THIS AGREEMENT dated this £Oday ofwom

BETWEEN:
NORTH ISLAND 9-1-1 CORPORATION
600 Comox Road
Courtenay, B.C.
V9N 3P6
(hereinafter called the "Notth Island 9-1-1 Corp")
OF THE FIRST PART
AND:
CITY OF CAMPBELL RIVER
301 St. Ann's Road
Campbell River, B.C.
VIW 4C7
(heteinafter called "Campbell River")
OF THE SECOND PART
WHEREAS:
A. North Island 9-1-1 Corp’s purpose is to operate a 9-1-1 System (as defined herein) and such
ancillary purposes relating to the 9-1-1 System.
B. Campbell River, through the Campbell River Fire Department, has agreed to act as the sole
9-1-1 Fire Dispatch Centre ("9-1-1 Fire Dispatch Centre") for the 9-1-1 System for all of the
Fire Departments and will provide emetgency response dispatch setvices to all fire
departments included in the 9-1-1 System, and;
(o Campbell River and North Island 9-1-1 Corp wish to define their respective rights and

obligations for the operation and funding for the 9-1-1 Fire Dispatch Centre.

NOW THEREFORE, in consideration of the mutual promises and obligations set out below, North
Island 9-1-1 Cotp and Campbell River hereby agree as follows:

GENERAL

Interpretation - In this Agreement:

"Communication Equipment Sites" means locations where Equipment and systems are
located for the 9-1-1 Fire Dispatch System;

"Equipment" means the equipment, materials, publications, spare patts and supplies
provided to Campbell River by North Island 9-1-1 Cotp to operate and manage the 9-1-1 Fire
Dispatch Centre;

"Fire Departments" means the fire departments that North Island 9-1-1 Corp is obligated to
provide fire dispatch services as listed in Schedule "A" and as may be amended by North
Island 9-1-1 Corp from time to time;
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1.2

2.2

"Fire Dispatch Advisory Committee" means the committee of Fire Departments
representatives that advise on the operational and administrative delivery of fire dispatch
services;

""9-1-1 Fire Dispatch Centre" means the 9-1-1 Fire Dispatch Centre to be operated and
managed by Campbell River in accordance with the terms of this Agreement;

"9-1-1 Fire Dispatch Operating Guidelines' means the general operating guidelines as
amended and maintained by the 9-1-1 Fire Dispatch Manager to ensure the ongoing efficient
and effective operations of the 9-1-1 Fire Dispatch Centte, and which will include disastet
recovery guidelines;

"9.1-1 Fire Dispatch Training Standard" means the training disciplines of Public Safety
Telecommunicator (Canada) Level 1 and Fire Service Communications Level 1 as provided by
the Association of Public-Safety Communications Officials (APCO) International.

""9-1-1 Fire Dispatch System' means all radio, computer, telephone, recording, mechanical
and electrical systems (attached to the 9-1-1 System) used for the delivery of fire dispatch
services within the entite area served by Notrth Island 9-1-1 Cotp, managed and opetated by
Campbell River through agreement with North Island 9-1-1 Corp;

"9-1-1 Fire Dispatch Manager" shall be a deputy fire chief of Campbell River Fire
Department or designate/s appointed by the fire chief of Campbell River Fire Department
from time to time;

"9-1-1 System" means the 9-1-1 emergency answering and dispatch systems managed by
Notth Island 9-1-1 Cotp for the provision of both a ptimary public safety answeting point and
a secondary fire public answering point and dispatch system;

"NFPA 1221, Chapter 7" means the National Fire Protection Association, Standard 1221,
Chapter 7, as it may be amended from time to time;

"Operating Costs" means the operating costs defined in Schedule "B", which is attached to
and forms part of this Agreement; and

"Services" means the operation and management of the 9-1-1 Fire Dispatch Centre and
System on behalf of North Island 9-1-1 Corp in accordance with this Agreement, and NFPA
1221, Chapter 7 as it may be amended from time to time as outlined in Schedule "C".

Term - The term of this Agreement is for a period of five (5) years commencing January 1,
2017 and ending on December 31, 2021. This Agreement may be extended for one additional
five (5) year term, provided that both parties agree in writing to the Operating Costs for the
additional term. This Agreement may be terminated in accordance with Section 7.1 herein.

OBLIGATIONS OF CAMPBELL RIVER

Provision of Services - Campbell River shall provide the Services in accordance with this
Agreement.

Staff - Campbell River shall:

a) provide the 9-1-1 Fire Dispatch Centre, with a minimum of 2 employees 24 hours a
day who are trained to the 9-1-1 Fire Dispatch Training Standard in emergency
dispatch operations, and in the operation of equipment;
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b) provide a manager for the 9-1-1 Fire Dispatch Centre who is experienced in fire
department management;

c) catry out the operation and management of the 9-1-1 Fire Dispatch Centre and which
shall include, but is not limited to, the responsibility of the 9-1-1 Fire Dispatch
Manager to:

1) provide overall direction, planning, organizing, administration and training of
9-1-1 Fire Dispatch Centre staff;

1) create and maintain operating guidelines for both external and internal 9-1-1
Fire Dispatch Centre users;

iif) provide ongoing reporting to the North Island 9-1-1 Corp with regard to call
volume, quality assurance, compliance to NFPA 1221, Chapter 7 and other
information related to the operation and management of the 9-1-1 Fire
Dispatch Centre and the 9-1-1 Fire Dispatch System as required by the North
Island 9-1-1 Corp;

iv) attend North Island 9-1-1 Corp management, administrative and board
meetings, as required by the North Island 9-1-1 Cotp, with reasonable notice
provided by North Island 9-1-1 Cotp for scheduling purposes;

v) establish protocols to promote efficiency of the 9-1-1 Fire Dispatch Centre;

vi) liaise with and maintain a close cooperative working relationship with the
North Island 9-1-1 Cotp’s technology manager (the "Technology Manager™)
and the mapping and database manager for the 9-1-1 Fire Dispatch System;

vii) provide operational advice respecting the 9-1-1 Fire Dispatch System to North
Island 9-1-1 Corp;

vill)in cooperation with the Technology Manager recommend and assist with the
operations and maintenance of the 9-1-1 Fire Dispatch System;

ix) provide support to the Technology Manager both in 9-1-1 Fire Dispatch
Centre and the Communication Equipment Sites as requested by the
Technology Manager from time to time, with reasonable notice provided for
scheduling purposes;

x) provide contract management services regarding the user agreements for
Communication Equipment Sites between North Island 9-1-1 Cotp and the
Fire Departments, as well as, any radio site co-locators using the 9-1-1 Fire
Dispatch System;

xi) liaise with and maintain close cooperative relationships with the Fire
Departments;

xit) coordinate meetings with, and provide administrative support to, the Fire
Dispatch Advisory Committee according to the North Island 9-1-1 Corp
Board of Directors’ approved terms of reference, and provide minutes of the
meetings to North Island 9-1-1 Cotp on a timely basis;

xii)maintain minimum staffing levels in accordance with the NFPA 1221,
Chapter 7; and
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xiv)provide North Island 9-1-1 Corp with notice of the 9-1-1 Fire Dispatch
Managert’s unavailability due to planned or unplanned leaves, and provide

ongoing management of the 9-1-1 Fire Dispatch Centre during those absences
by the on-duty Chief Fire Officer for Campbell River.

