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Dear Governor Hogan, President Ferguson and Speaker Jones:

Pursuant to the Public Safety Article §1-307(a), the Emergency Number
Systems Board is required to submit an annual report on the 9-1-1 Trust Fund
and certain activities of the Emergency Number Systems Board to the
Governor, the Secretary of the Department of Public Safety and Correctional
Services and the Legislature. The Statute specifically states:

(a) Required — The [Emergency Number Systems] Board shall submit an
annual report to the Governor, the Secretary, and subject to §2-1246 of the
State Government Article, the Legislative Policy Committee.

(b) Contents — the report shall provide the following information for each
county:

(1) The type of 9-1-1 system currently operating in the county

(2) The total 9-1-1 fee and additional charge charged

(3) The funding formula in effect

(4)  Any statutory or regulatory violation by the county and the response of
the Board

(5) Any efforts to establish an enhanced 9-1-1 system to the county; and

(6) Any suggested changes to this subtitle

Attached is the Board’s submission in satisfaction of this reporting
requirement.



I hope this letter and attachment meet with your approval. If you have any
questions, please contact Emergency Number Systems Board Executive
Director Scott Roper at (410) 339-6305.

Sincerely,
Anthony Myers, Chairman
Emergency Numbers Systems Board

Attachment

CC: Ms. Sarah Albert, Library Associate, Department of
Legislative Services, MSAR# 11960
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INTRODUCTION
]

ENSB MISSION STATEMENT

THE EMERGENCY NUMBER SYSTEMS BOARD WORKS COOPERATIVELY
WITH THE COUNTIES TO PROVIDE AN EFFECTIVE AND EFFICIENT
MARYLAND 9-1-1 SYSTEM THROUGH THE ADMINISTRATION OF THE 9-1-1
TRUST FUND REVENUES.

The Board achieves its goals through implementation of the following principles:

ENSB VISION STATEMENT

THE EMERGENCY NUMBER SYSTEMS BOARD IS DEDICATED TO ENSURING
MARYLAND’S 9-1-] SYSTEM REMAINS ROBUST AND RESPONSIVE TO THE
PUBLIC-SAFETY NEEDS OF OUR CITIZENS AND VISITORS. THE BOARD IS
COMMITTED TO PROYVIDING FISCALLY RESPONSIVE FUNDING TO MAINTAIN
A TECHNOLOGICALLY ADVANCED 9-1-1 SYSTEM STAFFED WITH
APPROPRIATELY TRAINED EMERGENCY OPERATORS. THROUGH A
PARTNERSHIP WITH THE 9-1-1 COMMUNITY, THE BOARD WILL PROVIDE
LEADERSHIP AND GUIDANCE FOR MARYLAND TO BE RECOGNIZED
NATIONALLY FOR EXCELLENCE IN PROVIDING 9-1-]1 SERVICE.

The Emergency Number Systems Board’s (ENSB or Board) duties are defined by
Sections §1-301 through §1-315 of the Public Safety Article of the Annotated Code of
Maryland. Further clarity of direction and explicit responsibilities of the Board are
provided in the Code of Maryland Regulations (COMAR) Title 12, Subtitle 11, Chapter
03. Those duties include coordinating the enhancement of County 9-1-1 systems and the
oversight of the 9-1-1 Trust Fund. This report details the activities of the Board during
calendar year 2019 and Trust Fund expenditures of fiscal year 2019 (July 1, 2018 to June
30,2019).

The Public Safety Article requires that the following six topics be included in the annual
report:

Types of 9-1-1 Systems in Operation Page 18
Total State and County Fees Charged Page 24
Funding Formula in Effect by County Page 23

Statutory or Regulatory Violations by County None Noted
Efforts to Establish an Enhanced 911 System Page 18
Any Suggested Changes to this Subtitle Page 10
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This report goes significantly beyond these six areas in an effort to provide additional
understanding into the work of the Emergency Number Systems Board. As the
communications industry introduces new technological enhancements, Maryland’s 9-1-1
system continues to evolve to ensure that Maryland’s citizens and visitors are afforded a
robust and responsive system when they call 9-1-1.

The current direction of the Board is to evaluate and fund local, regional and statewide
plans for enhancements consistent with the Public Safety Article, Board guidelines, the
availability of 9-1-1 Trust Fund dollars, and technological advancements. The Board is
examining the following current issues:

. Integrating “Next Generation (NG)” Internet Protocol (IP) based 9-1-1 service
delivery of voice, text, data, and video messaging into the 9-1-1 System,;

J Examining current local and national policies, standards and legislation to
identify best practices evolving from governance, planning, regulatory, policy
and funding issues arising from a statewide transition to a NG 9-1-1
environment;

. Working with our 9-1-1 System service providers to establish standards,
policies and procedures that will enhance the redundancy, resiliency and
survivability of 9-1-1 service in Maryland;

. Funding emergency dispatch protocol training and software enhancements
that promote the standardization of 9-1-1 call processing throughout the state;

J Exploring advancements in geographical information systems (GIS) to
enhance 9-1-1 related mapping, caller location, prioritized call answering and
emergency response routing methodologies;

. Examining cybersecurity threats and best practices;

. Implementing remote 9-1-1 workstations at secondary PSAPs to provide
enhanced caller information associated with transferred 9-1-1 calls; and

J Examining technological advancements that permit regional sharing of 9-1-1
related equipment for call delivery to primary, back-up and secondary PSAPs
in an IP network environment.

The engagement of local leadership has created a positive and constructive working
relationship among Maryland’s PSAP community, its legislative delegations, its first
responder community, and the Department of Public Safety and Correctional Services to
collectively address these issues.

Questions regarding this report and its content should be forwarded to the ENSB Office
of the Executive Director at 300 E. Joppa Road — Suite 1000, Towson, Maryland 21286.

The ENSB web site is: www.dpscs.maryland.gov/ensb




EXECUTIVE SUMMARY

Maryland’s Public Safety Article §1-305 defines the membership of the seventeen-
member Emergency Number Systems Board. Board members are drawn from private
and public sectors representing various aspects of public safety and the people they serve.
The current membership of the Board includes a diverse group of police, fire, emergency
management, regulatory and communications industry professionals. The members serve
a Governor appointed, Senate confirmed four-year term without compensation. While
only required to meet quarterly, the ENSB meets monthly to examine current trends in 9-
1-1, and the funding needs of Maryland’s Public Safety Answering Points (PSAP).

The existing 9-1-1 infrastructure has performed admirably for decades; however, new
data rich communications devices and services are driving the existing 9-1-1
infrastructure towards its operational limits. Consumers are increasingly relying on
enhanced wireless and IP-based communications technologies, which offer expanded
data capabilities such as text, picture and video messaging. Many public-safety related
service providers are also seeking to share crash notification data, personal health, family
and other pertinent information with emergency responders utilizing the 9-1-1 system.

The Board continues to monitor and study national standards surrounding the
development of Next Generation 9-1-1 system elements that would capture the benefits
of ever evolving mobile and data communications technologies, as well as continuing to
provide or enhance existing 9-1-1 functionality.

