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Victoria welcomes the opportunity to contribute to the Department of Communications’ Review of the National Triple Zero Operator, and seeks to maintain an active role in the development of national emergency call taking arrangements. 
This submission has been developed by the Victorian Departments of Justice and Health in conjunction with the Emergency Services Telecommunications Authority (ESTA); Metropolitan Fire Brigade (MFB); Victoria Police (VicPol); Ambulance Victoria (AV); the Country Fire Authority (CFA) and Victoria State Emergency Service (VICSES).
For further clarification or discussion about Victoria’s submission, please contact Neil Robertson, Deputy Secretary Emergency Management Division, Department of Justice.

Victorian submission to the Department of Communications Review of the National Triple Zero Operator


Background
Current Triple Zero arrangements are inadequate
The current Triple Zero service arrangement is not adequate for present and future needs, given changing technologies, changing community expectations, and the opportunities that new technologies present. 
In particular: 
Changing technology has led to a high and growing proportion of calls being made from mobile phone and Voice over Internet Protocol (VoIP) technologies. Current arrangements do not provide adequate or timely location data for these calls.
Improvements in mobile and digital technologies mean that for many community members, capturing and transmitting text, images, video and use of location based data are common practices. The public expects government to keep pace.
New technologies provide opportunities to enhance the information available to emergency service organisations (ESOs) but the current arrangements do not support the integration of additional information. New technologies also provide opportunities for ESOs to communicate with the community, particularly during large scale events such as natural disasters. 
‘Next Generation 000 Strategy’ should form the basis for the future Triple Zero contract
The Commonwealth, states, territories, New Zealand and major telecommunications providers have been working together within the National Emergency Communications Working Group Australia/New Zealand (NECWG A/NZ), to define a strategy for Triple Zero services into the future. This strategy – titled the Next Generation Triple Zero (NG000) Strategy – identifies the necessary arrangements for the future Triple Zero Operator and Victoria has drawn upon it to develop this submission.
Victoria recommends the Department of Communications also draw upon this Strategy as it develops the tender for the national Triple Zero Operator service. 


Principles
000 should be free and accessible
Calls to the Triple Zero Operator must remain  free to the public and be sufficiently accessible so any person in Australia requiring emergency assistance can use any device, anywhere, anytime to contact the Triple Zero. This includes addressing impediments to contacting Triple Zero for people with language barriers (foreign languages, people with language disabilities, people in situations that do not allow them to speak such as under duress) and with marginal battery life or phone reception (where they may be able to send an SMS but not make a call). 
The implications of this requirement for determining the geographic location of an incident must be addressed as a matter of priority. Other issues, such as enabling two-way interaction and managing hoax calls, also need to be addressed. 
Location information is essential and should be addressed as the first priority
Incident location is one of the most critical pieces of information required to allow ESOs to respond. Identification of the location of a caller to Triple Zero enables a rapid response to time critical incidents, and the assessment of options for responding to less time critical incidents (such as referral to appropriate alternative, geographically based services such as General Practitioner locums). 
As the use of landline decreases, new arrangements are urgently required to provide location information as quickly and accurately as possible. 
Emergency services require two way interaction
ESOs use two-way interaction to determine the appropriate response for a reported incident. This is essential for optimising the allocation of resources and meeting the needs of the community within a finite budget.
Currently, ESOs (or their contracted call-takers), interact by voice with the public and gain emergency event information and situational assessment through a question and answer process. Any uptake of newer technologies or data enabled channels must allow for assessment and triage through some form of timely two way interaction. 
Further information could be beneficial if well integrated
Newer technologies, including the transmission of still and moving images, has the potential to greatly enhance the information available to ESOs. Arrangements for the new Triple Zero Operator will need to:
Allow information from multiple channels to be transmitted, collected and disseminated to ESOs as required.
Allow for information from multiple channels to be aggregated to form a more sophisticated picture of an incident rather than being presented as separate incidents. 
Integrate with ESOs’ systems in each jurisdiction, noting that significant investment would need to be made by states and territories to allow receipt and use of this additional information. Community expectations regarding any changes to their methods of access to Triple Zero will need to be managed carefully to ensure the need for ESOs to have two way interaction prior to initiating a response (in most circumstances) is understood. 
The community must be able to confirm that their call to the Triple Zero Operator has been received. While this is straight forward for voice calls (callers speak to the operator), alternatives need to be arranged for any new communication channels. 
Continuous improvement and innovation is essential to sustainable service delivery
Rapid technological change over the last decade has outstripped the capabilities of the Triple Zero Operator. This highlights the importance of arrangements for the Triple Zero Operator including mechanisms for continuous improvement and innovation.
Good governance, standards and multi-jurisdictional engagement is critical to ensure consistency and considered development of 000 arrangements
The community has, to date, received a consistent Triple Zero service across Australia, and will expect this to continue. This trait is critical when the service is expanded to other channels and will require Commonwealth regulation informed by collaborative governance arrangements involving the states and territories. 
All jurisdictions must retain the ability to implement changes within budget cycles and funding priorities 
The integration of data from new technologies by the Triple Zero Operator would require significant changes to the systems used within Victoria to receive and manage information. This would involve significant implementation costs, as well as higher ongoing costs for the analysis, use and storage of the data. Consequently, it is essential that governance arrangements for the Triple Zero Operator enable Victoria and other jurisdictions to participate in the consideration of any developments. Such an arrangement should be underpinned by a long term sustainable funding model.