2.3 9-1-1Fire Dispatch Operations - Campbell River shall provide the necessary training and
supervision to ensure that its staff are in compliance with North Island 9-1-1 Corp policies,
9-1-1 Dispatch Fire Operating Guidelines and make best efforts to operate in accordance with
the standards set out within NFPA 1221, Chapter 7.

2.4  Protection of Equipment - Campbell River shall make all reasonable efforts to ensute the
protection of all Equipment.

2.5  Responsibility - Campbell River is responsible for any damage to the Equipment caused by a
willful act or omission of its employees but Campbell River is not tesponsible for damage to
the Equipment caused by normal wear and tear.

2.6  Fire Dispatch Services - Campbell River shall provide emetgency response dispatch
setvices to the Fire Departments duting the Term.

2.7  Dispatch Outside Boundaries —

a) Campbell River shall not willfully dispatch any Fire Department for fire suppression or
rescue services to a location beyond the fire or rescue area boundaries of such Fire
Department as identified in the mapping data provided by the North Island 9-1-1
Corp through the 9-1-1 Fire Dispatch System, or unless otherwise as agreed to in
writing or other enabling agreements such as mutual aid, automatic aid, road rescue or
wildfire protection.

b) where there is any doubt regarding fire or rescue area boundaties, or when notifying a
Fire Department about an incident occutring immediately beyond its fire or rescue
area boundaries, the duty officer for that Fire Department shall determine the
approptiate response.

2.8 9-1-1 Fire Dispatch Operating Guidelines Changes - the 9-1-1 Fire Dispatch Manager
shall ensure that all new or revised 9-1-1 Fire Dispatch Operating Guidelines are forwarded to
the North Island 9-1-1 Corp administrative offices to update the master 9-1-1 Fire Dispatch
Operating Guidelines.

3. OBLIGATIONS OF NORTH ISLAND 9-1-1 CORP

3.1  Supply of Equipment - Notth Island 9-1-1 Corp shall:

c) supply, and maintain all the Equipment necessaty for Campbell River to provide the
Services; and

d) retain ownership of all the Equipment; and

e) immediately notify, and promptly provide detailed written procedures ot instructions
" to the 9-1-1- Fire Dispatch Manager where changes are made to the 9-1-1 Fire
Dispatch System.
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3.2

33

3.4

3.5

3.6

Costs - North Island 9-1-1 Corp shall:

f) payall capital expenses of the 9-1-1 Fire Dispatch System as approved by North Island
9-1-1 Corp in writing, except for capital expenses for computet equipment used for
Campbell River business and capital expenses for computer equipment connected to
Campbell River’s computer network; and

g) pay to the City Campbell River Operating Costs in accordance with Schedule "B"
" hereof.

Seismic Event - North Island 9-1-1 Corp acknowledges that the 9-1-1 Fire Dispatch Centre
located in the existing building located at 675 13" Avenue, Campbell River, BC (the “Existing
Centre” was constructed in 1978 and that the 9-1-1 Fire Dispatch Centte is not designed to
comply with cutrent seismic design requirements. North Island 9-1-1 Corp agtees that in the
event of a seismic event at the Existing Centtre, it will release, save harmless and indemnify
Carr{pbell River, its officers, officials, agents, and employees from and against any and all
claims, loss or damage suffered by or made against Campbell River, its officers, officials, agents,
or employees to the extent that such claims, loss, or damage directly atise from any failure on
the part of Campbell River, its officers, officials, agents or employees with tespect to the
Services as a result of such seismic event.

Corporation Policies - North Island 9-1-1 Corp may establish policies that it determines to
be necessary for the operation and administration of the 9-1-1 Fire Dispatch System. Notth
Island 9-1-1 Corp shall advise Campbell River, in writing, of any policy that the 9-1-1 Fire
Dispatch Centre 1s required to comply with.

Notice of Policy Changes - North Island 9-1-1 Corp's policies may be amended from time
to time by North Island 9-1-1 Corp, and Campbell River shall be given not less than thirty (30)
days: written notice of any changes in the polices and, immediately following such notice
period Campbell River shall be fully compliant with such changes.

Dispute Regarding Policy — If Campbell River determined that it would be impossible ot
impractical to comply with a policy that it has received written notice of, in accotdance with
sections 3.4 or 3.5, it will promptly provide North Island 9-1-1 Cotp with written notice of the
policy or portion theteof that it would be impossible ot impractical for Campbell River to
comply with. Upon receipt of such notice, the parties will cooperate to find a solution, and if
necessary amend the policy, so that it is possible and practical for Campbell River to comply
with the policy or portion thereof.

FINANCIAL

Payment - North Island 9-1-1 Corp will pay Campbell River for the provision of the Setvices
in the amounts desctibed in Schedule "B" hereof. Payment will be made in four (4) equal
instalments on the first day of January, April, July, and October of the calendar year in which
Services are rendered.
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5.2

53

6.2

INDEMNITY

North Island 9-1-1 Corp shall indemnify and save harmless Campbell River, its officers,
officials, agents, and employees from all claims, loss ot damage arising out of ot resulting from
the operation of the 9-1-1 System except to the extent that such claims, loss and damage are
contributed to by the willful or negligent acts, errors or omissions of Campbell River, its
officers, officials, agents, or employees.

Campbell River shall indemnify and save harmless North Island 9-1-1 Corp, its officers, agents
and employees from all claims, loss or damage atising out of or resulting from Campbell
River’s provision of the Setvices, except to the extent that such claims, loss and damage ate
contributed to by the willful or negligent acts, etrors or omissions of Notth Island 9-1-1 Corp,
its officers, officials, agents, or employees.

North Island 9-1-1 Corp shall indemnify and save harmless Campbell River for any legal
defense costs to a maximum of $50,000.00 per claim incurted by Campbell River by reason of
its being named a party in any legal proceeding arising out of ot resulting from the opetation of
the 9-1-1 System so long as Campbell River is ultimately found not to be liable in whole or in
patt.

DISPUTE RESOLUTION

Procedure - If there is any dispute arising out of or relating to this Agreement, then the parties
will use reasonable good faith efforts to resolve such dispute, first by direct negotiation and
then, if that is not successful, by mediation with a neutral third party mediator acceptable to
both parties. Each party will bear its own costs and expenses in connection with any
mediation and all costs and expenses of the mediator will be shared equally by the patrties.

