
these secondary PSAPs which seems out of alignment with the objective of enhancing 9-1-1 service 
since these centers do not receive 9-1-1 calls. It is recommended this practice cease. Note: this is not 
meant to discontinue funding for Secondary PSAPs that are designated as a back-up facility for a 
Primary PSAP (e.g., Arizona Department of Public Safety, Northern and Southern Divisions). 

 
The State statute was compared to the National 9-1-1 Program’s Guidelines for State NG911 Legislative 
Language4, a compendium of best practices regarding model statute language. The statute was assessed 
based on these guidelines and multiple recommendations are made in the appropriate section below 
concerning aligning the statute with the National Program’s guidelines. (Refer section 5.2.2). 
 
Cost recovery by wireless service providers is still in effect by statute and requested by at least one 
wireless service provider, but is no longer required based on an Federal Communication Commission 
(FCC) ruling. Paying cost recovery has hampered Phase II deployment across the state, resulting in some 
areas that do not receive Wireless Phase II location information. Cost recovery should cease, and those 
monies repurposed to improve 9-1-1 service at the state and local level. 

                                                   
 
2 https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/41/00704.htm  
3 Title 2, Administration, Chapter 1, Department of Administration (Authority: A.R.S. ’38-613 et. Seq.) Article 4. Emergency 
Telecommunication Services Revolving Fund. Amended effective June 14, 1990. Amended by final rulemaking a 6 A.A.R. 
1971, effective May 12, 2000. 
4 https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf , version 2.0, 2018. 

https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/41/00704.htm
https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf
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Recommendations for Statute Changes 

• Align the statute and code 

• Align the Program statute with National 911 guidelines 

• Remove legacy terminology 

• Eliminate payment of cost recovery 

• Require an annual audit 

• Ensure liability protection for the Program 

• Ensure liability protection for the NG9-1-1 technology providers 

• Evolve or dissolve the role of the System Administrator 
− For efficiency sake, maintain the administrator role but align it by county and 

eliminate systems consisting of only one PSAP 

• Assess multi-line telephone system (MLTS) legislation 

 
An assessment of the Code was also conducted and determined the State needs to update the code to 
reflect the current environment, and also the Program comply with the code in the way it conducts its 
operations. 
 

Recommendations for Administrative Code Changes 

• Update the rules to appropriately reflect the current environment as well as the future 
state 

• Require a 9-1-1 Strategic Plan 

• Revise and require System Service Plan 

• Codify funding eligibility and process 
− This should be done to remove the current arbitrary and subjective nature for 

determining funding eligibility 

• Require interagency agreement 
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Current policies were reviewed and it was discovered that the Program does not have a Policy Manual 
which defines it’s method of operating or decision making process. This is a critical component to any 
program and needs to be rectified as soon as possible. Having clear and transparent policies, and 
following those policies, serve to enhance the credibility of the Program and how it operates so the 
stakeholders have confidence the Program is performing its responsibilities in an open and fair manner. 
 

Recommendations for Program Policy Changes 

• Establish Policy-Making Methodology 

• Develop a Program Policy Manual 

• Clarify and Communicate 9-1-1 Fund Distribution Policy 

• Identify and Address New Policy Needs 

 
The current 9-1-1 funding model within the State was examined and determined that currently, Arizona has 
the lowest 9-1-1 assessment of any state which currently has such assessment at $.20 per line for wireline, 
wireless, and Voice over Internet Protocol (VoIP), and 8/10 of 1 percent for prepaid transactions. The 
Program imposed a funding moratorium several years ago on funding any new PSAPs but has since 
accrued a $8 million fund balance. The $8 million fund balance is counter-intuitive from the perspective of 
the very low assessment and the moratorium and indicates that appropriate disbursement of funds was not 
taking place. This can be directly attributed to the aforementioned lack of clear policies resulting in a very 
subjective and arbitrary decision-making process for fund disbursement. There is currently no formulaic 
approach to determining funding levels. It is recommended one of the first items developed is an 
appropriate formula for fund disbursement. Recommendations for consideration are as follows: 
 
• Population-Based Formula: Funding for eligible PSAPs is based on population served by each 

PSAP. 
• Call Volume Formula: Funding is based on call volume data provided by each PSAP. 
• County-Based Approach: Similar to population-based, funding would be allocated by population 

served by each county and the county would be tasked with distributing it between all PSAPs in that 
county (states that have used this approach were doing so to force consolidation to one PSAP per 
county). 

• Hybrid Approach: Some states use a population or call volume formula for a percentage of the fund 
distribution (e.g., 50%, 65%, 83%, etc.), with the remaining portion of the fund allocated via a 
competitive grant program. States that use this method will provide funding equally for all PSAPs and 
then fund (typically capital) program using a needs-based, prioritized criteria to award the remaining 
portion of the fund. In this manner, states can prioritize and incentivize outcomes such as shared 
equipment purchases. Some states will limit the amount or frequency of grant request. 

• Emergency Funding Request: Some states will reserve a certain portion of their fund to be used to 
assist PSAPs with emergency situations (a request to repair or replace PSAP equipment that without 
the funding, would severely impair the PSAP’s ability to answer or process 9-1-1 calls). Emergency 
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funding request would be approved on a case-by-case basis and typically would have additional 
restrictions (e.g., reduction of future grant awards) to prevent misuse of this exceptional situation. 

• Statewide Projects: Although not currently supported by state statute, some states will reserve a 
portion of the 9-1-1 fund for statewide projects, such as NG9-1-1 and implementing a statewide 
Emergency Services IP Network (ESInet). These statewide projects benefit all PSAPs across the state 
and have been found to be an efficient and cost-effective use of 9-1-1 revenue. 

 
The Program also needs to identify appropriate opportunities to disburse the funds accumulated in the fund 
balance to provide improved 9-1-1 service to the citizens. A study needs to be undertaken to examine the 
sufficiency of the current 9-1-1 fee. There also is no statute currently which protects the 9-1-1 funds from 
being diverted for other uses. Specific language regarding this is highly recommended.  
 
One important practice which needs revised is the current practice of the Program directly paying invoices 
on behalf of the PSAPs to service providers. Service providers currently contract directly with PSAPs for 
services because a statewide requests for proposals (RFP) process was never conducted. The State has 
no contractual relationship with the vendors; therefore, making payments to these vendors is not in 
accordance with state procurement and accounting policies. This can be alleviated in one of two ways:  the 
PSAPs assume responsibility for paying the invoices directly to the service providers and submit for fund 
reimbursement from the Program; or the Program publish a statewide RFP for NG9-1-1 services and enter 
into a contractual relationship with the selected providers. It is recommended the Program pursue the 
second option to better streamline the process and also to ensure services are provided in a consistent 
manner.  
 
Specific recommendations concerning funding is provided below. 

Recommendations for Funding Changes 

• Develop and implement a process for determining funding needs and 9-1-1 fee 

• Enhance fund protections 

• Establish PSAP Funding Eligibility Criteria 

• Review Technology Design and NG9-1-1 Options 

• Initiate RFP for statewide ESInet 

• Document the projected 9-1-1 budget 

• Develop funding distribution methodology 

• Develop and document funding policy 

• Revise invoice payment policy 

• Apply funding distribution methodology – (short term and long term) 
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1 Background 

Both in the State of Arizona and across the United States, 9-1-1 is in a period of transition from legacy 
technologies to current technologies. Some states have begun implementing Next Generation 9-1-1  
(NG9-1-1) to improve the critical service they provide to those people who call 9-1-1 in their greatest time 
of need. As the State’s 9-1-1 Program (Program) has started to make this transformational shift, it was 
determined that a review of the Program’s technology, operations, policy, funding requirements, 
authorization, and current rules should be undertaken to identify strengths and weaknesses and develop 
recommendations for improvement. The resulting assessment and recommendations are described in this 
document for action by the Program, to create efficiencies and improvements in service for all those who 
live, work, or visit the State of Arizona and have a need to contact 9-1-1 for an emergency. 
 
The Program provides public safety answering points (PSAPs, or 9-1-1 centers) across the State with 
funding, technology, and operational support and guidance. The primary responsibility of the Program is 
oversight of the distribution and use of the revenue collected via a statewide excise tax collected on 
telecommunications services and deposited into the Emergency Telecommunications Service Fund.  
 
Historically, the Program, (known previously as the Arizona State 9-1-1 Office) was under the Arizona 
Department of Administration (ADOA), Arizona Strategic Enterprise Technology (ASET) Office – the state’s 
information technology (IT) Department. Recently, the Program was moved to the Office of Grants and 
Federal Resources (GFR) under ADOA, to better align the Program with the State’s FirstNet program and 
other important broadband initiatives. 
 
With the recent Program staff changes and the move to GFR, Mission Critical Partners (MCP) was 
engaged to provide an assessment of the 9-1-1 Program in the following areas: 
 
• Current responsibilities and projects 
• Current and future staffing needs 
• Current legislative authority and rules governing the Program 
• Current funding authority in statute 
 
To accomplish this task, MCP interviewed Program staff; reviewed Program documentation and 
processes; reviewed the funding model, statutes and codes; conducted stakeholder interviews within 
various regions; and utilized the Report for National 9-1-1 Assessment Guidelines to aid in identifying 
success measurements and gaps. 
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1.1 Arizona 9-1-1 Landscape 
 
The Arizona PSAP community is comprised of city, county, state, tribal, federal and private PSAPs. There 
are 74 primary5 and 10 secondary6 PSAPs that are currently funded by the Program. A Primary PSAP is 
defined as a PSAP to which the 9-1-1 call is routed directly to the 9-1-1 Center. A Secondary PSAP is a 
PSAP to which 9-1-1 calls are transferred to from a primary PSAP. They are represented by 9-1-1 system 
administrators who represent each PSAP’s 9-1-1 regional planning committee and serve as the single 
point of contact between the PSAPs and the Program. Seventeen 9-1-1 system administrators exist across 
the state with 14 representing the PSAPs within their county’s jurisdiction, while three represent a single 
PSAP: Gila River Indian Community, Hildale-Colorado City Communications Center and the City of 
Winslow PSAP.  
 
The 9-1-1 system administrators perform the work—described in Arizona Administrative Code (Code) 
R2-1-4027— required on behalf of the 9-1-1 planning committee to support the local PSAPs within each 
geographical region. The 9-1-1 system administrator role involves the following tasks: 
 
1. Submit an annual service plan on behalf of the PSAPs 
2. Submit 9-1-1 service system certification 
3. Approve and submit vendor invoices on behalf of the PSAPs 
4. Represent PSAP needs and concerns to the 9-1-1 Program and share information from the Program to 

the PSAPs 
 
In addition to the city and county PSAPs, the infrastructure includes:  
 
• Tribal PSAPs: Several of the state’s 21 federally recognized tribes do not have their own PSAPs. The 

Gila River Indian Community, Salt River-Pima Police Department, Fort McDowell Police Department, , 
and the Whiteriver Police Department have PSAPs funded by the Program. Several tribal PSAPs exist 
in the state that answer and dispatch their own 9-1-1 calls and have nontraditional configurations used 
to receive 9-1-1 calls. but are not funded by the Program. These include Navajo Nation, Hopi Tribe, 
San Carlos Tribe, Colorado River Indian Tribe, Tohono O’odham Nation, and Fort Mohave Tribe. 

• Federal PSAPs: Four federal PSAPs are funded by the Program—Grand Canyon National Park, Glen 
Canyon National Park, Fort Huachuca Fire Department and Luke Airforce Base Fire Department. 

• Private Ambulance Agencies: There is one funded private ambulance company—American Medical 
Response (AMR, formerly known as Rural Metro Ambulance) with 3 secondary PSAPs.  

• State PSAPs: There are five funded state agency PSAPs—Arizona State University, University of 
Arizona, Arizona Department of Public Safety—Southern, Central and Northern Region. 

 

                                                   
 
5 A public safety answering point, or PSAP, is a communications facility operated on a 24-hour basis that is responsible for 
receiving 9-1-1 calls and notifying, dispatching, transferring, or relaying 9-1-1 calls to an appropriate public or private safety 
agency (as defined in Arizona Administrative Code R2 1-401 [17]). 
6 A secondary PSAP only receives transferred 9-1-1 calls and does not take the initial 9-1-1 call. 
7 Article 4 consisting of Sections R2-1-401 through R2-1-409 adopted effective June 22, 1985. Amended effective June 14, 
1990. Amended by final rulemaking a 6 A.A.R. 1971, effective May 12, 2000. 
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1.2 Next Generation 9-1-1 
 
The original voice-based 9-1-1 infrastructure was designed and implemented more than 40 years ago. This 
legacy infrastructure worked well when the majority of 9-1-1 calls were made by individuals using wireline 
telephones. As new technologies, such as wireless and Voice over Internet Protocol (VoIP), were 
introduced, the 9-1-1 community adapted to fit these services into the legacy technology. Today it is 
estimated that more than 80 percent of 9-1-1 calls are placed by wireless devices. The legacy 
infrastructure is aging, technology and equipment are reaching (or have reached) end of life, and 
capabilities no longer meet the needs and expectations of citizens. NG9-1-1 enhances the 9-1-1 
infrastructure with a shift to Internet Protocol (IP) networks and standards-based technologies that support 
the needs of PSAPs and residents in need of emergency response.  
 

NG9-1-1 supports the use of voice, text, data, video, and images with emergency requests for assistance 
and delivers more-accurate location information from the caller to the PSAP. This is accomplished by using 
geographic information systems (GIS) in the routing of 9-1-1 calls. NG9-1-1 also provides PSAPs with 
greater redundancy and resiliency in the event of high call volume, outages and when transferring 9-1-1 
calls to another jurisdiction—improving planning and information dissemination between PSAPs.  
 
NG9-1-1 brings much opportunity but presents the need for change. It introduces a risk of exposure to 
cybersecurity threats, changes to the operational process, and a need for new and modified policies, 
procedures, and training. As such, PSAP leadership, especially in small or rural PSAPs across the country, 
are more dependent on state 9-1-1 programs to provide guidance and technical expertise.  
 
Legacy 9-1-1 service (including Basic 9-1-1, Enhanced 9-1-1, and Wireless 9-1-18) was deployed PSAP by 
PSAP in Arizona. The result is that 9-1-1 equipment and software across the state are at different levels 
and functionality. This makes the transition from legacy 9-1-1 to NG9-1-1 difficult for the Program to 
manage without an established strategic plan and implementation plan that outlines priorities for the state. 
 
                                                   
 
8 Basic 9-1-1 provides telephone number with the voice call; Enhanced 9-1-1 provides the telephone number and street 
address of the caller; Wireless 9-1-1 provides the approximate location of the caller including initial latitude and longitude 
coordinates. 

 
WHAT IS NEXT GENERATION 9-1-1 (NG9-1-1)? 

 
Next Generation 9-1-1 is a secure, IP-based, open-standards system comprised 

of hardware, software, data, and operational policies and procedures, that 
processes all types of emergency calls, including voice, text, data, and multimedia 

information, and delivers the emergency information to the appropriate 9-1-1 
center based on the location of the caller. 
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1.2.1 NG9-1-1 Solutions 
 
Arizona has two primary local exchange carriers (LECs) that provide 9-1-1 service: CenturyLink and 
Frontier. Both have presented their NG9-1-1 solutions to PSAPs and the 9-1-1 Program. A majority of 
PSAPs in the state are transitioning to CenturyLink’s NG9-1-1 managed services solution. This solution 
includes an Emergency Services IP Network (ESInet), new IP-capable equipment, software upgrades and 
maintenance, and call-handling equipment. The Maricopa Region (MR9-1-1) also has initiated deployment 
of NG9-1-1 using a solution supported by various vendors but controlled by the local government 
consortium.  
 
1.2.2 Geographic Information Systems (GIS) 
 
In NG9-1-1, the entirety of the 9-1-1 call process is spatially enabled. The link between GIS and NG9-1-1 
will replace the antiquated static location methodology of legacy 9-1-1 systems with dynamic location 
services necessary to find today’s transient 9-1-1 caller. GIS also will be used to route the call from the 
9-1-1 caller to the most appropriate PSAP. These complex, real-time GIS demands require capabilities far 
beyond those of commercial mapping applications such as Google or Bing maps. To meet the stringent 
requirements of NG9-1-1, GIS must be a core component within NG9-1-1. 
 
The implementation of a large-scale, statewide capability like GIS requires a tremendous level of effort, 
significant stakeholder coordination and collaboration, as well as adequate and sustainable funding. State 
9-1-1 programs need to plan for a comprehensive GIS program that complies with nationally accepted 
standards that incorporates the needs of both 9-1-1 and state and local GIS professionals. 
 
1.3 Text-to-9-1-1 
 
In compliance with a settlement agreement for a federal lawsuit brought against the state, the Program set 
aside dedicated funding to support PSAP requests for deployment of text-to-9-1-1 and provide equal 
access to 9-1-1 for all. In June 2018, the Program published a text-to-9-1-1 implementation plan that 
strongly encourages PSAPs to deploy the service as quickly as possible and seven systems have applied 
for text-to-9-1-1 funding as of this writing. The Program provides project management support as needed 
and requires that PSAPs be capable of Wireless Phase II service and have a wireless 9-1-1 administrator 
to qualify for funding. Twenty-seven PSAPs in the Maricopa Region 9-1-1 and the Lake Havasu Police 
Department have successfully deployed text-to-9-1-1, even without text-to-9-1-1 funding from the State. 
 
1.4 Funding 
 
The 9-1-1 Program receives approximately $17.5 million in annual revenue. Every wireline, wireless and 
VoIP service provider doing business in Arizona is required to collect a telecommunication services excise 
tax in the amount of $0.20 on each telephone service account.9 Every seller of prepaid wireless services is 

                                                   
 
9 A.R.S. §Title 42 Chapter 5 Section 42-5252 Levy of Tax 
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required to submit an amount equal to 8/10 of 1 percent of the gross income from the retail sale of prepaid 
wireless telecommunications service that occurs in the state.10  
 
The revenue in this fund “shall be used for the necessary and appropriate equipment or service for 
implementing and operating emergency telecommunication services through subdivisions of this state.”11 
Per statute, the Program must adopt rules and procedures that specify exactly how this is to be 
accomplished.  
 
As PSAPs transition to NG9-1-1 and new functionality is introduced and enabled, the cost to manage and 
maintain 9-1-1 technology will change and likely increase. Several factors impact the NG9-1-1 funding 
needs: 
 
• Both the legacy and NG9-1-1 infrastructures will need to be maintained until the NG9-1-1 transition is 

complete 
• Technology change brings the ability for more data to enter the PSAP and a need for more storage 

capacity to support the change in the information being presented to the PSAP 
• Cybersecurity comes at an additional cost to reduce vulnerabilities on the network and in the PSAP 
• Staffing needs also will change as the responsibilities and expectations of telecommunicators change 

with the shift in information being presented as part of a request for emergency assistance 
• Once the transition is complete, expensive legacy infrastructure can be retired, which reduces cost 

while improving resiliency and enhancing PSAP backup flexibility 
 
1.5 Grants and Federal Resources 
 
With a key role of the Program being responsible for the receipt and distribution of 9-1-1 monies, the recent 
move of the Program to GFR provides benefits and additional resources for the Arizona 9-1-1 community. 
With GFR managing Arizona’s FirstNet Program and involved in the Rural Broadband Initiative, the 
transition provides alignment with these programs important to the State’s first responders and the Rural 
Broadband Initiative will be key in the connectivity of rural PSAPs.  
 
The GFR provides policy, planning and program support to state agencies, local governments and non-
profits organizations to maximize grant resources in the state. The GFR Division’s extensive experience in 
managing a variety of funding opportunities through a well-defined grant process improves efficiencies for 
the 9-1-1 community and provides structure and transparency to the distribution of 9-1-1 funds to local 
units of government.  
 
 

                                                   
 
10 A.R.S. §Title 42 Chapter 5 Section 42-5402 Levy of Tax 
11 A.R.S. §Title 41 Chapter 5 Section 41-704 Emergency telecommunications services; administration; revolving fund 
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2 Methodology 

To achieve the assessment’s objectives, MCP took steps to gain an understanding of the 9-1-1 Program’s 
current state (projects, responsibilities, processes, staffing, etc.) in order to make recommendations for 
improvements to the program. The effort started with discussions with ADOA staff and MCP reviewed 
numerous documents related to the following: 
 
• The current governance structure 
• Arizona state statutes, rules and policies 
• The State’s 9-1-1 funding model, formula and processes 
 
MCP conducted 18 one-hour phone interviews or face-to-face meetings with relevant stakeholders across 
Arizona. Using an ADOA-approved interview guide, MCP held discussions to collect local-level input about 
the 9-1-1 Program.  
 
In addition, MCP compared the relevant governance, statutes and administrative code with the Report for 
National 9-1-1 Assessment Guidelines,12 a comprehensive benchmark developed by the National 9-1-1 
Program. 
 
After the policy, statue, and code reviews, staff discussions, and stakeholder interviews, MCP developed a 
series of recommendations to support changes to the Program that will improve 9-1-1 service 
administration and support throughout Arizona.  
 
 

3 Arizona 9-1-1 Program Responsibilities  

Responsibilities in state 9-1-1 programs vary from state to state, and each state’s authority over its 9-1-1 
program is different based on governance, legislation, administrative code, and historical activity. It is 
relevant to assess the 9-1-1 Program’s structure, roles, responsibilities and alignment to optimize 
productivity. As stakeholder and Arizona residents’ expectations evolve with 9-1-1 technology 
advancement, some responsibilities will need to evolve. 
 
3.1 Current State  
 
3.1.1 9-1-1 Program Responsibilities  
 

                                                   
 
12 These guidelines, developed through a collaborative process guided by the National 911 Program, provide uniform goals 
and benchmarks for the assessment of 9-1-1 programs at the state level. They are used to gauge the status of state and 
local programs and to identify strengths and areas where more development is needed within the current system. These 
guidelines illustrate what an effective 9-1-1 program encompasses but does not dictate how to achieve a desired result. 
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In its current state, the Program is responsible for maximizing the capabilities of the 9-1-1 systems through 
statewide 9-1-1 coordination and ensuring that state-level functions (as required by authorizing legislation) 
are carried out. Requirements for the Program include: 
 
• Adopt rules and procedures for administering and distributing 9-1-1 revenue 
• Review and approve requests for payment for 9-1-1 system operations 
• Make recommendations to the legislature regarding the telecommunication services excise tax amount 
• Coordinate and oversee state-level 9-1-1 contracts 
• Stakeholder communication and outreach 
• Federal and State level reporting 
 
Prior to the move to GFR, the Program staffed four positions: a program manager, two project managers 
with separate roles, and a program billing specialist. Their responsibilities included: 
 

Role Responsibilities 

Program Manager 
(State 9-1-1 

Administrator) 

• Administer, direct, and manage the affairs and business of the Program, including 
completing employee performance evaluations, time reporting and vacation 
approvals and approving Program expenses and expenditures 

• Act as the primary point of contact for the Program and the primary liaison for 
PSAPs 

• Ensure that the statutory and Code obligations of the program were met, including 
legislative and Federal Communications Commission (FCC) reporting 

• Responsibility for oversight of state contracts, requests for proposals (RFPs), and 
grant requests 

• Make recommendations on changes to statutory language and Code to reflect the 
needs of the Program 

• Act as the representative to the National Association of State 9-1-1 Administrators 
(NASNA) 

• Apply for federal grant monies and administer the requirements of all awarded 
grant program funding 

Project Manager 
(Network) 

• Report 9-1-1 network statistics, such as 9-1-1 trunk-busy reports and preventive-
maintenance reports 

• Track budget expenditures versus 9-1-1 fee collection 
• Perform invoice review and recommend funding authorizations 
• Oversee legacy 9-1-1 equipment installation to ensure that the vendor(s) 

performed to contract specifications 
• Assist with the annual update of the 9-1-1 State Plan 
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Role Responsibilities 

Project Manager 
(Wireless) 

• Report wireless 9-1-1 statistics reporting 
• Coordinate with wireless carriers 
• Monitor 9-1-1 service provider outage reports and 9-1-1 location database 

integrity 
• Manage GIS accuracy reporting and data requests 
• Assist local units of government with GIS support 
• Identify vendors to assist with GIS projects 
• Provide communication and outreach to PSAPs  
• Provide system administrator training and support 

Billing Specialist 

• Lead all accounting responsibilities for the Program 
• Track wireless, wireline and VoIP subscriber count reports used by 9-1-1 service 

providers for billing purposes  
• Verify the accuracy of 9-1-1 fee submissions made by service providers 
• Maintain the Program’s website content 
• Develop surveys in support of the Program 
• Maintain contact lists for PSAPs, vendors, and telecommunication companies 

 
 
3.1.2 9-1-1 Program Effectiveness 
 
As part of MCP’s data gathering process, surveys and interviews included questions about the Program’s 
effectiveness to gain insight into how the Program was being perceived by 9-1-1 community stakeholders. 
The Program received many accolades for its support, helpfulness and responsiveness to the 9-1-1 
community, despite limited resources. Several of the PSAPs operating on the NG9-1-1 managed services 
solution felt that the Program was shepherding them, always on the lookout for solutions and new 
developments that could support 9-1-1 service and PSAPs in Arizona. However, there were several 
stakeholders who felt the opposite and did not agree with the direction the Program was taking concerning 
the managed services solution, as well as general oversight and management of the State’s 9-1-1 funding.  
 

3.1.2.1 Federal Grant Funding 
 
To date, there have been two federally-funded grant programs available for 9-1-1. The first, authorized 
under the Ensuring Needed Help Arrives Near Callers Employing 911 Act of 2004 (ENHANCE 911 Act, 
Pub. L. 108-494), made awards totaling $41.325 million in 2009 to 30 states and territories. Arizona was 
initially awarded $627,067.26 and a supplemental amount of $623,658.13, for a total of $1,250,725.39, 
which equaled 3 percent of all awards made. Unfortunately, during the grant period, the State became 
ineligible to participate in the program when legislation was passed that transferred 9-1-1 surcharge funds 
to the Arizona General Fund and was required to return all grant monies that had been received. 
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The second federal 9-1-1 grant program was established as part of the Middle Class Tax Relief and Job 
Creation Act of 2012 (Pub L. 112-96). This legislation, which also established the First Responder Network 
Authority (FirstNet), included the Next Generation 9-1-1 Advancement Act of 2012, authorizing up to $115 
million as the “NG9-1-1 Implementation Grant Program.” Administered by the National 9-1-1 Program 
Implementation Coordination Office, Arizona has been allocated $2,360,070.00 in 2019 to assist in funding 
the transition to NG9-1-1 technology and is developing the application for submission to the federal grant 
administrator. 
 
