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This document is designed as guide for public safety answering points (PSAPs) and telematics service providers (TSPs) for the process of TSP access to PSAP 9-1-1 systems.
A) General: 

1. The Associated Public Safety Communications Officials - International (APCO) “Recommended Best Practices – Telematics Call Processing” (www.apcointl.org/about/Telematics/TSPFinal.pdf) should be followed by TSPs and public safety answering points (PSAPs).
2. Emergency calls from a telematics-subscribing vehicle may be initiated by either the manual depression of a button on the telematics unit or the indication of deployment of an automatic/advanced automatic crash notification sensor in the vehicle (e.g., airbag deployment, vehicle roll over, multiple collisions, etc.).
3. The TSP shall use the location data of the vehicle for routing the call to the PSAP.
4. Automatic Crash Notification (ACN) and Advanced Automatic Crash Notification (AACN) data will not be automatically “pushed” to the PSAP with the emergency call unless the PSAP has given prior approval to receive such data, and the data conforms to the NENA and/or APCO “ALI” standards.
B) Pre-Deployment:

1. Any call routing design involving 9-1-1 trunks will only be deployed with the prior written approval of the respective public safety answering point (PSAP) “decision maker” (i.e., the person/entity or agency delegated with the authority to formulate PSAP policies and direct PSAP operations), using the ESN designated by the PSAP.
2. PSAPs will not be required to make upgrades to their existing 9-1-1 systems to accept the Telematics emergency call delivery methodology. This includes PSAP customer premises equipment (CPE), 9-1-1 trunks from the local 9-1-1 Selective Router to the PSAP, and computer aided dispatch systems (CAD).
3. Call-associated data shall be made available to PSAPs capable of receiving and displaying the information, and will comply with National Emergency Number Association (NENA) ALI guidelines for VoIP/9-1-1 calls.  In addition:

a) For an in-progress call, a call back number that can be used to reestablish voice connectivity with the affected vehicle shall be provided to the PSAP upon initial deployment of this call delivery methodology
b) Within 12 months of deployment of this call delivery methodology at the PSAP, the TSP provided vehicle location information (in Latitude/Longitude) shall be available for each in-progress call and used for the initial routing of the call to the PSAP.
4. A schedule for testing each PSAP choosing to, and capable of, deploying this call delivery design, will be coordinated between the TSP and the PSAP designee.

5. A trouble reporting procedure will be established by the TSP and will be provided to each PSAP upon deployment of the PSAP 9-1-1 trunk call delivery methodology.
6.  Non-emergency calls requiring direction to/involvement of the PSAP will routed to the designated 10-digit/administrative telephone number(s) as designated by the PSAP and communicated to the TSP’s call center.
C) Call intake/processing: 

1.  Calls will be “pre-screened” by the telematics call center personnel to determine if an emergency situation exists (i.e., the call requires follow up by a public safety answering point [PSAP]), prior to routing the call to the PSAP via the PSAP’s 9-1-1 trunks.  If the telematics call center personnel can not establish voice contact with the occupants of the vehicle, the delivery of the emergency call to the PSAP over PSAP 9-1-1 trunks should only be used if the telematics call center detects background noises or has crash sensor notification indicating the likelihood of an accident.

2.  Calls will be transferred to the designated PSAP via the establishment of a 3-way conference call initiated by the telematics call center.
3.  Telematics call center personnel will remain on the call for its duration.
4.  The telematics call center will provide a “case number,” or incident/call tracking identifier code to the PSAP personnel during the call, for follow up use by the PSAP (e.g., in case voice contact with the vehicle is lost, or additional incident information is required).
5.  It is recommended that the TSP call center personnel be trained to a recognized industry standard for taking emergency calls from the public.

D) Non-participating PSAPs

1.    Non-emergency calls requiring direction to/involvement of the PSAP will routed to the designated 10-digit/administrative telephone number(s) as designated by the PSAP and communicated to the TSP’s call center.

2. PSAPs that choose not to deploy this call delivery solution will continue to receive telematics emergency calls via the public switched telephone system (PSTN) to a 10-digit / telephone number(s) designated by the PSAP and communicated to the TSP’s call center.
Acronyms / Definitions:

ACN – Automatic Crash Notification (usually air bag deployment)
AACN – Advanced Automatic Crash Notification ( indication of air bag deployment plus other crash-related sensor input if the vehicle is so equipped)

ALI – Automatic Location Identification

CAD – Computer Aided Dispatch

CPE – Customer Premises Equipment

Emergency Call – (Per the National Emergency Number Association “Master Glossary of 9-1-1 Terminology (NENA 00-001”) – “A telephone request for public safety agency emergency services which requires immediate action to save a life, to report a fire or to stop a crime.  May include other situations as determined locally.”
ESN – Emergency Service Number

PSAP – Public Safety Answering Point

PSTN – Public Switched Telephone Network
Telematics – (Per the National Emergency Number Association “Master Glossary of 9-1-1 Terminology (NENA 00-001”) – “The system of components that supports two-way communications with a motor vehicle for the collection or transmission of information and commands.”

TSP – Telematics Service Provider

VoIP – Voice over Internet Protocol
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