Some of the more prominent achievements and current activities of the ENSB include:

»  Developing technical requirements, and defining the costs associated with the
delivery and processing of Next Generation 9-1-1 services (NG 9-1-1) to our
primary and secondary PSAPs;

»  Working collaboratively with the Commission to Advance Next Generation 9-1-1
Across Maryland, the Maryland Association of Counties Emergency Management
Affiliate Emergency Communications Committee, and the Metropolitan
Washington Council of Governments PSAP Directors’ Group;

»  Working with PSAP personnel, Verizon and other carrier representatives to
review circumstances surrounding 9-1-1 service disruptions, augment notification
procedures, improve customer service issues, and seek enhancements that will
improve Maryland’s 9-1-1 Systems;

» Providing funding to upgrade and refresh 9-1-1 enhanced IP enabled phone
systems or equipment for five (5) primary & backup PSAPs, and one (1)
secondary PSAP;

» Providing funding to construct diverse broadband fiber connectivity for the
transport of 9-1-1 calls and data for one (1) primary PSAP and two (2) backup
PSAPs;

»  Providing back-up power equipment (generator and/or UPS) for one (1) primary
PSAP and two (2) backup PSAPs;

»  Provided funding for one primary PSAP renovation;



Provided funding and conditional approval of 9-1-1 plan changes for two (2)
counties to implement Next Generation 9-1-1;

Providing ongoing training on new 9-1-1 technologies and evolving 9-1-1 service
delivery techniques by offering 102 training sessions attended by 1,484 students;
Securing statewide regulatory compliance through annual PSAP inspections;
Interacting with federal agencies and national organizations to study evolving 9-1-
1 issues, develop service standards, understand the impact of social media, and
explore funding resources;

Funding a statewide staffing study to best position the state in advance of the
migration to Next Generation 9-1-1;

Securing a federal grant from the National Highway Transportation Safety
Agency (NHTSA) and National Telecommunications and Information
Administration (NTIA) for the implementation of Next Generation 9-1-1
Encouraging counties to secure additional funding resources to augment the 9-1-1
Trust Fund; and

Assisting Maryland counties to update and maintain the accuracy of their
mapping capacity by providing new ortho-photography, which is renewed on a
three-year cycle.

To further facilitate the execution of the mission of the ENSB, the Board established
several sub-committees comprised of Board members and supporting consultative
membership from outside the Board. These subcommittees include:

>

>

Training and Exercises — to provide and enhance entrance level and in-service
training opportunities for 9-1-1 call takers;

Cybersecurity — to recommend policy for cybersecurity standards for PSAP
equipment and operations

Policy/Standards — to recommend policy and funding guidance for ENSB
membership and PSAP Directors and to make recommendations for Legislative
changes;

Investigations — to investigate, as needed, 9-1-1 affecting issues and recommend
best practices to be adopted by the Board and PSAPs to prevent future
occurrences; and

Technology — to investigate and educate the Board on current and future
technological advancements impacting the delivery of 9-1-1 services.

By statutory requirement, the Board also enjoys membership and actively participates on
the following Maryland Boards:

>

The Commission to Advance Next Generation 9-1-1 Across Maryland — to
examine funding, staffing, governance and other issues with the goal of migrating
all Maryland PSAPs to Next Generation 9-1-1; and

Statewide Emergency Medical Systems Advisory Council (SEMSAC) — to
assist the SEMSAC Board, comprised of representatives from organizations
involved in providing emergency medical care services.



The ENSB remains committed to enhancing Maryland’s 9-1-1 system and taking
advantage of proven technological advances in service delivery. Maryland continues to
be a national leader in providing enhanced emergency wireline, wireless and VolP
services. With the advancements made in IP based telephony equipment, Maryland is
again poised to embrace new technology, and work towards a smooth transition as Next
Generation 9-1-1 system and related service is realized.



PUBLIC SAFETY ARTICLE

The Maryland Public Safety Article (Title-1, Subtitle-3) is the enabling legislation that
established the 9-1-1 Trust Fund and the Emergency Number Systems Board. It was
originally crafted to create a funding mechanism and oversight Board to provide for the
orderly installation, maintenance and operation of 9-1-1 systems in Maryland, and to
establish the three-digit number, 9-1-1, as the primary emergency telephone number to
summon emergency assistance. The Public Safety Article remains responsive to the
needs of the Maryland’s citizens.

The legislation established the Maryland 9-1-1 Surcharge!, derived from a monthly
surcharge levied on each telephone bill, to provide a constant funding source for
enhancing and maintaining Maryland’s 9-1-1 system. The 9-1-1 Surcharge was initially
comprised of two separate fees designated to offset 9-1-1 related capital and operational
costs. The first portion of the Maryland 9-1-1 Surcharge is the “9-1-1 State Fee.” The
State Fee is distributed to the Maryland counties at the discretion of the Emergency
Number Systems Board in response to county 9-1-1 system enhancement requests. The
second portion of the Maryland 9-1-1 Surcharge is the “Additional Charge.” The level of
the “Additional Charge” is determined by each county through local resolution. The
Public Safety Article limits the Additional Charge to a maximum of $0.75. Legislation
requires that the amount of the “Additional Charge” received may not exceed a level
necessary to cover the total eligible maintenance and operation costs of the county. The
Public Safety Article further defines that maintenance and operation costs may include
telephone company charges, equipment costs, equipment lease charges, repairs, utilities,
personnel costs, and appropriate carryover costs from previous years. To ensure
compliance, the Board provides for an audit of each county's expenditures for the
maintenance and operation of the county's 9-1-1 system. All Maryland counties have
taken advantage of this legislative authority and have passed local resolutions
establishing an “Additional Charge.”

In 2003, the Public Safety Article was updated to provide the mandate and fiscal support
for Maryland’s 9-1-1 call takers to receive the callback phone number and location
information of wireless callers (defined as “enhanced wireless 9-1-1"). This milestone
was achieved in June 2005 when Maryland became only the eighth state in the nation to
receive and display enhanced wireless information at all primary Maryland PSAPs when
provided by a wireless carrier.

The 2003 revisions also expanded the definition of “9-1-1 accessible service” to include
“telephone service or another communications service that connects an individual dialing
the digits 9-1-1 to an established public safety answering point.” This new definition
expanded the communication service providers required to collect and remit the 9-1-1

! The manner in which the 9-1-1 surcharge is assessed changed on July 1, 2019, and falls outside of Fiscal
Year 2019. The methodology described here was the methodology in use in Fiscal Year 2019.



surcharge to include carriers utilizing Voice over Internet Protocol (VoIP) technology for
voice connectivity to 9-1-1 centers.

In 2008, this legislation was revised to increase the membership of the Board from 15 to
17 members. Responding to technological advancements in geographical information
systems (GIS) and the integration of wireless location technology into the 9-1-1 system,
this legislation established a new Board position to represent Maryland’s GIS
community. Since 2001, the role and capacity of local emergency management services
(EMS) and nationwide homeland security efforts have increased significantly. Because
9-1-1 plays a vital role in identifying incidents where emergency management services
are to be deployed, the Public Safety Article was amended to increase the emergency
management services representation on the Board from one to two positions.

In 2012, this legislation was expanded to include a definition of Next Generation 9-1-1
services as an Internet Protocol (IP) based system comprised of hardware, software, data,
and operational policies and procedures, that:

» provides standardized interfaces from emergency call and message services to
support emergency communications;

processes all types of emergency calls, including voice, text, data, and multimedia
information;

acquires and integrates additional emergency call data useful to call routing and
handling;

delivers the emergency calls, messages, and data to the appropriate public safety
answering point and other appropriate emergency entities;

supports data or video communications needs for coordinated incident response
and management; and

provides broadband service to public safety answering points or other first
responder entities.