As with the 2009 grant program, grantees are required to “certify that the State has not diverted and will 
not divert any portion of designated 911 charges imposed by the State for any purpose other than the 
purposes for which such charges are designated or presented.” 
 

3.1.2.2 National-Level Engagement 
 
The Program has been an active member of the National Association of State 9-1-1 Administrators 
(NASNA)13, National Emergency Number Association (NENA) and Association of Public Safety 
Communications Officials (APCO). The Program benefits from this participation in several ways, including 
accessing a rich source of resources that help inform, improve, and enhance the Program’s efficiencies, 
technical and operational knowledge, and a path to share valuable information. 
 
Communication and outreach efforts by the Program have demonstrated great leadership within the 9-1-1 
community by sharing the success of Arizona’s NG9-1-1 efforts. For example, in August 2017, the 
Program presented during the “State of 9-1-1 Webinar Series” for the U.S. Department of Transportation, 
National 9-1-1 Program. During the webinar, the Program described the successes and lessons-learned by 
Arizona’s NG9-1-1 deployment experience, serving as a model for other states to follow. Likewise, by 
attending industry webinars, conferences, and other training events, the Program has brought technical, 
operational, and policy experience and recommendations back to benefit and advance the State’s 9-1-1 
operations. 
 
3.1.3 9-1-1 Program Workflow Analysis 
 
MCP requested the Program’s process workflows to analyze how it conducts business and to develop a 
plan to address any inefficiencies. Historically for such analysis, MCP reviews an organization’s internal 
administrative policies and procedures manual, which generally explains how work in the unit is performed 
and by which staff position. The Program does not have such a manual, which made it difficult to assess 
the Program’s workflows. 
 

                                                   
 
13 http://www.nasna911.org/  

http://www.nasna911.org/
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The two exceptions found were the recent policy/instructional document created to prepare for the 
upcoming budget cycle: the Arizona 9-1-1 Grant Program-FY2020 eCivis Application14 and the existing 
document Arizona 9-1-1 Budget Standards & Procedures15.  
 
3.2 Recommendations 
 
Based on MCP’s expertise and review of the state 9-1-1 Program, and leveraging best practices that exist 
at the national-level, the following recommendations are provided for consideration: 
 

Recommendations for Program Responsibilities and Operations 

3.2.1 Develop a Policies and Procedures Manual 
3.2.2 Revise Organizational Roles and Responsibilities 
3.2.3 Expand Staff Duties 
3.2.4 Future Staff Roles 

 
3.2.1 Develop a Policies and Procedures Manual 
 
As a priority, the Program must develop a clear Mission Statement to define the mission of the Program 
and then compile a comprehensive list of internal policies and practices concerning the work it performs, 
down to the details of job responsibilities per staff position. This is especially important due to the recent 
staff changes and that going forward, the Program will include new staff members. There should be a 
written policy for every Program responsibility outlined in statute and the Code, as detailed in the Policy 
section (section 6.2) of this document and other areas of Program administration that require clarity. Once 
developed, the implementation of a Policies and Procedures Manual must be followed by training of all 
Program staff, and a defined, regular review (at least annually).  
 
3.2.2 Revise Organizational Roles and Responsibilities 
 
With the transition to GFR, the Program has the opportunity to modernize and increase the functional and 
operational effectiveness of its organizational structure. Recognizing the changes in mission and priorities, 
a more functional organizational structure can be adopted to streamline reporting relationships and start 
the process of revising the relationship with the stakeholder community to ensure the Program’s strategic 
objectives are achieved and sustained. This structure would also help to establish performance objectives 
for evaluating staff effectiveness. 
 
A proposed organization chart for the Program is included in Figure 1 below. 
 

                                                   
 
14 https://grants.az.gov/sites/default/files/media/SystemAdmin_application_training.pdf  
15 Version 12, Dated: 8/18/2016 
https://aset.az.gov/sites/default/files/media/Budget%20Standards%20and%20Procedures%20v12%202016-8-2016.pdf  

https://grants.az.gov/sites/default/files/media/SystemAdmin_application_training.pdf
https://aset.az.gov/sites/default/files/media/Budget%20Standards%20and%20Procedures%20v12%202016-8-2016.pdf
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Figure 1: Proposed GFR Organization Chart  
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Role Responsibilities 

Program 
Administrator 

(Management and 
Oversight) 

• Focus on the statutory and regulatory changes required to drive 9-1-1 service 
forward  

• Collaborate with other state 9-1-1 programs to execute structural changes in 
legislation and code 

• Establish Program policies and procedures, a comprehensive governance model 
and funding methodology, and develop an inclusive NG9-1-1 transition plan with 
stakeholder input 

• Prioritize, administer, direct, and manage the affairs and business of the Program 
by establishing requirements, success metrics, reasonable timeframes for 
completion, and tracking progress to completion 

• Act as the primary point of contact for the Program and the primary liaison for 
PSAPs 

• Ensure that the statutory and Code obligations of the program were met, including 
legislative and FCC reporting 

• Act as the representative to NASNA 
• Apply for federal grant monies and administer the requirements of all awarded 

grant program funding 

Project Manager 
(Planning and 

Policy) 

• Assist in development of the Program Policies and Procedures Manual, perform 
annual review of the Manual, and make recommendations for improvements 

• Assess NG9-1-1 operational impacts to PSAPs 
• Collects and analyzes data and information to inform and educate the Program on 

policy issues, supporting development of effective agency policy that addresses 
problems or issues 

• Develop model PSAP operational standards and policies for Arizona’s NG9-1-1 
transition 

Project Manager 
(Operations) 

• Administer, coordinate, and manage all essential operational functions of the 
Program 

• Establish operational standards for the agency, making recommendations to 
improve efficiencies  

• Manages and oversees contracted 9-1-1 and related service providers 
• Serves as the primary point-of-contact for system integrity issues and outages 
• Monitors operational reports to ensure reliability and resiliency of the 9-1-1 system 
• Delegate or leverage services within the existing GFR or other state departments, 

such as: contract/agreement development and execution 
• Maintain the Program website content management 
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Role Responsibilities 

Technical Systems 
Manager 

• Manage all information technology (IT) aspects of the NG9-1-1 transition planning 
• Establish technical and cybersecurity standards for the Program, making 

recommendations to improve IT functionality, security, and efficiencies 
• Collaborate and coordinate the NG9-1-1 transition with state IT departments, 

vendors, contractors, consultants, and other applicable stakeholders 
• Conduct a needs assessment of PSAP and statewide infrastructure to develop an 

NG9-1-1 requirements document and transition plan 
• Serve as the technical advisor to the planning effort and be the in-house subject-

matter expert on infrastructure, networks, applications and connectivity 
• Provide technical support to PSAPs that are procuring systems, recommending 

requirements to ensure system interconnectivity 

GIS Manager 

• Serve as the State’s NG9-1-1 GIS Coordinator 
• Working with local GIS data providers, coordinate the creation of a standards-

based, comprehensive, and authoritative GIS dataset to be used statewide for 
NG9-1-1 call routing 

• Establish GIS standards for the Program, based on national-level standards and 
best practices 

• Once established, ensure all geospatial datasets are appropriately and regularly 
synchronized, and all data providers are trained on the necessary interaction 
between 9-1-1 and GIS 

Fiscal Specialist 

• Track all 9-1-1 revenue and reporting, performing trend analysis, and preparing 
required materials for all quarterly and annual reporting of 9-1-1 revenue 

• Review PSAP 9-1-1 budget requests to ensure alignment with vendor rates and 
authorized uses of revenue, reconciling any differences or issues 

• Perform end-of-fiscal-year closeout activities, coordinating and completing annual 
fiscal audits 

• Monitors monthly expenses, accounts receivable, and other financial matters for 
the Program 

• Prepares the annual budget, including growth and collection forecasts 
• Assist in making fiscal recommendations to the legislature 

 
 

3.2.2.1 Recruiting Challenges 
 
Expanding staff will require a phased implementation approach, focusing on those highest-priority positions 
to be filled first. Recognizing that the unemployment rate in the Phoenix area is running lower than Arizona 
generally and that nationwide unemployment rates are at a 10-year low, the skillsets that the Program is 
seeking are highly competitive in the local geographic area. 
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As a result, the Program will require flexibility and patience to overcome. For example, the Program may 
seek to attract project managers who understand IT project management methodologies, but do not have 
experience in 9-1-1, public safety, or emergency communications. This will require a more intensive 
onboarding experience to orient them to the community, but it may be an easier path forward than waiting 
for a candidate with 9-1-1 experience. 
 
3.2.3 Expand Staff Duties 
 
As the Program matures and adds additional staff support, the Program should consider expanding its 
offerings and taking on additional responsibilities that fall within its purview. MCP has included a table in 
Appendix A that identifies the Program’s current responsibilities and additional responsibilities to consider 
across the following areas: 
 
• Legislative 
• Policy 
• Funding 
• Governance 
• Technology 
• Information and Content Management 
• Operations 
• Communication & Outreach 
 
The additional responsibilities suggested are based on MCP’s experience and familiarity with other 9-1-1 
authorities across the nation.  
 
3.2.4 Future Staff Roles 
 
As the responsibilities related to NG9-1-1 coordination evolve and expand, MCP recommends that the 
Program regularly reviews its current workforce and make adjustments as needs warrant, which may mean 
additional responsibilities added to existing staff or by adding new positions.  
 
MCP recommends that the Program expand its current workforce in two phases. The first phase would 
focus on meeting immediate needs and filling existing vacancies, while the second would occur after the 
Program has conducted a strategic planning process, established governance, evaluated gaps in support, 
and settled into its new infrastructure. MCP recommends that before expanding staff, the Program 
evaluate opportunities to streamline responsibilities as well as leverage resources within the GFR to 
support functions that are not specific to 9-1-1 specialization, such as grant and fiscal support, as well as 
administrative needs.  
 
As the Program continues its transformation, additional staff needs may become necessary around the 
following roles: 
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• Cybersecurity Analyst – Supporting the Technical Systems Manager, would collaborate with State IT 
and cybersecurity professionals to develop a risk management program and recommends policy and 
standards for the statewide NG9-1-1 system to protect and mitigate risk of service failure. Would 
establish appropriate and necessary credentialing, cybersecurity, and interconnection agreements. In 
addition, would determine proper safeguards and encryption requirements, establish requirements for 
back-up systems, cybersecurity testing and training, and all cyber security / cyber hygiene 
maintenance standards and policies.  

• 9-1-1 Public Information Officer (9-1-1 Outreach / Communications Specialist) – In collaboration with 
the ADOA’s Director of Statewide Communications, would develop and coordinate media relations for 
the Program. Would act as a liaison between the Program and the media to produce print, written, 
audio, and multimedia materials about the Program to include 9-1-1 public education, stakeholder 
communications, and social media presence. During periods of crisis or outage, lead the real-time 
sharing of information to inform the public, the media, and 9-1-1 professionals. 

• Training Coordinator – (if Program authority expands to include training) Would develop training 
standards, training programs, and curricula to meet statewide training requirements. Would develop, 
implement, and regularly review evaluation criteria to confirm compliance statewide 9-1-1 training 
needs and the effectiveness of current and proposed curricula. 

• Quality Assurance Analyst – (if Program authority expands to include Quality Assurance) Would 
establish procedures and processes for evaluating and measuring quality assurance. Would make 
recommendations on Quality Assurance processes, policy and standards in accordance with national 
best practices and standards. Would also monitor the quality assurance performance of PSAPs as it 
relates to established standards and best practices. 

 
 

4 Governance Assessment 

In the early years of 9-1-1, states like Arizona built their 9-1-1 programs to operate based on their limited 
responsibilities at the time, e.g., oversee and fund the 9-1-1 technology that delivered the call from the 
telephone company providing the dial tone to the PSAP. Statutes, funding authority, and funds distribution 
were based on the responsibilities of that era.  
 
As legacy wireline technology has aged and the introduction and advancement of wireless and Internet-
based telephony has quickly matured, consumer expectations on how to communicate with 9-1-1 have 
fundamentally changed. Advanced consumer technologies have greatly exceeded the outdated and 
outmoded communication capabilities of 9-1-1. 
 
While the promise of NG9-1-1 provides great opportunities to better serve all those who need help, a 
governance body is needed to determine how 9-1-1 technology, operations, policy and funding decisions 
are made. The State requires a governance structure that understands and responds to the new 
emergency communications ecosystem, which is depicted in the figure below. 
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Figure 2: The New Emergency Communications Ecosystem 

 
In today’s complex emergency communications environment, more planning and discussion between 
PSAPs, 9-1-1 system administrators, service providers, and first responders is required before new 
emergency communications technology is deployed. A robust governance structure fosters an opportunity 
for cross-jurisdiction and cross-function discussions to take place—discussions that are essential for 
interoperable, functional and operational success.  
 
Historically, state 9-1-1 and state interoperable radio systems governance advisory boards or committees 
have existed independently, missing the chance for collaboration between related disciplines. Over the 
past decade, there are many instances of statewide governance structures inclusive of multiple public 
safety disciplines designed to advance and improve interoperable communications. This is demonstrated 
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by SAFECOM’s16 publication of recommended guidelines for statewide public safety communications 
governance structures.17 These efforts, while initially focused only on radio communications, have evolved 
to include the nationwide public safety broadband network (NPSBN) being built by the First Responder 
Network Authority (FirstNet), NG9-1-1, and the Integrated Public Alert and Warning System (IPAWS). 
 
Moving the Program under GFR better aligns 9-1-1 service with Arizona’s Broadband program and 
FirstNet initiatives and is an initial step to coordinate emergency communications needs statewide. When 
Arizona establishes a functional emergency communications governance structure, it will enhance 
interoperable communications and improve the abilities of public safety agencies to respond to 
emergencies in a more coordinated and collaborative manner. Strengthening these capabilities will help 
improve public safety response significantly, through enhanced responder safety and better response 
outcomes. 
 
4.1 Current Structure 
 
State-level authority for 9-1-1, by statute, resides with the Program, housed within the ADOA. The Program 
provides the funding mechanism for the deployment and ongoing costs of providing 9-1-1 services through 
oversight of the Fund. The Program uses its funding and rulemaking authority to assure the advancement 
of 9-1-1 services statewide.  
 
While Arizona does not have a stakeholder-driven governance structure in place, in 2018 the ADOA GFR 
developed a business case to present to the Governor to establish a Statewide Interoperability Executive 
Council (SIEC).  
 
4.2 Recommendations 
 
Based on MCP’s expertise and review of the state 9-1-1 Program, and leveraging best practices that exist 
at the national-level, the following recommendations are provided for consideration: 
 

Recommendations for Program Governance 

4.2.1 Establish an SIEC and 9-1-1 Subcommittee 
4.2.2 Revise and Evolve the Arizona State 9-1-1 Plan 
4.2.3 Develop a Communication Plan 

 
                                                   
 
16 https://www.dhs.gov/safecom; SAFECOM is managed by the U.S. Department of Homeland Security Office of Emergency 
Communications (OEC). Through collaboration with emergency responders and elected officials across all levels of 
government, SAFECOM works to improve emergency response providers’ interjurisdictional and interdisciplinary emergency 
communications interoperability across local, regional, tribal, state, territorial, international borders, and with federal 
government entities. 
17 
https://www.dhs.gov/sites/default/files/publications/SAFECOM%20Rec%20Guidelines%20for%20State%20Governance_FIN
AL_508C.PDF  

https://www.dhs.gov/safecom
https://www.dhs.gov/sites/default/files/publications/SAFECOM%20Rec%20Guidelines%20for%20State%20Governance_FINAL_508C.PDF
https://www.dhs.gov/sites/default/files/publications/SAFECOM%20Rec%20Guidelines%20for%20State%20Governance_FINAL_508C.PDF


 

  25 

4.2.1 Establish an SIEC and 9-1-1 Subcommittee 
 
Arizona is embarking on numerous public safety communications improvement initiatives that will demand 
substantial investment, collaboration, planning and oversight between stakeholder disciplines: a radio 
system upgrade, FirstNet’s NPSBN deployment, and the transition from legacy 9-1-1 to NG9-1-1.  
 
The true value of the Arizona SIEC will be its ability to coordinate all stakeholders around a shared vision, 
shared goals and shared support. The SIEC can engage the stakeholders using a “ground up” approach, 
considering the needs at the local, regional and tribal levels first. By focusing on what the local units of 
government need to be successful, members of the SIEC and its subcommittees can help translate those 
needs into state-level goals and objectives. 
 
Prevailing sentiment from the 9-1-1 stakeholder interviews indicates a strong desire to participate in 
decision-making concerning the implementation of NG9-1-1 service. Stakeholders want to know more 
about NG9-1-1 and how it will affect their day-to-day operations, and they want to participate in the long-
range planning. MCP recommends that the GFR continues to pursue the proposed SIEC structure and 
standing 9-1-1 subcommittee, as each will offer an opportunity for involvement. 
 
As the PSAP community participates in the decision-making conversations, they are more likely to buy into 
upcoming changes because they better understand the Program’s goals and potentially can help shape its 
future. The National 9-1-1 Assessment Guidelines18 published by the National Program outlines 
benchmarks to aid states in achieving optimal 9-1-1 service and provides the following guidance about 
including stakeholders in 9-1-1 governance:  
 

 
Strong 9-1-1 programs incorporate stakeholder contributions. Decision-making without broad-based 
stakeholder input can increase costs, decrease desirable outcomes, and delay necessary changes. MCP 
works with many states that have stakeholder-driven governance groups, committees, and councils that 
have proved to be invaluable for communicating about program initiatives, obtaining collaboration, setting 
policy, and addressing other governance issues critical to effective program management.  

                                                   
 
18 Report for National 9-1-1 Assessment Guidelines, 9-1-1 Resource Center,© June 2012. 

 
“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.” 
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As an example, the Tennessee Emergency Communications Board (TECB) consists of nine members, 
including county and city government representatives, a public citizen representative, and regional 
representatives from the 100 emergency communication districts (ECDs) in the state—which are similar to 
county PSAPs. The Board operates to facilitate the technical, financial and operational advancement of 
Tennessee’s 9-1-1 systems and is currently modernizing the State’s 9-1-1 infrastructure to NG9-1-1. 
 
A more detailed list of eight other state 9-1-1 governance examples is included in Appendix B for 
reference. 
 
4.2.2 Revise and Evolve the Arizona State 9-1-1 Plan  
 
The Arizona State 9-1-1 Plan, last updated in October 2017, identifies the key goals and objectives for 
improving Enhanced 9-1-1 (E9-1-1) service and functionality across Arizona. However, it reads more like 
an annual report than a strategy for enhancing and improving the state’s 9-1-1 systems and managing its 
progression toward NG9-1-1. While it is commendable that the Program updates the Plan annually, MCP 
recommends that the Program changes the plan so that it more specifically directs the implementation of 
NG9-1-1 in Arizona.  
 
As part of the next revision, the Program should change the Plan’s title to the Arizona 9-1-1 Strategic 
Plan. The document should evolve into a strategic, forward thinking, vendor-agnostic plan that 
encompasses the Program’s vision, mission and strategic initiatives that will advance 9-1-1 service 
throughout the state. Specific areas and initiatives should be developed by engaging stakeholders to 
understand the needs and wants of the PSAP community, with measurable success criteria in one-, three-, 
and five-year timeframes.  
 
The Plan should look at 9-1-1 as one part of a holistic and integrated approach to developing an 
emergency communications ecosystem in the state, as demonstrated in Figure 2 above. Collaborating with 
other Arizona stakeholders directly involved in the emergency communications ecosystem—law 
enforcement, fire/rescue, and emergency medical services (EMS)—will help ensure alignment and 
establish a new way of managing 9-1-1.  
 
While the Arizona 9-1-1 Strategic Plan sets the vision, an NG9-1-1 Implementation Plan would help 
establish the short-term and long-term actionable tasks necessary to achieve the vision. Both plans are 
needed; therefore, MCP recommends that the Program develops an implementation plan (or roadmap)—
as part of, or in addition to, the Arizona 9-1-1 Strategic Plan—that describes how the Program will carry out 
the vision described in the strategic plan. 
 
The proposed SIEC 9-1-1 Subcommittee will play a significant role in contributing to and validating the 
content of the strategic plan. As the Program designs the strategic plan, the SIEC 9-1-1 Subcommittee can 
help the Program keep the big picture in mind and more effectively balance competing stakeholder needs 
and priorities, helping everyone remain focused on the desired future state for 9-1-1 service. The SIEC 
involvement ensures that the strategic plan is developed from the ground up with sufficient stakeholder 

https://www.tn.gov/commerce/emergency-communications.html


 

  27 

influence and input. Finally, the SIEC 9-1-1 Subcommittee should vote to approve the plan once it is 
finalized.  
 
One of the most important benefits the strategic plan offers is that it can set priorities for future funding 
decisions. The initiatives in the strategic plan can serve as the foundation for the State’s NG9-1-1 roadmap 
or implementation plan, and any funding requests can be evaluated to determine how well they support 
those initiatives and the priorities established in the plan. Ensuring that funding requests serve the 
advancement of the initiatives identified in the strategic plan essentially eliminates the risk of personal bias 
from decision-makers. 
 

 
Figure 3: Strategic Planning Cycle 

 
Performance measurements are needed in the strategic plan to track progress toward achieving the 
Program’s goals and vision. Effective performance measurements, when well-written and linked to a 
common vision, provide the checks and balances that help ensure that the Program is producing 
meaningful results that tie directly to strategic goals. 
 
MCP also recommends that the Program reviews the strategic plan quarterly to determine what goals and 
initiatives have been accomplished, what are behind schedule, and to agree on action plans to get back on 
schedule. Performance updates should be shared with the SIEC 9-1-1 Subcommittee and at any local  
9-1-1 governance meetings as appropriate and when possible.  
 
This recommendation also aligns with the input collected from the stakeholder interviews. Many expressed 
a desire for a clear vision and strategic plan for the Program. 
 
Arizona operates under the Arizona Management System (AMS). AMS is a professional, results-driven 
management system that focuses on customer value and vital mission outcomes for citizens. The system 
is based on principles of Lean, a proven people-centered approach that has delivered effective results in 
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both public and private sectors. Lean focuses on customer value, continuous improvement and engaged 
employees to improve productivity, quality and service.  
 
MCP recommends that the Program use the AMS Lean principles to ensure that its strategic plan helps the 
State reach its desired future goals for 9-1-1 service. These principles, as applied to Arizona’s 9-1-1 
environment, are as follows: 
 
1. Define the opportunity or value from the government’s perspective as well as the end user of the 

services, in this case an effective 9-1-1 response.  
2. Understand the minimum expected and acceptable performance that is desired and how that will be 

measured. 
3. Identify and analyze the critical factors and root causes that impact the process performance. 
4. Establish improvements to be implemented based on the analysis. 
5. Continually reshape the process to achieve the desired outcomes and reach the ideal future state. 
 
The SIEC 9-1-1 Subcommittee meetings would provide the Program with an excellent opportunity to report 
on performance and progress toward the goals identified in the strategic plan. Operationalizing and using 
the tracking mechanism allows stakeholders to remain aware of the program’s status, especially 
accomplishments and roadblocks. 
 
4.2.3 Develop a Communication Plan 
 
To help drive alignment around the strategic plan, the Program must develop a communication plan that 
documents the key messages, timing of those messages, the targeted audience, and the best method of 
communication (e.g., print, online, etc.). The communication plan will define how to best reach the 
community stakeholders directly and would help to create new communication relationships while 
strengthening the ones that are already in existence. This plan should identify a mechanism for collecting 
feedback so that the Program can receive information and answer questions from the local 9-1-1 
authorities.  
 
Communication with local 9-1-1 authorities is one of the most significant and important aspects of the 
Program’s work. Website postings, newsletters, continuing regular meetings and interactions with PSAP 
directors and 9-1-1 system administrators is critical. Broadening communications to other stakeholders like 
state, county and city officials as well as public safety associations will be important as the Program 
implements changes. An effective communication plan is essential as changes to the overall program, the 
Program’s structure, procedures, methods of operation, and funding criteria are updated for NG9-1-1. 
Ensuring that local authorities understand and adopt these changes will be essential for successful 
program outcomes and a satisfied constituency. 
 
A comprehensive Communications Plan will assist the Program do the following:  
 
• Create a communications rhythm with the Program and GFR organizations 
• Create a communications rhythm with the PSAPs and 9-1-1 System Administrators across Arizona 
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• Engage influential members and stakeholders of the public safety communications community to 
ensure they are contributing to the projects and programs within the Program 

• Improve two-way communication with the ADOA leadership, the Governor’s Office, the SIEC, the 
media, the general public, etc., especially in times of outages, emergencies or disasters 

• Identify and use the most effective methodology for communicating messages to the different 
audiences  

• Provide a public education plan that is executable and efficient 
 
Many stakeholder interviews indicated a desire for more communication from the Program. Frequent and 
consistent communication with stakeholders offers transparency, keeps them engaged in the process and 
provides them with the necessary insight that will be useful to the Program as it effectively manages 9-1-1 
services in Arizona. 
 
 

5 Statutory and Regulatory Assessment 

The transition to NG9-1-1 introduces not only a technological evolution, but an administrative and 
operational evolution as well. The opportunity for the Arizona legislature, the Program, and the State’s  
9-1-1 stakeholders to embrace this evolution is here. 
 
An assessment of the statutory and regulatory environment is needed to help close the requirements gap 
between those calling for 9-1-1 services and those providing effective 9-1-1 service. The state and its 
decision-makers must view 9-1-1 as part of a continuum of service delivery from the inception of the 9-1-1 
call to the arrival of first responders; further, they must ensure that state statutes and regulation support 
that view and the public’s expectation of a high-quality level of service being provided.  
 
5.1 Current State of Statute and Administrative Code  
 
The current Arizona 9-1-1 funding statute, Arizona Revised Statutes §41-704, Emergency 
telecommunication services; administration; revolving fund19, revised in 2005, describes how Arizona’s 
9-1-1 fund is managed and how funds are distributed. It describes processes and references that are no 
longer valid and may not be in alignment with the Program’s practices or the State’s administrative rules. 
 