Questions
Question 1 – Community expectations
Question
It is commonly accepted that community expects the Triple Zero service to be contactable anytime, anywhere, easily, quickly and free of charge. 
Are these your expectations of the Triple Zero service now and into the future? Are your expectations currently being met? Why or why not?
Response
There is a growing expectation that ESOs can interact with the community and use modern technologies.
The telephony based Triple Zero service provides a single path to the Triple Zero Operator which has generally worked well. However, the adoption and integration of data services by the community requires a service that can adapt to new data/media based technology (such as GPS location, SMS (texts), still images, video and so on) to facilitate the most efficient and effective response. Presently the information from other channels is not captured nor integrated into any response system; the reliance on voice continues and is increasingly to placing a barrier to accessing Triple Zero services in some situations. 
Regardless of location or access method, as communication channels diversify, the community interface with the Triple Zero Operator must have a common ‘look and feel’.
The key findings of the environmental scan conducted by PwC on behalf of NECWG and which enabled preparation of the NG000 Strategy are pertinent:
 the requirement of diverse channels for community access to Triple Zero
 the need for seamless transition of information 
 supported by a national strategy for continuous improvement.  
The current Triple Zero Operator contract does not require the service provider to deliver these key requirements. Page 15-16 of the NG000 Strategy, which has been provided to the Department of Communications, provides examples of where alternate methods of communication would have assisted the public and emergency responders.
The diverse access channels, identified by PWC, have been adopted internationally through the Next Generation 911 in the United States and Next Generation 112 in Europe as stated in the Department of Communications discussion paper. The ability to be accessed through diverse channels should be enforced through legislative, regulatory or contractual mechanisms.
The Victorian Government funds its emergency service agencies to respond to calls received from the community and the specific emergency situation the community faces. Victoria expects that the provision of Triple Zero calls will remain free to the public and the cost of adopting new technologies by the Triple Zero Operator will not be apportioned to Victoria. 
Victoria also notes that the current arrangement does not allow for the determination of threat to life in situations where the community request assistance from agencies other than Police, Fire or Ambulance (such as Life Saving Victoria or Victoria State Emergency Service).  Currently, in such instances, callers to the Triple Zero Operator are advised to hang up and call a local service number, which may not be managed as a priority. A process must be developed to ensure that calls regarding life-threatening situations, regardless of the agency requested, are suitably triaged and prioritised. Modern telephony systems should also allow for call forwarding rather than forcing the caller to hang up and call another number (132 500 for example) which may expose the caller to potentially lengthy delays, particularly during surge events.