Any dispute arising out of or relating to the Agreement that is not settled by agreement
between the parties or mediation within 90 days or such other time as the patties may agree to
in writing, may, on written agreement of the parties, be settled exclusively by binding
arbitration by a single arbitrator. The location of any arbitration proceeding will be at
Campbell River, British Columbia. The atbitration will be governed by the Arbitration Act
[RSBC 1996] Chapter 55 (British Columbia). The atbitrator will be selected and the atbitration
conducted in accordance with the British Columbia International Commercial Atbitration
Rules, except that the provisions of this Agreement will control over such rules. The parties
will share equally in the fees and expenses of the arbitrator and the cost of the facilities used for
the arbitration hearing, but will otherwise each bear their tespective costs incutred in
connection with the atbitration. The parties will use their best efforts to ensure that an
arbitrator is selected promptly and that the arbitration hearing is conducted no later than three
(3) months after the arbitrator is selected. The atbitrator must decide the dispute in
accordance with the substantive law which would govern the dispute if it wete litigated in court.
This requirement does not, however, mean that the award is reviewable by a coutt for etrors of
law or fact. Following the arbitration hearing, the arbitrator will issue an award and a separate
written decision which summarizes the reasoning behind the award and the legal basis for the
award. The arbitrator will not:

h) award damages in excess of the amount limited by the terms of the Agreement; or

i) require one party to pay the other party's legal costs and expenses.
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6.3

6.4

8.2

9.2

10.
10.1

10.2

If the parties do not agree to atbitration as described in section 6.2, each party is free to
commence litigation without further notice.

Exception - The dispute resolution procedures set forth in Sections 6.1 to 6.3 are the sole and
exclusive procedures for resolving any dispute under this Agreement, except that either party
may also seek preliminary or temporary injunctive relief from a coutt if, in that party's sole
judgment, such action is necessaty to avoid irreparable hatm or to presetve the status quo. If
a party seeks judicial injunctive relief as described in this section 6.4, then the patties will
continue to participate in good faith in the dispute resolution procedutes desctibed in section
6.1. Except in the case that a party has commenced litigation in accordance with section 6.3,
the parties agree that no court which a party petitions to grant the type of preliminary ot
temporary injunctive relief described in this section 6.4 may award damages or resolve the
dispute.

TERMINATION

Right to Terminate - Either patty may terminate this Agreement at any time, without penalty,
and for any reason, by giving at least eighteen (18) months notice in writing to the other party,
with the effective date to be no earlier than December 31 of the following year.

REPRESENTATIONS

Prior Negotiations - All prior negotiations and agreements between the parties related to the
subject matter of this Agreement ate superseded by this Agteement.

No Representations - There are no representations, warranties, understanding or agreements
other than those expressly set forth in this Agreement or subsequently agreed to in wtiting by
a duly authorized representative of Notrth Island 9-1-1 Cortp and Campbell River.

WAIVER

Failure to Enforce Not Waiver - Any failure on the part of Notth Island 9-1-1 Corp or
Campbell River to enforce or to require the strict performance of any of the provisions of this
Agreement shall not, in any way, constitute a waiver of those provisions or affect ot impair
those provisions or any right North Island 9-1-1 Corp or Campbell River has at any time to
avail itself of any remedies that may have for any breach of these provisions or to require the
Services to be performed in accordance with this Agreement.

Waiver in writing - Neither party is bound by a waiver of any provision of this Agreement
unless the waiver is clearly expressed in writing and signed by the party's authotized signatory.
GENERAL

Governing Law - This Agreement will be govetned by the laws of the Province of British
Columbia and the laws of Canada applicable therein. The parties attorn to the exclusive
jurisdiction of the courts of British Columbia.

Relationship of Parties - This Agreement will not create nor will it be interpreted as creating
any association, partnership or any agency relationship between the parties.
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10.3

10.4
10.5

10.6

10.7
10.8

10.9

10.10

Severability - If any provision of this Agreement is held to be unenforceable, then such
provision will be severed from this Agreement and the remaining provisions will remain in full
force and effect. The parties will in good faith negotiate a mutually acceptable and enforceable
substitute for the unenforceable provision, which substitute will be as consistent as possible
with' the original intent of the patties.

Compliance - The parties shall comply with all applicable enactments.

Benefit - This Agreement shall operate and take effect for the benefit of, and be binding upon,
North Island 9-1-1 Corp and Campbell River and their respective successors and its permitted
assigns.

Further Assurances — Fach party agrees from time to time and at all times at the reasonable
request of the other party to do and execute ot cause to be made, done or executed any further
and other lawful acts, deeds, things, devices, conveyances and assurances in law required to
ensure the other party of its rights under this Agreement.

Time is of the Essence - Time is to be the essence of this Agreement.

Amendment - This Agreement may not be modified or amended except by written
agreement of the parties.

Notices - All notices and demands required or permitted to be given under this Agreement
shall be in writing and addressed as follows:

To Notth Island 9-1-1 Corp:
North Island 9-1-1 Corporation
600 Comox Road
Courtenay, B.C. VON 3P6
Attention: Secretary

To Campbell River:
" City of Campbell River
301 St. Ann's Road
Campbell River, B.C. VIW 4C7
Attention: City Manager

ot to such other address or addressed or individuals as may from time to time be provided in
writing by the parties.

Counterparts — This Agreement may be executive in counterpart, both of which together
shall constitute one and the same instrument, and either party may deliver its counterpart page
by electronic transmission.
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IN WITNESS WHEREOF the parties have executed this Agreement effective the date first above
written. )

THE CITY OF CAMPBELL RIVER

in j;:%ZiOﬁ
%W?%/@/

Corporate Officer( ¥

The NORTH ISLAND 9-1-1

C%TION in the presence of:

esidgnt

et -
Secrt@y

N N N N N N S S
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SCHEDULE "A"

FIRE DEPARTMENTS

SCHOOL DISTRICT 69 - NANAIMO REGIONAL DISTRICT

Bow Horn Bay Dashwood Errington Parksville
Coombs-Hilliers Deep Bay Nanoose Bay Qualicum Beach
CF METR (Canadian

Forces Experimental

Test Ranges -

Nanoose)

ALBERNI-CIAYOQUOT REGIONAL DISTRICT

Bamfield Cherry Creek Sproat Lake Ucluelet
Beaver Creek Port Alberni Tofino Yuu-Thlu-Ilth-At

COMOX VALLEY REGIONAL DISTRICT

Comox Cumberland Hornby Island Ship’s Point
Coutrtenay - Denman Island Oyster River Union Bay
CFB Comox Fanny Bay

STRATHCONA REGIONAL DISTRICT

Campbell River Gold River Sayward Zeballos
Cortes Island Quadra Island Tahsis

MOUNT WADDINGTON REGIONAL DISTRICT

Alert Bay Hyde Creek Port McNeill Quatsino (Town Site)
Coal Harbour Port Alice Sointula Woss
Holberg Port Hardy
POWELL RIVER REGIONAL DISTRICT (excluding Electoral Area ‘E’-Lasqueti Island)
Gillies Bay Northside Savary Island Van Anda
Malaspina Powell River Sliammon
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SCHEDULE "B"
OPERATING COSTS

COSTS North Island 9-1-1 Corp shall pay the following fixed costs to Campbell River for the
operation of the 9-1-1 Fire Dispatch Centre:

B-1 Fire Dispatch Discounted Cost Summary (2.5% Annual increase)
2017 2018 2019 2020 2021
$1,196,000 $1,226,000 $1,257,000 $1,288,000 $1,320,000

B-2 The North Island 9-1-1 Corporation may secute additional annual revenue for the
provision of emergency response dispatch services using Campbell River fire dispatch staff
to fire departments not currently listed in Schedule "A". Should any additional annual
revenues be realized that exceed the difference between the discounted costs found in
Schedule B-1 and the full costs found in Schedule B-3, then the full costs as found in
Schedule B-3 shall be used in that year and subsequent calendar yeats as long as the
additional annual revenues are realized and exceeds the difference between B1 and B3

costs.