Arizona Administrative Code (Code),20 Article 4, consisting of Sections R2-1-401 through R2-1-409, first 
adopted effective June 22, 1985, was last updated in 2000 and is limiting and outdated. The rules were last 
reviewed in 2015; however, no updates were identified at that time. These rules and regulations reference 
technologies and processes that are outdated and leave the Program challenged to meet contemporary 

                                                   
 
19 https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/41/00704.htm  
20 Title 2, Administration, Chapter 1, Department of Administration (Authority: A.R.S. ’38-613 et. Seq.) Article 4. Emergency 
Telecommunication Services Revolving Fund. Amended effective June 14, 1990. Amended by final rulemaking a 6 A.A.R. 
1971, effective May 12, 2000. 

https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/41/00704.htm
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demands. Rules and regulations that include specific references to technology and process often outlive 
the technological advancements and evolutions, stifling progress. Such limitations are not unique to 
Arizona and many other state 9-1-1 programs have worked to renew and revise their enabling 9-1-1 
legislation, improving their statutes and eliminating technology-specific language. 
 
5.2 Statute Recommendations 
 
Based on MCP’s expertise and review of the state 9-1-1 Program, and leveraging best practices that exist 
at the national-level, the following recommendations are provided for consideration: 
 

Recommendations for Statute Changes 

5.2.1 Align Statute and Code 
5.2.2 Align the 9-1-1 Program with National Guidelines 
5.3.1 Remove Legacy Terminology in Statute and Code 
5.3.2 Require an Annual Audit in the Statute 
5.3.3 Ensure Liability Protection for the Program 
5.3.4 Ensure Liability Protection for NG9-1-1 Technology Providers 
5.3.5 Evolve or Dissolve the Role of System Administrators 
5.3.6 Assess Multi-Line Telephone Systems (MLTS) Legislation 

 
5.2.1 Align Statute and Code 
 
MCP recommends the first, most critical step to take is to determine alignment between the state 9-1-1 
statute and the Code, which defines the Program’s responsibilities and provides the authority the Program 
needs to move forward with NG9-1-1. Without alignment, the Program risks conducting business without a 
strategy to ensure that it is fulfilling its responsibilities and could perform activities that are in conflict with 
its statutory obligations. As a start, the statute should be updated so that references to legacy terms and 
technologies are eliminated, the Program’s responsibility for statewide coordination and oversight is 
explicitly stated, and all references are vendor-and technology-neutral. The statute and Code also should 
be updated to align with other state statutes, rules and other state requirements identified in the State 
Procurement Code and the State of Arizona Accounting Manual (SAAM). 
 
5.2.2 Align the 9-1-1 Program with National Guidelines 
 
MCP reviewed the Program against the benchmark criteria for state 9-1-1 authorities found in the Report 
for National 9-1-1 Assessment Guidelines. MCP assessed the statute’s status and compared the Program 
with the report’s best practices and areas of excellence. After assessing the Program’s current program 
and policy environment, a gap analysis reveals some elements that should be considered for further 
development. The full gap analysis can be found in Appendix C and represents the steps that MCP 
believes the Program should take to align with national benchmarks.  
 



 

  31 

MCP recommends that the Program works to expand statute language to clarify its authority to oversee 
statewide coordination of 9-1-1 services throughout the state.  
 
NG9-1-1 requires significant coordination and oversight at the state level, well beyond the Program’s 
current focus on providing localities with funding assistance to procure NG9-1-1 or other technology. While 
funding remains extremely important, the complexity of NG9-1-1 technology and the need for seamless 
service integration between PSAPs and that technology will challenge the Program’s current role. For 
NG9-1-1 to succeed, the state governing authority must be empowered to issue statewide technology and 
operational standards while preserving the autonomy of local 9-1-1 authorities to make their own decisions 
on how to meet those standards.  
 
Given the move to GFR, the changes underway, and the delivery of this assessment, the Program has 
some leverage right now to help ensure that its structure remains functional and resilient for the next phase 
of 9-1-1 service in Arizona. This move provides an opportunity to highlight the importance of the PSAPs 
and the role they play in the public safety communications ecosystem. Breaking down the barriers between 
the 9-1-1/PSAP community and the rest of the emergency response community will drive the operational 
effectiveness that will be crucial as more data streams become available to first responders via NG9-1-1. 
 
There are five statutes that pertain to the Arizona 9-1-1 Program and how 9-1-1 service is to be addressed, 
defined, funded and administered in the state. In its assessment, MCP consulted the National 9-1-1 
Program’s Guidelines for State NG911 Legislative Language21, a compendium of best practices regarding 
model statute language, as well as its State Assessment Handbook and report template. MCP also applied 
its knowledge and experience with other state programs across the country. The assessment of Arizona 
statute § 41-704 is included here. Other statute assessments can be found in Appendix D. 
 

                                                   
 
21 https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf ; version 2.0, 2018. 

https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf
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Table 1: Statute Assessment – § 41-704 Emergency telecommunication services;  
administration; revolving fund 

Topic Statute Section Reference Current Assessment 

Fund 
Distribution 

A – The director of the Department of 
Administration shall: 

A1 – Adopt rules and procedures for 
administering and disbursing monies 
deposited in the emergency 
telecommunication services revolving fund, 
and at least quarterly review and approve 
requests by political subdivisions of this 
state for payment for operating emergency 
telecommunication service systems. 

The Program has developed and maintains 
the Arizona 9-1-1 Budget Standards & 
Procedures22 document that describes the 
procedures and standards associated with 
the 9-1-1 community’s process for 
developing and submitting a budget, which 
assists the Program in administering the 
fund. Some internal policy documents (e.g., 
9-1-1 Invoice Payment Process, 9-1-1 
Program Admin Costs Payables Process, 
etc.) were identified as part of the Program’s 
Business Continuity Plan. However, no 
comprehensive policy document on Fund 
Distribution was identified. 

Action Needed (A1) 
 
Determine if any legacy rule or procedure on Fund Distribution exists and document any informal process that 
has been previously followed. If rules or procedures are identified, review and revise the documentation and 
develop a regular review cycle. In the absence of existing rules, identify and propose specific rules, policies, 
and procedures on the Fund Distribution that follow GFR guidelines and best practices. Once reviewed and 
approved by the Program, distribute and train 9-1-1 stakeholders accordingly. This action must be 
coordinated as part of the overarching Policy Manual recommendation detailed in the Policy section (section 
6.2) of this document. 
 

Funding 
Categories 

A2 – In fiscal year 2001-2002 and every two 
years thereafter, recommend to the 
legislature the amount of the 
telecommunication services excise tax that 
will be required during the following two 
fiscal years for purposes of this section, with 
supporting documentation and information. 
The legislature shall review the 
recommendation and take legislative action 
regarding the recommendation. 
 

Although the Program may have undertaken 
this task in past years, there is no evidence 
that there is a planned or coordinated effort 
undertaken to review the 
telecommunications services excise tax or 
action taken with the legislature. 

 
 

                                                   
 
22 https://aset.az.gov/sites/default/files/media/Budget%20Standards%20and%20Procedures%20v12%202016-8-2016.pdf  

https://aset.az.gov/sites/default/files/media/Budget%20Standards%20and%20Procedures%20v12%202016-8-2016.pdf
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Topic Statute Section Reference Current Assessment 

Action Needed (A2) 
 
The funding mechanism should be technology-neutral, allow for NG9-1-1 capital and operational 
expenditures, and provide for future service enhancement needs. Surcharge money dedicated to 9-1-1 
should only be used for 9-1-1 communications purposes. The 9-1-1 Program should conduct a review to 
examine dedicated revenue in relation to the uses established by the state. The statute should protect 
collected revenue and have a mechanism that would allow the state to adjust the revenue stream as 
conditions change. 
 
Going forward, for each fiscal year, the Program or the SIEC/representative stakeholder group should gather 
data pertaining to the sufficiency of the current revenue generation, evaluate necessary changes and develop 
recommendations to the legislature on the tax need for support of the goals of the agency. As part of the 
evaluation process, changes in technology, operations, and policy should be considered, along with external 
changes that may affect the existing revenue generation. If no change is needed, that should be 
communicated to the legislature as well to document a positive action has been conducted by the responsible 
entity in accordance with the statute. 
 

Fund 
Protection 

B – An emergency telecommunication 
services revolving fund is established to be 
administered by the director. The fund shall 
be used for: 

B1 – Necessary or appropriate equipment or 
service for implementing and operating 
emergency telecommunication services 
through political subdivisions of this state. 
Priority shall be given to establishing 
emergency telecommunication services in 
those areas of the state that are without 
emergency telecommunication services. 

Establishes general guidelines for the 
eligible use of the fund, allowing the 
Program to make rules and policy on 
specific expenditure types and any potential 
limits. Two documents (the Arizona 9-1-1 
Budget Standards & Procedures and 
Arizona State 9-1-1 Plan) currently discuss 
eligible and ineligible costs. 
 
Existing legislation could do more to protect 
the fund from being used for purposes other 
than 9-1-1, which, if funds were to be 
diverted, would make the State ineligible to 
participate in a federal grant program. If 
such a diversion took place during a grant 
period, Arizona would be required to 
immediately return all grant funding. 
 

Action Needed (B1) 
 
As the Program develops its Policy Manual (as detailed in the Policy section [section 6.2] of this document), 
there must be alignment on the policy of eligible and ineligible reimbursement costs. To further protect the 
fund from diversion, the Program should consider the suggestions provided in Appendix D. More-thorough 
discussion and recommendations regarding the fund itself can be found in the Funding section of this report. 
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Topic Statute Section Reference Current Assessment 

 
 

Funding 
Allocation 

B2 – Necessary or appropriate 
administrative costs or fees for consultants' 
services, not to exceed 5 percent of the 
amounts deposited annually in the revolving 
fund. The department may use up to two-
thirds of the five percent of the amounts 
deposited annually in the revolving fund for 
administrative costs. The remainder of the 
5 percent may be allocated for local network 
management of contracts with public safety 
answering points for emergency 
telecommunication services. 

More and more services in the NG9-1-1 
environment are provided by third-party 
providers rather than the previous scenario 
where a 9-1-1 service provider handled 
much of the service. 
 
As staff is added to the 9-1-1 Program , the 
2/3 of 5 percent formula may not be 
adequate. 
 
Also, in the new model, the “remainder of 
the five percent” also may be too limiting. If 
this is meant to support the 9-1-1 system 
administrators and their role changes in the 
future, this amount may or may not be 
adequate or needed. 

Action Needed (B2) 
 
The Program must assess whether the current available funds are too limiting or acceptable for its 
operations, for administrative costs, and/or for consulting services. Limits could be changed or eliminated. 
 

Fund 
Allocation 

B3 – Monthly recurring costs of emergency 
telecommunication services, including 
expenditures for capital, maintenance and 
operation purposes. 

Language sufficiently addresses need 

Action Needed (B3) 
 
No change required. 
 

Fund 
Allocation 

B4 – A wireless carrier's costs associated 
with the provision, development, design, 
construction and maintenance of the 
wireless emergency telecommunication 

Cost reimbursement for wireless carrier 
costs (i.e., “Cost Recovery”) is currently 
allowed by statute, the FCC ruled (the “King 
County Ruling”23) that cost recovery is not 

                                                   
 
23 On May 25, 2000, the E9-1-1 Program Manager for King County, Washington, sent a letter to Mr. Thomas J. Sugrue, then 
chief of the Wireless Telecommunications Bureau of the Federal Communications Commission, requesting clarification on 
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Topic Statute Section Reference Current Assessment 

services in an amount that the wireless 
carrier has not recovered through the 
deduction mechanism specified in federal 
law. 

required. Paying cost recovery has 
hampered Phase II deployment across the 
state, resulting in some areas that do not 
receive Wireless Phase II location 
information. Cost recovery should cease, 
and those monies should be repurposed to 
improve 9-1-1 service at the state and local 
levels. 

Action Needed (B4) 
 
Eliminate the wireless carrier cost reimbursement as an eligible cost. MCP recommends that Arizona 
immediately notify all wireless carriers of its intent to discontinue cost recovery at a future date. 
 

Fund 
Protection 

C – At the end of each fiscal year, any 
unexpended monies in the fund, including 
interest, shall be carried over and do not 
revert to the general fund but shall be 
applied to the extent possible to reduce the 
levy under section 42-5252, subsection A for 
the following fiscal year. 

With the current tax rate, there should not be 
any unexpended monies in the fund at the 
end of each fiscal year. The Program should 
regularly review the fund balance to 
distribute monies and avoid a significant 
carry over. When carry overs do occur, they 
would be used to reduce the levy in the 
following fiscal year. 

Action Needed (C) 
 
MCP suggests that the levy reduction is not useful when the fund already is limited and funds are needed to 
assist local 9-1-1 jurisdictions and to prepare for NG9-1-1. The section, “be applied to the extent possible to 
reduce the levy under section 42-5252, subsection A for the following fiscal year” should be removed and the 
9-1-1 Program should be allowed to use the carryover funds to build NG9-1-1 infrastructure or to assist local 
9-1-1 public safety agencies. The Program should distribute all available resources to 9-1-1 systems and a 
fund balance should only be kept to ensure adequate cash flow and a reserve for unexpected or unplanned 
costs. 
 

                                                   
 
cost allocation and demarcation for wireless deployments. The intent of this request was to determine what costs were the 
responsibility of government and what costs were the responsibility of the wireless carrier.  
In its E911 Second Memorandum Opinion and Order, and in a May 7, 2001, response letter to the King County program 
manager, the Commission found that the carrier cost-recovery requirement had been a source of ambiguity and controversy 
and had impeded the implementation of Phase I. It further found that, because wireless carrier rates are unregulated, there 
was no need for a government-mandated carrier cost-recovery mechanism, noting that carriers are free to recover these 
costs in their charges to customers, either through their service rates or through specific surcharges on customer bills. 
Nevertheless, the Commission emphasized that states are free to have a carrier cost-recovery mechanism in place if they so 
choose.  
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In addition to the recommended changes to existing statutes, MCP also recommends new statutes for 
considerations: 

Table 2: New Statute Considerations 

1 Grant the Program explicit authority to manage 9-1-1 service statewide. The statute should 
facilitate and allow statewide coordination and coordination with PSAPs, 9-1-1 authorities, 
regional stakeholder coalitions, private-sector service providers, and federal, tribal and military 
public safety systems. 
 
Identify the governance structure and stakeholders with whom the Program is expected to 
collaborate. Codify the review and guidance from a 9-1-1 governance/advisory committee to 
ensure that all critical stakeholders are informed of and involved with, as appropriate, Program 
activities. Consider permitting the governance committee mediation or dispute-resolution 
authority regarding local 9-1-1 planning and oversight disputes. 
 
Require the governance committee to assist in the development of an annual report to be filed 
with the Governor and the legislature regarding 9-1-1 performance and activities as stipulated 
in statute requirements. 

2 To ensure the ongoing safety and security of the public, define the 9-1-1 service as an 
“essential government service” and 9-1-1 staff and support staff should be considered 
“essential personnel” consistent with the state constitution and other relevant statutes. 
Identifying staff and support staff as “essential personnel” provides for flexibility of movement 
for that personnel during disaster declarations. 

3 The 9-1-1 Program should have authority to review and make recommendations to the 
legislature concerning proposed legislation affecting 9-1-1 service. The Code must be reviewed 
by a formal process and submitted to the Governor’s Regulatory Review ouncil (GRRC) every 
five years. If rule changes are identified, the Program should start a rule-promulgation process 
to change the rule(s). 
 
§ 41-704 requires that the ADOA recommends to the legislature every two years the amount of 
excise tax needed to conduct the 9-1-1 Program activities. 
 
The current language refers only to recommendations related to the amount of tax. Language 
also should direct the 9-1-1 Program to review and make recommendations on items related to 
9-1-1 that are beyond funding, such as network design, standards, and training requirements. 

4 The Program should have the explicit authority to coordinate 9-1-1 efforts with neighboring 
states, counties, and/or the federal government. This authority should permit the Program to 
enter into federal, interlocal, and interstate contracts and agreements. Because Arizona and 
Mexico share an international border and PSAPs transfer calls across the border, the Program 
should be authorized to enter into agreements to coordinate international 9-1-1 activities.  
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5 The legislation should provide the Program with explicit authority to procure services and 
contract with public and private entities to support coordinated state NG9-1-1 plan 
implementation in accordance with existing Arizona procurement processes. 

6 State legislation should identify the 9-1-1 Program as the entity responsible for 9-1-1 service 
provider certification and continue its rulemaking authority. 

7 As part of its statutory responsibility, the Program should be required to coordinate its activities 
with local 9-1-1 and public safety entities. Within that context, the Program should have the 
responsibility and authority to provide technical assistance to such organizations for effective 
statewide 9-1-1 operations and coordinated planning. 

8 MCP recommends that consideration be given to adding statute or rule language that allows 
Arizona to collect and aggregate data related to PSAP operations, such as the number of 9-1-1 
calls by type; call-answer-time averages; dropped and misrouted calls; GIS data accuracy; 
call-routing plans and continuity of operations plans; system downtime; network uptime; and 
blockages. Local 9-1-1 authorities should be required to provide such data as part of their 
system service plan modifications and funding requests. 

 
 
5.3 Other Important Statute Considerations 
 
5.3.1 Remove Legacy Terminology in Statute and Code 
 
The current statute includes references to legacy terms that will need to be updated. Until the entire state 
transitions to NG9-1-1, it is conceivable that the legacy systems will remain in place in some areas. 
However, to accommodate NG9-1-1, terms and references included in the statute should be technology-
agnostic to the greatest extent possible. 
 
5.3.2 Require an Annual Audit in the Statute 
 
The 9-1-1 Program should conduct a yearly audit with all service providers to ensure that the 9-1-1 fund is 
receiving all revenue to which it is entitled; service providers must be required to certify their subscribers as 
they are today. This requirement is currently in Arizona statute and should remain, but the Program should 
update the language with more-generic and technology-neutral terminology. 
 
5.3.3 Ensure Liability Protection for the Program 
 
MCP was asked to analyze whether the 9-1-1 Program was protected adequately by the existing statute 
regarding decisions it might make if a widespread service outage or disruption occurs.  
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After discussion with the Arizona Risk Management Office, MCP examined § 12-71324, specifically as it 
relates to liability. The statute states: “A public entity or any employee of the public entity is not liable for 
damages in any civil action for injuries, death or loss to a person or property that are incurred by any 
person with respect to all decisions made and actions or omissions taken that are based on good faith 
implementation except in the cases of wanton or willful misconduct.” MCP also reviewed the definition of a 
public entity in Arizona (§ 41-1492) for additional clarification. According to the statute, a "public entity" 
means any: (a) State or local government; and (b) department, agency, special purpose district or other 
instrumentality of a state or local government, including the legislature.  
 
Based on the analysis of existing statutes, MCP believes the Program would be covered if the decisions 
were made in good faith and if the Program believed its decisions were in the best interest(s) of the state. 
The key phrase is “good faith,” ergo, the Program must not act with wanton or willful misconduct. Overall, 
our review leads us to believe that the statutes give the benefit of the doubt to those who act in good faith, 
thus protecting the Program from liability. MCP would like to note that this opinion is based on experiences 
in other areas and is not provided as an official legal opinion. It is recommended that the Program request 
a formal opinion from the State Attorney General on this issue. 
 
MCP believes that the situation that most puts the Program at risk is its history of operating without written 
policies, often resulting in inconsistent decision-making as situations present themselves (such as a 
special funding request). This undocumented and seemingly arbitrary approach has left the Program open 
to criticism from local authorities who do not understand the rationale used to make decisions. To protect 
the Program’s integrity, the first step is to ensure that every Program practice or process is documented. 
Also, every Program authority or responsibility that is documented in statute or administrative code must 
have a written policy that documents how that responsibility will be addressed and followed. 
 
5.3.4 Ensure Liability Protection for NG9-1-1 Technology Providers 
 
The statutory environment provides liability protection for wireless, wireline and prepaid providers. 
However, it may not cover NG9-1-1 providers unless they are defined as wireline or wireless providers in 
the state.  
 
Liability protection is important to any service provider and it is important that Arizona offers new 
technology providers the same protections afforded to legacy systems and providers. Without such 
protections, Arizona may limit the number of providers willing and/or able to provide NG9-1-1 services. 
MCP recommends that the state request a formal opinion from the State Attorney General to confirm that 
§12-713 extends liability protection to NG9-1-1 service providers in the same manner that it is provided to 
legacy technology providers. If §12-713 does not provide protection, a revision to the statute is urged. 
 

                                                   
 
24 A.R.S. §Title 12 Courts and Civil Proceedings Section 12-713 – Providers of emergency services;  civil liability. 
https://codes.findlaw.com/az/title-12-courts-and-civil-proceedings/az-rev-st-sect-12-713.html  

https://codes.findlaw.com/az/title-12-courts-and-civil-proceedings/az-rev-st-sect-12-713.html
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5.3.5 Evolve or Dissolve the Role of System Administrators 
 
The Program has established “PSAP liaison” positions, known as system administrators, to carry out its 
routine functions and to communicate regionally with PSAP managers. Today, there is one system 
administrator for approximately every county, with a few exceptions. The Program communicates with the 
system administrators who then communicate to the PSAPs and 9-1-1 constituents in their jurisdictions. 
This approach to streamlining communication and reducing administrative functions has enabled the 
Program to operate without significant overhead. However, it also has buffered the Program from direct 
contact with PSAP management, impacting its ability to have effective relationships with some PSAPs. 
 
The 9-1-1 system administrator performs the administrative work required of the 9-1-1 planning committee. 
This role and responsibility are referenced in various documents (e.g., the Arizona State 9-1-1 Plan) but 
MCP has not found any specific documented role for this position in statute or the Code. It appears that the 
system administrator function has been established without any authority to do so. While this is not an 
immediate action, and additional decisions are required regarding governance structure, MCP 
recommends that the Program establishes the recommended formal governance structure, increase staff 
support at the program level, and discontinue the use of system administrators. 
 
The system administrator is an integral part of the Program’s current operational model; therefore, any 
change would require coordination, planning and communication with local PSAPs to ensure engagement 
and an understanding of expectations during a period of transition. Additional Program staffing may also be 
required to manage the added workload. If increasing staff support at the Program level is not realistic 
within the current environment, then MCP recommends retaining the system administrator role, but 
aligning the administrators by county, thereby reducing the number of administrators to 15. MCP also 
recommends eliminating systems which consist of only one PSAP. 
 
5.3.6 Assess Multi-Line Telephone Systems (MLTS) Legislation 
 
Multi-line telephone systems (MLTS), i.e., private branch exchange (PBX) systems, are installed 
throughout the state in schools, businesses, hotels and residential facilities. When calling 9-1-1, a phone 
using an MLTS may not work the same way as a traditional landline or cellular phone, i.e., it may require 
an extra digit, often a “9,” to be dialed first to connect to an outside line. This can cause confusion, 
especially for children, who are taught to dial 9-1-1 and not “9, 9-1-1.” Further, it can be challenging in an 
office environment for first responders to pinpoint one’s exact location due to a single MLTS covering 
different buildings, floors, or sections per floor. None of this information is relayed to the PSAP or 
emergency responders; they only see the address that is connected to the primary telephone number, 
which is often different from the exact location of the call.  
 
Recently, federal legislation known as Kari’s Law (47 USC 62325) was enacted which requires MLTS 
manufacturers and installers to ensure MLTS systems can dial 9-1-1 without the trunk access code. 
Further, the legislation requires on-site notification to assist first responders in identifying where the 
                                                   
 
25 https://www.law.cornell.edu/uscode/text/47/623  

https://www.law.cornell.edu/uscode/text/47/623
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emergency call originated. In addition, the Ray Baum Act (Public Law 115-141) requires FCC rulemaking 
on “dispatchable location” from MLTS. 
 
Arizona does not currently have E9-1-1 legislation in place for MLTS operators. States have different 
requirements in their statutes, and to date 17 states26 have passed legislation or regulations requiring 
enterprises to provide E9-1-1 service for their employees. Typically, these regulations require a business 
enterprise to create defined regions so that emergency responders know from where a call is coming (i.e., 
building, floor, room). 
 
An assessment is needed to determine whether additional changes or improvements are warranted for 
Arizona beyond what is required in federal legislation. MCP recommends that the 9-1-1 Program engages 
stakeholders to discuss the need for changes to the statute. At the very least, the Program should engage 
and educate the business community about the issues and the federal law. 
 
5.4 Arizona Administrative Code Recommendations 
 
In concert with changes to statute, the 9-1-1 Program also will need to make changes to the Arizona 
Administrative Code if it is to effectively position the program and local PSAPs for future success.  
 

Recommendations for Administrative Code Changes 

5.4.1 Update the Code 
5.4.2 Require a 9-1-1 Strategic Plan 
5.4.3 Revise and Require System Service Plan 
5.4.4 Codify Funding Eligibility and Process 
5.4.5 Require Interagency Agreements 

 
5.4.1 Update the Code 
 
The Code was last revised 18 years ago27 and requires updating to accommodate existing technology, 
align with statute, prepare for the transition to new state administrative roles, and to revise terminology and 
program functions.  
 
The following is an assessment of the current Code and recommended updates for the Program to 
consider: 
 

                                                   
 
26 Alaska, Arkansas, Colorado, Connecticut, Florida, Illinois, Kentucky, Louisiana, Maine, Massachusetts, Michigan, 
Minnesota, Mississippi, New Hampshire, Oregon, Texas, Virginia   
27 Article 4 consisting of Sections R2-1-401 through R2-1-409 adopted effective June 22, 1985. Amended effective June 14, 
1990. Amended by final rulemaking, 6 A.A.R. 1971, effective May 12, 2000. 



 

  41 

Table 3: Administrative Code Assessment 

Code Section 
Reference Current Assessment 

R2-1-401 Definitions 

Includes references to legacy terms; does not include NG9-1-1 terms 
such as Emergency Services IP Network (ESInet), Next Generation 
Core Services (NGCS), managed services, GIS, system administrator, 
etc.  

Action Needed 
 
The current Code includes references to legacy terms that will need to be updated as well as in statute. As 
discussed in the Statute section, terms should be updated to accommodate current and emerging 
technology with eventual elimination of legacy terminology. The terms in the statute and Code will need to 
be consistent. NG9-1-1 terms and references included in the Code also should be technology-agnostic, non-
proprietary and promote open architecture. The Code should require for all NG9-1-1 solutions to be 
conformant with NENA’s i3 standard and require interoperability with other NG9-1-1 systems. Updates 
should include new terms that are missing, such as those related to emerging technologies.  

R2-1-402 – Establishment of 9-1-
1 Planning Committee 

Current language requires representation of all response services.  

