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Challenges PSAPs Face Today



 

Inclusion: Need to handle calls from all citizens, 
including non-native language speakers, people 
with disabilities who cannot speak or hear, etc.



 

Multi-channel: Voice only, Inability to process 
multi-media, multi-channel communications 
(video, text messaging, social media)  



 

Keeping up with Technology: Vehicle 
telematics, smartphones with biometric monitoring



 

Sharing data with other departments: 
Disparate intra and inter agency command and 
control communications systems



 

Old technology: Outdated communication 
systems jeopardize rapid and effective emergency 
response



 

High Availability + Redundancy : Citizens need 
24/7 access



 

Funding: Diversion of legitimate funding for other 
objectives not related to the direct chain of care

“In the past 15 years, advancements 
in modern communications 
technology have created the need for 
a more advanced system to access 
emergency care. While the existing 
9-1-1 system has been a success 
story for more than 30 years, it has 
been stretched to its limit as 
technology advances.”

National Emergency Number 
Association (NENA)

Presenter
Presentation Notes
Public safety, as we all know, faces several challenges today. PSAP‘s are tasked with answering calls to public safety, but more and more people are „calling“ emergency services less and less. By that I mean, communications sessions are becoming more commonplace, and public safety needs to look beyond voice only, and provide the ability to process multimedia, multi channel communications that includes video, text messaging, pictures, and social media.

The general public has been immersed in the Internet for more than a quarter of a century. Technologies such as vehicle telematics and smart phones are now commonplace in our lives today. But public safety has been challenged with keeping up with technology. There architecture has remained relatively stagnant since its inception in 1968. Yet the rest of the world experienced the birth of the Internet, advanced mobility and wireless technology, the bubble; and its bursting. 

For many of us, work has become something we do, not someplace we go. And we use technology to share data and information with our friends and colleagues. But again public safety has been relegated to 1968, and for many agencies the words collaboration, multimodal, and unified communications are as foreign to them as the technology we see in movies today is to us.

September 11, 2001 taught us all lessons in resiliency, redundancy, and high-availability. It was one of our nations most recent darkest hours, and we painfully realized how helpless we are without a dial tone.

And possibly our greatest challenge is funding. The constant diversion of legitimate funding for other directives, not related to public safety, has simply got to stop.

The National Emergency Number Association characterizes this by saying, „in the past 15 years, advances in modern communications technology have created the need for a more advanced system to access emergency care. While the existing 911 system has been a success story for more than 30 years, it has been stretched to its limit as technology advances“.
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Different types of PSAPs deployments require a tailored approach
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NG9-1-1 must be flexible as localized ‘policy’ will determine ‘topology’

Presenter
Presentation Notes
Communication is a critical, possibly the most critical, aspect of the public safety response. 

Selecting the right technology for the future is a critical, possibly the most critical, aspect of the public safety network.

Networks must be deployed with overall guidance from standards bodies such as IETF, NENA and others; but they must remain flexible in their deployment model as localized policy will determine the most effective deployment topology.



Accomplishing this is done through a core set of open standards and architectures that allow scalability and flexibility where expansion is both planned or as a response to an eminent event or disaster.
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Presenter
Presentation Notes
Today’s 911 routing model can be summarized as one that captures data, forwards, and then recaptures the same data at the next agency in the « chain of care ».



Callers come into a center, and databases are queried. In many cases the caller is transferred to another agency or department, yet we leave behind much of the intelligence that we’ve already gathered only to read collect it repeatedly at each point along the way.



In addition to this being an inefficient method of providing service, historical archives, such as the recording of the event, become difficult to track, as small pieces of the entire event exists across the entire network. Assembling that data after the event can become challenging, and resources intensive.



Because of its architecture, network elements and functionality need to be re-created at each point in the network. Increasing both capital costs, and maintenance expenses.



Although it’s rare to refer to this model is simple, in fact it is it’s simplicity that is allowed it to remain intact for nearly half a century. Technology has advanced significantly, and has become commonplace with citizens, and they expect and deserve a more robust and efficient solution, and that solution is next generation 911.
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NG9-1-1 PC3 Routing Model Innovative Collaboration Session
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Presenter
Presentation Notes
With the new NG 911 routing model, we now have the opportunity to introduce new and innovative ideas at the core of our network.



Instead of transferring a caller from point to point to point across the network, what we call the chain of care, and being responsible to ensure all of the multimedia information is retained with that communications session, we introduce the concept of Persistent Contextual Collaborative Conferencing, or PC3.