YV V V VvV V

This legislative change also tasked the Board with establishing planning guidelines for
next generation 9—1-1 services system plans and deployment of next generation 9—1-1
services in accordance with this subtitle.

In 2012, Senate Bill 1301 changed how 9-1-1 Trust Fund interest is to be accrued. The
new language amended the State Finance and Procurement Article Section §6-226 to
include that “net interest on all State money allocated by the State Treasurer under this
section to special funds or accounts, and otherwise entitled to receive interest earnings, as
accounted for by the Comptroller, shall accrue to the General Fund of the State.”

In 2013, Senate Bill 745 codified a third portion of the fee by extending the collection of
the Maryland 9-1-1 Surcharge Fee ($0.60 per transaction) to the sales of pre-paid wireless
service to be collected at the point of sale (Maryland Pre-Paid Wireless E9-1-1 Fee). The
amounts collected in this manner, minus a processing fee retained by retailors (3%), are
deposited to the State’s 9-1-1 Trust Fund. The Maryland Pre-Paid Wireless E9-1-1 Fees

10



collected will be utilized to fund 9-1-1 enhancement projects and offset PSAP recurring
operational and maintenance costs in the same fashion as currently collected 9-1-1 fees.

In 2015, Senate Bill 576 (cross-filed with House Bill 1080) required those who own or
maintain a multi-line telephone system (MLTS) allow for the direct dialing of 9-1-1
without having to take an additional step to access the public switch telephone network
(PSTN). According to the National Association of State 9-1-1 Administrators, Maryland
is the first state to enact this legislation, which is known nationally as “Kari’s Law.”

In 2018, Senate Bill 285 (cross-filed with House Bill 634) created the Commission to
Advance Next Generation 9-1-1 Across Maryland. The Commission’s legislative charge
is to make recommendations to the Maryland General Assembly and the Governor
regarding the implementation of Next Generation 9-1-1 technologies and service in
Maryland, and how the transition to Next Generation 9-1-1 should be funded. The
Commission has an interim report due in December 2018 and a final report due in
December 2019.

In 2019, Senate Bill 339, cross-filed with House Bill 397 and titled “Carl Henn’s Law,”
changed the assessment of the 9-1-1 surcharge from “per bill” to “per accessible service
(device or line)” and increased the state portion from $0.25 to $0.50 effective July 1,
2019. The legislation also increased the allowable uses for the fund, such as network
charges, certain equipment maintenance and other services. Additionally, the Board was
tasked with developing standards for cybersecurity, training and governance of the 9-1-1
system.

The ENSB, through several members serving on the Commission to Advance Next
Generation 9-1-1, has endorsed select legislative initiatives for the 2020 General
Assembly session. It is understood that these changes will help to implement Next
Generation 9-1-1 service throughout the state.

11



THE CODE OF MARYLAND REGULATIONS

The Code of Maryland Regulations (COMAR) Title 12, Subtitle 11, Chapter 03 further
codifies the activities of the Board, and describes in detail its essential functions,
responsibilities and training standards. Previous recommendations made by the
Emergency Number Systems Board’s Policy Subcommittee for updating COMAR were
adopted. Significant updates include:

>

Redundant wording of items appearing in COMAR that were verbatim to the
Public Safety Article were removed and language added to reference the reader
back to the appropriate section of the Public Safety Article;

The Board requires a majority of confirmed members to be present at a meeting to
constitute a quorum;

PSAPs shall provide access to services for individuals who do not speak or
understand the English language?;

PSAPs shall have sufficient call takers and equipment to consistently answer
incoming calls on a daily average of 10 seconds or less>;

Within six months of hiring a Public Safety Answering Point call taker, a county
shall train the new call taker using a curriculum adopted or approved by the
Board*;

A county shall provide a Public Safety Answering Point call taker with yearly in-
service training using a curriculum adopted or approved by the Board®; and

In requesting funding from the Board, the county shall ensure that the county's
procurement laws and policies are followed.

COMAR is currently under review for revisions to be consistent with changes to the
Public Safety Article effective July 1, 2019.

2 All PSAPs provide immediate language assistance to persons who are limited in English proficiency
through contractual translation services.
3 Through the annual inspection process, all PSAPs were found to be compliant with this regulation.

4 ibid
5 ibid

12



HISTORY OF 9-1-1 IN MARYLAND

1970s and 1980s

>

1990s

In March 1973, the White House's Office of Telecommunications issued a
national policy statement that recognized the benefits of 9-1-1, encouraged the
nationwide adoption of 9-1-1, and provided for the establishment of a Federal
Information Center to assist units of government in planning and implementation.

In 1972, Charles County was the first county in Maryland to adopt 9-1-1,
followed by Prince George’s County in 1973 and Montgomery County in 1974.

In 1979, Maryland became the second state in the nation to adopt 9-1-1 as the
statewide universal number for emergency services access. The Emergency
Number Systems Board, the first of its kind in the nation, was established to
coordinate 9-1-1 implementation efforts.

The emergency communications industry established standards for automatic
number information (ANI) and automatic location information (ALI) to be
presented with each 9-1-1 call. This automatic ANI/ALI data delivery to 9-1-1
call takers was designed to streamline the information gathering/dispatch
processes and allow locating persons who are unable to identify their location or
to verbally communicate with the 9-1-1 call taker.

Maryland established a $0.10 phone bill surcharge to fund 9-1-1 development
efforts.

The statute enabling the ENSB was amended to include the authority for counties
to charge an “Additional Fee” assessed on monthly phone bills to offset 9-1-1
operational expenses.

By 1995, all Maryland counties had implemented enhanced wireline 9-1-1 service
with ANI/ALI displayed for each 9-1-1 call.

The 9-1-1 Surcharge fee was modified to encompass wireless telecommunication

services, and the ENSB was expanded to include a member of the wireless
industry.

13



2000 -

>

2010

In 2002, Anne Arundel County is selected as the State’s test site for providing
enhanced wireless service and becomes Wireless Phase I operational (call back
number displayed).

In 2003, the 9-1-1 Surcharge is increased to $0.25 per bill per month and the
County “Additional Fee” is increased from a maximum of $0.50 per bill per
month to $0.75. Board membership increased to 15 by adding representatives
from the Maryland Emergency Number Association (MENA), a large county
(population greater than 200,000), and a small county (population less than
200,000), while eliminating a public-at-large position.

By 2004, more than 50 percent of all 9-1-1 calls originated from wireless callers
in most Maryland counties.

By June 2005, all of Maryland’s primary PSAPs are Wireless Phase II operational
(ANI/ALI with all wireless calls), making Maryland the eighth state in the nation
to reach this milestone®.

In response to Homeland Security Core Goals established by the Governor, the
Board established “back-up” PSAP criteria in the event that a primary PSAP is
not able to fulfill its role due to power outages, telephone system interruptions,
building evacuations, or other natural or manmade disasters. The Board began
providing funding for each county PSAP to have a viable back-up facility to meet
Board established standards.