Action Needed 
 
If a secondary PSAP exists in the county, that should be referenced and described in the service plan. Other 
representatives on a local planning committee may include representatives of the deaf, hard-of-hearing 
community, GIS representatives, and local financial and legal support.  
 
In addition, contact information for PSAP management and 24 x 7 operational staff supervisory personnel 
should be documented in the service plan. 

R2-1-403 – Submission of 
Service Plan 

Requirement related to service area is outdated; contains legacy 
terminology; network design requirements need to address NG9-1-1; 
references to telephone company and telephone exchange are 
outdated and need to include NG9-1-1 providers; there is no mention of 
open and competitive procurement process requirements or the need 
to follow state procurement guidelines. 

Action Needed 
 
In the NG9-1-1 environment, telephone company references will not be a legitimate jurisdictional 
description; rule needs updating to reference procurement processes to be followed. 

R2-1-404 – Certificate of Service 
Plan Approval 

Section includes reference to job title no longer used; refers to service 
initiation; content requirements of the plan refer to service initiation, etc. 
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Code Section 
Reference Current Assessment 

Action Needed 
 
References need to be updated for changes to position (e.g., 9-1-1 program administrator) and services. 
There should be two sections in the Code, one that describes requirements of a service plan for new service 
(for those areas not currently covered by 9-1-1 service) and one for those entities that are updating their 
service plan for changes, new technology, or network modifications. 

R2-1-405 – Resubmitting of a 
Service Plan 

Title reference is outdated. 

Action Needed 
 
Update authority title. There is no mention of the criteria used to reject a service plan. This should be explicit 
or a reference to the policy outlining what would cause a service plan to be rejected should be indicated. 

R2-1-406 – Modification of an 
Approved Service Plan 

Title reference is outdated. 

Action Needed 
 
Update authority title. Criteria for when a service plan should be modified should be included. 

R2-1-407 – 9-1-1 System Design 
Standards 

References are outdated and refer to legacy systems. Nothing included 
for NG9-1-1. 

Action Needed 
 
Updates for NG9-1-1-related technologies and requirements are necessary. Technical service standards 
should be developed and included in the service plan requirements. These include such elements as ESInet 
standards, references to NENA i3 standards, other communications systems the PSAP is connected to—
including backup agreements—cybersecurity processes, policies, etc. 

R2-1-408 – 9-1-1 Operational 
Requirements 

References are outdated and refer to legacy systems. References 
“secondary PSAP” but there is no definition for this term. Nothing 
included for NG9-1-1 operational elements. In addition, reference to 
“print sites” is outdated. 

Action Needed 
 
Updates for NG9-1-1-related operational requirements are necessary, as follows:  
 
• Determine if the minimum monthly call volume of 300 calls (approximately 10 per day) is too low to meet 

the qualifications of a primary or secondary PSAP and revise as needed. 
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Code Section 
Reference Current Assessment 

− Funding PSAPs with a minimum of 300 calls per month is not cost effective. Consideration should 
be given to raise that number or determine a different minimum criteria.  
− The State of California requires the PSAP answer at least 1,201 calls per month28. 
− Some states require a minimum number of population served. As part of the State of Illinois’ PSAP 
consolidation requirements29, PSAPs must serve a population of at least 25,000. 
− Some states do not allow more than one PSAP to operate in a single county jurisdiction 

• Remove reference to print sites.  
• Operational standards should be developed and included in the service plan requirements. These 

include such things as interagency agreements, call-routing rules, border control functional 
requirements, GIS, call logging and records retention, text to 9-1-1, etc.  

• Include mention of PSAP minimum staffing requirements or minimum training for telecommunicators 
answering 9-1-1 calls, transfer requirements, and language translation service capabilities. 

• Add detail regarding continuity of operations including backup operations and descriptions of continuity 
of operations planning (COOP), including failover electrical systems, processes followed in the event of 
outages, command and reporting structures, etc.  

• The requirements should reference NENA and National Fire Protection Association (NFPA) operational 
standards for answering 9-1-1 calls within a specified threshold. The 9-1-1 Program should consult 
NENA/APCO’s PSAP Service Capability Criteria Rating Scale standard and Next Generation 9-1-1 
Public Safety Answering Point Requirements for a more complete list of items to consider.30 

• The section references “secondary PSAP” but there is no definition of such. In the same section it refers 
to the requirement of receiving at least 300 “emergency 911 calls” per month to be eligible for funding. 
This is contradictory in that the traditional definition of a secondary PSAP is a center which does not 
directly receive emergency 9-1-1 calls. Currently, however, the Program has been funding secondary 
PSAPs, which MCP recommends the practice cease and any reference to secondary PSAP be 
removed from the Code. Note: this is not meant to discontinue funding for Secondary PSAPs that are 
designated as a back-up facility for a Primary PSAP (e.g., Arizona Department of Public Safety, 
Northern and Southern Divisions). 

R2-1-409 – Funding Eligibility 
Contains outdated references to legacy terminology, such as 
“exchange” services, and the position/title of assistant director  

                                                   
 
28 https://www.caloes.ca.gov/PublicSafetyCommunicationsSite/Documents/004-ChapterIIIFunding.pdf  
29 Established as part of the Illinois Emergency Telephone System Act (50 ILCS 750), enacted July 1, 2017. 
http://www.ilga.gov/legislation/ilcs/ilcs3.asp?ActID=741&ChapterID=11  
30 NENA/APCO Next Generation 9-1-1 Public Safety Answering Point Requirements NENA/APCO-REQ-001.1.2-2018, 
October 6, 2015, Reviewed 04/05/2018 https://www.nena.org/resource/resmgr/standards/NENA-APCO-REQ-001.1.2-
2018_N.pdf 

https://www.caloes.ca.gov/PublicSafetyCommunicationsSite/Documents/004-ChapterIIIFunding.pdf
http://www.ilga.gov/legislation/ilcs/ilcs3.asp?ActID=741&ChapterID=11
https://www.nena.org/resource/resmgr/standards/NENA-APCO-REQ-001.1.2-2018_N.pdf
https://www.nena.org/resource/resmgr/standards/NENA-APCO-REQ-001.1.2-2018_N.pdf
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Code Section 
Reference Current Assessment 

Action Needed 
 
Update the authority position/title; NG9-1-1 elements should be referenced if they are to be funded; funding 
policy related to special projects should be referenced. 
 
The Program should align the funding eligibility for consultants and administrative costs with those defined 
in statute. Currently, the statute states a limit of 5 percent with two-thirds allowable to the state Program and 
one-third allowable to system administrators, while the code states 3 percent. 

R2-1-410 – Method of 
Reimbursement 

Contains outdated references to legacy terminology, such as “network 
exchange” services and the position/title of assistant director; NG9-1-1 
references are not included. 

Action Needed 
 
Update the authority position/title; NG9-1-1 elements should be referenced if they are to be funded; funding 
policy related to NG9-1-1 should be included. 
 
The Program should consider allowing consultative services to be allowable under a special project request 
(R2-1-409.2), instead of only with the original 9-1-1 service plan or the annual budget request. 
 
Remove the requirement for the Program to pay the vendors directly as this does not comply with state 
procurement and accounting policies and statutes. 

R2-1-411 – Allocation of Funds 
Contains outdated references to legacy terminology, such as “network 
exchange” services and position/title of assistant director; NG9-1-1 
references are not included. 

Action Needed 
 
Update the authority title; add NG9-1-1 references; ensure funding allocation is followed or changed to 
reflect current allocation process. 

 
 
5.4.2 Require a 9-1-1 Strategic Plan 
 
MCP recommends that the Code be updated to require the 9-1-1 Program to develop a comprehensive 
strategic 9-1-1 plan. A comprehensive statewide strategic 9-1-1 plan is fundamental to the success of any 
state 9-1-1 program. Requiring the strategic plan in Code formalizes the process and elevates the 
importance of planning and funding requirements.  
 
The state strategic 9-1-1 plan would address state, regional, and local roles in the control of all aspects of 
the statewide system or local systems. The Program would have explicit authority to coordinate and 
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oversee the development and implementation of a statewide plan for emergency 9-1-1 communications. In 
addition, MCP recommends the plan include quality of service requirements to specify uniform, minimum 
levels of 9-1-1 service to be consistently provided across all Arizona PSAPs. The strategic plan should 
include specific goals and objectives around NG9-1-1 as well as goals to bring PSAPs up to that standard.  
 
The plan must explicitly move the state toward NG9-1-1 and describe network design standards and 
requirements to ensure that local and regional 9-1-1 networks can communicate with each other and share 
information seamlessly. In particular, the state should expressly adopt NENA’s i3 standard as the standard 
for NG9-1-1. Standards and requirements would address minimum training requirements, text-to-9-1-1, 
PSAP minimum staffing and other aspects of 9-1-1 service delivery. 
 
The plan would be required to be reviewed and updated annually. 
 
5.4.3 Revise and Require System Service Plan  
 
MCP recommends that the 9-1-1 Program creates a comprehensive new template for system service plans 
and requires PSAPs to submit their updated plans annually. This should be included in the Code updates 
concerning NG9-1-1 services.  
 
Original Code language describes the need for a system service plan when the 9-1-1 system is initiated or 
when significant changes are made to the local 9-1-1 jurisdiction’s service. The current process and 
content outlined in the Code for the system service plan is outdated and lacks structure describing the 
annual update and submission process, and jurisdictions have not been held accountable for the yearly 
update. The system service plan template should be enhanced to ensure that local PSAPs are sharing 
pertinent information with the Program, and a process should be established by the Program to require 
updates to be submitted annually, and to track them.  
 
5.4.4 Codify Funding Eligibility and Process 
 
Today, 9-1-1 funding is distributed without a documented focus on 9-1-1 priorities. To ensure transparency 
with stakeholders, and to help align 9-1-1 funding with the State’s comprehensive emergency 
communications goals and its strategic plan, MCP recommends that the 9-1-1 Program: 
 
• Develop a single, updated, and authoritative list of eligible funding items, incorporating NG9-1-1 

technologies 
• Establish priorities for those elements based on the state’s strategic goals (e.g., incentivize colocation, 

consolidation, regionalization, shared-services, etc.) 
• Document the funding distribution process to include the reporting requirements that all local 9-1-1 

authorities must follow  
 
The Code should be amended to state that only items on the eligible funding list will be considered for 
funding. The list of eligible items should be included in the Program’s policy manual. The funding 
distribution process and reporting requirements also should be documented as part of the manual. 
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5.4.5 Require Interagency Agreements 
 
Arizona has physical borders with four other states and an international border with Mexico. As a result of 
these geographical boundaries, calls are transferred daily between neighboring agencies. Interconnection 
between agencies, regions, states or even countries becomes an important consideration for jurisdictions 
that need the ability to transfer calls or alternate-route to jurisdictions that will not reside on the same 
network. Formalized agreements will be essential. The October 2016 publication of the U.S. Department of 
Transportation (DOT) National Highway Traffic Safety Administration’s National 911 Program NG911 
Interstate Playbook31 helped create a roadmap for interconnecting statewide systems, or systems across 
state borders.  
 
While improvements to call-routing accuracy that are anticipated with NG9-1-1 will reduce the need to 
transfer misrouted calls, it will not eliminate these calls. Therefore, it is imperative for the Program to 
amend the Code to require local jurisdictions to have an interagency agreement with neighboring 
jurisdictions. The Code update should require local 9-1-1 authorities to attach such agreements to the 
annual system service plan updates and, at a minimum, the agreements should address or include: 
 
• Call handling (misroutes, transfers, misroute reporting requirements, and GIS edge-matching 

agreements) 
• Backup agreements 
• Shared contact information 
 
While not a requirement, it may be helpful for the Program to develop an interagency agreement template 
for PSAPs to use. A good example can be found in Chapter 1 of the Interstate Playbook.32 A common or 
suggested template ensures a comprehensive agreement that maintains consistency across all parties 
statewide. When formal agreements are not possible or will take a long time to put in place, the 9-1-1 
Program should encourage neighboring agencies to collaborate and develop informal agreements to 
outline expectations and approaches regarding essential operational needs.  
 
 

6 Policy Assessment  

6.1 Current Policy Landscape 
 
Written policies are an effective way for government agencies and offices to remain transparent, operate 
within legal boundaries, and minimize risk. Interviews with PSAPs and Program staff revealed that the 
Program has been interpreting statute and Code to guide its practices and activities without established 
policies.  
 

                                                   
 
31 https://www.911.gov/project_nextgeneration911interstateplaybook.html 
32 https://www.911.gov/pdf/National_911_Program_NG911_Interstate_Playbook_Chapter_1.pdf 

https://www.911.gov/project_nextgeneration911interstateplaybook.html
https://www.911.gov/pdf/National_911_Program_NG911_Interstate_Playbook_Chapter_1.pdf
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The lack of a comprehensive Policy Manual that guides Program operations and decision-making has 
created an environment where the stakeholder community lacks trust in the Program. Situations arise with 
inconsistent results and are complicated due to a lack of transparency into how decisions are being made. 
Without a Policy Manual existing as a foundation, the Program has only subjective criteria to defend any 
decision or action. Immediate action must be taken to resolve this deficiency. 
 
6.2 Recommendations  
 

The Program must document its policies to help instill stakeholder confidence in the 
Program’s equal treatment of stakeholders, processes, and requests. In addition, the 
Program should strengthen its policies and procedures so that it provides structured 

guidance to local 9‑1-1 authorities on topics such as the following: 

• Funding 
• Communications 
• System service plans 
• Special funding requests 

 
Formally established policies will help the Program to act equitably and with consistency and help it 
achieve the objectives identified in the strategic plan. Additionally, documented policies and procedures will 
help the Program provide clear instructions about required actions and apply a consistent approach to 
decision-making that is defensible and clear.  
 

Recommendations for Program Policy Changes 

6.2.1 Establish Policy-Making Methodology 
6.2.2 Develop a Program Policy Manual 
6.2.3 Clarify and Communicate 9-1-1 Fund Distribution Policy 
6.2.4 Identify and Address New Policy Needs 

 
6.2.1 Establish Policy-Making Methodology 
 
To help develop strong policies, the Program must first establish a policy development methodology that 
can serve as the roadmap for setting program policy. The methodology should include the following steps 
and considerations:  
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In tandem with the methodology development, the Program also will need to establish its timeline for 
updating or developing policies. Once a timeline is established, it should be shared with local PSAPs to 
help them understand the direction that the Program is taking and to help them understand how their local 
NG9-1-1 implementations fit into the overall NG9-1-1 vision and plan. 
 
6.2.2 Develop a Program Policy Manual  
 
The 9-1-1 Program currently promulgates policy as needed and to its detriment, does not operate using a 
formalized, written and published set of policies. The Program must develop a written program policy 
manual. A manual helps move decisions from the subjective to objective, establishing a baseline of 
expectations that everyone can understand, and protects the Program from unlawful or misguided 
decision-making. Ultimately, a policy manual reduces risk to the Program and the State. 
 

Identify when a new policy is needed

Describe how the policy gets developed
• What stakeholders should play a role?
• Who writes the policy?
• What best practices are being weighed?

Describe the policy approval process
• Which stakeholders vet the policy?
• Who has final decision-making authority?

Explain how the policy is operationalized in the 
Program activities
• Which stakeholders should be informed?
• Who is responsible for tracking progress and measuring performance 
against the policy?
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With the Program’s current situation,  
it must first take immediate action to: 

• Gather any past rule, policy, procedure that has existed in any form as source 
materials 

• Leverage its membership in national organizations or its subject matter expert 
consultant to access other state 9-1-1 program policy manuals 

• Identify and prioritize the policy areas to be addressed first, such as: fund distribution, 
special / emergency funding request, fund management, invoice approvals, office 
administration, etc. 

• Agree on a policy development methodology (as described above) and initiate policy 
drafting 

• Use GFR and other ADOA resources to assist in the policy development process 
• Develop a review and approval process as part of the overall methodology 
• Train and orient Program staff first, then develop a process to inform stakeholders of 

new policies that are emerging (as part of the overarching Stakeholder 
Communications Plan) 

 
The best way to ensure that policies are in place to support the Program’s activities is to conduct a 
crosswalk. For every Program responsibility identified in statute or Code, there should be a supporting 
policy or documented practice that identifies how the Program executes on its responsibility. The Arizona 
Management System (AMS) would be an excellent tool to review, update and document the Program 
activities and practices.  
 
Rebuilding trust within the stakeholder community will be difficult, especially at first. The Program should 
seek guidance and assistance on developing and implementing the new Policy Manual and with 
stakeholder engagement / managing change. 
 

Table 4: Code Responsibility and Policy Crosswalk Example 

Responsibility of the Program  
as Outlined in Code: Policy Direction 

 The assistant director shall 
approve or disapprove a service plan 

within 60 days of its submission. 

The Program should have a written policy describing the criteria 
that the assistant director will use to approve or disapprove the 
service plan. The policy should include a requirement for the 
assistant director to document the analysis based on the written 
criteria, and a method for tracking the submission and meeting 
the stated notification timeline identified in the Code. 
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A more extensive table documenting the Program’s responsibilities and some potential corresponding 
policy recommendations can be found in Appendix E. This tool should help the Program clarify and 
document policies that support its responsibilities.  
 
6.2.3 Clarify and Communicate 9-1-1 Fund Distribution Policy 
 

As a priority, the Program must develop policies regarding fund-distribution criteria. This is 
one of the most sensitive and critical topics raised during interviews with PSAP managers 

and system administrators. 

 
Throughout the stakeholder interviews, MCP was told that the criteria upon which funding decisions are 
based are not clear, especially as it relates to special funding requests, and local 9-1-1 authorities were 
unclear as to what requests would be acceptable. Stakeholders asked if there was a long-range strategy or 
vision that guides the Program, as this was not widely understood. They also wanted to know if there was 
a format for submitting service change requests to the Program. These perceptions and questions indicate 
a need for a more structured and documented approach to Program policies that will guide the new 9-1-1 
Program Administrator and System Administrators in carrying out the requirements of the statute and the 
Code. 
 
6.2.4 Identify and Address New Policy Needs 
 
The 9-1-1 Program should formalize a process for reviewing policies on an annual basis. By engaging in 
an annual policy roundtable with the SIEC, the Program could review current policies, discuss any 
recommended changes, and identify any new policies for development. This will become important as 
NG9-1-1 is implemented across Arizona, or as statute changes and rule promulgation occurs. Current 
policies will require updates as NG9-1-1 implementation advances.  
 
 

7 9-1-1 Funding 

Given the current available funding and distribution model, many PSAPs throughout Arizona are unable to 
meet the public’s expectations for delivering the next generation of 9-1-1 services.  
 
Migrating to NG9-1-1 and text-to-9-1-1 is critical for Arizona, but these advancements risk stagnation and 
delay unless the state can reformulate its model for funding the transition. Some states already have 
updated their funding models, which has enabled them to implement statewide, standards-based 
technology. Their experiences and lessons learned can help guide Arizona in generating its updated 
approach.  
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7.1 Current State 
 
7.1.1 9-1-1 Fee 
 
Per statute33, the 9-1-1 fee in Arizona is currently set at $0.20 per subscriber for wireline, wireless and 
VoIP service, and a fee of 8/10ths of 1 percent of wireless prepaid transactions. This is the lowest 9-1-1 
fee assessed by any state in the U.S. Statutory changes made in 2001 mandated a steady reduction in the 
excise tax rate, which significantly has decreased the revenue available for maintaining current 9-1-1 
services, let alone the transition to NG9-1-1. The step down in the rate along with the fund sweeps is 
responsible for the deficient financial position of the fund today. 
 

Table 5: 9-1-1 Fee (Excise Tax) Reductions 

Year 9-1-1 Fee  
(per billing account) 

Percent Decrease  
from 2001 

2001 $0.37 NA 

2006 $0.28 -24.3% 

2007 $0.20 -45.9% 

 
 
Between 2001 and 2006 the yearly inflation rate increased while the state’s average annual 9-1-1 fee 
decreased. Simply stated, the technical and operational costs for delivering 9-1-1 service are on the rise 
while generated 9-1-1 revenue decreases or remains relatively flat. 
 
As shown in Table 6 below, between 2014 and 2017, the 9-1-1 fee provided anywhere from $17.1 million 
to $18.5 million dollars each year to fund PSAPs. This revenue, in addition to the interest collected, is used 
to currently fund 84 PSAPs; however, additional PSAPs operate in the state without receiving funding from 
the Program. This includes PSAPs based in county sheriff’s offices; city fire and police departments; some 
state, tribal or federal agencies; and a few private ambulance services.  
 

                                                   
 
33 A.R.S. §Title 42, Chapter 5 Section 42-5252 Levy of Tax. 
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Table 6: 9-1-1 Program Revenue – 2014-201734 

 FY 2014 FY 2015 FY 2016 FY 2017 FY2018 

Excise Tax (9-1-1 
Fee) $17,109,402 $17,850,677 $17,695,126 $18,530,303 $18,062,315 

Interest Income $40,924 $42,111 $39,552 $85,081 $112,918 

Total Collections $17,150,326 $17,892,788 $17,734,678 $18,615,384 $18,175,233 

 
 
The 9-1-1 Program historically did not allow PSAPs to submit funding requests over the amount received 
the previous year; therefore, the Program does not have the data required to evaluate the effectiveness of 
the 9-1-1 fee.  
 
It is difficult for the Program to know with certainty that all 9-1-1 revenue is being accurately reported, 
collected, and provided for distribution by the carriers without an audit (as recommended in Section 5.3.2). 
Using publicly-available data from sources including the FCC35 and CTIA – The Wireless Association, 
MCP estimates the number of wireline, wireless, and VoIP subscribers in Arizona at between 8.85 million 
and 10.96 million. Even with the lower estimate, there does appear to be a discrepancy between the 2017 
revenue and what would have been expected at $0.20 per month, per subscriber (for wireline, post-paid 
wireless, and VoIP services). This underscores the need for a thorough review of the application of the 
telecommunications services excise tax and conducting carrier audits to ensure that the correct amount is 
being remitted to the State. 
 
7.1.2 Funding Eligibility Requirements  
 
ARS § 41-704 specifies that 9-1-1 funds will be used for “implementing and operating telecommunications 
services through political subdivisions of the state.” Translated, this means that city and county PSAPs36 
are eligible to receive state 9-1-1 funds. However, the Code is in conflict with the statute and allows 9-1-1 
funds to go to “public safety agencies”, including some federal, tribal, state and private PSAPs, in addition 
to county and city PSAPs.  
 

                                                   
 
34 Arizona Statewide 9-1-1 Plan 
35 Federal Communications Commission (FCC), Voice Telephone Services Report: Voice Telephone Services as of 
06/30/17. Released 11/18. State-Level Subscriptions (https://www.fcc.gov/sites/default/files/vts_st1.xlsx) 
36 R2-1-401 defines "Public safety answering point" or "PSAP" to mean a communications facility operated on a 24-hour 
basis that is assigned the responsibility to receive 9-1-1 calls and, as appropriate, notifies or dispatches public or private 
safety services or extends, transfers, or relays 9-1-1 calls to an appropriate public or private safety agency. 

https://www.fcc.gov/sites/default/files/vts_st1.xlsx
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Under section R2-1-401, Definitions of the Administrative Code,37 a public or private safety agency means 
“any unit of local, state or federal government, special purpose district or private person located in whole or 
part within this state, that meets the definition and provides or has the authority to provide firefighting, law 
enforcement, ambulance or other emergency medical services.” This definition makes it difficult to deny 
9-1-1 funding to any party that provides, or has the authority to provide, emergency response services. As 
long as a public or private safety agency takes the following actions, the Code stipulates that they qualify 
for 9-1-1 funds: 
 
1. Establish a 9-1-1 planning committee 
2. Annually submit a budget of projected costs  
3. Monitor that design standards are met by the telephone companies providing 9-1-1 service 
4. Annually submit a budget of projected 9-1-1 costs with required information outlined in the Section 

R2-1-403 of the Code  
 
The 9-1-1 Program reviews the service plan and budget and, if they are approved, sends a Certificate of 
9-1-1 Service Plan Approval notification to the submitting agency. If the service plan and/or budget is not 
approved, the Program provides an explanation for the denial and allows the PSAP to submit a revised 
service plan to receive funding. Details surrounding the service plan are included in Section 5.4.3 of this 
report.  
 
Today, Arizona funds federal PSAPs; however, federal entities have their own funding sources and may 
not require state 9-1-1 funding. This is an uncommon practice in other states, but partnerships with the 
Department of Defense (DoD) have produced positive results. There are several examples where a DoD 
facility maintains a primary PSAP and can act as a backup PSAP location. Military installations frequently 
have large on-base populations and rely on local public safety responders, necessitating data sharing with 
9-1-1 and interoperable communications systems. 
 
Arizona also funds tribal PSAPs, which are somewhat new entrants to state 9-1-1 systems. Tribal 
partnerships are highly encouraged by the Department of Homeland Security (DHS) Cybersecurity and 
Infrastructure Security Agency's (CISA) Emergency Communications Division (formerly known as the 
Office of Emergency Communications [OEC]) and the National 911 Program, but there is no federal 
requirement for states to fund tribal PSAPs. Arizona, like many other states, funds tribal PSAPs to ensure 
interoperability and a consistent level of public safety service.  
 
In addition to federal and tribal PSAPs, Arizona also funds a private company that operates a PSAP, a 
situation that is highly unusual, if not unique. The Program should reevaluate the purpose and benefit of 
funding the operations of a private entity using public funds. 
 
Also, based on call statistics provided by the Program, it appears that some PSAPs are being funded that 
fail to meet the minimum monthly call threshold as defined by Section R2-1-408 (“To qualify as a primary 

                                                   
 
37 Article 4 consisting of Sections R2-1-401 through R2-1-409 adopted effective June 22, 1985. Amended effective June 14, 
1990. Amended by final rulemaking a 6 A.A.R. 1971, effective May 12, 2000. 
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or secondary PSAP, the PSAP must receive a minimum of 300 [emphasis added] 9-1-1 emergency calls 
per month.”). As the Program evaluates increasing the minimum call volume threshold (see 
Recommendation in Section 5.4.1 of this report, regarding Code R2-1-408), it must take action to resolve 
those PSAPs that do not meet the minimum criteria. It is recommended that the Program put those PSAPs 
on notice that funding will be discontinued at a defined date in the future, giving the community a period of 
time to transition. 
 
