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Updates from our Systems Division
Essex Wireless PSAP

In its first 30 days of operation, the Essex Wireless PSAP has received 12,536 wireless 9-1-1 calls from wireless emergency service
number (ESN) 601. ESN 601 is a geographic region that represents 69 towns in Essex, Middlesex and Suffolk counties. At this time the
Essex Wireless PSAP is only receiving wireless 9-1-1 calls from AT&T and MetroPCS. In the next several weeks the State 911
Department will continue to work with the remaining carriers in ESN 601 to cut them over to the Essex Wireless PSAP. While the
complete cut-over will take longer than expected, it has been reported to the State 911 Department that the operation is running smoothly
at the new Essex Wireless PSAP. By taking advantage of the CAD system at this PSAP, we are now able to track the various call types
that a wireless center experiences (e.g., police, fire, EMS, hang-ups, abandoned, etc). Essex Wireless PSAP Executive Director

Tom Dubas has reported that over 55% of the calls received at his PSAP were not transferred to local jurisdictions for such reasons as
open lines, hang-ups, abandoned calls, and duplicate calls. This is consistent with the pattern we see at our other Wireless PSAPs.
Standard protocol at the Essex Wireless PSAP requires call takers to call back and/or perform call traces on hang-up and abandoned calls
to determine if there was an emergency. While the majority of calls weren’t transferred, the Essex Wireless PSAP has a record of those
calls if a local jurisdiction needs information related to an incident. Please look for updates on ESN 601 in future newsletters.

Next Generation 9-1-1

The site surveys continue in preparation for Next Generation 9-1-1. The Department has over 50 site surveys completed to date. If you

have not yet seen someone from the State 911 Department, you will soon.

So what is Next Generation 9-1-1? The core vision for Next Generation 9-1-1 is for a nationally interoperable emergency services
internetwork that will provide the foundation for emergency services in an increasingly mobile and technologically diverse society. Next
Generation 9-1-1 will have all the capabilities and quality of service that currently exists in the enhanced 9-1-1 system and will
ultimately enable enhanced 9-1-1 calls from most types of communication devices.

The current Massachusetts enhanced 9-1-1 system is an analog-based system that was designed in the 1960s. The system has been
successful in delivering 9-1-1 services for many years. However, the type of analog services that are imbedded in the existing system are
becoming obsolete and are being discontinued throughout the country. Technological advancements have created the necessity for a
more advanced system that will offer capabilities (such as text and video messaging) that simply do not exist using today’s system.
Throughout the nation, the enhanced 9-1-1 systems are being overhauled and replaced with new and emerging Next Generation 9-1-1
technologies.

If you have any questions regarding the Next Generation 9-1-1 project, please send them to NG91 | @massmail.state.ma.us. We will

answer your questions, and post frequently asked questions here in the newsletter and on our website.
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Updates from our Fiscal Division
CHECKING IN with FISCAL

< | Check it Twice: Review of your grant application or reimbursement request prior to submission to the State 911
4 Department may help ensure that all required documentation is included. This will assist the State 911 Department when
reviewing and processing the request.

:/ Time to check your FY 2014 grants: Have you submitted reimbursements within 30 days of incurring the cost? Do you
require a budget modification? Mid-year review of your grants can assist with a seamless close to the fiscal year.

« | Checking our List: The State 911 Department will continue outreach efforts to PSAPs that have not yet applied for their
/| grant(s) under our grant programs.

y ...Don’t be late for this very important date. FY 2013 grant reimbursements
) are due by December 31, 2013.
»/ Only 28 days remaining!

Updates from our Training Division

Quality Assurance Training and Assessment Tool Available In December!

As first announced in the State 911 Department’s September 2013 newsletter, a new quality assurance (QA) and assessment tool is
available. We are now happy to announce that the four (4) hour training begins this month on this one-stop-shop tool for your QA
needs!

The Assessment Management Tool is an add-on feature to the ViewPoint software. It can assist you in easily evaluating and scoring calls
for service, using the policies and guidelines of your chosen vendor’s quality assurance program. In this training, QA personnel will learn
to:

Transform paper documents into electronic QA forms;

Edit sample QA forms to make it your own or import a form from another PSAP;

Assess calls electronically on the screen while listening to a recording;

Complete checklist responses immediately with the click of a mouse;

Add notes to highlight key points to review with call takers;

Automatically link completed forms to the corresponding recording electronically within the DSS system; and

Print complete and scored assessment forms, as needed

No extra paper forms needed! No more scoring critiques yourself!

To attend a four (4) hour training on this tool, please contact Venus Wheeler at 508-281-7201 or venus.wheeler(@state.ma.us. This
training may qualify towards meeting continuing education requirements for personnel responsible for quality assurance.

To request activation of the QA feature in your DSS/Equature Digital Recorder, the chief or municipal coordinator must submit a request
on PSAP Department letterhead to the State 911 Department’s Systems Division. Requests will be handled by Jeff Jeffers at
jeff.jeffers@state.ma.us. When submitting your request, please include a list of calltaker/dispatcher names that will be

evaluated using this tool so the names can be added to the DSS system. Once all approvals are received, the feature will be activated at
your PSAP by DSS. PSAP administrators and QA personnel wishing to use the feature prior to training can find reference

materials on our website, under Public Safety Answering Point Resources, 9-1-1 PSAP Admin job aids.

NOTE: The State 911 Department is charged by statute (M.G.L. c. 64, § 18B) with establishing certification requirements for enhanced 911 Telecom-
municators, including EMD and quality assurance of EMD programs in the Commonwealth, and with establishing standards requiring PSAPs to have
certified EMD personnel or to provide EMD through a certified EMD resource (see 560 CMR 5.05 thru 5.09, which went into effect July 1, 2012).

3


mailto:venus.wheeler@state.ma.us�
mailto:jeff.jeffers@state.ma.us�

Massachusetts

Help is
== at your
fingertips.

EMERGENCY @ & K

www.mass.gov/e911

Massachusells Massachusetts State 911 Department

a I I :Ilrlyl:llllsl‘ 1380 Bay Street
o ] 11d1
fingertips. Building C

| EMERGENEY @ @ K | Taunton, Massachusetts 02780

SAVE A LIFE. STOP A CRIME. REPORT A FIRE.




<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