The Board encourages and funds the utilization of Emergency Dispatch Protocol
Systems to provide a standardized means to consistently query and process
information from 9-1-1 callers. Currently, all Maryland primary PSAPs utilize
emergency medical dispatch protocols, while 96% of primary PSAPs use
emergency fire and/or police dispatch protocols.

In 2008, Board membership is increased to 17 members, adding a representative
from the Geographical Information Systems (GIS) community, and an additional
representative from Emergency Management Services.

In 2009, Board established a policy to fund remote workstations at Maryland’s
secondary PSAPs, which receive transferred 9-1-1 calls. The Frederick City
Police Department completed the first installation utilizing the Frederick County
PSAP phone equipment and IP connectivity between the two facilities. Through
this effort, the Board intends to advance the dissemination of enhanced 9-1-1 data
to secondary PSAPs.

¢ Source: The National Emergency Number Association (NENA).
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In 2009, the Harford County PSAP became the first PSAP in the nation to be
recognized by the International Academies of Emergency Dispatch as an
accredited “Center of Excellence” in all protocol disciplines (police, fire and
medical).

2011 - Present

>

In 2012, the enabling legislation was amended to include a definition of Next
Generation 9-1-1 services and tasking the Board with developing guidelines for
NG 9-1-1 deployment.

In 2013, the enabling legislation was amended providing for the 9-1-1 Surcharge
to be applied to the sale of pre-paid wireless service to be collected at the point of
sale (Maryland Pre-Paid Wireless E9-1-1 Fee).

In 2013, Frederick County participated in a national pilot and offered text-to-9-1-
1 services to Verizon Wireless customers located within Frederick County. Texts
were sent to the Frederick County PSAP via a web-portal system provided by
TeleCommunication Systems (TCS), a Maryland based company.

In 2015, Maryland became the first state to require those who own or maintain a
MLTS allow for the direct dialing of 9-1-1 without having to take an additional
step to access the PSTN.

In 2016, Maryland, through Frederick County as part of a multi-county project,
hired a consultant to guide the state through the NG 9-1-1 procurement process.

In 2018, the Department of Public Safety and Correctional Services entered into a
contract with Comtech/TCS to provide text-to-911 service across the state.

In 2018, the Board approved and funded four (4) Maryland counties to implement
Next Generation 9-1-1 services within their counties.

In 2019, Carl Henn’s Law was passed, which changed the manner in which the 9-
1-1 surcharge is assessed and increased the State 9-1-1 surcharge to $0.50. The
added funding will assist the counties in the migration to Next Generation 9-1-1,
and to offset certain recurring costs.

In 2019, three (3) additional counties were approved and funded to implement
Next Generation 9-1-1 services within their counties.

15



BOARD MEMBERSHIP

The membership of the ENSB includes a diverse and technically astute group of
professionals from the emergency services, communications and public safety industries,
as well as the public-at-large. The members serve a Governor appointed, Senate
confirmed four-year term. While only required to meet quarterly, the ENSB meets at
least monthly to examine current trends and needs of the twenty-four county managed
PSAPs.

The Board enjoys the support of the Department of Public Safety and Correctional
Services (DPSCS or Department) fiscal offices in providing auditing and accounting
support. In recognition of time demands, the ENSB through DPSCS has employed a full
time fiscal coordinator and an accountant to support the ENSB’s efforts in administering
the 9-1-1 Trust Fund.

The Board recognizes the need for entrance-level and in-service training for 9-1-1 call
takers and supervisors. The Department established an administrative assistant position,
working directly for the Office of the Executive Director, to advance the training efforts
described in COMAR, and for handling special projects as assigned.

The following page outlines Board membership and the organization each member
represents.
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DEPARTMENT OF PUBLIC SAFETY AND CORRECTIONAL SERVICES
Emergency Number Systems Board

Board Member Listings

Representing Member Name
Public Service Commission Anthony Myers
MIEMSS’ Richard Berg
Volunteer Fire Service Bryan C. Ebling
Career Fire Service Vacant
Public-At-Large Steve Souder
Emergency Management Systems Scott Brillman
Telephone Utility E. Colton O’Donoghue, Jr.
APCO? Susan E. Greentree
Maryland State Police Major Tawn Gregory
Police Services Major Peter Lazich
Public-At-Large Albert Kirchner
Large County Randall Cunningham
Wireless Industry Vacant
Small County Wayne Darrell
NENA® — Maryland Chapter William A. Frazier
Emergency Management Systems John E. Markey
Geographical Information Systems Julia Fischer

" Maryland Institute for Emergency Medical Services Systems
8 Association of Public-Safety Communications Officials
9 National Emergency Number Association
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TYPES OF 9-1-1 SYSTEMS

In the mid-1990s, all Maryland PSAPs achieved “enhanced” capability when each
became able to display Automatic Number Information (ANI) and Automatic Location
Information (ALI) for wireline 9-1-1 calls. Prior to the adoption of 9-1-1 as the statewide
emergency telephone number, emergency services were requested through unique local
phone exchanges to police and fire service agencies, or by dialing “0” for the telephone
company operator. The caller’s phone number and address were not displayed to the call
taker.

The advent and proliferation of wireless communications caused the public safety
community to demand the same “enhanced” capability provided by their wireline
counterparts. The Federal Communications Commission (FCC) required the wireless
industry to provide the ANI/ALI data of a wireless caller to the PSAP. Today, the
wireless industry is in compliance with the FCC regulations and has been able to provide
enhanced wireless service to technologically capable PSAPs. In June 2005, Maryland
became only the eighth state in the nation to have all 24 primary PSAPs receive and
display the ANI and ALI information from wireless 9-1-1 calls.

During 2019, the Board continued to approve county project funding requests to update
various PSAP phone systems and mapping capacity to receive and display enhanced
wireless data. The caller location information (ALI) provided through enhanced wireless
service is received at the PSAP in measurements of latitude and longitude. Mapping of
this information is required to facilitate meaningful application in processing the 9-1-1
call. The Board, working with the Maryland Department of Information Technology
(DolT) obtained statewide aerial-photography to assist Maryland counties to update and
maintain the accuracy of their mapping capacity. This collaborative effort of providing
current statewide aerial-photography to PSAPs is ongoing.

In coordination with the Board, Voice over Internet Protocol (VoIP) and Telematics
emergency 9-1-1 services are now being directed through the Verizon selective router to
the appropriate PSAP in the same fashion as traditional communication services, with
caller related emergency information displayed to the call taker.

Next Generation 9-1-1

In 2018, the Emergency Number Systems Board (Board) adopted a non-binding
recommendation from its contracted consultant that each county utilize an existing
contract for migrating to an IP network-based 9-1-1 system for receiving voice, data, text,
pictures and video messaging; known as Next Generation 9-1-1 (NG 9-1-1). Each county
should meet its procurement requirements for contracting for these services. NG 9-1-1 is
a system that includes network, hardware, software, database services, and operational
policies and procedures. Each of these parts needs to be fully vetted, established and,
most importantly, funds need to be identified to provide for the initial capital
expenditures and for the ongoing expenses.
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In anticipation of this transition, all of the phone system hardware currently being funded
by the Board is IP-enabled and ready for transitioning to an established NG 9-1-1
environment. These NG 9-1-1 phone systems provide the ability to geo-diversely locate
core hardware connected via an IP network to share operational data and functionality
with remotely connected workstations that can be located at multiple sites using a
common network. These technologically advanced phone systems provide greater
resiliency, redundancy and back-up facilities for Maryland’s 9-1-1 System.