7.1.3 Use of Funds 
 
ARS § 41-704 provides a very-high-level explanation of the eligible uses of the Arizona 9-1-1 fee and 
specifies that funds shall be used for “necessary or appropriate equipment or service for implementing and 
operating emergency telecommunication services.” The 9-1-1 Program has a limited list of eligible uses for 
funding that include network equipment, call-handling equipment, and equipment maintenance that fit the 
legacy infrastructure needs. The state 9-1-1 Program Administrator is authorized to consider special 
projects that further statewide 9-1-1 availability, including addressing or database projects, public 
education, and training programs on a case-by-case basis. NG9-1-1 equipment and implementation costs 
are not on the list of eligible uses for funding.  
 
As noted above in Section 7.1.1, the 9-1-1 fee has been reduced numerous times and due to these 
reductions, the Program has modified the list of eligible items and to denied funding for new PSAPs, 
additional PSAP workstations (i.e., call handling or dispatch positions), reimbursement for logging 
recorders, and other items. As a result, there are four “unfunded” PSAPs in the state and situations where 
new PSAP workstations are not supported. Further, equipment upgrades are not completed because 
current practice does not enable this growth. Despite the self-imposed funding moratorium for new PSAPs 
several years ago by the Program, a fund balance of nearly $8,000,000 has been accrued because all 
funds were not disbursed for several years. This large fund balance, despite having one of the lowest fees 
in the country, suggests that the very subjective and apparently arbitrary nature of determining eligible 
projects for funding for many years by the Program has resulted in the withholding of appropriate funding 
to assist state PSAPs in furthering their mission and deployment of NG911 capabilities. In addition, the 
state statute directs the Program to give priority to establishing emergency telecommunications services in 
areas of the state that are without emergency telecommunications service. The large fund balance could 
be used to support unserved and underserved communities that do not have adequate 9-1-1 services. 
 
It is recommended that once the Program evaluates the PSAPs that will be funded, it should reevaluate the 
list of eligible costs that align with the statute to determine how best to address the current fund balance, 
the need to transition PSAPs to NG9-1-1, and its funding priorities that align to its vision and initiatives. 
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7.1.4 Fund Protection 
 
The statute related to administration of the 9-1-1 fund38 allows for any unexpended monies and interest 
accrued on the fund to carry forward; however, it states that the funds should be used to reduce the levy 
on 9-1-1 providers for the following fiscal year. As stated in Section 5, Statutory and Regulatory 
Assessment above, while the statute identifies fund protections, the funds have been diverted in past 
years.  
 
7.1.5 Current Fund Distribution 
 
The current Arizona Administrative Code, R2-1-411, Allocation of Funds39 explains at a very-high level how 
funds are allocated. It reads: 

 

The following change access and wireless service line verification shall be conducted by 
the ADOA 9-1-1 Office each year: 

1. The Assistant Director shall request from the operating telephone companies 
providing 9-1-1 service, by February 15 of each year, the number and type of 
exchange access lines in each telephone exchange area in this state and the 
amount of 9-1-1 excise tax generated in each telephone exchange area in each 
county.  

2. The Assistant Director shall request, by February 15 of each year, from each 
wireless service provider the number of activated wireless service lines within the 
state and the amount of 9-1-1 tax generated.  

3. Each 9-1-1 planning committee that has a Certificate of 9-1-1 Service Plan Approval 
shall be apportioned a percentage of monies on deposit in the fund. Payment shall 
be made directly to the vendors identified in the 9-1-1 service plan.  

4. If the combined statewide 9-1-1 service costs exceed the available monies in the 
fund, monies shall be allocated by the Assistant Director on a percentage basis 
determined by the ratio of revenue to expenses for the state as a whole. 

 
Although the Program may have requested access line counts from telephone companies and wireless 
service providers in the past, there is no evidence that there is a regular process. MCP was also unable to 
identify any documentation explaining how the funds are apportioned as outlined in the Code. It appears 
that the amount of funding that systems receive is based on neither the amount collected in that area nor 
on the population percentage. Rather, funds are distributed based on each of the approved budgets from 
previous years. In rare cases, funds are distributed based upon a business case provided in the yearly 
fund application.  
 

                                                   
 
38 A.R.S § Title 41, Chapter 7 Section 41-704 
39 A.R.S. §Title 2, Chapter 1, Article 411 https://grants.az.gov/sites/default/files/media/911AdminRules.pdf  

https://grants.az.gov/sites/default/files/media/911AdminRules.pdf
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Although the Code does not specify the amount or percentage to apportion to each PSAP / 9-1-1 planning 
committee, the current distribution model lacks transparency and possibly equity. 
 
7.1.6 Current Invoice Payment Process  
 
Currently, vendors send their invoices to the 9-1-1 System Administrator, who reviews and certifies the 
invoices and then mails them via U.S. Postal Mail to the Program, where the expense is verified as eligible 
based on the system administrators’ certification and then the invoice is paid directly to the vendor. If a 
discrepancy is noted, the Program works with the system administrator or vendor to resolve the 
discrepancy. The State is not party to the contracts for services and does not have the authority to 
negotiate billing discrepancies nor pay the vendors outside its own procurement and accounting policies 
and practices. This inefficient process may result in significant late-payment penalties (ultimately borne by 
the Program) given the amount of time it takes for all approvals to occur. Changes to improve this process 
have been proposed but will not be effective until FY2020 (July 1, 2019), as discussed below in Section 
7.2.8. 
 
While gathering data regarding the Program’s current accounting processes, MCP learned that in 2017, 
the Program negotiated the terms of a managed services solution with a service provider that was not 
conducted in accordance with the state’s procurement policies. The service provider is a vendor of network 
and customer premises equipment (CPE) on the state contract and is the predominate 9-1-1 service 
provider in the state.  
 
Although there is a current state contract for CPE and network equipment, the contract does not cover  
9-1-1 network or managed services. No documentation was provided indicating that the managed services 
solution was added to the state contract through an official procurement process. The managed services 
solution includes NG9-1-1 call routing, CPE and network equipment that connects the CPE. The managed 
services solution is billed based on a “per seat” charge and is supported and managed by the vendor, as 
opposed to the PSAP managing and maintaining the CPE equipment onsite. 
 
The State of Arizona does not have contractual relationships directly with the vendors for the services 
provided or with the PSAPs to act on their behalf; therefore, the Program is not in compliance with state 
procurement and accounting policies when paying these invoices on behalf of the PSAPs. Without this 
contractual relationship, the responsibility for payment for services lie with the PSAPs. MCP recommends 
the Program consider publishing an RFP for statewide ESInet service. A solution derived from an 
appropriate open and competitive procurement will ensure alignment with state laws and regulations and 
also ensure the citizens are receiving the best value in the solution. 
 
7.1.7 Current Funding Request Process 
 
The 9-1-1 Program has a policy that outlines the yearly process for requesting funding and this handbook 
is provided to 9-1-1 system administrators during initial training. The process is documented and provides 
step-by-step instructions on how to submit the funding request. However, MCP could find no 
documentation on how the Program determines the amount of funding to distribute based on requests. In a 
PSAP data document that was provided to MCP, there was a list of PSAPs with the number of funded and 
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unfunded workstations/positions listed for each. However, there is no explanation of any objective criteria 
used by the Program to determine the number of workstations/positions per PSAP. 
 
7.2 Funding Recommendations 
 
Based on MCP’s expertise and review of the state 9-1-1 Program, and leveraging best practices that exist 
at the national-level, the following recommendations are provided for consideration: 
 

Recommendations for Funding Changes 

7.2.1 Assess 9-1-1 Fee 
7.2.2 Enhance Fund Protections 
7.2.3 Establish PSAP Funding Eligibility Criteria 
7.2.4 Review Technology Design and NG9-1-1 Options 
7.2.5 Document the Projected 9-1-1 Budget 
7.2.6 Develop Funding Distribution Methodology 
7.2.7 Develop and Document Funding Policy 
7.2.8 Revise Invoice Payment Process 
7.2.9 Apply the Funding Distribution Methodology (Phase 1 – Short-Term Roadmap) 
7.2.10 Apply the Funding Distribution Methodology (Phase 2 – Long-Term Roadmap) 

 
 
7.2.1 Assess 9-1-1 Fee 
 
Not only does Arizona have the lowest 9-1-1 fee assessed in the U.S., its 9-1-1 fee is significantly lower 
than five states in its region: California, Colorado, New Mexico, Texas and Utah.  
 

Table 7: State 9-1-1 Fee Comparison 

State 9-1-1 Fee Prepaid Wireless Fee 

Arizona $0.20 per subscriber 0.80 of 1% of transaction 

California 0.75% (three-quarters of one percent) of 
intrastate voice revenue 

0.75% (three-quarters of one percent) of 
intrastate voice revenue 

Colorado Range $0.45-$1.75 1.4% of transaction 

New Mexico $0.51 per line 1.38% of transaction 

Texas $0.50 per subscriber, plus $0.06 911 
equalization surcharge 2% of transaction 
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State 9-1-1 Fee Prepaid Wireless Fee 

Arizona $0.20 per subscriber 0.80 of 1% of transaction 

Utah $0.80 per subscriber 1.9% at point of sale 

 
 
MCP recommends that the Program collects data through a statewide study to determine whether a need 
exists to increase the fee. The assessment would help determine the actual number of PSAPs (and 
number of workstations/positions in each) needed to handle 9-1-1 service levels by examining call volume, 
calls for service, geography, population service, political environment, and average call-processing times. 
The Program should collect each PSAP’s total budget to determine the burden of operational costs borne 
by local jurisdictions that are not covered by 9-1-1 revenue. 
 
This data would provide quantifiable insight for the Program to use when determining funding policies and 
needs. In addition to the recommendations in the Governance section of this report about creating a 
strategic plan40 with funding priorities, MCP also recommends that the Program begins to track the 
following data to most accurately determine the real cost of implementing NG9-1-1 service:  
 
• Total amount of funding requested 
• Total amount of requests funded  
• Cost to fund currently “unfunded” PSAPs 
• Projected cost from an RFP for NG9-1-1 services 
• Special project costs funded over the past three years 
• Costs for the items that are added back into the eligible fund costs 
• Data collected in the RFP that reviews NG9-1-1 solutions 
 
With the data collected, the Program should perform an in-depth funding analysis to determine the funding 
needs and priorities.  
 
Notwithstanding the current funding needs, the maturation and full deployment of NG9-1-1 will require 
additional funding for things like cybersecurity services, outreach and training, network and security 
monitoring, and interfaces with neighboring state ESInets. Additionally, stakeholder interviews revealed 
that local entities were not procuring any equipment or providing any services that were not funded through 
the 9-1-1 service fee, especially in rural areas where local funding is scarce. Without consistent, adequate 
NG9-1-1 funding generated by a strategically calculated 9-1-1 fee, local PSAPs may choose not to offer 
NG9-1-1 services to their communities. This would result in varying levels of service provided to 9-1-1 
callers across the state and potentially an increased risk for technical failures resulting in service 
interruption. Arizona must generate enough revenue to cover current costs and provide adequate baseline 
funding for NG9-1-1. 

                                                   
 
40 Recommendation about a Strategic Plan can be found in 4.2.2.  
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To allow for future NG9-1-1 advancements, ideally the state should have the ability to adjust the fee up to a 
certain amount, authorized by statute, and based on identified needs and funding requirements. 
 
7.2.2 Enhance Fund Protections 
 
To help Arizona remain eligible to participate in federal 9-1-1 grant programs, and to further ensure 9-1-1 
fund protection, MCP recommends that language be updated to allow the funds to carry forward for 9-1-1 
use in alignment with strategic planning and to strengthen the language that provides protection from the 
funds being diverted to the general fund and used for non-9-1-1 purposes or to reduce the 9-1-1 levy. It is 
important for the Program to designate or encumber all funds to avoid the perception of having “excess” 
funds. Historically, the appearance of excess funds resulted in funds being diverted and a reduction in the 
9-1-1 levy.  
 
7.2.3 Establish PSAP Funding Eligibility Criteria  
 
Today, the Program lacks established criteria for adding or funding new PSAPs or funding existing PSAPs. 
Therefore, MCP recommends that the Program takes action based on information in this report to establish 
clear funding eligibility requirements that are codified in statute and Administrative Code. 
 
The Program should revise its definition of primary and secondary PSAPs and set a clear policy about the 
minimum technical, operational, and policy requirements that must be met to receive funding. With the 
rising costs associated with technology advancements and PSAP operations, it is not economically 
sustainable or efficient for Arizona to add new PSAPs without careful consideration and clearly defined 
criteria. While definitions of a primary PSAPs differ from state to state, common elements require that it 
will: 
 
1. Operate on a 24-hour basis 
2. Be the first point of contact with the 9-1-1 caller 
3. Either directly dispatch the call to the first responder or transfer/relay 9-1-1 calls to another agency to 

dispatch 
4. Use call handling equipment that receives automatic number identification (ANI) / automatic location 

information (ALI) data from the originating service provider 
5. Communicate with the deaf or hard-of-hearing using telecommunication device for the deaf (TDD) / 

teletypewriter (TTY) technology at every call handling position   
 
Depending on the political climate and the state’s needs, Arizona could decide to fund only one PSAP per 
county, like some states, or decide not to fund any new PSAPs after a specific date. California has a 9-1-1 
Operations Manual41 that contains a very thorough funding policy for adding a new PSAP, which details 
numerous criteria that must be met before funding is considered, such as: 
 
                                                   
 
41 http://www.caloes.ca.gov/cal-oes-divisions/public-safety-communications/ca-9-1-1-emergency-communications-branch 

http://www.caloes.ca.gov/cal-oes-divisions/public-safety-communications/ca-9-1-1-emergency-communications-branch
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• The level of service the PSAP must provide 
• PSAP confirmation of future levels of service 
• Detailed operational plans 
• Commitment to providing NG9-1-1 service 
• Commitment to support text-to-9-1-1 service within 12 months of becoming a PSAP  
 
Further, MCP recommends that the Program uses facilitated sessions to collect feedback from 9-1-1 
stakeholders to help develop the funding criteria and associated policies for this process. Stakeholders 
should weigh in on the following: 
 
• The process for adding a new PSAP, additional workstation/position, or consolidation 
• The policy about funding secondary PSAPs, the definition of a secondary PSAP, and the criteria for 

funding / not funding federal, tribal, and/or private PSAPs  
 
The Program should consider incentivizing collocation or consolidation of PSAPs to improve efficiencies 
and lower costs while supporting more coordinated responses and greater interoperability. Historically, 
PSAP consolidation has had a negative connotation within the 9-1-1 community, because it has sometimes 
meant a reduction in the number of personnel. It is true that some consolidation efforts result in “physical” 
changes, where one PSAP absorbs the work of another and is then decommissioned. However, one 
opportunity when implementing NG9-1-1 is to “virtually” consolidate PSAPs, eliminating duplicate systems 
and sharing technology solutions across multiple PSAPs or throughout a region. The physical PSAPs 
remain separate and operational, but efficiencies are gained by reducing capital, operational, and 
maintenance costs. 
 
7.2.4 Review Technology Design and NG9-1-1 Options 
 
During stakeholder interviews, several PSAPs expressed concern about the lack of Program engagement 
when making the decision to secure the managed services solution. Several PSAPs expressed a belief 
that other solutions may better meet their needs. MCP recommends that the Program consider hosting 
vendor information sessions and conduct due diligence to learn about other vendor offerings and 
technology. Then the Program could initiate an RFP to understand available NG9-1-1 options and put all 
equipment and services on the state contract. Standardizing requirements, as well as terms and 
conditions, will improve interoperability, be more cost effective, and offers the opportunity to share 
technology solutions across multiple PSAPs.  
 
7.2.5 Document the Projected 9-1-1 Budget 
 
In addition to documenting the fund distribution policy, MCP recommends that the Program documents the 
projected 9-1-1 budget—based upon historical revenues, carrier audits and projected revenue—each year 
when the grant process is opened. The budget also should specify the amount allocated per PSAP as 
outlined in the Administrative Code and should specify what the allocation is based upon. As the Program 
develops options to its existing funding distribution method (see Section 7.2.6, below), the resulting 
solution must be documented and clearly communicated in meetings with PSAPs in order to improve 
transparency with the 9-1-1 community. 
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7.2.6 Develop Funding Distribution Methodology 
 
Because Arizona lacks a clear model explaining how it distributes funds to 84 PSAPs, the Program must 
develop a consistent funding-distribution methodology and clearly communicates it to the local 9-1-1 
jurisdictions. 
 
When evaluating fund distribution methods, other states have first established 9-1-1 revenue needs based 
on the number of PSAPs within their state and past budget expenditures. In this situation, the state would 
determine the approximate amount of funding needed to support the number of PSAPs based on the 
eligible costs and increase the 9-1-1 levy to collect the amount needed. There would be a determination on 
the extent to which the state would provide funding to cover eligible costs. 
 
Arizona can model its methodology on those used in other states. Frequently-used distribution formulas / 
methods include: 
 
• Population-Based Formula: Funding for eligible PSAPs is based on population served by each PSAP 
• Call Volume Formula: Funding is based on call volume data provided by each PSAP 
• County-Based Approach: Similar to population-based, funding would be allocated by population 

served by each county and the county would be tasked with distributing it between all PSAPs in that 
county (states that have used this approach were doing so to force consolidation to one PSAP per 
county) 

• Hybrid Approach: Some states use a population or call volume formula for a percentage of the fund 
distribution (e.g., 50%, 65%, 83%, etc.), with the remain portion of the fund allocated via a competitive 
grant program. States that use this method will provide funding equally for all PSAPs and then fund 
(typically capital) program using a needs-based, prioritized criteria to award the remaining portion of 
the fund. In this manner, states can prioritize and incentivize outcomes such as shared equipment 
purchases. Some states will limit the amount or frequency of grant request. 

• Emergency Funding Request: Some states will reserve a certain portion of their fund to be used to 
assist PSAPs with emergency situations (a request to repair or replace PSAP equipment that without 
the funding, would severely impair the PSAP’s ability to answer or process 9-1-1 calls). Emergency 
funding request would be approved on a case-by-case basis and typically would have additional 
restrictions (e.g., reduction of future grant awards) to prevent misuse of this exceptional situation. 

• Statewide Projects: Although not currently supported by state statute, some states will reserve a 
portion of the 9-1-1 fund for statewide projects, such as NG9-1-1 and implementing a statewide ESInet. 
These statewide projects benefit all PSAPs across the state and have been found to be an efficient 
and cost-effective use of 9-1-1 revenue. 

 
Whichever method Arizona uses for disbursing funds, it should be fair and equitable, and meet the varied 
needs of the PSAPs within the state. It is recommended that the Program solicit input and feedback from 
9-1-1 stakeholders to establish priorities and funding criteria. This will help overcome the concerns about 
the lack of transparency in how funds are distributed that were expressed during stakeholder interviews. 
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7.2.6.1 Review and Assess Number of Call Answering Positions 
 
One driver of cost is the number of call answering workstations/positions at each PSAP. While every PSAP 
should have a minimum of two workstations/positions, the number of workstations/positions authorized 
should be adjusted based upon nationally recognized standards. Standards from the NENA, APCO and 
NFPA all have standards that speak to minimum equipment and staffing levels required to support the 
PSAP’s incoming call volume. When reviewing PSAP busyness, the “Erlang C” calculation model is often 
used in conjunction with PSAP metrics, such as: 
 
• Number of calls for the 10 most busy (“peak”) hours over the past 12 months 
• Number of calls per year 
• Length of average call from answer to disconnect/transfer  
 
It should be recognized that some PSAPs have unique requirements that necessitate additional 
workstations/positions and that PSAPs may elect to retain workstations/positions beyond what are 
reimbursed through state funding. However, when determining the number of workstations/positions for 
new PSAPs or those PSAPs that are consolidating, the number of workstations/positions should be 
determined based on established criteria. 
 
7.2.7 Develop and Document Funding Policy 
 
Once the Program has agreed on the funding methodology, the Program must document its funding policy 
as a part of the program policy manual recommended in Section 6.2.2, Develop a Program Policy Manual. 
The funding policy should include the following components: 
 
• State 9-1-1 budget 
• State funding priorities (based on strategic goals in the Arizona 9-1-1 Strategic Plan) 
• Fund management 
• Fund allocation formula 
• Fund distribution process 
• Funding eligibility requirements/criteria 

− List of eligible items 
− System lifecycle replacement schedule / limits 
− Criteria for funding primary PSAPs 
− Local 9-1-1 authority reporting requirements 

• Stakeholder involvement in priority and criteria setting 
 
7.2.8 Revise Invoice Payment Process 
 
To bring the Program into compliance with state fiscal rules and to streamline payments to vendors, GFR 
will leverage the State’s eCivis Grant Portal for 9-1-1 system administrators to submit annual funding 
request and submit invoices for approval. Once approached by the Program, funds are distributed to the 
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9-1-1 system administrator for payment. Effective with the FY2020 budget cycle (July 1, 2019), the new 
process will simplify the approval process and eliminate the likelihood of late fees and penalties. 
 
Changes to the Administrative Code will be required to align the Code with this new process. In addition, 
because the system administrators are mostly volunteers,42 they are not currently authorized to sign 
contracts or checks for the region and are not the signatory on the vendor’s contract. Without any legal 
authority, the administrators cannot be held accountable for the regional distribution or use of funds. 
 
MCP recommends that the Program requires agreements or memoranda of understanding (MOUs) 
between the PSAPs and the system administrators that grant them legal authority to act on the PSAP’s 
behalf. These agreements/MOUs should be submitted to the Program as part of the annual system service 
plan update.  
 
7.2.9 Apply the Funding Distribution Methodology (Phase 1 – Short-Term Roadmap) 
 
Implementing a transparent, objective, and policy-based fund distribution methodology will take some time 
and should be applied in a two-phased approach. A short-term approach must be adopted to reset the 
distribution process, while the long-term process is developed, and stakeholders are invited to participate 
by providing input and feedback. 
 
As part of the Phase 1 implementation, the Program will need to make several decisions, as previously 
discussed: 
 
• Review and determine the list of PSAPs eligible for funding 

− Decide if all current PSAPs will be funded for the next funding period or if some PSAPs will be 
added or dropped from the program 

− The Program may determine it is in the best interest of the State to continue to fund all current 
PSAPs and establish a phase-out period for PSAPs that no longer meet its funding criteria (i.e., 
PSAPs that handle less than 300 calls per month, private PSAPs, etc. 

− The Program should consider funding PSAPs that are currently unfunded, but meet the revised 
eligibility criteria 

• Review and update (as needed) the list of eligible uses of 9-1-1 funding 
• Determine an interim funding formula 

− If the Program has not selected a formulaic method, one option would be to fund PSAPs based on 
past funding levels. For example, in 2015, when the Commonwealth of Pennsylvania transitioned 
to a new funding model, they provided PSAPs with 106 percent of the average of each PSAP’s 
reimbursement over the last five years 

• Determine the amount and percentage of PSAP costs that can be reimbursed, based on established 
criteria and the use of any existing fund balance. 

 

                                                   
 
42 With the exception of system administrators serving in the Maricopa region. 
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Once decisions have been made and criteria established, the Program should create a budget to allocate 
funds on a per-PSAP basis, covering required and eligible expenses for operating its 9-1-1 system. PSAPs 
would no longer request that funds be allocated, but instead would provide the required updated 9-1-1 
service plan that includes contracted vendor information and funding needs projections.  
 
Revenue collected through the 9-1-1 fee that is left over after funding local PSAP operations would go into 
a separate fund that would be used to fund special projects / grant requests, emergency requests, and/or 
statewide projects. Ideally, enough 9-1-1 revenue would be collected to fund all items required for 9-1-1 
service and still provide for this separate fund. The Program would compare local funding requests for 
special projects with the priorities in the strategic plan to determine the highest return on investment and 
alignment with the state’s strategic direction.  
 
This recommendation can serve as an interim step toward Phase 2, or it can stand alone as a path 
forward. The Program should continue to progress the funding methodology by implementing the 
recommendations in Phase 2 and takes the necessary steps to increase the 9-1-1 levy.  
 
7.2.10 Apply the Funding Distribution Methodology (Phase 2 – Long-Term Roadmap) 
 
While Phase 1 is a viable option for working with the current revenue, Phase 2 will help further mature the 
9-1-1 funding model and ensure informed funding decisions are being made to support the advancement 
of 9-1-1 and NG9-1-1 services throughout the state. At a high level, Phase 2 is dependent on creation of a 
strategic plan, 9-1-1 Program strategic decisions, and taking steps recommended in sections 7.2.1 – 
7.2.10. These high-level steps provide the foundation for the long-term 9-1-1 roadmap and can be done in 
parallel. This is a long-term process, and each step will require Program decisions based upon engaged 
stakeholder feedback.  
 

 
Figure 4: Long-Term Funding Roadmap 
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Specifically related to funding, Phase 2 would include the actions included in the table below.  
 

Table 8: Phase 2: Funding Actions and Activities 

Action Activities 

1. Collect Data to Inform Budget and 
Determine any Necessary 9-1-1 Fee 
Modification 

• Collect and analyze data points on: 
− Total amount of funding requested 
− Total amount of requests funded 
− Cost to fund currently unfunded PSAPs 
− Conduct vendor information-gathering sessions (RFI) to 

understand all NG9-1-1 solutions and determine 
appropriate options 

− Projected cost from an RFP for NG9-1-1 services 
− Special project costs funded over past 3 years 
− Costs for the items that are added to the eligible fund 

costs 

2. Develop Funding Eligibility Criteria 

• Define criteria for adding a new eligible PSAP based on 
research 

• Review and finalize funding eligibility criteria 
• Engage stakeholders for input on process and policy 

3. Develop 9-1-1 Budget 

• Review collected data 
• Decide on funding distribution methodology 

− Agree to funding formula (e.g., population-based, lump 
sum to County) 

• Release RFP 
• Establish surplus fund 

4. Update and Document Funding 
Policy 

• Ensure Code/statute reflect process and protect the fund 
• Communicate policy to stakeholders 
• Document policy in 9-1-1 Program policy manual 

5. Revise Invoice Payment Process 

• Depending on governance discussions, develop MOUs 
between PSAPs and system administrators so they can 
legally approve invoices 

• Depending on outcome of RFP/vendor meetings 

 
 
It is important to remember that it may take a few budget cycles and further information from the PSAPs to 
determine their average costs. Adjusting the 9-1-1 fee will require time from both the Program and 
stakeholders, along with more detailed analysis of services in the state. However, utilizing this option will 
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provide the Program and stakeholders with a more robust funding methodology based on actual needs and 
data.  
 
 

8 Recommendations 

Throughout this assessment, MCP has identified many recommendations for the 9-1-1 Program. It will take 
time to analyze the information and plan future actions based upon the recommendations; however, some 
action must be taken immediately to support and implement future recommendations.  
 