Fire Dispatch Full Cost Summary (3.4% Annual increase)

2017

2018

2019

2020

2021

$1,206,000

$1,247,000

$1,289,000

$1,333,000

$1,378,000

B-4

COST ASSUMPTIONS

a.

All 9-1-1 Fire Dispatch Centre costs desctibed in this Schedule B are fixed based on
Campbell River dispatching less than 25,000 incidents annually.

In the event that dispatched incidents exceed 25,000 annually Notth Island 9-1-1
Corp and Campbell River shall re-negotiate costs to operate the 9-1-1 Fire Dispatch
Centre.

The maximum capacity of the 9-1-1 Fite Dispatch Centre is undetstood to be 19,000
incidents and may be increased by mutual agreement to 25,000 incidents through
technical enhancements intended to automate certain dispatch functions.

Automation options may include but are not limited to:
1. the use of an automated 9-1-1 voice alerting/ paging system and;
ii.  the elimination of requests for setvices from British Columbia Emergency
Health Services that do not result in the dispatch of a fite depattment.

The 9-1-1 Fire Dispatch Centre costs reflect 80% of a Campbell River deputy fire
chief salary and benefits for management of the 9-1-1 Fire dispatch System, in
recognition of the fact that the Fire Dispatch Manager provides certain
administrative and operational services to the sole benefit of Campbell River.

9-1-1 Fire Dispatch Centre costs reflect 85% of a dispatch staff salaty and benefits
for fire dispatch costs, in recognition that fire dispatchets provide certain
administrative and dispatch services to the sole benefit of Campbell Rivet.
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d.  9-1-1 Fire Dispatch Centre costs are further based on annual lease plus
improvements, including utilities, generated emergency power, and building
_ operating costs of the 775 square foot dispatch centre at 675 13th Avenue, Campbell
River. Campbell River will provide written notice of change of Fire Dispatch location
not less than eighteen (18) months before the anticipated move is scheduled to occut.
A change of location to a post disaster fire dispatch centre will requite re-negotiation

of these costs.

e. 9-1-1 Fire Dispatch Centre costs described in this Schedule B ate fixed based on the
. understanding that if providing the Setvices in accordance with this Agreement
requires Campbell River to travel either:

i. outside of Vancouver Island for the purposes of operating or managing the
9-1-1 Fire Dispatch System or both; or

ii. for the purpose of assisting the Technology Manager;

. or both, North Island 9-1-1 Corp and not Campbell River is responsible for paying
the cost of all travel expenses reasonably incurred by Campbell River under this Schedule
B-4(e).
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SCHEDULE "C"

NFPA 1221 (2016) Chapter 7 & Appendix
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1221-20 INSTALLATION, MAINTENANCE, AND USE OF EMERGENCY SERVICES COMMUNICATIONS SYSTEMS

dispatching systems shall be connected to the single-point
[acility ground in accordance with NFPA 70, Article 647,

5.8.2 Listed isolated ground recepracles in accordance with
NFPA 70 shall be provided for all cord-and-plug-connecled
essential and sensitive electronic equipment.

5.8.3 Where required by the AHJ, unused wire or cable pairs
shall be grounded.

5.8.4 Ground connection for surge suppressors shall be made
to the single-point facility ground systemn in accordance with
NFPA 70.

5.9 Access. All equipment shall be accessible for the purpose
ol mainienance.

5.10* Pathway Survivability. All pathways shall comply with
NFPA 70. [72:12.4]

5.10.1 Pathway Survivability Level 0. Level 0 pathways shall
nol be required to have any provisions {or pathway survivability.
[72:12.4.1]

5.10.2 Pathway Survivability Level 1. Pathway survivability
Level 1 shall consist of pathways in buildings that are fully
protected by an automatic sprinkler system in accordance with
NFPA 13 with any interconnecting conductors, cables, or other
physical pathways installed in metal raceways. {72:12.4.2]

5.10.3* Pathway Survivability Level 2. Pathway survivability
Level 2 shall consist of one or more of the following:

(1) 2-hour frerated circuit integrity (CI) or fre-resistive
cable

(2) 2-hour firerated cable system {electrical circuit protective
system(s) |

(3) 2-hour fre-rated enclosure or protected area

(4)* Performance alternatives approved by the authority
having jurisdiction

[72:12.4.3)

5.10.4 Pathway Survivability Level 3. Pathway survivability
Level 3 shall consist of pathways in buildings that are [ully
protected by an automatic sprinkler system in accordance with
NFPA 18 and one or more of the following:

(1) 2-hour frerated circuit integrity (CI) or fire-resistive
cable

(2) 2-hour hre-raled cable system [electrical circuit protective
systemi(s) ]

(3) 2-hour fire-rated enclosure or protected area

(4)* Performance alternatives approved by the authority
having jurisdiction

[72:12.4.4]

Chapter 6 Emergency Response Facilities

6.1 General. A primary and a secondary means of dispatch
notification shall be provided at the ERF and comply with 6.1.1
and 6.1.2,

6.1.1 The primary means of dispatch notification at the ERF
shall be compatible with the primary means of dispatch notifi-
cation that is provided at the communications center.

2016 Edition

6.1.2 The secondary means of dispatch notification at the ERF
shall be compatible with the secondary means of dispatch noti-
fication that is provided aL the communications center.

6.1.3 Dispatch notification equipment shall be kept in working
order at all times.

6.1.4 A publicly accessible means for reporting alarms to the
communications center shall be provided on the exterior of
the ERF.

6.2 Commercial Telephone.

6.2.1* A commercial telephone shall be provided at each
emergency response facility,

6.2.2* When no other means of voice communication between
the communications center and an ERF is provided, the tele-
phone at the ERF shall be arranged so that it cannot be used by
the public.

6.3 Fire Protection. Fire protection shall be provided as
required by NFPA 5000 or in accordance with the building
code legally in force, whichever is more restrictive.

6.3.1 Sprinkler systems shall comply with NFPA 13.
6.3.2 Fire alarm systems shall comply with NFPA 72,

6.4 Power. Two independent and reliable power sources shall
be provided, each of which shall be of adequate capacity for
operation of the communications equipment.

6.5 Lighting.

6.5.1 Lighting shall be provided to enable personnel to oper-
ale communications cquipment that is used for the receipl of
alarms.