It is also the goal of the Board that as these new phone systems are locally implemented,
the counties with secondary PSAPs that receive transferred 9-1-1 calls from a primary
PSAP be eligible to receive funding for the purchase and installation of remote 9-1-1
workstations. These workstations will be connected via an IP network to the local 9-1-1
phone system core and receive all the functionality and data that is available at the
primary PSAP. Eventually, this local IP network connectivity from primary PSAPs to
their local secondary PSAPs will be incorporated into the overall statewide Emergency
Service IP Network (ESInet).

In March 2013, Frederick County was selected as part of a national pilot to provide
texting-to-9-1-1 services. Frederick County worked with Verizon Wireless,
TeleCommunication Systems (TCS) and the Board to become the first jurisdiction in the
State of Maryland, and one of the first in the nation, to be able to provide text-to-9-1-1
service to county residents and visitors that subscribe to Verizon Wireless services. The
pilot project’s success helped the State of Maryland determine the impact of texting on a
9-1-1 center, identify operational “best practices,” and provide the framework for other
wireless carriers to implement text-to-9-1-1 solutions. This pilot has also discovered
location accuracy issues surrounding 9-1-1 texting, and the impact of providing 9-1-1
texting services on the deaf community.

By May 2014, the FCC ordered that all major wireless carriers (Verizon, T-Mobile,
Sprint and AT&T) be able to provide text-to-9-1-1 services for all of their customers and
to provide delivery to those PSAPs requesting to receive text-to-9-1-1 messages.
Although text-to-9-1-1 will be offered by the wireless carriers by May 2014, it will take
some time for the wireless carriers to implement the service as it will need to be rolled
out on a PSAP by PSAP basis to account for PSAP boundaries and the routing of the
messages. In 2018, the Board, working with DPSCS and DolT, awarded a statewide
contract to implement consistent text-to-9-1-1 service in Maryland.

Efforts by the federal government to create a nationwide public safety network, identified
as the FirstNet Project, are also being monitored. The Board has participated in regional
FirstNet efforts.

NG 9-1-1 delivery of services will be geographically based and will require a transition
from current address based data to new geo-based location technology. The Board and
local counties are working with DolT and its GIS department to coordinate the creation
of this required geographic database. This process is on-going.
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The Board is discovering that a significant impediment to implementing NG 9-1-1 in
Maryland will be the recurring cost associated with securing an IP network with
sufficient bandwidth, reliability and redundancy for transport of 9-1-1 calls and data.
Because of its design, NG 9-1-1 will cause a significant shift in one-time up-front
(capital) and recurring monthly (expense) costs. Today, the ENSB funds capital projects
while the PSAPs fund recurring expenses. The estimated cost for Next Generation 9-1-1
service statewide is estimated to be between $9 million to $13 million, which is a
significant increase to the cost of legacy service of $7.2 million. The Public Safety
Article was changed in 2019 to allow for more funding from the 9-1-1 surcharge to offset
many of these costs.

Nationally, the standards and policies surrounding the transmission and delivery of
pictures and video have not yet been established, nor has the FCC directed the carriers to
provide that service by any identified date. Once available, PSAPs will need to interface
this new data in their computer-aided dispatch (CAD) and recording systems before
receiving photos and video. PSAPs will also need to develop policies on handling these
ancillary call resources.

The Board will continue its strategy of adhering to standards adopted and recommended
by the National Emergency Number Association (NENA) and the Association of Public
Safety Communications Officials, International (APCO). Both organizations represent 9-
1-1. It is expected that these organizations will continue their leadership role in defining
NG 9-1-1 services. The Board’s strict adherence to national standards will assist in the
avoidance of unnecessary expenses that could be associated with the replacement of non-
standard software and hardware when transitioning to a NG 9-1-1 environment.

In addition to the technological changes and funding needs, the Board has recognized that
the staff of each PSAP will be affected by the shift to NG 9-1-1. To that end, the Board
has formed a NG 9-1-1 PSAP Impact Work Group and commissioned a statewide
staffing study in partnership with the Maryland Association of Counties that will examine
issues such as personnel selection, training and skill sets needed to process calls for
service in a NG 9-1-1 environment. While this does not fall strictly within the Board’s
statutory charge, the Board recognizes that the migration to NG 9-1-1 will not occur in a
vacuum, and will have an impact on each PSAP’s staffing, recruiting and retention of
qualified personnel.

In summary, the Board will continue to plan for NG 9-1-1. Shortly, we will be working
with wireless carriers to deliver text-to-9-1-1 services to all Maryland PSAPs. It is
anticipated that we will be looking for opportunities to utilize Network Maryland in a test
environment to examine its network viability for 9-1-1 purposes. The Board is
participating in the efforts of the Metropolitan Washington Council of Governments
(COQG) as it moves forward with its procurement of an ESInet. Lessons learned and best
practices identified through these efforts will better prepare Maryland as we migrate to
NG 9-1-1 services.
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Maryland 2019 PSAP Statistics!’

9-1-1 Calls
County Director Wireline Wireless Text Total
Allegany Roger Bennett 10,318 29,537 0 39,855
Anne Arundel LI o
McAndrew 102,503 293,651 216 396,370
Baltimore City Scott Brillman 461,186 828,213 1,277 1,290,676
Baltimore Tammy Price 122,768 455,799 0 578,567
Calvert Yvette Myers 7,017 26,815 0 33,832
Caroline Bryan Ebling 2,512 11,188 0 13,700
Carroll Jack Brown 11,755 42,304 347 54,406
Cecil Richard Brooks 6,584 48,373 0 54,957
Charles Tony Rose 17,536 58,039 0 75,575
Dorchester Dozia Rahilly 3,584 15,230 15 18,829
Frederick Phillip Lambert 45,828 71,852 230 117,910
Garrett Kenneth Collins 30,686 9,137 0 39,823
Harford Ross Coates 20,806 83,286 224 104,316
Howard LT Jay§on
Janowich 28,000 107,555 229 135,784
Kent Wayne Darrell 2,331 6,476 0 8,807
Montgomery Bill Ferretti 96,198 379,180 0 475,378
Prince
George’s | Charlynn Flaherty |44, g0 | 611,830 0 745,910
Queen Anne’s Scott Haas 3,535 22,138 95 25,768
Somerset Yvette Cross 7,779 33,501 0 41,280
St. Mary’s Stephen Walker 3,284 11,701 136 15,121
Talbot Clay Stamp 3,974 12,221 42 16,237
Washington Bardona Woods 16,784 73,194 0 89,978
Wicomico David Shipley 5,017 43,789 276 49,082
Worcester Timothy Coale 10,084 40,756 0 50,840
Maryland Total 9-1-1 Calls 1,154,149 3,315,765 3,087 4,473,001

10 As reported by each County’s PSAP Director
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PSAP INSPECTIONS

In 2019, the Office of the Executive Director inspected each of Maryland’s 24 PSAPs.
Inspections are conducted annually to ensure each county’s compliance with COMAR, to
determine what areas need to be improved, and to learn about new trends in call handling
that may have statewide implications.

