FREQUENTLY ASKED QUESTIONCONCERNING

MULTI-LINE TELEPHONE SYSTEM REGULATIONS

Q.
What is a multi-line telephone system?

A.
A multi-line telephone system, or MLTS, is a telephone system comprised of common control units, telephones, and controls providing local telephone service to multiple end-users.  Multi-line telephone system includes VoIP and includes network and premises based systems such as centrex, pbx, and hybrid key telephone systems, but does not include key telephone systems.  Many businesses, government agencies, hotels, and schools use these types of telephone systems.

Q.
Why are these requirements necessary?

A.
The Massachusetts Legislature directed the State 911 Department to adopt regulations to implement the requirement that, beginning July 1, 2009, new or substantially renovated multi-line telephone systems shall provide the same level of enhanced 911 service that is provided to others in the Commonwealth. The regulations are intended to ensure that Public Safety Answering Points (or “PSAPs”) receive accurate location information so that emergency responders will not be delayed while trying to find the emergency caller in need.  Emergency response delays and tragedies have resulted when emergency callers have been unable to provide an address or a specific location within a large building or complex to the 911 dispatcher.  This can occur if the caller is unaware of the exact address or location or is unable to convey the exact address or location.  If a worksite or a school campus or business complex has multiple buildings, it may be difficult for emergency response personnel to locate the caller.  A multi-line telephone system often used in large facilities and campuses may provide only the physical street address of the facility’s main building (or the address of the building in which the MLTS is located) to the 911 operator, but may not provide more specific information such as a building number, floor number, or room number.  In order to prevent these types of tragedies or delays, a number of states have enacted laws to require sufficiently precise caller location information for 911 calls made using a multi-line telephone system.

Q.
Who do the regulations apply to?

A.
The regulations apply to operators of a new or substantially renovated MLTS beginning July 1, 2009.   These include operators of a shared residential, business, government, hotel/motel, and school MLTS.  

Q.
What is a “new” or “substantially renovated” MLTS?

A.
The MLTS is new if it is acquired, installed, introduced, established, or replaced on or after July 1, 2009.   The MLTS is substantially renovated if it has an increased capacity of incoming lines or stations by more than 50 percent of its previous capacity on or after July 1, 2009; or if all or substantially all of the hardware, structural, or operating components are upgraded, rehabilitated, altered, or replaced on or after July 1, 2009. 

Q.
What do the regulations require?

A.
The regulations require that MLTS operators provide a sufficiently precise indication of a caller’s location so that emergency response services may be dispatched to the specific location of the caller.  The MLTS operator is also required to provide a call back number.  This means that the PSAP that receives the 911 call from the MLTS will be able to reach the location from which the 911 call was placed.  The MLTS is also required to provide either automatic location information to the station level (i.e., the exact location information of the specific telephone station that placed the 911 call), or an Emergency Response Location identifier.  

Q.
What is an Emergency Response Location identifier?

A.
An Emergency Response Location, also known as an ERL, is a specific location to which emergency response services may be dispatched that is easily searchable by emergency responders in a reasonable amount of time.  An ERL is essentially a zone or area within a building, structure, complex, or campus.  An ERL identifier provides specific location identification within the building, structure, complex, or campus.  Depending upon the type of facility, this could be a floor name or number, wing name or number, building name or number, unit name or number, room name or number, or office or cubicle name or number.  The ERL identifier may vary depending upon the size of the area, type of MLTS operator, and building configuration.  

Q.
How can a business or governmental agency comply with the regulations?

A.
Business and governmental agency MLTS operators must transmit to the PSAP the street address and an ERL identifier that provides at least the building and floor location of the caller.  The regulations also require that, if the MLTS is provided for use off-premises beyond the workspace of the business or governmental agency, the MLTS operator must provide written instructions that clearly and accurately inform the user how to place an emergency call from the MLTS. 

The requirements vary depending upon the square footage of the workspace, the building configuration, and the number of telephone stations.  For buildings having their own street address or a common street address and containing workspace of 22,500 square feet or less, the MLTS must transmit to the PSAP at least one automatic number identification and at least one ERL identifier that provides a street address and a unit identifier for each building.

For buildings having their own street address or a common street address and containing workspace of more than 22,500 square feet, the MLTS must transmit to the PSAP at least one automatic number identification per 22,500 square feet of workspace and at least one ERL identifier per 22,500 square feet of workspace that provides a street address and a unit identifier for each building.