6.5.2 Emergency lighting shall be provided in accordance with
NFPA 101, Section 7.9.

6.6 Gommunications Conductors. Communications conduc-
tors in an ERF shall be installed in accordance with NFPA 70.

6.6.1 Circuit protection shall be in accordance with
Section 5.6.

6.6.2 Lightning protection shall be in accordance with
Section 4.9.

Chapter 7 Operations

7.1 Management.

7.1.1 All system operations shall be under the control of a
manager, director, or supervisor of the jurisdiction served by
the system.

7.1.1.1 Emergency services dispaiching entities shall have
rained and qualified technical assistance available for trouble
analysis and repair by in-house personnel or by authorized
outside contract maintenance services.

7.1.1.1.1 All maintenance records shail be maintained in
accordance with the requirements of the AH]J.

7.1.1.2 Where maintenance is provided by an organization or
person other than an employee of the jurisdiction, complete
written records of all installation, maintenance, test, and exten-
sion of the system shall be forwarded to the responsihle
employee of the jurisdiction.

n
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7.1.1.3 Maintenance performed by an organization or person
other than an employee of the jurisdiction shall be by written
contract that contains a guarantee of performance as approved
by the AH]J.

7.1.2* All equipment shall be accessible o the AH]J [or the
purpose of maintenance.

7.1.3 Personnel in supervisory roles shall receive supervisory
training as defined by the AH].

7.1.4 The AHJ shall be responsible for initial and ongoing
training in supervisory skills for personnel in supervisory roles.

7.2 Telecommunicator Qualifications and Training.

7.2.1 Telecommunicators shall meet the qualification require-
ments of NFPA 1061 as appropriate for their posilion.

7.2.2* Telecommunicators shall be certified in the knowledge,
skills, and abilities related to their job-related function.

7.2.2.1 The certification program shall have a skill mainte-
nance component for recertificalion as defined by the certify-
ing organization.

7.2.3 Telecommunicators shall be trained in general emer-
gency service operations and shall have access to information
regarding the following:

(1) Locations of streets

(2) Locations of important structures, including schools,
hospitals, and other buildings with a high life hazard

(3) Locations of congested or hazardous arcas

7.2.4 Telecommunicators shall have operational knowledge of
the functions of communications equipmentsystems, and
networks in the communications center.

7.2.5 Telecommunicators shall know the rules and regulations
that relale to equipment use, including those of the Federal
Communications Commission that pertain to emergency serv-
ice radio use.

7.2.6 The AH{ shall be responsible for providing training o
maintain the skill levels of telecommunicators 1o the level
appropriate lo their position as identified in NFPA 1061 and
Section 7.2

7.2.7 Telecommunicators shall be trained in TDD/TTY proce-
dures, with training provided at a minimum of every 6 months.

7.2.8 Telecommunicators shall receive training on the CEMP,
including the TICP, at least annually.

7.3 Staffing.

7.3.1 There shall be a minimum of two telecommunicalors on
duty and present in the communications center at all times.

7.3.1.1* The AH] shall ensure that there are sufficient tele-
communicators available to effect the prompt receipt and
processing of alarms needed w meet the requirements of
Section 7.4.

7.3.1.2* Where communications syslems, compuler systems,
staff, or facilities are user for hoth emergency and nonemer-
gency functions, the nonemergency use shall not degrade or
delay emergency use of those resources.

7.3.1.3 A communications center shall handle emergency calls
for service and dispatching in preference to nonemergency
activities.

7.3.2* When requested by the incident commander, a telecom-

municator shall be dedicated to the incident and relieved of
other duties within the communications center.

7.3.3 The AH]J shall establish standard operaling procedures to
identify the circumstances under which a telecommunicalor
will be assigned to the incident and how that will be accom-
plished.

7.3.4* Supervision shall be provided when more than two tele-
communicators are on duty.

7.3.4.1 Supervision shall be provided by personnel located
within the communications center who are f[amiliar with the
operations and procecures ol the communications center.

7.3.4.2 The supervisor shall be allowed to provide short-term
reliel coverage for a telecommunicator, provided that the tele-
communicator does not leave the communications center and
is available for immediate recall as delined in the policies and
procedures of the AHJ,

7.4 Operating Procedures.

7.4.1* Ninety-five percent of alarms received on emergency
lines shall be answered within 15 seconds, and 99 percent of
alarms shall be answered within 40 seconds. (For documentatinn
requirements, see 12.5.2.)

7.4.1.1 Compliance with 7.4.1 shall be evaluated monthly using
data from the previous month.

7.4.2* With the exception of the call types identified in 7.4.2.2,
90 percent of emergency alarm processing shall be completed
within 64 seconds, and 95 percent of alarm processing shall be
completed within 106 scconds. (For documenlalion requivements,
see 12.5.2.)

7.4.2.1 Compliance with 7.4.2 shall be evaluated monthly using
data from the previous month.

7.4.2.2 Emergency alarm processing for the following call types
shall be completed within 90 seconds 90 percent of the time
and within 120 seconds 99 percent of the time:

(1) Calls requiring emergency medical dispatch questioning
and pre-arrival medical instructions

(2) Calls requiring language translation

(3) Calls requiring the use of a TTY/TDD device or audio/
video relay services

{4) Calls of criminal activity that require information vital to
emergency responder safety prior to dispatching units

(5) Hazardous material incidents

(6) Technical rescue

(7) Calls that require determining the location ol the alarm
due 1o insuflicient information

(8) Calls received by text inessage

7.4.3* For law enlorcement purposes, the AH]J shall determine
time [rames allowed for completion of dispatch.

7.4.4* Where alarms are translerred from the primary public
safety answering point (PSAP) to a sccondary answering point,
the wansfer procedure shall not exceed 30 seconds oy
95 percent of all alarms processed. (For documentation require-
ments, see 12.5.2.)
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7.4.4.1 The PSAP shall transfer alarms as {ollows:

(1) The alarm shall be transferred directly 1o the telecommu-
nicator. :

(2) The answering transferring agency shall remain on the
line until it is certain that the tansfer is effected.

(3) The wansfer procedure shall be used on emergency 9-1-1
calls.

7.4.5 All alarms, including requests for additional resources,
shall be transmitted to the identified emergency response units
over the reqguired dispatch systems.

7.4.6 An indication of the status of all emergency response
units shall be available at all times to telecommunicators who
have dispalching responsibility.

7.4.7* Records of the dispatch of emergency response units to
alarms shall be maintained in accordance with the records
retention policy of the AHJ and shall identify the following:

(1) Unit designation for each emergency responsc unit
(ERU) dispatched

(2) Time of dispaich acknowledgment by cach ERU rcspond-
ing

(3) Enroute time of each ERU

(4) Time of arrival of each ERU at the scene

(5) Time of patien! contact, if applicable

(6) Time each ERU is returned 1o service

7.4.8% Where voice Lransmission is used as a dispatch method,
the announcement for the emergency response shall be prece-
cled by an audible warning or alerting signal that differentiates
the emergency from routine radio traffic,

7.4.9 The [irst emergency response unit that arrives at the loca-
tion of the alarm shall provide a briel preliminary report on
observed conditions (o the communications center.