Areas reviewed during the inspection process:

>
>
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The state of each county’s mapping of wireless 9-1-1 calls;

A review of each county’s back-up power capabilities (uninterruptable power
supply (UPS) and generator), electrical grounding and remote power
monitoring/alarming;

A review of each county’s Continuity of Operations Plans;

A review of Verizon service issues and concerns;

A review of each county’s Verizon 9-1-1 System Outage Notification List to
ensure that all contacts are up to date;

A discussion of disaster planning exercises offered by Verizon;

A discussion of 9-1-1 call delivery issues resulting from other service providers;
A discussion of ongoing efforts to implement Next Generation 9-1-1
technologies, and each county’s efforts to implement NG 9-1-1;

Other sources of funding the counties may have used for communications related
projects (radio, CAD, 9-1-1, mapping, etc.);

A check of PSAP equipment at both the primary and back-up (if applicable)
locations to make certain that the equipment at each site meets COMAR
requirements;

A discussion regarding each county’s cybersecurity standards and training;

A review of 9-1-1 call metrics to see if each county meets the COMAR
requirement of answering 9-1-1 calls on a daily average of 10 seconds or less on a
consistent basis;

A discussion of staffing concerns;

A review of each county’s three-year plan;

A review of training records to determine if each county meets the COMAR
standards for entrance-level and annual in-service training;

A review of ENSB funded Emergency Telecommunicator Course (ETC)
certifications of 9-1-1 operators;

Any suggestions by the county to improve ENSB processes and training offered.

No deficiencies were observed at any of Maryland’s PSAPs during the inspection
process.
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FUNDING

The Maryland Public Safety Article (§/-310 & §1-311) initially established two funding
streams that support 9-1-1. The first is the State “9-1-1 Fee,” which is $0.25 per
subscriber per month. The second is the County “Additional Charge” in an amount
determined by each county, and set by local ordinance up to maximum of $0.75 per bill
per month. All Maryland counties and Baltimore City currently have passed local
ordinances establishing the “Additional Charge” at $0.75. Telephone companies,
wireless carriers, and other 9-1-1 accessible service providers, collect and remit both
portions of the 9-1-1 Surcharge to the State Comptroller, monthly, for deposit into the 9-
1-1 Trust Fund. A third funding source was codified, effective July 1, 2013, when the
Maryland Public Safety Article was amended extending the collection of the Maryland 9-
1-1 Surcharge Fee to the sales of pre-paid wireless service ($0.60 per transaction),
collected at the point of sale (Maryland Pre-Paid Wireless E9-1-1 Fee).

Quarterly, the county “Additional Charge” fee and the county portion of the Maryland
Pre-Paid Wireless E9-1-1 Fee remittances are distributed to each county prorated in
accordance with the level of fees collected in each jurisdiction (Public Safety Article §1-
309 & §1-313). Annually, the Secretary of the Department of Public Safety and
Correctional Services requests a budget appropriation from the 9-1-1 Trust Fund in an
amount sufficient to carry out the purposes of the enabling legislation, pay administrative
costs, and reimburse counties for the cost of enhancing their 9-1-1 system (Public Safety
Article §1-309). Through this budget appropriation process, the State “9-1-1 Fee” is
distributed from the 9-1-1 Trust Fund to the Maryland counties at the discretion of the
Emergency Number Systems Board in response to county 9-1-1 enhancement requests.

Maryland has established written criteria identifying the allowable uses of all 9-1-1
related funds collected. Money collected from the State “9-1-1 Fee” and 25% of all
collected Maryland Pre-Paid Wireless E9-1-1 Fee may be used to reimburse counties for
the cost of enhancing Maryland’s 9-1-1 system through payment to a third party
contractor (Public Safety Article §1-308). COMAR (12.11.03.12) further defines
equipment qualifying for funding or reimbursement. Money distributed quarterly to the
counties from the collection of the county “Additional Charge” fee and Maryland Pre-
Paid Wireless E9-1-1 Fee may be spent on the installation, enhancement, maintenance,
and operation of a county or multi-county 9-1-1 system. Maintenance and operation
costs may include telephone company charges, equipment costs, equipment lease
charges, repairs, utilities, personnel costs, and appropriate carryover costs from previous
years (Public Safety Article §1-312).
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The following chart indicates the 9-1-1 Surcharge fees associated with each jurisdiction
and the date of resolution modifying the county fee (i.e., additional fee).

Maryland 9-1-1 Surcharge Fees

Count .
County :,tatl(: Additim)l’al P1:e-Pa1(113 Effective Date'
ee Fee!? Wireless
Allegany $0.25 $0.75 $0.60 October 1, 2003
Anne Arundel $0.25 $0.75 $0.60 July 1, 2005
Baltimore City $0.25 $0.75 $0.60 June 23, 2004
Baltimore $0.25 $0.75 $0.60 April 23, 2004
Calvert $0.25 $0.75 $0.60 June 15, 2004
Caroline $0.25 $0.75 $0.60 November 9, 2004
Carroll $0.25 $0.75 $0.60 June 8, 2004
Cecil $0.25 $0.75 $0.60 October 1, 2003
Charles $0.25 $0.75 $0.60 January 1, 2004
Dorchester $0.25 $0.75 $0.60 October 1, 2003
Frederick $0.25 $0.75 $0.60 July 1, 2004
Garrett $0.25 $0.75 $0.60 October 1, 2003
Harford $0.25 $0.75 $0.60 May 4, 2004
Howard $0.25 $0.75 $0.60 July 1, 2007
Kent $0.25 $0.75 $0.60 January 30, 2004
Montgomery $0.25 $0.75 $0.60 October 1, 2003
Prince George’s | $0.25 $0.75 $0.60 March 5, 2004
Queen Anne’s $0.25 $0.75 $0.60 October 1, 2003
Somerset $0.25 $0.75 $0.60 February 10, 2004
St. Mary’s $0.25 $0.75 $0.60 July 1, 2004
Talbot $0.25 $0.75 $0.60 May 11, 2004
Washington $0.25 $0.75 $0.60 October 21, 2003
Wicomico $0.25 $0.75 $0.60 January 1, 2004
Worcester $0.25 $0.75 $0.60 October 1, 2003

! The State fee is deposited to the State 9-1-1 Trust Fund for ENSB approved funding of capital projects
12 The County Additional Charge fee is disbursed quarterly to Counties to offset operational costs

13 The Maryland Pre-Paid Wireless E9-1-1 Fee (enacted July 1, 2013) is disbursed 25% to the 9-1-1 Trust
Fund (similar use as the State Fee) and 75% to be disbursed quarterly in the same proportion as the County
Charge fee to each County

14 Effective date of the County Additional Charge fee, passed by local ordinance
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The chart below reflects the distribution of the Fiscal Year 2019 collected “Additional
Charge” fees and interest.