Question 2 – Challenges facing the Triple Zero service
Question
Ongoing changes in the communications landscape, and certain expectations in the community regarding the nature of the service, present challenges for the Triple Zero service. These challenges include locating callers, the quality and prioritisation of VoIP calls, extreme call volumes during disasters and non-emergency calls. 
What are your views on these challenges and what further steps could be taken to address them? What other challenges need to be considered?
Response
Locating callers
The most critical factor for an emergency services response is the ability to locate the caller to Triple Zero. Changes in technology have meant that the current arrangements are already not adequate and continue to unnecessarily place the community at risk: the routine collection of location data has diminished as the public has moved away from using land lines.
The increasing use of mobile phones (now more than half of Triple Zero calls from Victoria), as well as internet based phone services and use of mobile phones without SIM cards, has dramatically reduced the proportion of calls for which the existing systems are able to automatically establish the caller’s location. As the proportion of calls from land lines decreases, the ability to locate the callers becomes more time consuming and is sometimes not possible.
The current interim solution for calls from mobile phones requires ESTA to call or send facsimiles to the Carriers to obtain location information of the caller. At best this results in a 20 second delay – it is highly inefficient and limited in both application and accuracy. The current solution where a person is unable to advise of location requires ESTA to contact the relevant carrier to ascertain the details (by facsimile for one Carrier). 
Locating calls made via mobiles without SIM cards or via VoIP is even more problematic as the required information for these call types is not incorporated within the Integrated Public Number Database (IPND). Critical location information for these calls is subsequently not transferred to ESTA causing delays, or in the worst of cases preventing, a response. This issue will be exacerbated over time as the community progressively adopts systems such as the National Broadband Network. This uptake of internet based calls demands urgent attention by the Commonwealth to ensure location information is available to ESOs.  
Victoria acknowledges the Commonwealth program to implement “push MOLI” (Mobile Origin Location Information), which will enable the location of mobile phone handsets to be identified. Push MOLI is the next step beyond the existing arrangement where ESTA must contact the carrier to obtain location details. 
Despite this initiative, Victoria remains concerned about the inadequacy of the solution. Push MOLI will not identify the location of the handset with sufficient accuracy; rather, it will only identify a broad triangulated area between mobile phone towers. This is of particular concern in highly-dense built environments where Push MOLI may not aid location identification at all. 
Victoria also remains concerned:
· about the delays to implementing Phase 1 MOLI 
· that the technology to accurately identify the handset location is already in use in North America yet Australia has not acted to adopt this arrangement. It is critical that the tender include this requirement
· that new (and existing) technologies are not catered for in current legislation and related regulation, nor is there a requirement for the national operator to innovate or improve systems to accommodate technology advancements (for example, insufficient effort is being made to identify solutions to locate callers using VoIP technology or callers using mobile handset with SIM cards). 

The Triple Zero Awareness Working Group (TZAWG) sought to mitigate the issue of locating callers through the development of a smartphone application (Emergency Plus) that, amongst other features, provides users with their global positioning system (GPS) coordinates to read out to the Triple Zero operator. The application is not widely used and a more formal community engagement strategy is required to achieve greater community uptake. Improved governance, Commonwealth leadership and the requirement for the national operator to contribute to community eduction is sought. Nevertheless, even with wide penetration, the application will not substitute for automatic mechanisms for determining caller location. 
The Department of Communications is directed to papers submitted by Victoria to ECSAC seeking urgent action to implement a MOLI solution and urges the Commonwealth to provide a timeframe for implementing a system to accurately identify the location of mobile phone handsets.
Extreme call volumes
Following the 2009 Black Saturday bushfires, Victoria has funded and implemented a number of enhancements to its Triple Zero processes, technical systems and supporting infrastructure to improve system resilience and enhanced business continuity during periods of surge. The Victorian Call Presentation Methodology used by the Triple Zero Operator is integral to the ability of Victoria to manage surge. The current arrangement with Telstra (e.g. pre-recorded voice announcements) is considered to be the minimum requirement for any new service provider.
Non-emergency calls
The high volume of calls from people who do not require an emergency response has been a persistent problem for Triple Zero, ESTA and ESOs resulting in unnecessary and unwanted demand on ESTAs call-taking operators and facilities. It may also indicate a problem for the community – that community members do not know who to call when they need assistance for something that is not an emergency.
A key role of the TZAWG is to develop and administer programs and activities to enhance community awareness of Australia’s Emergency Call Service, including education to reduce the number of calls to Triple Zero for situations that do not require an emergency response. However, as noted above, the Emergency Plus application has not had wide uptake and Victoria urges the Commonwealth to consider alternate approaches to address the issue of improper calls to Triple Zero.
While this co-operative engagement between State/Territory and Federal Agencies has resulted in enhancements to the service, it is dependent on the commitment of individual Agencies and is neither regulated, funded, nor included as a continuous improvement requirement of the Triple Zero Operator. A formally endorsed program of funded works including community education and system improvements is required to meet community expectations and reduce the number of non-genuine calls to Triple Zero. 