7.4.10% A communications officer shall be assigned al major
incidents.

7.4.11* All emergency response agencies that interact shall use
common terminology and integrated incident communica-
tions.

7.4.11.1 Integrated incident communications shall include a
plan that provides for on-demand interoperabilily of communj-
cation methods among emergency response agencies.

7.4.11.2* The plan shall identify the communications links and
protocols to be used among emergency responsc agencies at
incidents, including the following:

(1) Type 5 incidents (local, discipline specific) as defined in
NFPA 1561

(2) Type 4 incidenis (local, jurisdiction specilic) as delined in
NFPA 1561

(3)* Type 3 incidents (regional or state, multi-agency and
multi-discipline specific) as defined in NFPA 1561

7.4.11.3 The plan shall be written, distributed 10 all agencies
identified in the plan, and reviewed at least annually by each
agency identified.

7.4.12 The communication cquipment involved in cach alarm
shall be restored promptly after each alarm.

7.4.13 When the device monitoring the system for inlegrity
indicates that trouble has occurred, the telecommunicator
shall act as follows:

2016 Edition

(1) Take appropriate steps to troubleshoot and repair the
fault according Lo the policies and procedures of the AHJ.

(2) Isolate the fault and notily the official responsible for
maintenance as soon as practical.

7.4.14 Standard operating procedures shall include but not be
limited to the fallowing:

(1) All standardized procedures that the telecommunicator is
expected to perform without direct supervision

(2) Implementation plan that meets the requirements of
4.1.5.3

(3) Procedures related to the CEMP

(4) Emergency response personnel emergencies

(5) Activation of an emergency distress function

(6) Assignment of incident radic communications plan
matrix

(7) Time limit for acknowledgment by units that havc been
dispatched

(8) Mecthods for call trace

(9) Methods for caller location delermination

7.4.15* Every communications center shall have a comprchen-
sive regional emergency communications plan as part ol the
CEMP.

7.4.15.1* The emergency communications plan shall provide
lor real-time communications between organizalions respond-
ing to the same emergency incident.

7.4.15.2* This plan shall be exercised at least once a year.

7.4.16 A distinctive alert tone signal shall precede the transmis-
sion of emergency message Lraffic.

7.4.16.1 A separate and unique alert tone shall be operated for
emergency evacuation orders.

7.4.17 In the event that an ERU(s) has not acknowledged its
dispatch/response within the time limits established, the tcle-
communicator shall perform one or more of the following:

(1) Auempt to contact the ERU(s) by radio

(2) Redispatch the ERU(s) using the primary dispatch system

(3) Dispatch the ERU(s) using the secondary dispatch system

(4) Initiate wwo-way communication with the ERU's supervi-
sor

(5) Il the SOP time for dispatch has elapsed, initiate dispatch
of backup ERU

7.4.18* The AHJ shall develop and implement standard oper-
ating procedures for responding o and processing TDD/TTY
calls.

7.4.19 Calls received as an open-line or “silent call” shall be
queried as a TDD/TTY call if no acknowledgment is received
by voice.

7.5 Time.

7.5.1 All systems shall have the ability to interface with a
masler time source and to synchronize the time clocks of all
appliances, devices, computers, and servers.

7.5.2 All systems shall have the ability to automatically update
the time clocks of all appliances, devices, compuuers, and serv-
ers without the intervention of the AHJ.

7.5.3 All systems shall have the ability to automatically update
the time clocks of all appliances, devices, computers, and serv-
ers to adjust from standard time to daylight savings time and
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from daylight savings time to standard time without the inter-
vention of the AH].

7.5.4 All imekeeping devices not capable of being synchron-
ized with the master time source shall be maintained
withinG0 scconds of the master time source.

7.6 Recording.

7.6.1 Communications centers shall have a logging voice
recorder with one channel for each of the following:

(1) Each iransmitted or received radio channel or talkgroup
(2) Each voice dispatch alarm circuit
(3)* Each telecommunicator telephone

7.6.2 All logging recording equipment shall have the ability to
associate the date, time, and channel designation with each
transmission,

7.6.2.1 All logging recording equipment connected to a Next
Generation 9-1-1 ESInet shall have the ability o record logging
events data.

7.6.3 Each telecommunicator position shall have the ability 10
instanty recall telephone and radio recordings [rom that posi-
tion.

7.6.3.1 All recordings, including transmissions and data, shall
he maintained in accordance with the records retention poli-
cies of the AH]J.

7.6.4 Alarms that arc transmitted over the required dispaich
circuit(s) shall be automatically recorded, including the dates
and times of transmission.

7.6.4.1 The recording device shall be networked with the
master time source.

7.7* Quality Assurance / Improvement. Communications
centers shall establish a quality assurance/improvement
program to ensure the consistency and effectiveness of alarm
processing,

Chapter 8 Telephones

8.1* Telephone -Receiving Equipment. The provisions of
Chapter 8 shall apply to facilities and cquipment that are
needed Lo receive alarms.

8.2 Directory Listing.

8.2.1 Where 9-1-1 service is not provided, all of the following
requirements shall be met:

(1) A specific telephone number shall be assigned for calls
requesting emergency services.

(2) The telephone number shall be publicized as such.

(3) A separate number shall be assigned for business (none-
mergency) use.

8.2.1.1 A separate telephone line with a number that is not
listed shall be maintained for communication with other emer-
gency service agencies and receipt of central slation alarms.

8.2.1.2* A separate number shall be assigned for Lusiness
(nonemergency) usc.

8.2.2 Where 9-1-1 service is provided, the telephone directory
listings shall indicate that 9-1-1 is the number to call for all
emergencies.

8.2.3 Telephone directory listings shall be as specilied in
8.2.3.1 through 8.2.3.5.

8.2.3.1 The text and symbols shown in Figure 8.2.3.1(a)
through Figure 8.2.3.1(c) shall appear on the inside front
cover or the page facing the inside front cover of the white
pages directory.

8.2.3.2 The emergency services listing shall appear in the
directory under the name of the jurisdiction, including govern-
ment listings, and under the headings for police, fire, and
ambulance where provided.

8.2.3.3 The following listings and telephone numbers shall
appear as follows in the white pages direclory:
(1) Fire department

(a) To report an emergency [fire number] or, where
available, 9-1-1
(b) Nonemergency purposes [business number]

FIRE

9-1+1

FIGURE 8.2.3.1(a)
Department.

Telephone Directory Listing for Fire

POLICE

[POLICE NUMBER)]

or, whera available,
POLICE

8-1-1

FIGURE 8.2.3.1(b)
Department.

Telephone Directory Listing for Police
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A.4.10.8.1.2 During the design of a lighting system for a
normally non=staffed facility, consideration should be given to
the fact that it is customary for maintenance personnel to bring
portable lights with them.