Table 9 below highlights the short-term recommendations. These steps must be taken before the Program 
can implement the long-term recommendations listed in Table 10.  
 

Table 9: Short-Term Recommendations 

Section Subsection Recommendation 

9-1-1 Program  3.2.1 
Develop a Policy and-Procedure Manual that outlines the 9-1-1 
Program’s roles and responsibilities. Train all Program staff on the 
policies. 

Governance 4.2.1 
The Program should continue to pursue the proposed SIEC 
structure and standing 9-1-1 subcommittee because each will offer 
the opportunity for collaboration and stakeholder involvement. 

Governance 4.2.2 

Modify the current state 9-1-1 plan to establish a 9-1-1 Program 
strategic plan and evolve the document into a more strategic, plan 
that encompasses the Program’s vision, mission, and strategic 
initiatives that will advance 9-1-1 service throughout Arizona. 

Statute and 
Regulatory 5.2.1 

Determine alignment between the state statute and the 
Administrative Code, which gives the Program its responsibility and 
the authority it needs to move forward with NG9-1-1. 

Statute and 
Regulatory 5.4.1 

Update the Code to accommodate existing technology, to prepare 
for the transition to new state administrative roles, and to revise 
terminology and program functions. 

Funding 7.2.1 Complete a funding needs assessment to understand the legacy 
9-1-1 and future NG9-1-1 costs for the state. 

Funding 7.2.3 Establish PSAP funding eligibility criteria. 
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Table 10: Long-Term Recommendations 

Recommendation 
Number Subsection Recommendation 

Program  

1 3.2.1 Implement a regular review (at least annually) of the Policies and 
Procures Manual 

2 3.2.2 Revise organizational roles and responsibilities 

3 3.2.3 Expand staff duties 

4 3.2.4 Add future staff roles 

Governance 

5 4.2.2 
Revise and evolve the Arizona State 9-1-1 Plan to create two 
documents: 1) Arizona 9-1-1 Program Strategic Plan; and 2) the 
Arizona NG9-1-1 Implementation Plan 

6 4.2.3 Develop a communication plan 

Statutory/Regulatory 

7 5.2.2 Align statue and Code with National 911 Program guidelines as 
outlined in Appendix C 

8 5.3.1 

Update statute language to add new and emerging technology 
elements, change title and responsible agency, add statewide 
coordination language, and clarify the Program’s role in the new 
environment  

9 5.3.2 Update statutory language regarding the annual service provider 
audit to include more-generic and technology-neutral language. 

10 5.3.3 Ensure liability protection for the Program 

11 5.3.4 Add liability protection for NG9-1-1 technology providers 

12 5.3.5 Evolve or dissolve the system administrator role 
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Recommendation 
Number Subsection Recommendation 

13 5.3.6 
Engage and educate stakeholders and business community 
regarding federal MLTS legislation and determine whether statute 
changes are appropriate 

14 5.4.2 Require a comprehensive statewide strategic 9-1-1 plan  

15 5.4.3 
Update statute to require annual updates to the system service 
plan for each PSAP jurisdiction, require annual updates, and 
make them a condition of funding 

16 5.4.4 Add responsibility to establish funding criteria, priorities and 
distribution process 

17 5.4.5 Amend the Code to require local jurisdictions to have an 
interagency agreement with neighboring jurisdictions 

Policy 

18 6.2.1 Establish a policy-development methodology that can serve as the 
roadmap for setting 9-1-1 policy 

19 6.2.2 Develop a Program policies and procedures manual to establish 
baseline expectations. 

20 6.2.3 Clarify and communicate 9-1-1 fund distribution policy 

21 6.2.4 Formalize a process for reviewing policies annually to identify 
modifications to existing policies or to add new policies 

Funding 

22 7.2.2 Update statute to allow funds to carry forward for 9-1-1 use in 
alignment with strategic planning, and enhance fund protection 

23 7.2.4 Review technology design and initiate an RFP to understand 
available NG9-1-1 options and add services on the state contract 

24 7.2.5 Document the projected 9-1-1- budget based upon historical 
revenues, carrier audits and projected revenue 

25 7.2.6 Develop funding distribution methodology 
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Recommendation 
Number Subsection Recommendation 

26 7.2.7 Develop and document funding policy as part of the policies and 
procedures manual 

27 7.2.8 Revise invoice payment process  

28 7.2.9 Apply Phase 1 of the funding distribution methodology  

29 7.2.10 Apply Phase 2 of the funding distribution methodology  

 
 

9 Conclusion 

Arizona’s 9-1-1 Program is in the midst of a significant transformation that ultimately will improve the 
service it provides to the 9-1-1 community, which in turn will help protect all those who live, work, or visit 
the state. The assessment identified several areas of program operations that require immediate attention 
to improve transparency, establish consistent and objective policies, and to restore stakeholder trust in the 
Program. 
 

Seven recommendations are the highest priority: 

• Developing a Program Policy and Procedure Manual 
• Pursue the proposed SIEC governance structure  
• Establish a State 9-1-1 Strategic Plan 
• Align and revise the state statute and Administrative Code 
• Complete a funding needs assessment 
• Establish PSAP funding eligibility criteria 

 
With recent staff changes and new employees, it is important for the Program to leverage services within 
the GFR or other state departments (and potentially subject matter expert consultants) to establish “quick 
wins” with the 9-1-1 stakeholder community. Twenty-nine long-term recommendations are provided to help 
mature the program, improve efficiencies, and to provide the foundation for a strong, visionary program, 
that will lead the state to fully-implement NG9-1-1. 
 
This transition will likely encounter challenges and setbacks along the way. Embracing the input and 
insight of the many passionate and dedicated 9-1-1 professionals will help mitigate the risks and speed 
progress toward achieving the Program’s strategic goals.  
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Appendix A – 9-1-1 Program Responsibilities 

Responsibility Areas Tasks Currently Performed Tasks Not Currently Performed 

Legislative 

• PSAP Compliance  • Statute changes 
• Code changes 
• Political support/advocacy 
• Measurement and outcomes 

Policy 

• Rules interpretation of legislative 
and code changes 

• Strategic planning 
• Policy development 
• Measurement and outcomes 
• External/internal policy 

conformance monitoring 

Funding 
• Reporting 
• PSAP Compliance 

• Procedures 
• Distribution 
• Compliance 

Governance 
• N/A • Oversight body 

• Strategic planning 
• Board/commission/committee 

Technology 

• Management/oversight 
• Implementation coordination 
• Maintenance 

• Procurement support 
• Performance and standards 
• Compliance/interconnection 
• Virtualization 
• Physical security 
• Cybersecurity 
• Continuity of operations 

(redundancy/backup) 
• Interoperability 

Information and 
Content Management 

• Data rights 
• Access control 
• Database development and 

standards/MOU maintenance 
− IP network analytics 

• Central repositories/web services 
• Database Development and 

Standards/MOU maintenance 
− Statewide GIS 
− Text-to-9-1-1 

• Reporting, analytics, and 
forecasting 
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Responsibility Areas Tasks Currently Performed Tasks Not Currently Performed 

Operations 

• Routing 
• Outage Monitoring 

• Load-sharing 
• Interoperability 
• Contingencies 
• Security 

Communication & 
Outreach 

• Relationship management 
(PSAPs/vendors/intra-
department/inter-department) 

• Some training 
• Stakeholder engagement 
• Customer support 
• Public education 

• Minimum training standards 
requirements 
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Appendix B – Stakeholder-Driven Governance Groups 

State Stakeholder-Driven Governance Groups 

Tennessee 

The Tennessee Emergency Communications Board (TECB) consists of nine members 
comprising county and city government representatives, a public citizen representative, 
and six regional representatives from the 100 emergency communication districts 
(ECDs) in the state—which are similar to county PSAPs. The TECB receives input 
directly from the ECDs through meetings, annual town hall meetings, a newsletter, 
surveys, conferences and TECB committee participation. 

Virginia 

The 9-1-1 Services Board is a 16-member board with public safety representatives 
appointed by the Governor for five-year terms. Members reflect regional diversity and 
diverse public safety disciplines and the group coordinates with the Regional Advisory 
Committee (RAC) regional coordinators at the state level to provide input and policy 
direction. 

Maryland 

The Maryland Emergency Numbers System Board (ENSB) has statewide and 
discipline-specific stakeholder representatives. The ENSB's 17 members represent 
diverse disciplines across public safety and are appointed to four-year terms by the 
Governor with Senate advice and consent. The Governor names the chair.  

Minnesota 

The Statewide Emergency Communications Board (SECB), five regional 
communications boards, and two regional emergency services boards all work together 
to manage all aspects of emergency communications in the state (i.e., radio, 
FirstNet/NPSBN, IPAWS, 9-1-1). Reporting to each board are subcommittees and 
workgroups.  

Pennsylvania 

The Pennsylvania Emergency Management Agency (PEMA) uses a 9-1-1 advisory 
board and engages 9-1-1 stakeholders throughout the state who participate on a 
voluntary basis. It includes 19 voting members, six of which are 9-1-1 coordinators 
representing the state’s regions.  

Kansas 

The Kansas 911 Coordinating Council was created by the Kansas 911 Act (K.S.A 12-
5362 et seq) and is tasked with monitoring the delivery of 9-1-1 services and developing 
strategies for future enhancements to the 9-1-1 system. Council representatives—
subject-matter experts having special background and experience with 9-1-1 and public 
safety—are appointed by the Governor. Council membership includes 17 voting 
members and nine non-voting members.  

https://www.tn.gov/commerce/emergency-communications.html
https://www.vita.virginia.gov/integrated-services/psc-9-1-1-services/9-1-1-services-board/
http://www.dpscs.maryland.gov/agencies/ensb.shtml
https://dps.mn.gov/entity/secb/governance/Pages/default.aspx
https://www.pema.pa.gov/911/Pages/9-1-1-Advisory-Board.aspx
http://www.kansas911.org/about-us/
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State Stakeholder-Driven Governance Groups 

Michigan 

The State 911 Committee (SNC), which is a statutorily created committee under 
Michigan’s Public Act 32 of 1986, as amended, has 21 members representing local 
public safety, private sector, industry, and state services. SNC was established in 
accordance with the Emergency 9-1-1 Service Enabling Act to promote the successful 
development, implementation, and operation of 9-1-1 systems across the state of 
Michigan. The SNC meets quarterly, while its subcommittees may meet more 
frequently. 

Utah 
Utah Communications Authority (UCA) and its 9-1-1 division utilizes an operations 
advisory committee and regional advisory committees to work with local and state public 
safety stakeholders to implement a statewide NG9-1-1 system in the state. 

South Dakota 

The South Dakota 911 Coordination Board is an 11-member board with stakeholder 
members appointed by the Governor for staggered three-year terms. Board members 
represent cities, counties, professional organizations, associations and service 
providers.  

 
  

https://www.michigan.gov/msp/0,4643,7-123-72297_47748_68420---,00.html
http://uca911.org/
https://dps.sd.gov/emergency-services/state-9-1-1-coordination
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Appendix C – Best Practices Gap Analysis 

MCP applied the National 911 Program’s National 9-1-1 Assessment Guidelines to evaluate the state’s 
current legislation and make recommendations. 
 
STATUTORY/REGULATORY 
 
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. 
 

National 911 
Program Guideline Current Legislation Recommendation 

SR1: The statutory 
environment 
provides for 
comprehensive 
statewide 9-1-1 
coordination. 

While the current statutory language 
states the Assistant Director’s 
responsibilities, there is no overarching 
statement that the department is 
responsible for statewide 9-1-1 
coordination. 

Explicit statement of authority should be 
given to the agency/department 
responsible for 9-1-1 oversight; this 
authority should be codified in statute. 

National 911 Program guidelines suggest 
that statewide coordination should include 
all 9-1-1 stakeholders, all 9-1-1-
accessible services (e.g., wireline, 
wireless, voice over Internet Protocol 
[VoIP], NG9-1-1 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 
stakeholders, public education, training, 
enforcement, rulemaking, procurement 
authority, grant writing assistance, grant 
management, dispute resolution, and 
program evaluation. 

SR2: The state has 
a designated 

Administrative Code R2-1-401 – Defines 
the Assistant Director position, but does 

If the structure 9-1-1 activities change, or 
if the activities are assigned to a different 
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National 911 
Program Guideline Current Legislation Recommendation 

statewide 9-1-1 
coordinator. 

not state that the Assistant Director has 
responsibility for statewide 9-1-1 
coordination.  

Current definition:  
1. "Assistant Director" means Assistant 

Director of the Information Services 
Division of the Arizona Department of 
Administration. 

position/title, this reference also must 
change. The statute should be clear as to 
which position/title is designated as the 
state 9-1-1 coordinator. 

SR3: The statutory 
environment 
defines 
jurisdictional roles 
and 
responsibilities. 

Administrative Code R2-1-404 – The 
Certificate of Service Plan Approval gives 
the Assistant Director authority to 
approve/disapprove 9-1-1 plans. 

Clarify title and agency. The working title 
of the planning committee chairperson is 
9-1-1 system administrator. 

The 9-1-1 Planning Committee, as 
referenced in Arizona statute, refers to 
the local agency planning committee that 
was constituted at the inception of 9-1-1 
services in the jurisdiction. It does not 
refer to a state-level planning committee 
with stakeholder participation.  

The roles and responsibilities of the 
Assistant Director, 9-1-1 system 
administrator, etc. should be clearly 
defined. 

If there is a state-level review process for 
9-1-1 plans, the relevant group and/or 
individual title and responsibilities also 
should be clarified. 

SR4: The statutory 
environment 
provides for 
dedicated and 
sustainable 9-1-1 
funding. 

Administrative Code R2-1-401 – 
Definition of "fund" means the emergency 
telecommunication services revolving 
fund established in A.R.S. § 41-704, 
Emergency telecommunication services; 
administration; revolving fund, subsection 
B.  

Regarding interest on the fund, § 41-704, 
subsection C, states: “At the end of each 
fiscal year, any unexpended monies in 
the fund, including interest, shall be 

§ 41-704 also needs to change. 

Interest should be reinvested in the fund 
for use by the state grant program or 
other statewide 9-1-1 uses, but not to 
reduce the levy or provide additional 
reimbursement to providers.  

The funding mechanism should be 
technology-neutral, allow for capital and 
operational expenditures, and address 
capital replacement needs. Surcharge 
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National 911 
Program Guideline Current Legislation Recommendation 

carried over and do not revert to the 
general fund but shall be applied to the 
extent possible to reduce the levy under § 
42-5252, subsection A, for the following 
fiscal year.” 

Subsection B states: “The department 
may use up to two-thirds of the five per 
cent of the amounts deposited annually in 
the revolving fund for administrative 
costs.” 

Subsection B also authorizes 
establishment of an emergency 
telecommunication services revolving 
fund to be administered by the “director” 
(meaning the Department of 
Administration director). 

Sustainability of the fund is not 
addressed. 

money dedicated to 9-1-1 only should be 
used for 9-1-1 purposes. The review 
should examine the dedicated revenue in 
relation to the uses established by 
Arizona. The statute should protect the 
revenue stream and establish a 
mechanism for adjusting it as conditions 
change.  

Wireless cost recovery is still in effect by 
statute; this should be removed as the 
question was settled by the FCC many 
years ago. Cost recovery by wireless 
carriers is not required. Those monies 
should be utilized to improve 9-1-1 
service at the state and local level. 

Arizona should conduct an annual audit of 
all service providers to ensure that the  
9-1-1 fund is receiving all revenues to 
which it is entitled. Further, service 
providers must be made to "certify" their 
subscribers as they exist today. Arizona 
statute requires this and the practice 
should continue; however, the reference 
should be more generic and technology 
neutral.  

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. 

§ 41-704 defines how the 9-1-1 fund can 
be used, e.g., at the end of the fiscal year 
any unexpended monies including 
interest shall be carried over and do not 
revert to the general fund but shall be 
used to reduce the levy (fee collection). 

Protection language appears to be 
adequate, but funds have been previously 
diverted anyway. In many cases, despite 
efforts to protect funds, government has 
the right to determine appropriate uses of 
the funds it collects. Every avenue should 
be considered to protect the 9-1-1 fund 
from uses other than those defined in 
statute. Some suggestions are provided 
for consideration:  

Virginia – “There is hereby created in the 
state treasury a special non-reverting 
fund to be known as the Wireless E-911 
Fund (the Fund). The Fund shall be 
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National 911 
Program Guideline Current Legislation Recommendation 

established on the books of the 
Comptroller. Interest earned on moneys 
in the Fund shall remain in the Fund and 
be credited to it. Any moneys remaining in 
the Fund, including interest thereon, at 
the end of each fiscal year shall not revert 
to the general fund but shall remain in the 
Fund.” 

Kansas – 12-5368: “911 state fund and 
911 state grant fund. (a) Upon the advice 
and consent of the 911 coordinating 
council, the LCPA43 shall establish the 
911 state fund and the 911 state grant 
fund which shall not be part of the state 
treasury. On or after the effective date of 
this section, the secretary of 
administration shall certify all unobligated 
funds remaining in the wireless enhanced 
911 grant fund as having originated as 
either federal grant moneys or 911 fee 
moneys. All such moneys originating from 
911 fees, and any interest accrued on 
such fees, shall be paid to the LCPA for 
deposit in the 911 state grant fund. All 
unobligated federal moneys, and any 
interest accrued on such moneys, shall 
be transferred to the 911 federal grant 
fund.”  

Kansas – 12-5374 (distribution of 911 fee 
moneys):  

“…Such moneys distributed to counties 
and PSAPs only shall be used for the 
uses authorized in K.S.A. 2015 Supp. 
12-5375, and amendments thereto.”  

Pennsylvania – Act 12, § 5306.1 Fund (c) 
(3): “Money from the fund shall not be 

                                                   
 
43 Local collection point administrator. 
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National 911 
Program Guideline Current Legislation Recommendation 

transferred for General Fund use by the 
Commonwealth or counties.”  

Minnesota – 403-11, Subdivision (b): 
“Money remaining in the 911 emergency 
telecommunications service account after 
all other obligations are paid must not 
cancel and is carried forward to 
subsequent years and may be 
appropriated from time to time to the 
commissioner to provide financial 
assistance to counties for the 
improvement of local emergency 
telecommunications services.” 

SR6: The statutory 
environment 
authorizes the 
operation of a 
9-1-1 system. 

Administrative Code R2-1-404 – The 
Certificate of Service Plan Approval gives 
authority to the Assistant Director to 
approve/disapprove 9-1-1 plans. It also 
allows local 9-1-1 authorities to submit 
plans to operate 9-1-1 systems, but there 
is no explicit assignment of statewide 
coordination other than the authority to 
approve individual plans. 

Add NG9-1-1 statewide coordination as a 
role/responsibility of the state Program. 

Retain language that allows the statewide 
9-1-1 system administrator to 
approve/disapprove 9-1-1 plans. The 
process and criteria for plan approval 
should be documented.  

SR7: The statutory 
environment 
provides for 
interlocal 
cooperation. 

None. There is no state-level authorized 
planning committee, only local 9-1-1 
planning committees. MCP recommends 
(see Governance section in this report) 
that a state-level key stakeholder group 
be made part of the process of state-level 
oversight responsibilities. This 
involvement may include plan review, 
policy development, or recommendations 
regarding guidelines, standards and best 
practices. 

In addition, the state should ensure that 
interlocal agreements exist between 
PSAP jurisdictions or regional authorities 
through the system service plan update 
process. 
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National 911 
Program Guideline Current Legislation Recommendation 

SR8: The statutory 
environment 
enables and allows 
public and private 
cooperation in 
providing 9-1-1 
services required 
by statute. 

None. This guideline refers to the ability of the 
state agency to procure services from 
private entities—for example network 
providers or third-party GIS services— to 
provision 9-1-1 services. Other examples 
include a statewide educational institution 
that operates a broadband network 
throughout Arizona to link its educational 
facilities. Such a network might be 
implemented via a contract between the 
educational entity and the broadband 
provider, and might be leveraged as a 
backbone or backup system to support 
9-1-1 service. This might require a state 
9-1-1 agency to contract directly with the 
educational institution or the broadband 
provider. Statute needs to permit this sort 
of public/private arrangement. 

SR9: The statutory 
environment 
provides 
contractual 
authority to 
procure and/or 
operate statewide 
9-1-1 components. 

None. Statute should provide explicit authority to 
procure and/or operate services at the 
state level. 

SR10: The state 
fosters an open and 
competitive 
procurement of 
9-1-1 services. 

To assess the state’s compliance with this 
guideline, Chapter 23 Arizona 
Procurement Code was reviewed along 
with other pertinent purchasing 
code/rules.  

The purpose of this chapter (and Laws 
1984, Ch. 251, 1 and 40) is to:  

Subsection 5: “Ensure the fair and 
equitable treatment of all persons who 
deal with the procurement system of this 
state.”  

From our assessment, it appears that 
Arizona fosters an open and competitive 
procurement process, which should be 
applied to the procurement of 9-1-1 
services going forward to ensure 
transparency.  

In the rewrite of System Service Plan 
templates and documentation required as 
part of the grant process, Arizona should 
obtain a commitment from the local 9-1-1 
jurisdiction applying for funds that it also 
fosters an open and competitive 
procurement methodology for that part of 
its grant request. This could be as simple 
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Program Guideline Current Legislation Recommendation 

Subsection 7: “Foster effective broad-
based competition within the free 
enterprise system.”  

In addition, § 41-2532, Methods of source 
selection, stipulates that: “Unless 
otherwise authorized by law, all state 
contracts shall be awarded by competitive 
sealed bidding as provided in section 41-
2533, or as provided in sections 41-2534 
through 41-2538 and sections 41-2554, 
41-2558, 41-2559, 41-2572, 41-2578, 41-
2579, 41-2581 and 41-2636.” 

as checking a box on the template or as 
detailed as describing the process 
followed by the jurisdiction. 

SR11: The 
statutory 
environment 
provides liability 
protection. 

12-713 – Providers of emergency 
services; civil liability 

“In the provision of 911 services, a 
person, a provider as defined in § 42-
5251 or a public entity or any employee of 
the public entity is not liable for damages 
in any civil action for injuries, death or 
loss to a person or property that are 
incurred by any person with respect to all 
decisions made and actions or omissions 
taken that are based on good faith 
implementation except in the cases of 
wanton or willful misconduct, regardless 
of technology platform including a public 
safety radio communications network, 
that receives, develops, collects or 
processes information for the service's 
location information databases, relays, 
transfers, operates, maintains or provides 
emergency notification services or system 
capabilities, or provides emergency 
communications or services for 
ambulances, police and fire departments 
or other public safety entities.” See also 
12-820.  

MCP reviewed the definition of a public 
entity in Arizona (§ 41-1492) for additional 
clarification. "Public entity" means any: (a) 
state or local government and (b) 
department, agency, special-purpose 
district, or other instrument of a state or 
local government, including the 
legislature.  

We concur with the statements that 1) 
PSAPs and personnel appear to be 
covered and 2) PSAP personnel appear 
to be covered if providing EMD and first-
aid and following protocols approved by 
medical direction in accordance with 
statute. The key phrase here is “good 
faith” and that PSAP personnel did not act 
with wanton or willful misconduct. If PSAP 
personnel did act with wanton or willful 
misconduct, then it is possible that the 
personnel and PSAP both can be held 
liable.  

MCP also analyzed the question of 
whether the state 9-1-1 Program is 
protected by the immunity statutes 
concerning decisions it makes that 
ultimately result in a service outage or 
disruption. §12-713 contains the following 
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2005 Arizona Revised Statutes – Revised 
Statutes — §12-820.01 provides absolute 
immunity: 

Subsection A: A public entity shall not be 
liable for acts and omissions of its 
employees constituting either of the 
following: 

1. The exercise of a judicial or legislative 
function. 

2. The exercise of an administrative 
function involving the determination of 
fundamental governmental policy. 

Subsection B: The determination of a 
fundamental governmental policy involves 
the exercise of discretion and shall 
include, but is not limited to: 

1. A determination of whether to seek or 
whether to provide the resources 
necessary for any of the following: 

(a) The purchase of equipment. 
(b) The construction or maintenance of 
facilities. 
(c) The hiring of personnel. 
(d) The provision of governmental 
services. 

phrase: “A public entity or any employee 
of the public entity is not liable for 
damages in any civil action for injuries, 
death or loss to a person or property that 
are incurred by any person with respect to 
all decisions made and actions or 
omissions taken that are based on good 
faith implementation except in the cases 
of wanton or willful misconduct.” 
Consequently, MCP believes that the 
state 9-1-1 Program would be covered if 
its decisions were made in good faith and 
it believed those decisions were in the 
best interest(s) of Arizona. 

From what we have reviewed, the law 
tends to give the benefit of the doubt to 
those who act in good faith, which 
protects them from liability. Nevertheless, 
every practice or process in the state 
9-1-1 Program should be documented; 
the Program should seek a formal opinion 
from its legal support on this issue. To 
further limit risk, for each responsibility 
that is granted the Program by statute or 
code, there needs to be a policy that 
documents how that responsibility will be 
addressed and followed. 

SR12: The 
statutory 
environment fosters 
the adoption of 
technical and 
operational 
consensus 
standards for the 
statewide system. 

None An SIEC is a good place to start to build 
an all-encompassing governance 
structure to oversee all aspects of 
communications in the state. Governance 
is essential for effective program 
management that meets the needs of the 
constituency. 

SR13: A 
mechanism is in 
place for periodic 

Administrative Code must be reviewed by 
a formal process and submitted to the 
Governor’s Regulatory Review Council 

No change recommended at this time. 
The statute provides the state 9-1-1 
Program with the authority to request the 
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reviews of 
statutes and 
regulations. 

(GRRC) every five years. If rule changes 
are identified, the agency starts a rule 
promulgation process to change the rules. 

§ 41-704 requires that the ADOA 
recommends to the Legislature every two 
years the amount of excise tax needed to 
conduct the 9-1-1 program activities. 

amount of excise tax. There is a defined 
process, through the activities and 
responsibility of the GRRC, to look at all 
rules. The Program will participate in that 
process.  

SR14: The 
statutory 
environment 
provides for 
stakeholder 
involvement. 

There is stakeholder involvement to a 
varying degree at the local 9-1-1 authority 
level. It is not a requirement but has 
become the practice. As the 9-1-1 system 
administrator role has matured over time, 
the local 9-1-1 authorities select an 
agency to provide the system 
administration services to a group of local 
authorities. That system administrator 
coordinates at the regional level and 
interacts with the state. The degree to 
which local 9-1-1 jurisdictions are 
involved as stakeholders varies by locality 
and region. 