Question 3 – Other ways of requesting emergency assistance
Question
The only way of contacting Triple Zero is with a voice call and this is likely to remain the primary way of requesting emergency assistance. However, people use a range of other ways to communicate, including SMS, email, instant messaging, video calls and social media. 
In addition to voice calls, is it desirable to have other ways of requesting emergency assistance? If so, what ways and what challenges do you foresee?
Response
·  Two-way communication between the caller and operator is essential to triage the call and identify the required response. Currently, voice provides this function however the continued increase in uptake of technology by the community has led to both a challenge and an opportunity. The challenge arises from the inability of channels such as SMS to provide this two-way interaction. The opportunity arises for channels such as video calls where the two-way interaction can reveal far richer information and allow a more targeted response and improved situational awareness for the responding agency.

· While desirable, the benefit of integrating new technologies must be evaluated from the perspective of cost and benefit. State funding (and timing) for systems integration, training and community awareness programs must be considered, as must the variances in timing for State budget cycles. The implications of this latter point potentially manifest in different States and Territories providing different access arrangements for Triple Zero services. It is important to ensure a consistent engagement method nationwide and the Commonwealth is urged to consider arrangements for funding such enhancements as part of its tendering process. 

· The Commonwealth is directed to the Next Generation 000 Strategy which identified three strategic pillars to enable a seamless multi-channel two-way communication capability:
· A multi-channel approach where the community can contact Triple Zero through a comprehensive omni-channel capability which offers a consistently high quality of service and continually improves with emerging technologies
· Interoperable systems and enabling technology to support accurate and efficient communication of information between emergency service organisations, the Triple Zero Operator and the community which maximise available systems and data
· An agile operating model where current and future requests for assistance can be quickly actioned by the appropriate responder.

· Victoria also notes that the current arrangement does not allow for the determination of threat to life in situations where the community request assistance from agencies other than Police, Fire or Ambulance (such as Life Saving Victoria or Victoria State Emergency Service).  Currently, in such instances, callers to the Triple Zero Operator are advised to hang up and call a local service number, which may not be managed as a priority. A process must be developed to ensure that calls regarding life-threatening situations, regardless of the agency requested, are suitably triaged and prioritised. Modern telephony systems should also allow for call forwarding rather than forcing the caller to hang up and call another number (132 500 for example) which may expose the caller to potentially lengthy delays, particularly  during surge events.

Question 4 – Improving Information
Question
It is important that emergency service organisations, as well as callers, have the information they need in an emergency. Changes in technology offer opportunities to improve the information available, however, these changes also present some challenges. 
What information is essential to emergency service organisations and callers in an emergency and what information is desirable?
Response
The ability to locate the caller is the most critical piece of information required by the ESOs. Enabling these services via the new technologies will maintain the expected level of service to the community. Refer to Question 2 for further detail. 
Additional information supplied by a caller such as images or video is beneficial for emergency services responders. Such information can provide enhanced situational awareness and result in a more appropriate response or a safer working environment for field personnel. Historical information can assist law enforcement and other services for at-scene and incident investigation. The provision of information relating to pre-existing medical and other conditions may improve classification of response and a more effective emergency response. 
The ability to fully utilise the additional information depends on the presence (coverage) and capacity of mobile telephone networks and/or the ability of emergency services telecommunications systems to carry such information. Noting the inadequate mobile phone coverage across Victoria, but also the inability to provide ubiquitous high bandwidth coverage, implementation of the new systems must be done in a manner that caters for the inherent limitations. Victoria continues to invest in modernised systems for its police and emergency responders and urges the Commonwealth to invest in improved mobile phone coverage to address these inadequacies. 
Increasing sophistication of technology gives greater access to information (big data) which may allow for enhanced profiling of calls and predictive analytics to optimise response teams and reduce wait times.
 Victoria requires the ability to monitor and investigate the level of service provided to the community. Any future system should provide comprehensive call data associated with each contact to enable determination of the time calls were made to the operator and for each step in the process to transfer these calls to ESTA, and details of any subsequent re-presentation should callers hang up and call again. For future systems, the tracking of data interchange between the caller and the operator/ESTA will be required. Such data provision allows assessment of end-to-end performance from the community’s perspective.