It is not necessary to provide more than one ERL identifier if the workspace is less than 7,000 square feet and is located on a single contiguous property.  It is not necessary to provide more than one ERL identifier if there are fewer than 49 stations and the workspace occupies not more than 22,500 square feet and is located on a single contiguous property.

Nothing in the MLTS regulations prohibits the MLTS operator from providing the actual call back number and the specific building address, floor and room number of each and every specific telephone station on the MLTS.
Q.
How can a hotel/motel comply with the regulations?

A.
The operator of a hotel/motel MLTS must make sure that that the MLTS clearly identifies the street address and a unit identifier (a room name or number or unit name or number) of the caller through the delivery to the PSAP of automatic number identification, an ERL identifier, or both, and that provides the PSAP with the ability to retrieve the automatic location information.  The regulations apply to a hotel, motel, resort, inn, lodge, bed and breakfast or other similar accommodation with 20 or more rooms designed or used for sleeping.  The hotel/motel MLTS may provide an ERL identifier for those areas that are not used for sleeping purposes, but must provide a unit identifier for sleeping areas.

Q.
How can a school comply with the regulations?

A.
The regulations apply to the operators of a MLTS that provides service to a school campus, complex, or facility.  The regulations apply to private and public educational institutions, colleges, and universities.  The regulations apply to both day and residential schools.    The school MLTS must clearly identify the street address and a unit identifier of the caller through the delivery to the PSAP of automatic number identification, an ERL identifier, or both, and that provides the answering point with the ability to retrieve the location information.  

Q.         What are the requirements for the operator of a school MLTS that has telephones or stations in classrooms or areas used for business or administrative purposes and also has telephones in sleeping areas or dormitories?

A.         The MLTS regulations require that, if a room is used for sleeping purposes, a unit identifier in the form of a room name or number or unit name or number must be provided.  If the room is not used for sleeping purposes (or residential purposes or for living quarters), then an ERL, or Emergency Response Location, identifier may be used.  This means that the telephones located in sleeping areas of a school must provide the room name/number, but that telephones located in areas used as classrooms or business areas may provide an ERL identifier to identify a section of the building such as floor name/number or wing name/number.  These requirements do not vary based the size of the building(s) or the number of buildings.

Q.         What are the requirements for the operator of a school MLTS that has telephones or stations in classrooms or areas used for business or administrative purposes only, but that does not have telephones or stations in sleeping areas or dormitories?  

A.         Same answer as above.

Q.
What should a Public Safety Answering Point (“PSAP”) do if a MLTS operator is not meeting the requirements of the regulations?

A.
The regulations permit primary and regional PSAPs to require the operator of a MLTS to conduct testing to confirm that the MLTS provides the same level of enhanced 911 service that is provided to others in Massachusetts.  The State 911 Department encourages PSAPs to notify the State 911 Department by e-mail at MLTS911@state.ma.us of any discrepancies or compliance issues so that the State 911 Department may work with the PSAP and the MLTS operator to resolve the matter. 

Q. 
Are there any exceptions to these requirements?

A.
The MLTS operator may seek a waiver from the State 911 Department.  The State 911 Department may deny a request for a waiver, grant a waiver upon a showing that compliance with the requirements of the regulations is technologically infeasible or of excessive cost without public benefit, or grant a waiver with such conditions as are necessary to ensure the public safety. 

Q.
Is it acceptable to use “8” as the digit to get an outside line?

A. 
Using “8” as the prefix does not violate the State 911 Department regulations. In fact, it is preferred to use “8” rather than “9” to dial an outbound line, as this reduces the number of inappropriate/accidental calls to 9-1-1. Please note, however, that the regulations (560 CMR 4.00) provide as follows: “If a multi-line telephone system requires a caller to dial a prefix, such as the digit 9, before dialing any outgoing call, the multi-line telephone system operator shall make a diligent effort to ensure that subscribers or end users are aware of the procedures for calling for emergency assistance.”  Therefore, you should ensure that your users are aware of the procedures for calling 9-1-1. 
Q.
Who can I contact if I have more questions or if I would like to seek assistance?

A.
We recommend that you begin by contacting your MLTS provider or reseller.  If you have additional questions regarding the MLTS regulations, please contact the State 911 Department by e-mail at MLTS911@state.ma.us or by telephone at (508) 828-2911.  For technical questions regarding the MLTS regulations, please ask for Deputy Executive Director Norm Fournier.  For legal questions relating to the MLTS regulations, please ask for General Counsel Louise McCarthy.