Administrative Code R2-1-402 – 
Establishment of a 9-1-1 Planning 
Committee  

1. To qualify for funding under § 
41-704, subsection B, all public or 
private safety agencies in a specific 
geographic area to be served shall 
establish a 9-1-1 planning committee 
to develop a service plan.  

2. A 9-1-1 planning committee shall 
include representation from all public 
and private safety agencies located 
within the specific geographic area 
that have the authority to provide 
firefighting, law enforcement, 
ambulance, or other medical or 
emergency services. 

The agreement between the local 9-1-1 
authorities and the identified agency 
providing system-administration services 
should be written and formally adopted by 
the parties. Follow up and reporting to the 
parties on what has and is being done on 
their behalf—and as part of the system-
administration services—should be 
communicated regularly and the process 
for doing so should be part of that 
agreement. Expectations of the parties 
should be clarified, compensation, if any, 
should be identified, and performance 
measurements should be outlined in the 
agreement. 

The state 9-1-1 Program should find a 
way to engage stakeholders in its 
processes and policy development if the 
proposed SIEC 9-1-1 subcommittee is not 
adopted. 

This requirement relates to the original 
service plan that was identified at the 
inception of 9-1-1 service in Arizona. This 
stakeholder involvement should be 
expanded to include overall planning and 
decision-making today and submission of 
annual system service plan updates. 

If the recommendation of the Program is 
accepted by the Governor and the SIEC 
is allowed to establish a 9-1-1 
subcommittee under its current structure, 
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this also will facilitate stakeholder 
engagement at the state level. 

SR15: Service 
providers that 
deliver and/or 
enable 
telecommunications 
services to the 
public are involved 
in the 9-1-1 system. 

Legacy 9-1-1 and NG9-1-1 service 
providers have worked with the state 
9-1-1 Program to develop service 
offerings for local 9-1-1 authorities. A 
contract for managed services is not in 
place with the state. The contract is with 
the PSAP.  

Clarify the support and technical expertise 
roles of the service providers in the 
governance structure going forward. New 
providers will be involved in NG9-1-1 
systems in the future and their role, along 
with the role of the legacy service 
provider, likely will change the dynamic in 
Arizona. Service providers can provide 
needed technical assistance but should 
not be part of the governance and 
decision-making process that impacts 
them financially.  

SR16: The 
statutory 
environment 
provides for a 
comprehensive 
quality assurance 
(QA) program for 
the 9-1-1 system. 

None Consider adopting a requirement or 
encouraging a QA program or, at the very 
least, funding it at the local level with 
9-1-1 revenue. QA programs can help 
reduce liability and risk exposure. The 
state 9-1-1 Program should consider 
adopting nationally recognized best 
practices and QA programs, fund them at 
the local level, request reporting as part of 
the annual system service plan updates, 
and tie compliance to funding. 

QA programs might include network 
performance measures, outage reporting, 
service interruption repair thresholds, 
compliance with call-answer-time 
standards and reporting requirements that 
assist both the PSAP manager as well as 
the state 9-1-1 Program in assessing the 
effectiveness of the operation and 
technology. 

SR17: The 
statutory 
environment 
provides 
comprehensive 

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 

Consider adopting a requirement for a QA 
program or, at the very least, funding it at 
the local level with 9-1-1 revenue. QA can 
help improve the 9-1-1 process. Providing 
QA can aid in the provision of consistent 
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quality assurance 
(QA) for call 
handling. 

within 10 seconds during the busy hour of 
the day, as well as standards concerning 
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. 

customer service statewide and can limit 
liability and mitigate risk exposure. The 
QA process can identify issues before 
they become more serious. 

SR18: The 
statutory 
environment 
provides for 
training. 

None The state 9-1-1 Program should adopt the 
Recommended Minimum Training 
Guidelines as the basis for any 
telecommunicator training program 
funded by the state. 

SR19: The 
statutory 
environment 
provides for 
professional 
certification and 
accreditation. 

None State certification of 9-1-1 centers, PSAP 
personnel, or accreditation of operations 
may be considered in the future; other 
governance needs to be in place before 
this may be a viable area for state 
involvement.  

SR20: Statute 
exists for the 
provision of 
emergency medical 
dispatch (EMD). 

Arizona has strong medical oversight for 
EMD (see SR21 below) already in place. 

No recommendation. 

SR21: Statutory 
environment 
provides for 
medical oversight 
of the policies and 
procedures 
governing the use 
emergency medical 
protocols. 

§ 36-2204 – Medical control 

The medical director of the statewide 
emergency medical services and trauma 
system, the emergency medical services 
council and the medical direction 
commission shall recommend to the 
director the following standards and 
criteria that pertain to the quality of 
emergency patient care: 

9 – Standards for emergency medical 
dispatcher training, including prearrival 
instructions 

If an EMD program is implemented at a 
local level, the state requires medical 
oversight of policies and procedures. The 
state 9-1-1 Program should require the 
local 9-1-1 authority to certify compliance 
with medical oversight requirements in § 
36-2204 in annual system service plan 
updates. 
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For the purposes of this paragraph, 
“emergency medical dispatch” means the 
receipt of calls requesting emergency 
medical services and the response of 
appropriate resources to the appropriate 
location. 

SR22: The 
statutory 
environment 
provides for public 
education. 

Administrative Code R2-1-403, 
Submission of Service Plan, part 19, 
requires a plan for a public information 
program regarding 9-1-1 service. The 
9-1-1 planning committee chairperson or 
designee will implement the program at 
least 30 days before 9-1-1 service begins. 

The Assistant Director, under R2-1-409, 
Funding Eligibility, may consider special 
projects that further statewide 9-1-1 
availability, including addressing or 
database projects, public education, and 
training programs on a case-by-case 
basis. Special project funding is based on 
community needs and the availability of 
funds. 

This reference is a holdover from the 
original implementation of 9-1-1 service in 
the state. However, the rule could be 
modified to mean that a description of the 
public education efforts currently 
underway or planned by the local 9-1-1 
jurisdiction in the next year be included as 
part of the annual system service plan 
updates, A public education effort may be 
an ongoing general consideration—such 
as working with community school 
programs or public awareness campaigns 
about 9-1-1—or as specific as education 
about NG9-1-1 and text-to-9-1-1 if that is 
being implemented. 

SR23: The 
statutory 
environment 
provides for the 
collection of 9-1-1 
system data. 

Requests for 9-1-1 system data, statistical 
information and other service 
performance data is part of the grant 
reporting process.  

MCP recommends that Arizona considers 
adding rule language that allows the state 
to collect and aggregate data related to 
PSAP operations, such as the number of 
calls by type, call-answer-time averages, 
dropped calls, misroutes, GIS data 
accuracy, routing plans, continuity of 
operations plans, system down time, 
network up time, etc. Further, local 9-1-1 
authorities should be required to provide 
such data as part of their system service 
plan modifications and funding requests. 

SR24: The 
statutory 
environment has 
rules for retention 
of 9-1-1 call 

National 911 Program guidelines state 
that in the current 9-1-1 environment, a 
record is limited to call logs. In the 
NG9-1-1 environment, a record will 
include other information transmitted, 

Arizona has a solid data-retention policy 
that is established and has rules for 
reporting that are written and consistent 
with statute. A certification process that 
the local 9-1-1 authority understands, and 
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records and 9-1-1-
related data. 

acquired and recorded in the context of a 
call, such as video, text, medical data, 
and/or accident information. Some data 
will be stored in locations offsite from the 
PSAP that handled the call. Emerging 
technologies will need to be considered 
under this guideline as communication 
technology changes over time.  

Administrative Code R2-1-408 – 9-1-1 
Operational Requirements  

5. Develop and maintain a system for 
recording 9-1-1 calls received by the 
PSAP. The records shall be retained for 
at least 31 days from the date of the call 
and shall include the following 
information:  

(a) Date and time the call is received.  
(b). Nature of the problem.  
(c). Action taken by the dispatcher.  

which complies with the current statute 
reference, should be included in the 
updated system service plan template. 

SR25: The 
statutory 
environment 
defines 
confidentiality and 
disclosure of 9-1-1 
records. 

National 911 Program guidelines state 
that 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 the Health 
Insurance Portability and Accountability 
Act (HIPAA) also may be considered in 

Consider adding confidentiality and 
record disclosure protection language to 
the statute changes that are being 
considered for NG9-1-1 and the updates 
to structure and administration of the 
state 9-1-1 Program.  

In an NG9-1-1 environment, more 
personal data, such as medical or 
accident information, victim images and 
criminal scenes, may be relayed to the 
PSAP. Therefore, issues relating to 
confidentiality and disclosure will become 
more important. 
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this guideline. Different data types and 
their use should be reviewed, such as 
information provided to the first 
responders that could be misused.  

SR26: A 
statute/regulation 
exists that 
addresses multi-
line telephone 
systems (MLTS) 
statewide for 9-1-1. 

Arizona does not address MLTS. National 
911 Program guidelines state that, “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.”  

There are several statute models 
available from states that already enacted 
MLTS laws. Arizona should consider 
adopting legislation to address the issue 
of accessing the 9-1-1 system from an 
MLTS and the accuracy of location 
information from such systems. 

SR27: The 
statutory 
environment 
identifies 9-1-1 as 
an essential 
government service 
for states that are 
able to make the 
distinction. 

“Essential status” is a labor-relations term 
that generally refers to a category of 
employees whose positions are so critical 
to public health and welfare that they are 
designated as “essential” without the right 
to strike. With an essential designation, 
salary and other compensation often 
need to be adjusted.  

It is not within MCP’s purview to make 
recommendations on labor-relations 
issues in Arizona, and local 9-1-1 officials 
already may have addressed this issue in 
their respective communities. However, 
the state 9-1-1 Program may want to 
discuss this concept with its risk manager 
or legal support team to determine 
whether pursuit of essential status is in 
the best interest of Arizona’s citizens. 

 
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. 
 

National 911 Program 
Guideline Governance Current Practice Recommendation 

GV1: The state has a 
comprehensive statewide 9-1-
1 plan. A plan will foster 
consistent goals and 
advancement throughout the 
state. 

Arizona has a statewide 9-1-1 
plan, last updated in October 
2017, which outlines the current 
9-1-1 environment in the state in 
general and by county; identifies 
the wireless and wireline system 
providers; describes systems 

Formalize the requirements of a 
statewide 9-1-1 plan in statute or 
administrative code. 

Update the statewide 9-1-1 plan as 
follows: 
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that are exceptions to traditional 
implementations; and provides 
information on the budget 
process and eligible uses of the 
9-1-1 fund. The current plan is 
more like an annual report than a 
strategy to accomplish system 
enhancements or improvements.  

• Define the initiatives and desired 
outcomes 

• Outline the performance to be 
measured 

• Be technology and vendor agnostic 
• Create with stakeholder 

participation 
• Acknowledges and be consistent 

with other plans in the state that 
address emergency 
communications 

• Update on annual basis 

GV2: An entity has authority 
and responsibility for statewide 
9-1-1 coordination. 

While the current statute 
language states the Assistant 
Director’s responsibilities, there 
is no overarching statement that 
the state 9-1-1 Program is 
responsible for statewide 9-1-1 
coordination. 

 

Authority should be given to the 
agency/department responsible for 
9-1-1 oversight, and an explicit 
statement to that effect should be 
codified in statute. 
 
National 911 Program guidelines 
suggest that statewide coordination 
should include all 9-1-1 stakeholders, 
all 9-1-1 accessible services (e.g., 
wireline, wireless, VoIP, NG9-1-1 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. 

GV3: Stakeholder groups 
participate in 9-1-1 planning, 
implementation, and change. 

Stakeholder groups do not have 
input into the statewide 9-1-1 
plan. However, the plan was 

Until the SIEC proposal is approved by 
the Governor’s office, the Program 
should facilitate regional PSAP 
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communicated at system 
manager meetings and is 
documented and on the Program 
website. 

 

representation on workgroups to gather 
input on immediate 9-1-1 initiatives.  
 
9-1-1 stakeholders should be 
represented at every stage of 9-1-1 
service provisioning, including 
planning, implementation, updates, and 
modifications. Strong 9-1-1 programs 
incorporate stakeholder contributions. 
Decision-making without broad-based 
stakeholder input can increase costs, 
decrease desirable outcomes, and 
delay necessary changes. 

GV4: A statewide board or 
advisory council provides input 
and oversight for statewide 9-
1-1 system coordination. 

ADOA has presented a proposal 
to the Governor’s office for an 
SIEC.  

Pursue the SIEC request with the 
Governor’s office inclusive of a 9-1-1 
subcommittee. 

GV5: The state facilitates 
working relationships between 
9-1-1 groups and other groups 
within the state that interact 
with 9-1-1. 

The 9-1-1 Program does not 
officially facilitate working 
relationships between 9-1-1 and 
other stakeholder groups 
representing first responders. 
However, the Program staff does 
visit each system administrator 
region on a regular basis. This 
time in the field has been very 
instrumental in creating strong 
relationships and the feedback 
from stakeholders is that this 
time is helpful for asking 
questions and sharing 
information. 

Actively pursue the creation of an SIEC 
to foster working relationships between 
all public safety stakeholders.  

Develop a 9-1-1 subcommittee under 
the SIEC to formalize stakeholder input 
and participation in planning and 
implementation of NG9-1-1 and other 
future 9-1-1 initiatives.  

GV6: The ability exists within 
the state to facilitate essential 
partnerships statewide, across 
state lines, and for specific 
strategic purposes. 

There is no single governance 
structure that engages various 
public safety stakeholders and 
associations.  

Pursue the SIEC request with the 
Governor’s office. In lieu of a formal 
governance structure, consider 
establishing committees or workgroups 
to facilitate ongoing discussion 
between various public safety 
stakeholders to ensure cooperation 
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and clear communication on the 
technology changes being adopted and 
the impacts to the daily operations of 
field personnel. 

GV7: The state provides a 
statewide governance model 
for resource sharing and 
agreements between 
jurisdictions. 

There is no statewide 
governance model for resource 
sharing and agreements 
between jurisdictions.  

As identified in Section 6 – Policy 
Assessment, until the governance 
structure is established, the 9-1-1 
Program can facilitate memoranda of 
understanding (MOU) or interagency 
agreements (IGA) to allow for sharing 
resources and services as needed and 
to encourage consistent call handling 
and operations. 
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Appendix D – Statute Assessment 

Five statutes pertain to the Arizona 9-1-1 Program and how 9-1-1 service is to be addressed, defined, 
funded and administered in Arizona. To assess these statutes, MCP consulted the National 911 Program’s 
Guidelines for State NG9-1-1 Legislative Language44, which is a compendium of best practices regarding 
model statute language, and the National 911 Program’s State Assessment Handbook45 and report 
template; MCP also relied on its knowledge and experience with other state programs across the country. 
 
§ 41-704: Emergency Telecommunication Services 
 
This statute is addressed in the body of the report.  
 
Prepaid Wireless Telecommunications E911 Excise Tax 
 
This statute deals with prepaid wireless service and the 9-1-1 tax to be applied. 
 

Statute Assessment: Prepaid Wireless Telecommunications E911 Excise Tax –  
(Title 42, Chapter 5, Article 9) ARS § 42-5402. 

Statute Section Reference Current Assessment Action Needed 

A. A prepaid wireless telecommunications E9-1-1 
excise tax is levied on every seller in an amount of 
eight-tenths of one percent of the gross proceeds 
of sales or gross income derived from the retail 
sale of prepaid wireless telecommunications 
service. 

Meets current needs No change required. 

B. The seller is liable for the tax imposed under 
this section. The amount of tax may be separately 
stated on the invoice, receipt or other similar 
document that is provided to the consumer by the 
seller or otherwise disclosed to the consumer. The 
seller may retain three per cent of the amount of 
tax collected before remitting the tax to the 
department. 

Meets current needs No change required. 

                                                   
 
44 https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf; version 2.0, 2018 
45 https://www.911.gov/pdf/National_911_Program_State_Assessment_Handbook_Final_2017.pdf, 2018 
 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05402.htm&c=E,1,EUIj-m9c4JbmijTMzVGi0xbB2SMJfx-p4MRCj2UH6Ft0hIW_BYvFx44lQ3UhS85HuRGeJOcU422oQ7ErdVCVxvY_LDDARzh02biwIgTfsAjUlfMU0zjH1_Y,&typo=1
https://www.911.gov/pdf/Guidelines_for_State_NG911_Legislative_Language.pdf
https://www.911.gov/pdf/National_911_Program_State_Assessment_Handbook_Final_2017.pdf
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Statute Assessment: Prepaid Wireless Telecommunications E911 Excise Tax –  
(Title 42, Chapter 5, Article 9) ARS § 42-5402. 

Statute Section Reference Current Assessment Action Needed 

C. For the purpose of determining the location of a 
retail sale of prepaid wireless telecommunications 
service under this article, a retail sale of prepaid 
wireless telecommunications service occurs in this 
state if: 

  

1. The retail sale of prepaid wireless 
telecommunications service is completed in person 
at a business location in this state. 

Meets current needs No change required. 

2. If paragraph 1 of this subsection does not apply, 
the product is delivered to the consumer at an 
address in this state. 

Lacks clarity. For 
example, is this to mean 
physical geographic 
address? What if the 
service is purchased or 
renewed by internet 
transaction and uploaded 
digitally to the wireless 
device? 

Seek legal opinion on the 
interpretation of 
“address.” If determined 
to only cover physical 
geographic address, add 
text to cover digital 
transactions and/or 
renewals of service 
agreements/transactions. 

3. If paragraphs 1 and 2 of this subsection do not 
apply, the seller's records that are maintained in 
the ordinary course of business indicate that the 
consumer's address is located in this state and the 
seller's records are not made or kept in bad faith. 

Meets current needs No change required. 

4. If paragraphs 1, 2 and 3 of this subsection do 
not apply, the consumer gives the seller an 
address in this state during the completion of the 
sale, including the consumer's payment instrument 
if no other address is available, and the address is 
not given in bad faith. 

Meets current needs No change required. 

5. If paragraphs 1 through 4 of this subsection do 
not apply, the wireless telephone number is 
associated with a location in this state. 

Meets current needs No change required. 

D. The amount of tax that is paid by a seller shall 
not be included in the tax base for computing any 
transaction privilege, sales, use, franchise or other 
similar tax or fee, however denominated, that is 

Meets current needs No change required. 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05402.htm&c=E,1,EUIj-m9c4JbmijTMzVGi0xbB2SMJfx-p4MRCj2UH6Ft0hIW_BYvFx44lQ3UhS85HuRGeJOcU422oQ7ErdVCVxvY_LDDARzh02biwIgTfsAjUlfMU0zjH1_Y,&typo=1
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Statute Assessment: Prepaid Wireless Telecommunications E911 Excise Tax –  
(Title 42, Chapter 5, Article 9) ARS § 42-5402. 

Statute Section Reference Current Assessment Action Needed 

imposed by this state, any political subdivision of 
this state or any intergovernmental agency. 

E. The tax levied under this section shall be the 
only E911 funding obligation for prepaid wireless 
telecommunications service in this state. This 
state, any political subdivision of this state or any 
intergovernmental agency shall not levy any other 
similar tax or fee, however denominated, on any 
seller or consumer for the sale, purchase, use or 
provision of prepaid wireless telecommunications 
service for the purpose of funding E911 service. 

Meets current needs No change required. 

NEW SECTIONS NEEDED 

None identified 

 
 
  

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05402.htm&c=E,1,EUIj-m9c4JbmijTMzVGi0xbB2SMJfx-p4MRCj2UH6Ft0hIW_BYvFx44lQ3UhS85HuRGeJOcU422oQ7ErdVCVxvY_LDDARzh02biwIgTfsAjUlfMU0zjH1_Y,&typo=1
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Providers of Emergency Services 
 
This section references definitions of “provider” and provides civil liability protection to those providers as 
defined in statute. 
 

Statute Assessment: Providers of Emergency Services –  
(Title 12, Chapter 6, Article 12) ARS § 12-713 – Providers of Emergency Services: Civil Liability 

Statute Section Reference Current Assessment Action Needed 

In the provision of 911 services, a person, a 
provider as defined in Section 43-5251 or a public 
entity or any employee of the public entity is not 
liable for damages in any civil action for injuries, 
death or loss to a person or property that are 
incurred by any person with respect to all decisions 
made and actions or omissions taken that are 
based on good faith implementation except in the 
cases of wanton or willful misconduct, regardless 
of technology platform including a public safety 
radio communications network, that receives, 
develops, collects or processes information for the 
service’s location information databases, relays, 
transfers, transfers, operates, maintains or 
provides emergency notification services or 
systems capabilities, or provides emergency 
communications or services for ambulances, police 
and fire department or other public safety entities. 

Definition of provider is 
found in Section 42-5251, 
not 43-5251 as indicated 
on the 9-1-1 Program 
Programs’ website. The 
link takes one to the 
correct statute but the 
reference is incorrect. 

Please see discussion of 
“provider” below.  

Correct link reference on 
website. 

 
 
  

https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/12/00713.htm
https://www.azleg.gov/viewdocument/?docName=https://www.azleg.gov/ars/42/05251.htm
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Telecommunication Service Excise Tax 
 
This section includes definitions that are used in reference to 9-1-1 service. 
 

Statute Assessment: Telecommunication Service Excise Tax –  
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5251) Definitions 

Statute Section Reference Current Assessment Action Needed 

1. "Customer" means a person or entity in whose 
name telephone or telecommunication services are 
rendered, as evidenced by a signature on an 
application or contract for service or by receipt or 
payment of bills regularly issued in the person's or 
entity's name. 

This definition does not 
consider prepaid services 
whereby a “payment of 
bills regularly issued” may 
not be a part of the 
transaction. A signature 
may be required by the 
pre-paid vendor or may 
not. 

Simplify the definition of 
customer to be all-
inclusive of the current 
situation while enabling 
expansion to include 
future technology 
applications capable of 
contacting 9-1-1. 

2. "Emergency telecommunication services" 
means telecommunication services or systems that 
use number 9-1-1 or a similarly designated 
telephone number for emergency calls. 

Meets current needs No change needed. 

3. "Exchange access services" means telephone 
or telecommunication exchange access lines or 
channels that provide local access from the 
premises of a customer to the local 
telecommunications network to effect the transfer 
of information. 

Legacy terminology; 
limited to current 
technology. 

Until transition to NG9-1-1 
is complete, this definition 
will need to remain in the 
statute. At some point in 
the future when no legacy 
systems remain, this 
definition should be 
removed. 

4. "Prepaid wireless telecommunications service" 
means wireless services that allow a caller to dial 
9-1-1 to access the 9-1-1 system under a service 
that is paid for in advance and that is sold in 
predetermined units or dollars of which the number 
declines with use in a known amount. 

Meets current needs No change required. 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1
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Statute Assessment: Telecommunication Service Excise Tax –  
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5251) Definitions 

Statute Section Reference Current Assessment Action Needed 

5. "Provider" means any of the following: 
 
 (a) A public service corporation that offers 

telephone or telecommunications services 
pursuant to title 40 and that provides exchange 
access services. 

 (b) A supplier of wireless services. 
 (c) A supplier of any combination of wire and 

wireless services. 

“Public service 
corporation” presumes an 
application and approval 
from the Public Utilities 
Commission. This may not 
be true in the future and 
certainly does not apply to 
Internet Protocol (IP)-
based service providers. 

Conversation with the 
Public Utilities 
Commission/Corporation 
Commission should be 
initiated. Exploration of 
the definition of a “public 
service corporation that 
offers 
telecommunications 
services” should be 
considered for the 
NG9-1-1 environment. 
Advice from PUC/CC staff 
will be helpful and the 
9-1-1 Program 
understanding of NG9-1-1 
services will help both the 
CCC and the Program 
determine whether any 
changes or additional 
definitions are necessary. 
 
Definition of “NG9-1-1 
provider” should be 
added to this section. 

6. "Wireless services" means a commercial mobile 
service, as defined by 47 Code of Federal 
Regulations section 20.3, as amended. 

Meets current needs No change required. 

 
  

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1
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Statute Assessment: Telecommunication Service Excise Tax –  
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5251) Definitions 

NEW DEFINITIONS NEEDED 

Next Generation 9-1-1 Services 

"Next Generation 9-1-1 services" means a secure, IP-based, open-
standards system comprised of hardware, software, data, and 
operational policies and procedures that: 
 
(A) provides standardized interfaces from emergency call and 
message services to support emergency communications. 
(B) processes all types of emergency calls, including voice, text, 
data, and multimedia information. 
 
(C) acquires and integrates additional emergency call data useful to 
call routing and handling. 
 
(D) delivers the emergency calls, messages, and data to the 
appropriate public safety answering point (PSAP) and other 
appropriate emergency entities based on the location of the caller. 
 
(E) supports data, video, and other communications needs for 
coordinated incident response and management. 
 
(F) interoperates with services and networks used by first 
responders to facilitate emergency response. 
 
REF: Agreed to by NENA, NASNA, iCERT, and National 911 
Program representatives on 1/12/2018. 

Network Service Provider (NSP) 

A network service provider (NSP) is a business entity that provides 
or sells services such as network access and bandwidth by allowing 
access into its backbone infrastructure or access to its network 
access points (NAP), which consequently also means access to the 
internet. NSPs are very similar to, or can even be considered the 
same as, internet service providers (ISPs), but in most cases they 
are the ones providing backbone services to the ISPs. 
https://www.techopedia.com/definition/27327/network-service-
provider-nsp 
 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1
https://www.techopedia.com/definition/27327/network-service-provider-nsp
https://www.techopedia.com/definition/27327/network-service-provider-nsp
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Statute Assessment: Telecommunication Service Excise Tax –  
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5251) Definitions 

NEW DEFINITIONS NEEDED 

Next Generation Core Services 
(NGCS) 

The base set of services needed to process a 9-1-1 call on an 
ESInet. Includes the ESRP, ECRF, LVF, BCF, Bridging, Policy 
Store, Logging System and typical IP services such as DNS and 
DHCP. The term Next Generation Core Services includes the 
services and not the network on which they operate. See Emergency 
Services IP Network. 

Emergency Services IP Network 
(ESInet) 

An ESInet is a managed IP network that is used for emergency 
services communications, and which can be shared by all public 
safety agencies. It provides the IP transport infrastructure upon 
which independent application platforms and core services can be 
deployed, including, but not restricted to, those necessary for 
providing NG9-1-1 services. ESInets may be constructed from a mix 
of dedicated and shared facilities. ESInets may be interconnected at 
local, regional, state, federal, national and international levels to form 
an IP-based inter-network (network of networks). The term ESInet 
designates the network, not the services that ride on the network. 
See Next Generation Core Services. 