Question 5 – The role of the national Triple Zero operator
Question
A tender for the national Triple Zero Operator is required to be issued by June 2016. The aim of this review is to ensure that the arrangements for the national Triple Zero Operator continue to support a world class Triple Zero service into the future. 

What criteria should be used to determine the functions of the national operator?

Response
· The National operator is recognised as a conduit for the community to access emergency services.  Since inception in 1961, the service remains one of the most trusted and recognised brands in Australia. The provision of a voice only service has proven to be effective  for many years of its operation but its effectiveness and efficiency are now reduced as the community takes up new technologies.
· The future service should seek to reduce the time the community must spend waiting to be connected to the call-taking and dispatch centre of each jurisdiction. The current 000 system involves human interaction for all calls. It is feasible today, and will be more so in the future, for direct contact to the jurisdiction based call-taking and dispatch centre. Such an approach could reduce a significant amount of time by avoiding the time involved in the current manual process.  
· The Department of Communications is directed to the NG000 Strategy which contains detailed information to assist the Commonwealth prepare its tender. 
· In particular, the three pillars identified within the Strategy: 
· a multi-channel approach where the community can contact Triple Zero through a comprehensive omni-channel capability which offers a consistently high quality of service and continually improves with emerging technologies
· interoperable systems and enabling technology to support accurate and efficient communication of information between emergency service organisations, the Triple Zero Operator and the community which maximise available systems and data
· an agile operating model where requests for assistance can be quickly actioned by the appropriate responder
are not incorporated with the service sought from the Triple Zero Operator under existing arrangements. It is critical that this be addressed in the tender.

· The new service provider must also work collaboratively with all jurisdictions to build on the existing and functional relationships between jurisdictions. 

· Victoria recommends appropriate transparency of contracted performance standards including a guaranteed level and quality of service, information quality and regular reporting of compliance to the standards. Performance standards should be system wide, incorporating State and Territory systems, to ensure consistency of response times nationwide.  

· As noted in the Response to Question Two, community education will assist in the reduction of the number of non-genuine calls to Triple Zero. This role should be funded by the Commonwealth and coordinated through the national operator to ensure sustainability of the function. The requirement for consistency of this approach is supported by Key Finding 6 of the NG000 Strategy “To encourage continual innovation, a transparent and flexible funding model that incorporates blended funding streams is required”. 

Question 6 – The role of telecommunication operators
Question 
Telecommunications providers have regulatory obligations in relation to Triple Zero, recognising their importance in the delivery of the service. However, it is important to consider whether the regulatory framework remains appropriate given changes in technology and the telecommunications industry, the likely direction of the Triple Zero service, and the Government’s commitment to reduce the regulatory burden on industry. 
Is the current regulatory and funding framework for the Triple Zero service appropriate now and for the future? If not, what changes should be made and why? 
The Department welcomes information from the telecommunications industry, when responding to this question, on how much it costs industry to meet the existing regulatory requirements in relation to the Triple Zero service.
Response
· Current legislation and regulation have not kept pace with the proliferation of new technologies. There are no consistent standards for VoIP and other technologies. As new communication channels are introduced for use within the Triple Zero system, consistent standards are required to minimise risk to ESOs and the public. This will be retrospective for VoIP, but must be forward looking for newer technologies. Legislative and regulatory improvements are also required to enable ESTA and ESOs to accept calls from sources other than traditional voice based channels and enable the value added information for situational awareness. The need for location identification must also be incorporated. 
· International agencies such as the National Emergency Number Association (NENA) in the United States and the European Emergency Number Association (EENA) have developed standards relating to the provision of location information, consistency of technical applications and models for governance and funding. Victoria urges the Commonwealth to establish an improved governing arrangement alongside the new contract for the national operator to ensure such standards are identified and implemented in consultation with the other jurisdictions. 