FY 2019 “Additional Charge” Collections and Interest by Jurisdiction

Povulation!s Additional Percent
County P Fee FY2019 | of Total's
Allegany County 75,087 $361,374.88 | 0.86%
Anne Arundel County 537,656 | $4,234,541.84 | 10.05%
Baltimore City 620,961 | $3,496,816.79 8.30%
Baltimore County 805,029 | $6,154,170.93 | 14.60%
Calvert County 88,737 $614,715.64 1.46%
Caroline County 33,066 $172,053.37 | 0.41%
Carroll County 167,134 | $1,097,222.52 2.60%
Cecil County 101,108 $607,765.39 1.44%
Charles County 146,551 | $1,186,640.89 2.82%
Dorchester County 32,618 $177,700.98 | 0.42%
Frederick County 233,385 | $1,0669,754.41 3.96%
Garrett County 30,097 $181,982.81 0.43%
Harford County 244,826 | $1,785,686.74 4.24%
Howard County 287,085 | $2,422.465.66 5.75%
Kent County 20,197 $124,903.17 0.30%
Montgomery County 971,777 | $7,806,649.40 | 18.52%
Prince George's County 863,420 | $7,060,077.78 | 16.75%
Queen Anne's County 47,798 $312,287.72 | 0.74%
Somerset County 26,470 $101,009.88 0.24%
St. Mary's County 105,151 $595,830.90 | 1.41%
Talbot County 37,782 $256,330.81 0.61%
Washington County 147,430 $743,304.31 1.76%
Wicomico County 98,733 $547,292.56 1.30%
Worcester County 51,454 $442,738.24 1.05%
TOTALS 5,773,552 | $42,153,317.62 | 100.00%

152010 Actual Census (Maryland Manual)
16 percent of total collection - used to calculate disbursement of Wireless Pre-Paid funds
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ENSB EXPENDITURES

The Department of Public Safety and Correctional Services FY 2019 annual budget
appropriation for the Emergency Number Systems Board is approximately $56.9 Million,
which includes the County 9-1-1 Additional Fee pass-through.

The technical nature of 9-1-1 communications has evolved over time to include the
advent of computer-aided dispatch, multiple agencies providing emergency response,
national standard setting organizations, wireless telephone communications, and most
recently, IP based communication and telematics (automatic crash notification) services.
These have brought about fundamental changes in the 9-1-1 infrastructure, and added
training and equipment challenges.

Historically, the vast majority of funds are allocated to upgrading phone systems, keeping
current with technological advances, providing adequate backup facilities, and enhancing
mapping capacity. Current phone systems funded by the Board must be IP capable and
ready to accept NG 9-1-1 data once national delivery and presentation standards have
been established. All Maryland PSAPs now have the capability of mapping the location
of 9-1-1 callers, when that information is received from the telecommunications provider.

Should circumstances arise that prevents a PSAP from receiving or processing
emergency calls, it is critical that back-up 9-1-1 service and relocation strategies are in
place and regularly exercised. During 2019, the Board funded several projects for PSAPs
to enhance or establish capacity for back-up service and emergency relocation
procedures. Referring to the Board’s back-up PSAP guidelines, the Board works with
noncompliant 9-1-1 Centers to establish approved back-up facilities with appropriate
service functionality.

Utilizing technological advances in 9-1-1 phone systems and IP connectivity, the Board
began the process of expanding the 9-1-1 system to encompass secondary PSAPs.
Through the use of remote workstations, linked directly to the primary PSAP via IP
network connectivity, secondary PSAP call takers experience the same functionality,
mapping capacity and data delivery on all transferred 9-1-1 calls.
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The chart below reflects FY 2019 Board expenditures

Fiscal Year 2019 Funded Projects

$762,571.52

m Phone m Mapping = Other

** Other Funding:

Other funding is comprised of capital expenditures related to 9-1-1 call processing or its
enhancement. Some examples of these expenditures are:

9-1-1 center security;

Backup power systems;

Training — entry-level, in-service and supervisory/administrative;
Public Education;

Lightning/surge protection; and

Protocol-based call processing systems.

YVVYVYVYYVY
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PHONE SYSTEM PROJECTS — FISCAL YEAR 2019

Receiving and processing 9-1-1 calls requires specialized phone system equipment to
optimize voice, data and location technologies. These complex phone systems leverage
advances in communication equipment to provide responsive 9-1-1 call handling, data
management and mapping capacity, while maintaining enhanced 9-1-1 services with
legacy systems. The NG 9-1-1 phone systems the Board is currently funding provide the
ability to geo-diversely locate core hardware, connect the cores via an IP network to
share operational data and functionality, and remotely connect workstations at multiple
sites to one system using a common IP network to answer 9-1-1 calls. In response to
technological advances in the communication industry, the Board anticipates updating
PSAP phone equipment in five to six year cycles. During FY 2019, the Board provided
funding to upgrade and refresh 9-1-1 enhanced geo-diverse phone systems and
workstations for four (5) county PSAPS, and one (1) secondary PSAP.

HIGHLIGHTED FISCAL YEAR 2019 PHONE SYSTEM UPGRADES

In fiscal year 2019, the Board funded geo-diverse IP enabled phone systems for Allegany
County (Primary PSAP, Backup PSAP & one Secondary PSAP), Caroline County
(Primary PSAP), Cecil County (Primary and Backup PSAP), Kent County (Primary
and Backup PSAPs) and Saint Mary’s County (Primary and Backup PSAPs). In
each of these installations, the A-Side of the core system was located at the primary
PSAP while the B-Side of the core system was located at their back-up PSAP facilities.
Each of these phone system cores (A & B) were connected via an IP network to provide
real-time sharing of data and operations. Once linked and sharing data, the A or B Side
can independently provide 9-1-1 service should the other core side fail or both sides can
work in tandem, thus affording PSAPs with enhanced redundancy and increased capacity.

Should circumstances arise that prevents a PSAP from receiving or processing
emergency calls, it is critical that back-up 9-1-1 service and relocation strategies are in
place and regularly exercised. Each is exercised on a regular basis and can augment their
primary PSAP to significantly increase call answering capacity during emergency
conditions.

Recognizing that county PSAPs may transfer 9-1-1 calls to secondary PSAPs, such as the
Maryland State Police, and understanding that today’s telephony technology creates a
cost effective means to enhance secondary PSAPs with dynamic ANI and ALI data by
placing remote call taking positions at these secondary PSAPs, the Board has been
funding phone equipment for secondary PSAPs. In Fiscal Year 2019, the Board provided
remote call taking positions for the Maryland State Police Barracks — Cumberland
(Allegany County).
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COUNTY AUDITS

The Public Safety Article requires each county to annually report to the Board how the
monies received from the State 9-1-1 Trust Fund were spent. The Board is charged with
the responsibility of evaluating the expenditures for compliance with applicable laws and
regulations. To this end, the Board funds independent audits of county expenditures.

All of the audits for FY 2019 were received and auditors compensated. The audits were
reviewed and each county found in compliance with the spending limits articulated in the
Public Safety Article. Operational expenses typically include 9-1-1 related personnel
salaries/benefits, recurring maintenance and service fees, mapping maintenance/updating,
network associated fees, and capital expenditures not covered by the Board.

