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I.
BACKGROUND

P.L. 2005, ch. 63 is a Resolve that requires the Public Utilities Commission, Emergency Services Communications Bureau (ESCB) to convene a stakeholder group to examine how to ensure that the E-9-1-1 system adequately handles calls that are made by persons who are deaf, hard of hearing and speech impaired.  The Resolve directs the stakeholder group to examine training needs and procedures, system standards and testing procedures as well as any other matters necessary to ensure that the E-9-1-1 system adequately handles calls made by persons who are deaf, hard of hearing and speech impaired.  The Resolve further requires the ESCB to submit a report to the Utilities and Energy Committee that summarizes the results of the stakeholder group process and recommendations for further action including any draft legislation that is necessary to implement the stakeholder group’s recommendations. 

This report responds to the Resolve.

II.
DISCUSSIONS

The Resolve directs the ESCB to convene a stakeholder group that includes representatives of dispatch centers who handle E-9-1-1 calls and the Maine Center on Deafness (MCD).  On its own initiative, the ESCB expanded the stakeholder group to include representatives from the Maine Department of Labor-Bureau of Rehabilitation Services-Division of Deafness (DoD), because the DoD has a statutory charge to ensure the adequacy of governmental services for such persons.  In addition, the Director of DoD is the deaf and hearing impaired representative on the E-9-1-1 Council and therefore has more than a working knowledge of the ESCB and the handling of E-9-1-1 calls from the deaf community.   To include E-9-1-1 dispatch center representatives on the stakeholder group, the ESCB invited the leadership of the Maine Chapter of the National Emergency Number Association (Me-NENA), the professional trade association for 9-1-1 emergency communications professionals.

The stakeholder group was charged by the Resolve to examine the following topics:

· Training needs and procedures;

· System standards and testing procedures;

· Any other matters necessary to ensure proper handling of such calls; and

· Any legislation necessary to implement recommendations of the stakeholder group and the ESCB.

To date, the ESCB has convened two stakeholder meetings that were held at the ESCB’s office at the Vassalboro-Academy facility. The following people attended one or both of the meetings:

· MCD Director Jonathan Connick and several members of his staff;

· DoD Director Jan DeVinney and a member of her staff;

· ME-NENA President & York County PSAP Director Sandra Simonds and 3-5 additional PSAP managers and supervisors from around the State;

· ESCB Director Albert Gervenack and staff member Stephan Bunker, who acted as meeting facilitator and report author; and

· Two certified American Sign Language (ASL) interpreters, who were necessary for the stakeholder discussion because several participants at the meetings were deaf and/or hearing impaired.  

Each of the meetings lasted over two hours. The discussions were in-depth, far-reaching and conducted in a spirit of cooperation and with the desire for mutual understanding among all parties. Minutes of meetings were kept and circulated among the participants.  Stakeholder group members corresponded by e-mail between meetings and many resource documents were identified and shared among members.  These resource documents addressed issues such as dispatch equipment testing and practice call policies as well as current and new dispatcher training programs.

From the outset of the discussions, it was obvious that the issues surrounding the handling of E-9-1-1 calls from the deaf, hard-of-hearing and speech-impaired are complex and heavily influenced by ever-changing technology and demand continuing attention by all parties.  Some of the areas requiring ongoing review include (1) training and education (both dispatchers and the public) and (2) changes and upgrades to technology (used by dispatch centers and by the caller). The group agreed that a forum should be created that would allow for the ongoing exchange of information and consideration of responses to evolving issues and concerns in this area. 

It also became clear that this is not an issue unique to Maine, but instead is of national importance, and that it is being debated and researched by many state and federal stakeholder agencies, consumer and advocacy organizations and technology manufacturers. To date, none of these groups and organizations has been able to find a total solution for the issues under consideration.