A.4.10.9 US. Army Technical Manual TM 5-811-3, Electrical
Design; Lightning and Static Electricity Protection, provides addi-
tonal guidance that the AHJ might want to consider.

A.5.1.1 Refer to NFPA 70, Section 90.2, for examples of instal-
lations that are and are not covered by NFPA 70.

A.5.5.2 Environmental conditions could exist that necessitate
the use of rigid nonmetallic conduit.

A.5.6.4 Examples of [ast-acting surge suppression criteria for
power lines can be found in the Telcordia Technologies publi-
cation TR-NWT-001011, Generic Requirements for Surge Protective
Devices (SPDs) on AC Power Circuits. Examples of [ast-acting surge
suppression criteria for telephone lines can be found in the
Telcordia Technologies publication TR-NWT-001361, Generic
Requirements for Gas Tube Protector Units (GTPUs).

A.5.8.1 Sensitive clectronic equipment includes computers,
telecommunications equipment, and two-way radio systems.

A.5.10 The intent of the pathway survivability designation is wo
provide optivons for the protection of the pathway circuits and
not to creale a hierarchical ranking, [72:A.12.4)

A.5.10.3 Mcthods of survivability protection might alternate
within a protected premise. For example, 2-hour resistive cable
might extend from a 2-hour fire-rated enclosure. [72:A.12.4.3]

A.5.10.3(4) A performance-based alternative is needed because
it is possible to construct a non-sprinklered, Type V(000) build-
ing that employs relocation or partial evacuation (e.g., a single-
story ambulatory health care occupancy) that would not
warramt either a 2-hour fire resistance-rated enclosure or a 2-
hour cable, Examples of performance alternatives that might
be considered in a design for survivability arc a strategic appli-
cation of Class A, Class X, or Class N segments and also wireless
communication pathways. [72:A.12.4.3(4)]

A.5.10.4(4) A performance-based alternative is needed because
it is possible to construct a sprinklered single-story Type V(111)
or multistory Type 1I{111) building that employs relocation or
partial evacuation (e.g., a health carc occupancy) that would
nol warrant either a 2-hour fire resistance—rated enclosure or a
2-hour cable (a 1-hour enclosure would suffice). Examples of
performance alternatives that might be considered in a design
for survivability are a strategic application of Class A, Class X,
or Class N segments and also wireless communication path-
ways. [72:A.12.4.4(4)]

A.6.2.1 The ability to have access to a telephone system not
maintained and operated by the AHJ allows for continuity of
communication with ERFs. An AHJ's internal telephone system,
using a system such as private branch exchange (PBX), is not
considered a commercial telephone system.

A.6.2.2 Such an arrangement is not meant to apply Lo the
office of the chief and other executive olficers or to the
communications center, which can be housed in an ERF.

A.6.6 Local areca network (LAN) computer and telephone
cable are examples of communications conductors,
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A.7.1.2 In the case of equipment such as repeaters, transmit-
ters, towers, and generators, access needs to be available at all
times.

A.7.2.2 The AH]J can develop a certification program or use
the certification programs of others. Examples of other certifi-
cation programs are Associated Public Safety Communications
Officials International, International Municipal Signal Associa-
tion, and National Academies of Emergency Dispatch and
Power Phone.

A.7.3.1.1 In jurisdictions receiving fewer than 730 alarms per
year (an average of two alarms per 24-hour period), provision
of a dedicated telecommunicator might not be necessary where
alternate means approved by the AH] can effect the prompt
receipt and processing of alarms in accordance wilh
Section 7.4. Telecommunicator staffing is an important issue in
achicving prompl receipt and processing of alarms. Consider
the (ollowing two concepts of communications center opera-
tions:

(1) Vertical Cenier. A single telecommunicator performs both
the callaking and dispatching functions.

(2) Horizontal Center. Different telecommunicators perform
the call-taking and dispatching functions,

Telecommunicators working in a vertical center are known
to engage in multitasking that can inhibit their ability to
perform assigned job funclions. Routine evaluation ol tclecom-
municator stalling, number of inbound emergency and none-
mergency calls, and other operational statistics are necessary to
allow a prompt receipt and processing of alarms.

A.7.3.1.2 The processing of N-1-1 calls or other nonemergency
7- or 10-digit calls should not degrade or delay the processing
of any emergency calls.

A.7.3.2 The issue of communication capabilides and/or [ail-
ures is cited by the National Institute for Occupational Safety
and Health (NIOSH) as one of the top five reasons for fire
fighter [aalities. The importance ol an assigned telecommuni-
cator [or specific incidents is a critical factor in incident scene
safety. The assignment process should be outlined in specific
SOPs within each agency representicd in the communications
center. This assignment process is further assisted when a
command/communications vehicle is being stalfed at the inci-
dent scene.

A.7.3.4 The supervisor posilon(s) in the communications
center are provided in addition o the telecommunicators posi-
tions. Although supervisory personnel are intended to be avail-
able for problem solving, the supervisor position is permitted
10 he a working position.

A.7.4.1 Satstical analysis for performance measurement
should be completed over a period of 1 month as shown in
Figure A.7.4.1(a) and Figure A.7.4.1(b).

A.7.4.2 See Figure A.7.4.1(a).

A.7.4.3 Alarms should be retransmitied 1o emergency response
personnel as soon as the localion and general nature of the
emergency have been ascertained by the telecommunicator.
Towever, for some alarms involving criminal activity, the safety
of emergency response personnel could require the telecom-
municator {0 ascertain additional informaltion from the caller,
such as a descriplion(s) of the suspect(s), a description(s) of
the vehicle(s), the direction ol travel, and the weapon(s)
involved, which could make compliance with the 60second
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Emergency Alarm Alarm Alarm Location Call for service/  Dispatch ERUs
event initiated sounds answered verification Call create starts respond
. atCC
+— Dstection —4— Transmigsion —— Answered ————— Verification —— Alarm Processing —+ } >
|— Time varles =4~ Not specified —-95% s 15 sec————90% < 64 sec t 1AW } »
99% s 40 sec 95% < 106 sec SOP/SOG
Notes: .
Alarm sounds are audible or visual annunciation, or both
CC: Communications center
TC: Telecommunicator
IAW; In accordance with
Alarm processing begins when the emergency call for service is created and ends
at the beginning of ERF/ERU notification

FIGURE A.7.4.1(a)

Alarm Time Line Where Primary PSAP Is Communications Center.

Emergency  Alarm Alarm Alarm Alarm
event initiated sounda transferred sounds
at PSAP to CC at CC

Notes:

Alarm sounds are audible or visual annunciation, or both
CC: Communications center

TC: Telecommunicalor

|AW: In accordance with

at the beginning of ERF/ERU notification

Alarm
answered
atCC

- Detection —Transmission ——Answered ——— Transfer —————~}- Answered ———+ Verification—¢ Alarm Processing ————————»

I~ Time varies -+- Not specified +——— 95% s 30 s8¢ ~————————— 95% 515 56¢ ——— 90% s 64 38¢ ————r———i— IAW ——>
99% s 40 sec

Alarm processing .begins when the emergency call for service is created and ends

ERUs
respond

Call for service/  Dispatch
Call creats starts

Location
verification

95% = 106 sec SOP/SOG

FIGURE A.7.4.1(b)

time limit impractical. Therefore, the AHJ for each law
enforcement agency served by the communications center
should establish time [rames for the dispatch of law enforce-
ment personnel in accordance with the cotresponding agency's
SOPs.