 
 
  

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1
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Telecommunication Service Excise Tax 
 
This section discusses the 9-1-1 fee amount and how the fee is to be applied. 
 

Statute Assessment: Telecommunication Service Excise Tax – 
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5252) – Levy of tax; applicability 

Statute Section Reference Current Assessment Action Needed 

A. A tax is levied on every provider in an amount 
as follows: 

 
1. For the fiscal years beginning from and after 
June 30, 2001 and ending before July 1, 2006, 
thirty-seven cents per month for each activated 
wire and wireless service account for the purpose 
of financing emergency telecommunication 
services. 

Historical reference. No change. 

2. For fiscal year 2006-2007, twenty-eight cents 
per month for each activated wire and wireless 
service account for the purpose of financing 
emergency telecommunication services. 

Historical reference. No change. 

3. For the fiscal years beginning from and after 
June 30, 2007, twenty cents per month for each 
activated wire and wireless service account for the 
purpose of financing emergency 
telecommunication services.  

Historical reference. 

See Funding section of 
this report. If it is 
determined that the 
amount of funding should 
change, a new section 
should be added to 
indicate the new fee 
going forward. 

B. A tax is levied on every public service 
corporation at the rate of 1.1 per cent of the public 
service corporations' gross proceeds of sales or 
gross income derived from the business of 
providing exchange access services. Revenues 
from the tax shall be used for the purpose of 
financing telecommunication devices for the deaf 
and the severely hearing and speech impaired 
under the program established pursuant to section 
36-1947. For the purposes of this subsection, 
"public service corporation" means a public service 
corporation that offers telephone or 

 

See Funding section of 
this report. If it is 
determined that the 
amount of funding should 
change, a new section 
should be added to 
indicate the new fee 
going forward. 

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1


 

  100 

Statute Assessment: Telecommunication Service Excise Tax – 
(9-1-1 Title 42, Chapter 5, Article 6, ARS § 42-5252) – Levy of tax; applicability 

Statute Section Reference Current Assessment Action Needed 

telecommunications services pursuant to title 40 
and that provides exchange access services. 

C. Each provider shall state on the invoice to 
customers a separate line item stating the amount 
of tax levied pursuant to subsections A and B of 
this section. 

Meets current needs No change. 

D. Unless the context otherwise requires, article 1 
of this chapter governs the administration of the 
tax imposed under this section 

Meets current needs No change. 

E. The tax levied under this section does not apply 
to prepaid wireless telecommunications service. Meets current needs No change. 

NEW SECTION NEEDED 

As recommended in the Funding Section of the report, the statute should clarify eligible uses of funding and 
should be expanded to include NG9-1-1 elements such as geographic information system (GIS) mapping 
software used for 9-1-1 call processing and dispatch, NGCS, cybersecurity initiatives, data storage 
requirements, etc. 

All interest earned on fund investment also should be allocated to the 9-1-1 Fund for use specifically for 9-1-1 
service, the Arizona 9-1-1 Program and PSAP support, but for no other purpose. Strengthen protection 
language. The governing body should keep records identifying critical remittance information. 

Clarify funding of tribal and federal PSAPs in either statute or policy. 

 
  

https://linkprotect.cudasvc.com/url?a=https%3a%2f%2fwww.azleg.gov%2fviewdocument%2f%3fdocName%3dhttps%3a%2f%2fwww.azleg.gov%2fars%2f42%2f05252.htm&c=E,1,8IpKMPt6Gee4mU_vUEX8nysAjG09EoxgAWWsnU4JWr4krFPru9SD0XTZX1WQzQZzrnY8qyQLWmbIkRfFgZDLQZKliln66sIlf3e3hU9xGildJcAnHQ,,&typo=1
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Appendix E – Policy Recommendations 

Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

Title 2, Administration, Chapter 1, Article 4, R2-1-401_R2-1-411 

Create a service plan template 

Create a service plan template that will include the elements that 
are needed to align with ARS requirements. Also identify what the 
Program would like to see collected on a statewide basis to build 
a profile for each PSAP jurisdiction, and therefore a statewide 
view of 9-1-1 service in Arizona. 
 
Once the service plan template is developed, create a process for 
submitting and updating service plans annually. Requirements 
and the revised template should be communicated with local 9-1-1 
authorities. 

The assistant director receives 
submission of the service plan 

Develop a checklist of items required in the service plan to ensure 
that all elements are provided at the time of submission. 

The assistant director shall approve or 
disapprove a service plan within 60 
days of its submission 

There should be a written policy describing the criteria that the 
assistant director will use to approve or disapprove the service 
plan. The policy should include a requirement for the assistant 
director to document the analysis based on the written criteria, 
and a method for tracking the submission and meeting the stated 
notification timeline in the Administrative Code. 

If the plan is approved, the assistant 
director shall notify the 9-1-1 planning 
committee chairperson in writing 

Establish a process for notification of service plan approvals; 
notifications should itemize costs that are eligible for payment 
from the 9-1-1 fund. 

If a plan or any part of the plan is not 
approved, the assistant director shall 
notify the 9-1-1 planning committee 
chairperson. 

Initiate a process for notification to the local 9-1-1 planning 
committee. The process should ensure that notification is made 
within 60 days of plan submission and should include the reasons 
for disapproval and an invitation to resubmit a revised service 
plan. 

By December 15 of each year, a 9-1-1 
planning committee with an approved 
service plan shall submit a budget of 
projected 9-1-1 costs to the assistant 
director for the next fiscal year. 

Develop a process to notify the 9-1-1 planning committee with an 
approved service plan to submit a budget of projected costs for 
the next fiscal year. 
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Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

The assistant director shall approve or 
disapprove the revised service plan 
within 30 days following receipt. 

Establish a schedule for reviewing resubmitted service plans 
within 30 days following receipt of the revision. 

The assistant director shall review 
invoices for compliance with the original 
Certificate of 9-1-1 Service Plan 
Approval, and approve and make 
payment directly to the operating 
telephone company upon verification 
that the invoice is in compliance. 

Create a policy to review invoices for compliance with the 
approved service plan and authorize payment directly to the 
vendor upon verification that the invoice complies with the original 
service plan. 

Payment of costs for ongoing 
maintenance shall be made by the 9-1-1 
Program regarding customer premises 
equipment (CPE) following expiration of 
a warranty period for the equipment. 
Payment shall be made after a copy of 
the maintenance contract, with an 
itemized list of hourly labor rates and 
equipment costs, has been submitted to 
the Program. 

Develop a policy for keeping track of warranty-period expirations 
and for authorizing payment upon submission of an itemized list of 
hourly labor rates and equipment costs. 

The assistant director shall make 
payment directly to the vendor upon 
verification that the charges are for  
9-1-1 equipment and services that 
originally were contracted, and that the 
vendor's hourly labor rate does not 
exceed the prevailing labor rate for 
similar communication equipment and 
services. 

To bring the Program into compliance with state fiscal rules and to 
streamline payments to vendors, leverage the State’s eCivis Grant 
Portal for 9-1-1 system administrators to submit invoices for 
approval. Once approached by the Program, funds are distributed 
to the 9-1-1 system administrator for payment. 
 
Establish a process to verify that the charges are for 9-1-1 
equipment and services that originally were contracted, and that 
the vendor's hourly labor rate does not exceed the prevailing labor 
rate for similar communication equipment and services. 

The assistant director shall pay the 
costs for consulting directly with the 
consultant. 

Develop a policy that outlines how the assistant director will verify 
that: 
1. The need and proposed cost of consulting services is identified 
in either the original 9-1-1 service plan under R2-1-403 or in the 
annual budget under R2-1-404(D) 
2. A copy of the consultant's contract was submitted to the 
assistant director. 
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Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

The assistant director shall request from 
the operating telephone companies 
providing 9-1-1 service, by February 15 
of each year, the number and type of 
exchange access lines in each 
telephone exchange area in Arizona 
and the amount of 9-1-1 excise tax 
generated in each telephone exchange 
area in each county. 
 
The assistant director shall request, by 
February 15 of each year, from each 
wireless service provider, the number of 
activated wireless service lines within 
Arizona and the amount of 9-1-1 tax 
generated. 

Develop a policy and process to direct the necessary steps to 
fulfill the requirement of this activity. The process should include a 
template to ensure consistent data collection. 

Each 9-1-1 planning committee that has 
a Certificate of 9-1-1 Service Plan 
Approval shall be apportioned a 
percentage of monies on deposit in the 
9-1-1 fund. Payment shall be made 
directly to the vendors identified in the 
9-1-1 service plan. 

Establish a formula that will determine how the apportionment will 
be executed. This formula should be written, detailed and 
explained, and templates should be developed that provide clear 
documentation on the process used. 

If the combined statewide 9-1-1 service 
costs exceed the available monies in 
the fund, monies shall be allocated by 
the assistant director on a percentage 
basis determined by the ratio of revenue 
to expenses for the entire state. 

Establish a process for allocating additional revenues to be based 
on the revenue-to-expense ratio on a statewide basis. This 
process should also be written, detailed and explained, and 
templates should be developed that provide clear documentation 
on the process used. 
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Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

Revised Statutes §41-704 – Emergency telecommunication services; administration; revolving fund 

A – The director of the Department of 
Administration shall: 

1. Adopt rules and procedures for 
administering and disbursing 
monies deposited in the emergency 
telecommunication services 
revolving fund, and at least quarterly 
shall review and approve requests 
by political subdivisions of this state 
for payment for operating 
emergency telecommunication 
service systems. 

Review current procedures for administering the fund and for 
disbursing monies in the fund; ensure compatibility with statute 
and rules; include written instructions for distribution, including any 
calculations or documentation for records clarity; establish a 
quarterly review process for fund requests including documenting 
their receipt by the Program and the application of established 
review criteria. 

2. In fiscal year 2001-2002 and every 
two years thereafter, recommend to 
the legislature the amount of the 
telecommunication services excise 
tax that will be required during the 
following two fiscal years for 
purposes of this section, with 
supporting documentation and 
information. 

 
3. The legislature shall review the 

recommendation and take 
legislative action regarding the 
recommendation. 

Update the process for determining the amount needed for 
funding projects and local support. Updated strategic planning is 
essential for this activity. 
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Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

B – An emergency telecommunication 
services revolving fund is established to 
be administered by the director. The 
fund shall be used for: 

1. Necessary or appropriate 
equipment or service for 
implementing and operating 
emergency telecommunication 
services through political 
subdivisions of this state. Priority 
shall be given to establishing 
emergency telecommunication 
services in those areas of the state 
that are without emergency 
telecommunication services. 

When establishing funding criteria, prioritize the distribution 
formulas to areas most in need of 9-1-1 service support. Ensure 
that this priority setting has stakeholder input and is documented. 

2. Necessary or appropriate 
administrative costs or fees for 
consultants' services, not to exceed 
3 percent of the amounts deposited 
annually in the revolving fund. For 
fiscal years beginning after June 30, 
2001, the department may use up to 
two-thirds of 3 percent of the 
amounts deposited annually in the 
revolving fund for administrative 
costs. The remainder of the 3 
percent may be allocated for local 
network management of contracts 
with public safety answering points 
for emergency telecommunication 
services. 

Establish a process for determining how much of the 9-1-1 fund is 
used for fees, consultant services, and administrative costs to 
ensure it does not exceed the legislative threshold. Document this 
process and the analysis results. 

3. Monthly recurring costs of 
emergency telecommunication 
services, including expenditures for 
capital, maintenance and operation 
purposes. 

If not already in place, develop a tracking mechanism to document 
anticipated and budgeted expenditures for services, approved 
capital costs, maintenance costs and operations costs, to be 
updated with every distribution. 
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Responsibility of the 9-1-1 Program as 
Outlined in Statute or Code: Policy Direction 

4. A wireless carrier's costs associated 
with the provision, development, 
design, construction and 
maintenance of the wireless 
emergency telecommunication 
services in an amount that the 
wireless carrier has not recovered 
through the deduction mechanism 
specified in federal law. 

If the statute is not changed to eliminate this requirement, ensure 
that there is a process for receiving documentation from the 
wireless carrier that it has not recovered costs through its own 
methods and that requests for reimbursement are consistent with 
statute requirements. 

C. At the end of each fiscal year, any 
unexpended monies in the fund, 
including interest, shall be carried over 
and do not revert to the general fund but 
shall be applied to the extent possible to 
reduce the levy under section 42-5252, 
subsection A for the following fiscal 
year. 

If not already a process, and if the statute is not modified, develop 
a tracking mechanism to document the unexpended funds, 
including the interest on the funds, that are being applied each 
year to levy reduction. 
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Appendix F – Stakeholder Findings and Observations 

Stakeholder Feedback 
 
The input collected during the 18 stakeholder interviews provided valuable information and unique insights 
about how the stakeholders perceive the 9-1-1 Program on a variety of topics. The level of stakeholder 
candor and the amount of detail provided enabled MCP to articulate the findings and observations that 
follow.  
 
When asked to describe the 9-1-1 Program using a few words, interviewees shared the following: 
 

Can you share a few words that describe the AZ 9-1-1 Program? 

Helpful Difficult 

Accessible, responsive, reliable Disconnected 

Engaged and involved Combative 

Caring Broken 

Innovative Stale and stagnant (but well-intentioned) 

Crucial, important, integral Bureaucrats 

Resource for information and guidance Outdated 

“Gate Keepers”/”Captain of 9-1-1 Ship”  

Experienced  

Cohesive  

Strong relationships  
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Although very subjective, participants were asked to assign a letter grade to the 9-1-1 Program’s 
performance. Grades varied by PSAP. 
 

If you had to assign a letter grade to the performance of the 9-1-1 Program, what would it be? 

A B C D F 

39% 22% 22% 11% 6% 

 
 
The higher grades reflected the satisfaction some PSAPs expressed about the “innovative managed 
services rollout” and the support that PSAPs have received. The lower grades reflected a desire for the 
9-1-1 Program to embrace rather than compete with the Maricopa region, and to establish a clear NG9-1-1 
vision and strategy shaped by stakeholder input. 
 
When asked if interviewees understood and agreed with the 9-1-1 Program’s vision for NG9-1-1, opinions 
were again diverse across the spectrum of PSAP stakeholders (e.g., funded, unfunded, tribal, Maricopa 
region). Comments ranged from, “Wonderful job with Next Generation; we’re the first state to make that 
work,” to “What vision?” Most stakeholders (54 percent) either did not know the 9-1-1 Program’s vision or 
they weren’t certain how they felt about it. Even within the 46 percent of interviewees who said they did 
understand the vision, they could not articulate it other than to mention that the managed services solution 
was the vision. Many left the impression that they weren’t particularly connected to the vision and 
appeared complacent about it. One interviewee said, “Not much detail has been provided other than ‘we 
are going this way.’” 
 

Do you know and agree with the 9-1-1 Program’s  vision for NG9-1-1? 

Yes No Unsure 

46% 39% 15% 

 
 
Because a strong vision usually guides strong initiatives, MCP asked stakeholders whether the 9-1-1 
Program was focused on the right initiatives and whether it was properly staffed to execute on those 
initiatives. Again, opinions varied based on stakeholder group. The majority agreed that the 9-1-1 Program 
was focused on the right initiatives. Those who did not agree or were unsure said that they struggled to or 
could not answer the question because they had a difficult time pinpointing the 9-1-1 Program’s initiatives. 
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Is the 9-1-1 Program focused on the right initiatives? 

Yes No / Unsure 

64% 36% 

 
 
The overwhelming majority of interviewees felt that the 9-1-1 Program needs more staff or said they were 
unsure of whether the Program was understaffed—primarily because they didn’t understand the Program’s 
initiatives. Of the 58 percent of interviewees who believe the Program needs additional staff, many 
suggested that four staff members seemed ideal to ensure that local PSAPs received the support they 
need. One individual who expressed that current staffing was insufficient said the Program is “being held 
together with duct tape and WD-40.” 
 

Do you feel there is adequate 9-1-1 Program staff to carry out program initiatives? 

Yes No, Need More Unsure 

17% 58% 25% 

 
 
While the 9-1-1 community in Arizona has varied opinions about the performance of the 9-1-1 Program, all 
interviewees agree on the importance of NG9-1-1 and implementing specific technologies soon. Feedback 
suggests that the preferred technologies to implement in the next two years include text-to-9-1-1 and 
improved location accuracy. Mapping and replacement of the Master Street Address Guide (MSAG) with 
GIS data also were mentioned several times. 
 
Stakeholder Interview Themes 
 
Through the interview process, some topics came up often as themes. Those themes are identified below, 
along with supporting thoughts captured through the interviews. 
 

Theme Feedback 

9-1-1 Program Effectiveness 
The 9-1-1 Program was recognized for its knowledge, support, 
communication, and responsiveness. A desire for more stakeholder 
engagement to help increase effectiveness also was expressed.  

Funding 
Many stakeholders shared common opinions seeking 1) transparency 
around how funding decisions are made and who receives funding; 2) 
more funding; and 3) input into the decision-making process.  
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Theme Feedback 

Staffing 
The general feedback from stakeholder interviews was concern about 
staffing levels indicating they are too low to support the needs of the 
PSAPs and responsibilities of the 9-1-1 Program.  

Strategic Planning 
Across many interviews, there was a distinct desire for a clear vision and 
strategic plan. Many stakeholders expressed a desire for PSAPs to play 
a role in developing the strategic plan.  

Communications 

While many interviewees felt communicated with frequently and 
expressed that the 9-1-1 Program communicated about the right things, 
others expressed a need for more communication and information. 
Some expressed a desire to have more statewide meetings for the 
chance to come together as a larger group to exchange ideas and learn 
from each other. 

Transition to Grants Office While some PSAPs are hopeful and see the transition to the Grants 
Office as a refreshing change, many others are wary. 

Desired Local Support 

Interviewees identified what they wished the 9-1-1 Program would do. 
Additional support that would be helpful to their individual PSAPs and 
would improve 9-1-1 service in Arizona includes: funding, technology 
support, collaborative planning and outreach, and additional training.  

Managed Services Solution 

The managed services solution was raised by numerous stakeholders 
and was seen both as a success and a challenge. Many have benefited 
from the solution, while others feel that the solution does not meet the 
needs of their region.  
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SWOT Analysis 
 
Depicted below is a summary of the current state of the 9-1-1 Program from the stakeholder perspective, 
displayed as a SWOT46 diagram.  
 
 

 
  

                                                   
 
46 SWOT is an acronym that stands for Strengths, Weaknesses, Opportunities, and Threats. Strengths describe the positive 
attributes internal to an organization; these are within an organization’s control. Weaknesses describe the negative factors 
that detract from an organization’s value; these areas require enhancement to be competitive. Opportunities are external, 
positive factors from which an organization may benefit. Threats are external, negative factors beyond an organization’s 
control. 

Strengths

• PSAP Support
• Communications
• Knowledge
• Managed Services

Weaknesses

• Too Few Staff
• Technical Expertise
• PSAP Training Guidelines
• Lack of Transparency

Opportunities

• Stakeholder  
Engagement

• Strategic Planning
• Outreach

Threats

• Funding
• Transition to Grants Office
• Managed Services
• Interoperability Between 
Maricopa / Managed Services
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Appendix G – Glossary of Terms 

Term Definition 

Administrative phone system  

Typically, a multiline telephone system used for administrative calls 
and outgoing calls in the PSAP environment. These systems are 
separate from and should not be confused with the call-handling 
equipment (i.e., the 9-1-1 phone system).  

Arizona Department of 
Administration (ADOA) 

The ADOA provides government services to the people of Arizona by 
enabling government agencies to operate efficiently and effectively 
through the delivery of quality support services.  

Association of Public Safety 
Communications Officials (APCO) 

APCO is the world’s oldest and largest not-for-profit professional 
organization dedicated to the enhancement of public safety 
communications. 

Automatic Location Identification 
(ALI) 

The automatic display at the PSAP of the caller’s address/location of 
the telephone and supplementary emergency services information of 
the location from which a call originates. 

Border Control Function (BCF) 

Provides a secure entry into the ESInet for emergency calls 
presented to the network. The BCF incorporates firewall, admission 
control, and may include anchoring of session and media as well as 
other security mechanisms to prevent deliberate or malicious attacks 
on PSAPs or other entities connected to the ESInet. 

Bridging Connecting two or more parties with a conference bridge. 

Computer Aided Dispatch (CAD) A computer-based system, which aids PSAP telecommunicators by 
automating selected dispatching and record-keeping activities. 

Core Service  
A specific and essential function within the 9-1-1 industry. Examples 
of core functions are call routing, call processing, call dispatching, 
and logging. 

Customer Premises Equipment 
(CPE) 

Communications or terminal equipment located in the customer’s 
facilities. (The 9-1-1 telephone equipment at the PSAP.) 

Database 
A collection of information that is organized, and typically 
computerized, so that it can be easily accessed, managed, and 
updated. 

Dynamic Host Configuration Protocol 
(DHCP) 

A configuration protocol that allows a host to acquire configuration 
information from a visited network and an IP address. 
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Term Definition 

Domain Name System (DNS) A globally distributed database for the resolution of host names to 
numeric IP addresses. 

Emergency Call Routing Function 
(ECRF) 

A functional element in an ESInet where location information (either 
civic address or geo-coordinates) is used to route an emergency call 
toward the appropriate PSAP for the caller’s location or towards a 
responder agency.  

Emergency Medical Dispatch (EMD) 

Refers to a system that enhances services provided by the PSAP 
telecommunicators by allowing the 9-1-1 Specialist to quickly narrow 
down the caller's type of medical or trauma situation, to better 
dispatch emergency services and provide quality instruction to the 
caller before help arrives. 

Emergency Notification System 
(ENS) 

General category for any systems used to notify persons/public of an 
emergency. May include changeable message signs, sirens, 
telephone and other media. 

Emergency Service Internet-Protocol 
Network (ESInet) 

An IP-based network dedicated for the use of public safety 
operations. An ESInet can route 9-1-1 calls to a PSAP and support 
other methods of data-sharing between public safety agencies. An 
ESInet cannot be proprietary to a specific core service product or 
group of products. 

Emergency Services Routing Proxy 
(ESRP) 

An i3 functional element which is a SIP proxy server that selects the 
next hop routing within the ESInet based on location and policy. 

Geographic Information System 
(GIS) 

A system for capturing, storing, displaying, analyzing and managing 
data and associated attributes which are spatially referenced.  

Geospatial 
Relating to, occupying, or having the character of space, denoting 
data that is associated with a particular location. Geographic 
Information Systems store spatial data in regional databases. 

Grants and Federal Resources 
(GFR) 

The GFR is a coordinating agency of the Arizona Department of 
Administration. GFR helps state agencies, local governments, and 
non-profit organizations find, win and manage grants. GFR strives to 
be the premier resource of training and technical assistance for the 
Arizona grants community.  

Local Exchange Carrier (LEC) A telephone company that provides the local exchange telephone 
services. 
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Term Definition 

Logging System  

A device that records, stores and plays back all communication 
media within the PSAP. Media can include—but are not limited to—
voice, radio, text and network elements involved with routing a 9-1-1 
call. Logging recorders should be able to simultaneously record from 
several sources. 

Location Validation Function 
(LVF) 

A functional element in an NGCS where civic location information is 
validated against the authoritative GIS database information. 

Master Street Address Guide 
(MSAG) 

A database of street names and house number ranges within their 
associated communities defining Emergency Service Zones (ESZs) 
and their associated Emergency Service Numbers (ESNs) to enable 
proper routing of 9-1-1 calls. 

National Emergency Number 
Association (NENA) 

The National Emergency Number Association is a not-for-profit 
corporation established in 1982 to further the goal of “One Nation-
One Number.” NENA is a networking source and promotes research, 
planning and training. NENA strives to educate, set standards and 
provide certification programs, legislative representation and 
technical assistance for implementing and managing 9-1-1 systems. 

Next Generation 9-1-1 (NG9-1-1) 

An Internet Protocol (IP)-based system comprised of managed 
Emergency Services IP networks (ESInets), functional elements 
(applications), and databases that replicate traditional E9-1-1 features 
and functions and provides additional capabilities. NG9-1-1 is 
designed to provide access to emergency services from all connected 
communications sources, and provide multimedia data capabilities for 
Public Safety Answering Points (PSAPs) and other emergency 
service organizations. 

Next Generation 9-1-1 Core 
Services (NGCS) 

The base set of services needed to process a 9-1-1 call on an 
ESInet. Includes the ESRP, ECRF, LVF, BCF, Bridge, Policy Store, 
Logging Services and typical IP services such as DNS and DHCP. 
The term NG9-1-1 Core Services includes the services and not the 
network on which they operate. See Emergency Services IP Network.  

Policy Store A functional element in the ESInet that stores policy documents/rules. 

Public Safety Answering Point 
(PSAP) 

An entity responsible for receiving 9-1-1 calls and processing those 
calls according to a specific operational policy. 
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Term Definition 

Records Management System 
(RMS) 

The management of records for an organization throughout the 
record’s life cycle. The activities in this management include the 
systematic and efficient control of the creation, maintenance, and 
destruction of the records along with the business transactions 
associated with them. 

Secondary PSAP  
A PSAP to which 9-1-1 calls are transferred from a Primary PSAP. A 
secondary PSAP is typically established to handle a specific subset 
of emergency traffic (e.g. – EMS and fire incidents).  

Selective Router  
An interfacing device located in a Central Office that routes the 9-1-1 
calls to the appropriate PSAP based on the caller’s location 
information.  

Telecommunicators 

Person employed by a PSAP that answers incoming emergency 
telephone calls and with NG911 will be asked to manage emergency 
requests for service via text, video, and voice. They provide the 
appropriate emergency response either directly or through 
communication with the appropriate entities.  

Teletypewriter / Telecommunications 
Device for the Deaf (TTY/TDD) 

A teleprinter, an electronic device for text communication over a 
telephone line that is designed for use by persons with hearing or 
speech difficulties.  

Transmission Control 
Protocol/Internet Protocol (TCP/IP) 

A protocol for communication between computers; also used as a 
standard for transmitting data over networks 

Trunk Typically, a communication path between central office switches, or 
between the 9-1-1 Control Office and the PSAP. 

Voice Over Internet Protocol (VoIP) An IP telephony term for a set of facilities used to manage the 
delivery of voice information over the Internet.  
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