· The existing Telecommunications (Emergency Call Service) Determination 2009 provides governance of the Triple Zero Operator today. Changes to the Determination will be required to accommodate the enhancements to standards, as well as information access and transfer issues identified in previous questions. 

· Victoria asserts that there should be no cost for a call from a person calling Triple Zero, however, to ensure a path for innovation, continuous improvement and meeting community and emergency services responder’s needs, a sustainable funding model is required. Victoria supports the NG000 Strategy proposal to undertake the development of a sustainable funding model to support the next generation system, service development and integration “To encourage continual innovation, a transparent and flexible funding model that incorporates blended funding streams is required”. It is acknowledged that this blended funding model, for enhanced services, may include contributions from end users, grants and industry levies. Funding of the triple zero service is a Commonwealth responsibility - all possible opportunities to ensure this arrangement remains sustainable should be explored.


Question 7 – The role of innovators
Question
Innovative ideas to improve emergency assistance may come from a range of parties such as app developers, device and car manufacturers, research organisations, community service providers and individuals. 
What sorts of innovations would most improve the Triple Zero service? How can innovation and third party innovators be supported while ensuring the reliability and integrity of service?
Response
· The NG000 Strategy identifies a number of key findings that would improve the Triple Zero Operator and community outcomes. The Strategy recommends a multi-channel approach combined with an agile operating model to enable adaptation to technological advancements. This can be achieved through an engagement strategy that includes government, ESOs, community representatives, carriers, vendors and industry. Such engagement will facilitate support of the NG000 vision and deliver a dynamic, coordinated engagement plan which elicits collaboration and innovation. 

· The NG000 Strategy includes the need for robust standards and sound policy framework. Victoria supports the adoption of relevant NENA and EENA systems architecture and technical requirements, and the associated platform design as noted in question 6. Victoria has worked with the Chair of NECWG to foster good working relationships with these organisations and is pleased to note this has resulted in the recent signing of a Memorandum of Understanding with NENA which allows access to the relevant standards and frameworks as they are developed. The Commonwealth is urged to build upon this relationship.

· Victoria is also pleased to acknowledge the good collaboration within Australia. NECWG-A/NZ has recently formed a committee with members from the Emergency Service providers, telecommunication carriers and ACMA, to address the issue of calls to Triple Zero via SMS. The collaborative nature of industry engagement is further evidenced through the NECWG and its incorporation of industry representatives in its bi-annual conferences. NECWG is now provided insight into the technological enhancements which may impact on emergency services response. The recent engagement by representatives from the automotive industry with the Triple Zero Operator and NECWG, to develop a standard for the presentation and management of vehicle telematics information, is a good example of the benefits of good collaboration. 

· Victoria notes that the role of innovation is not restricted to the national operator or jurisdictions. The aforementioned application, the identification of location via GPS coordinates, is one example of innovation that is possible as a native function with the mobile device itself. Engagement with the device manufacturers may afford improved functionality for the community and the provision of enhanced information to the national operator with little effort if incorporated into the device during its design phase. 



Question 8 – Cooperation and decision-making
Question
There are a range of parties with interests and responsibilities in relation to Triple Zero. It is important that there are effective cooperation and decision-making arrangements in place amongst these parties so that the service can continue to adapt and respond to issues as they arise in the future. 
What things do the current cooperation and decision-making arrangements for Triple Zero do well? What things do they not do well? What changes are needed so the service can better adapt and respond to issues in the future?
Response
The collaborative approach between emergency services, carriers and the Triple Zero Operator has resulted in successful changes and enhancements to the Triple Zero service including the implementation of standard procedures for management of surge events. It is acknowledged that this collaborative approach is dependent on individual State and Territory being able to commit appropriate resources. There is no guarantee of national consistency or continuity in this regard.  
The Federal Attorney General review conducted in 2011 identified a lack of consistency in the governance arrangements within the regulatory and legislative environments for the operation of the Triple Zero Operator. Without suitable governance arrangements, service improvements and innovation will not deliver systems that meet evolving expectations by the community. 
Victoria urges the Commonwealth to consider the options for improved governance as presented in the NG000 Strategy, the essence of which address the need for agile and flexible consultation methods. Improved governance will support nationwide consistency for development of standards, and accommodate the timing variations in Federal, State and Territory budgets. 
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