A7.4.4 See Figure A.7.4.1(b).

A.7.4.7 The first unit to arrive at an emergency incidenl is
responsible for nolifying the communications center by radio
of its arrival and for providing a brief description of the condi-
tions observed and the precise location of the incident. The
rcspondmg officer should report arrival and should establish
the initial command post at the emergency. As soon as condi-
tions allow, the incident commander should report supplemen-
tary information to the communications center and should
make additional progress reports if operations keep the units at
the emergency longer than a few minutes. An extended or
complex emergency incident can necessitate the use of a
communications unit for effective coordination, command,
and control.

Alarm Time Line Where Primary PSAP Is Other Than Communications Center.

A.7.4.8 The audible warning or signal is typically a distinctive
tone.

A7.4.10 The assignment of a communications officer/unit
leader to incidents that are more complex ensures that
adequale communication is achieved using available welephone
and radio systems. Such an assignment also ensures (hat the
availability of existing frequencies or networks is maximized
and thal system ovetloading is minimized. An assigned commu-
nications officer can be particularly important and useful
during multi-agency fires and other incidents. It can be neces-
sary to establish specific nets and monitoring systems to guaran-
tee communications in some situations. In complex incidents,
communications discipline is critical in avoiding system over-
load.

A.7.4.11 The common emergency organization, that is, the
incident management system (IMS), includes two important
communications concepts as follows:

(1) Common Terminology. All participating departments and
agencies use clear text and established siandard terms

and phrases. In multi-agency ecmergencies, it is extremely
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difficult to guarantee thai all agency and department The plan should include SOPs that outline the following:
codes represent identical meanings. To avoid potential (1) Activation of such plan
misunderstandings between telecommunicators, the IMS (2) Radio systems to be utilized
requires clear text <o P lam‘ la_nguagc for all radio (3) Assigned radio frequencies and bandwidth for conven-
messages. Although this is a significant departure from tional or trunked systems
public safety agency tradition, it has been found to be (4) Talkgroups

. efficient in ac}ual practice. o (5) Unit/agency designations

(2) Integrated Incident Communications. Participating depart- (6) Talk paths (o be utilized (e.g., gateway, cross band repeat-

ments and agencies plan in advance for the use of inte-
grated radio frequencies to tie together all tactical and
support units assigned to an incidenl. To ensure the besl
possible use of all participating department and agency
racios alL major incidents, an Incident Radio Communica-
dons Plan matrix is developed. The matrix lists all availa-
ble radio systems on an incident and aids in assigning
them to provide command, taclical, and logistical cover-
age {or a complete operation,

Preparation of the matrix necessitates training and a knowl-
edge of cooperating department and agency [requencies and
radio components. Use of the matrix is greatly enhanced by the
existence of a frequency sharing agreement. (See Annex B.)

The Federal Communications Commission (FCC) has no
prohibition against public agencies sharing frequencies during
cmergencies, provided that the responsible agency has granted
permission to assisting agencies to do so. The agreement speci-
fies the mutual permission of participating agencies to use
other agency {requencies when providing assistance. The agree-
ment lists the terms and conditions of use by others and
includes all frequencies that can be made available under criti-
cal conditions. Such agreemcents [acilitate better multiagency
dispatching and incident communications and can be
prepared by groups or agencics who work together [requently.

A.7.4.11.2 These communications links can include but are
not restricted o a number of methodologies. including radio,
data communication, face-to-lace, satellite communication, or
telephone. Such communication links permit units from mult-
ple agencies 1o interact with one another and lo exchange
information according to a prescribed method in order 1o
achicve predictable results, Thesc links permit communications
bewween agencies when needed but not necessarily with every
unit involved at an incident at all times,

A.7.4.11.2(3) Extended operations can include long-term
disaster recovery, security at major events, or criminal justice
surveillance.

A.7.4.15 Effective communication among emergency response
personnel during the initial response to any major incident
and throughout its extended operations has a significant
impact on the rapid mitigation to the affected population.

A plan should lend itsell 1o rapid activation in case of an
incident. These incidents include major storms, conflagrations,
hazardous materials incidents, wildland fires, mass transit acci-
dents, domestic terrorism, and other incidents that can over-
whelm the agencies serving the community and their normal
resources.

The plan should include all agencies that normally would be
utilized to mitigate any major incident. 'T'he plan should also
include the communication integration of all agencies into a
command structure, Additionally, the plan should include the
communications path for transition to the next level of
support.
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ers, and telecommunicator assisted)

The plan should define applicable continuous tone-coded
squelch system (CTCSS) codes, in compliance with TIA-603-D,
Land Mobile FM or PM — Communications Equipment — Measure-
menl and Performance Standards, for analog channels designated
for interoperability.

The plan should define interoperability channels designated
for digital operation. These channels should be compliant with
TIA/EIA-102.BAAA, Common Air Interface.

A.7.4.15.1 The key to the successful operation of the various
resources into a region depends heavily upon the ability of all
public safety agencies to communicate effectively with each
other in real time. At a minimum, interoperability should be
supported at the command level. It is not required that every
responder have total interoperability with every other
responder.

A.7.4.15.2 Exercising this plan identifies areas that necd
improvement.

A.7.4.18 Procedures for handling telecommunication relay
services (TRS) calls should be included in the SOPs.

A.7.6.1(3) Recording by telecommunicator position, rather
than by line, allows all telephone lines that are used in the
communications center to be taped using a minimum of
recorder resources.

A7.7 The purpose of the quality assurance program is to
follow up and review calls with communications center employ-
ees, improve procedures, and make the corrections needed to
improve service and response. Generally accepted statistical
methods should be used when selecting calls for review.

A.8.1 Cellular or Internet personal communicatious services
(PCS) systems include such devices as personal digital devices,
advanced voice and dala devices, and other cellular-based wire-
less systemns. Text messaging, Internet access, cable modems,
and other devices using wireless fidelity (WiFi) all use voice
over Internet protocol (VoIP).

A.8.2.1.2 The separate business number listed in the tele-
phone directory and used for nonemergency purposes should
terminate at a location where personnel are on duty at least
40 hours per week, Monday through Friday.

A.8.2.3.6 A telephone line terminating at an unstaffed ERF
and provided with a recorded message should not be used Lo
meet the intent of the business line (nonemergency) listed in
the directory and assigned for business (nonemergency) use as
specified in 8.2.3.4,

A.8.3(1) In nv case is it ever recommended that the telephone
system be designed at less than P.01 GOS. An industry standard
traffic study should be conducted that meets the public safety
requirements of the AH]J.