When a caller enters the public safety ESInet, there communication session is anchored in a multimedia conference bridge. Any additional data such as geospatial location information, instant messages, and multimedia are anchored with the caller in this multimedia session. The computer-aided dispatch (CAD) intelligent workstation applications can analyze the data surrounding the communication session, and then make a decision on the most appropriate call taker for this event.

Information in the caller context can be language preference, or the requirement of an ASL interpreter.



Using standard SIP technology, a call taker is invited to the conference, where they then have access to not only the caller, but all of the contextual information that surrounds them.



For sessions that require expert or a supervisor assist, the innovative collaborative session allows those resources to be added as required.

Archival of the session becomes much simpler, as the recording takes place in a centralized environment eliminating the need to stitch together the various call segments after the event.
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NG9-1-1 PC3 Use Case 1:
Automatic Crash Notification

1. Vehicle involved in an accident
2. ACN signals provider with telematics data
3. Provider establishes PC3 with Agency
4. Crash data is analyzed
5. Trauma resources are prepared in advance

Presenter
Presentation Notes
To help you better understand the value of persistent contextual collaborative conferencing, I’ve put together several use cases.



Vehicle involved in an accident

ACN signals provider with telematics data

Provider establishes PC3 with Agency

Crash data is analyzed

Trauma resources are prepared in advance
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NG9-1-1 PC3 Use Case 2:
Enterprise Building Floor Plans

1. Enterprise Emergency Call
2. NG9-1-1 with PIDF-LO providing floor plan URI
3. PSAP establishes PC3 with caller 
4. Floor plan is analyzed units dispatched
5. Units arrive on scene with detailed information in-hand

NG9-1-1
Provider

Presenter
Presentation Notes
The second use case highlights how information from the enterprise network, such as a URI to retrieve floor plans can provide first responders with critical information about the emergency caller.



Enterprise Emergency Call

NG9-1-1 with PIDF-LO providing floor plan URI

PSAP establishes PC3 with caller 

Floor plan is analyzed units dispatched

Units arrive on scene with detailed information in-hand
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NG9-1-1 PC3 Use Case 3:
ASL Caller requiring VRI

1. ASL Video Emergency Call
2. NG9-1-1 with video
3. PSAP establishes PC3 with caller 
4. VRS is added to conference
5. Centralized recording captures media from all endpoints 

NG9-1-1
Provider

Presenter
Presentation Notes
The third use case is an ASL caller requiring video relay service



ASL Video Emergency Call

NG9-1-1 with video

PSAP establishes PC3 with caller 

VRS is added to conference

Centralized recording captures media from all endpoints 
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NG9-1-1 PC3 Use Case 4:
Voice Caller requiring Translation

1. Voice NG9-1-1 Emergency Call 
2. NG9-1-1 with language indicator from device or network (L)
3. PSAP establishes PC3 with caller 
4. Translator is added to conference
5. Centralized recording captures media from all endpoints 

L
Translator

NG9-1-1
Provider

Presenter
Presentation Notes
Use case 4 is a caller who requires a language translator as indicated by the device or originating network



Voice NG9-1-1 Emergency Call 

NG9-1-1 with language indicator from device or network (L)

PSAP establishes PC3 with caller 

Translator is added to conference

Centralized recording captures media from all endpoints 
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Communications 
Routing based on 
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interaction 

Relevant Context 
delivered to Agent 
during live 
interaction
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throughout contact 
interaction 

Live and interactive 
SIP conversations 
happen
throughout contact 
interaction

Communications 
Interaction Session 
stays anchored at a 
fixed point  

Communications 
Interaction Session 
stays anchored at a 
fixed point  

Avaya’s Revolutionary way to Collaborate
Persistent Contextual Collaborative Conference

Presenter
Presentation Notes
Avaya has been a provider of contact center applications for several years, and we understand the technology requirements required to connect people with needs to people who can provide assistance. We provide the communications backbone in some of the world’s largest call centers, and because of that, we understand how to look at the relevant context delivered with a call, and associate that with advanced methodologies that have been used, and vetted, in enterprises worldwide today.
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http://www.avaya.com/PublicSafety

Presenter
Presentation Notes


Avaya, and our business partners, are dedicated to providing solutions that improve public safety response, and I want to thank the committee members for allowing me to present Avaya’s vision of persistent contextual collaborative conferencing for public safety communications of the future.



http://www.avaya.com/usa/solution/public-safety
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THANK YOU Mark J. Fletcher, ENP
fletcherm@avaya.com

© 2011 Avaya Inc. All rights reserved.

Presenter
Presentation Notes
At this point, I’d be happy to take any of your questions.
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