With these facts in mind, the stakeholder group and the ESCB recommend that the Committee consider this report to be interim in nature and request that the stakeholder group be allowed additional time to continue its discussion of the issues identified in the Resolve. This request for additional study time is based on the following considerations: 

· The large number of stakeholder participants and their need for time to adequately express their positions and share information;

· The number and complexity of issues and the time needed to identify potential solutions: and 

· The scheduling challenges inherent in obtaining certified ASL interpreters for stakeholder group meetings.

III.
RECOMMENDATIONS AND PROPOSED NEXT STEPS

Notwithstanding the constraints listed above, the stakeholders have made significant progress in the examination of the issues identified in the Resolve and have reached concurrence on many important points. The stakeholder group and the ESCB make the following recommendations for future action. 
A.
Training Needs and Procedures



The stakeholder group and the ESCB agree that the following actions and next steps should be taken with regard to training needs and procedures:

· The ESCB will begin immediately to examine and expand its current E-9-1-1 call taker certification curriculum to ensure that it includes training in the use and recognition of calls from TTY/TTD, HCO, VCO, Relay Service, and other technology commonly used by the deaf, hard-of-hearing and speech impaired community to report emergencies.

· In future plans for expanded and improved mandatory training of emergency call takers, the ESCB will ensure that such training requirements include staff at all non-PSAP, local dispatch centers who also receive and process calls from the deaf, hard-of-hearing and speech impaired community.

· The ESCB and DoD will review, at least annually, the basic and in-service training curricula to ensure that they are adequate and consistent with recognized standards.

· The ESCB and DoD will communicate regularly about changing technology, new policies and procedures, focusing on the perspectives of both the E-9-1-1 service provider and the consumer. The E9-1-1 Council and DoD Deaf Advisory Council forums are readily available for such exchanges. 

B.
System Standards and Testing Procedures 

The stakeholder group and the ESCB agree that the following actions and next steps should be taken with regard to system standards and testing procedures:

· The ESCB will ensure that any/all PSAP E-9-1-1 technology that is procured and installed meets all requirements of applicable ADA standards for the reception and process of calls from the deaf, hard-of-hearing and speech impaired community.

· The ESCB, with the assistance of the DoD, will develop a formal process for receiving complaints, questions and expressions of concern from members of the deaf, hard-of-hearing and speech impaired community.  This process will identify the manner, points of contact at the PSAP level and above, and necessary information required to respond to the complaint.   The bureaus will utilize their respective public education programs to implement the process within the deaf, hard-of-hearing and speech impaired community.

· The ESCB will, through its ongoing scheduled rulemaking process, implement a PSAP requirement that includes, at a minimum, periodic and routine equipment testing of TTY-related functionality, and call taker practice in sending and receiving test calls, both “silent” and unannounced, utilizing the various common adaptive equipment such as TTY, HCO/HCO, CAP-TEL.  Each PSAP will maintain records of such equipment tests and practice calls by call taker staff, open to review by the DoD, upon request.

· The ESCB will, through its ongoing scheduled rulemaking process, require that all PSAPs provide for regular, continuing education, at least annually, of all call takers on the subject of call handling from the deaf, hard-of-hearing and speech impaired community.

C.
Ongoing Stakeholder Involvement 

The stakeholder group and the ESCB agree that the following actions 

and next steps should be taken with regard to ongoing stakeholder involvement:

· The ESCB, DoD, MCD, and Maine-NENA chapter leadership agree to continue stakeholder meetings.  The meetings will be held as often as is necessary, but no less frequently than once a year, to exchange information, ideas and concerns.

· The ESCB will ensure that all stakeholders and their constituents are well informed about the rulemaking process and are afforded ample opportunity to comment on all proposed rules and to monitor their implementation once adopted.

IV.
IMPLEMENTING LEGISLATION


The Resolve directs that the report include legislation necessary to implement the recommendations of the ESCB and the stakeholder group. None of the recommendations and proposed next steps identified in this report requires additional legislation. Consequently, the stakeholder group and the ESCB propose no new legislation at this time.
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