COUNTY oIy > county O-1-1 | % of9-1-1 FEE
REVENUES EXPENSES OFFSET
Allegany County $349,048 $2,941,988 11.86%
Anne Arundel County $4,204,580 $7,505,931 56.02%
Baltimore City $3,439,951 $8,033,001 42.82%
Baltimore County $7,306,117 $12,962,318 56.36%
Calvert County $645,209 $3,568,651 18.08%
Caroline County $170,677 $1,132,016 15.08%
Carroll County $1,082,654 $3,338,503 32.43%
Cecil County $600,958 $2,347,453 25.60%
Charles County $1,171,788 $2,622,152 44.69%
Dorchester County $176,393 $4,330,902 4.07%
Frederick County $1,669,754 $8,567,768 19.49%
Garrett County $182,763 $977,581 18.70%
Harford County $1,767,925 $5,527,873 31.98%
Howard County $2,394,379 $6,541,420 36.60%
Kent County $124,820 $1,126,945 11.08%
Montgomery County $7,737,133 $28,738,103 26.92%
Prince George’s County $6,884,011 $15,649,890 43.99%
Queen Anne’s County $310,330 $1,420,334 21.85%
Somerset County $99,974 $1,086,442 9.20%
St. Mary’s County $592,677 $2,918,352 20.31%
Talbot County $255,541 $2,146,767 11.90%
Washington County $845,429 $4,854,872 17.41%
Wicomico County $542,878 $1,363,089 39.83%
Worcester County $438,612 $3,405,001 12.88%
Total Operational Cost Offset by 9-1-1 Fee 32.30%

179-1-1 related operational costs as reported by county selected independent auditors
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ENSB SPECIAL MEETINGS

Metropolitan Washington Council of Governments (COG): Following the June 2012
Derecho Storm, the COG established a PSAP Directors’ Committee. The initial purpose
of the committee was to understand the 9-1-1 network failures that occurred in Northern
Virginia as a result of the Derecho, and to craft solutions to prevent a similar
reoccurrence. The committee works collaboratively with partners from Virginia,
Maryland, the District of Columbia, the federal government and corporate entities, such
as Verizon, to strengthen the reliability and resiliency of the 9-1-1 network in the
National Capital Region (NCR). This committee has evolved to discuss many issues of
mutual interest to the regional PSAP directors, to include text-to-911, NG 9-1-1, network
and service provider disruptions, and other operational issues.

Chairman Myers and members of the Office of the Executive Director have participated
in the committee’s quarterly meetings to discuss what is occurring within Maryland, to
share Maryland’s successes in strengthening the state’s 9-1-1 System, and to learn what
best practices have been successfully implemented in other jurisdictions so that they may
be implemented in Maryland.

Regional Emergency Communications Coordinator Work Group (RECCWG): The
RECCWG, facilitated by the Federal Emergency Management Agency (FEMA),
incorporated state 9-1-1 coordinators into its work groups. The FEMA Region III
RECCWG includes emergency communications representatives from the Federal
Government, private industry, the District of Columbia and the following states:
Delaware, Maryland, Pennsylvania, Virginia and West Virginia. The ENSB Executive
Director participates in the RECCWG semi-annual meetings and in its monthly
conference calls.

PSAP Directors’ Group: Maryland’s PSAP Directors, acknowledging a lack of
sustained statewide collaboration with their peers, formed a group under The Maryland
Association of Counties (MACo) Emergency Management Affiliate to address some of
the issues and concerns that do not fall strictly under the purview of the Board, but can
benefit from statewide discussion and the sharing of “best practices.” The ENSB
Executive Director participates in their meetings, and the Board has a place on its
monthly meeting agenda for the PSAP Director’s Group.

The Commission to Advance Next Generation 9-1-1 Across Maryland: The ENSB
Executive Director and several ENSB members participated in the Commission to
Advance Next Generation 9-1-1 Across Maryland. The Commission met in person, and
more frequently in subcommittee conference calls, to map out the needs of Maryland’s
PSAPs in migrating to Next Generation 9-1-1, and to make recommendations to the
Governor and Maryland General Assembly. The Commission was formed to meet for
two years, with reports submitted to the Governor and legislature in 2018 and 2019.
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9-1-1 TRAINING IN MARYLAND

Maryland continues to be a national leader in its 9-1-1 training efforts and remains one of
the few states to establish legislation mandating 9-1-1 personnel training standards.
Telecommunicator training has recently received national media attention and improving
9-1-1 personnel training has become the focus of several organizations and foundations
(e.g. The Denise Amber Lee Foundation). At the inception of 9-1-1 in the early 1980s,
Maryland understood the importance of training and, through the Code of Maryland
Regulations (COMAR), established mandatory 9-1-1 PSAP training standards for both
entry-level and in-service programs under the purview of the Emergency Number
Systems Board (ENSB). These mandates continue to be updated to maintain current
relevance. Compliance is verified through a yearly inspection process conducted by
Board staff. It is evident that the ENSB and the Public Safety Answering Points’
leadership have taken the obligation of providing timely and pertinent training seriously.

In the early 2000’s, to provide a consistent entry-level training program, the ENSB
selected a nationally offered Emergency Telecommunicator Course (ETC) developed and
kept current by the International Academies of Emergency Dispatch (IAED). The ETC
curriculum and instruction was developed to deliver the information and educational
experiences needed to prepare entry-level 9-1-1 call takers to begin their careers in public
safety in a standardized and consistent manner. The ENSB funded ETC instructor
training to provide each Maryland PSAP with certified ETC instructors. Today, Board
funded ETC instructor and entry-level training programs continue to be the foundation
for developing competent 9-1-1 call takers.

In response to COMAR, in-service training programs are provided by county
jurisdictions and supplemented through training funded by the Board. Training officers
develop programs specific to their agency, while the Board, at the recommendation of the
Training Subcommittee with input from the PSAP directors, offers 9-1-1 related training
courses on a statewide basis throughout the year (see chart on page 37). These training
sessions are open to all Maryland PSAP personnel, and address disciplines designed to
enhance the skills and abilities of new or veteran call takers, supervisors and
administrators.

Locally developed training programs are reviewed by the ENSB Training Subcommittee
for content, relevance and statutory compliance. Also during the annual PSAP inspection
process, each local jurisdiction’s training program records are inspected by ENSB staff to
validate that all 9-1-1 employees are receiving COMAR compliant training.

Maryland has been recognized nationally for its statewide utilization of police, fire, and

medical protocol based call-processing systems. Nationally certified protocol systems
provide a systematic methodology to query emergency response information from 9-1-1
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callers that follows predetermined questioning guidelines and to provide standardized
instructions to the caller prior to the first responder’s arrival. Protocols offer a consistent
9-1-1 call handling process, and a quantifiable quality assurance review methodology.

Embracing the value of continuing education, Maryland remains a national leader in the
ongoing training of 9-1-1 personnel through the support of the ENSB. The Board’s
emphasis on entry-level training, with the ETC program, and support of utilizing
emergency medical, fire, and police protocols has significantly enhanced the delivery 9-
1-1 service. The evaluation of 9-1-1 personnel through a disciplined quality assurance
process is also required of jurisdictions receiving ENSB funding for protocol programs.
The TAED protocol quality assurance process identifies individual, unit, and overall
center compliance scores. National standards have been established to recognize centers
that achieve superior quality assurance scores. Harford County and Prince George’s
County are among the first PSAPs in the world to receive the Tri-ACE (Accredited
Center of Excellence) Certification from IAED for superior quality assurance scores
attained in all three disciplines (police, fire and medical).

32



PoLicy/STANDARDS SUBCOMMITTEE

The Policy/Standards Subcommittee'® is tasked with developing the policy and guidelines
to provide guidance to the Board and PSAPs with regard to requesting and encumbering
funding from the 9-1-1 Trust Fund. They also craft and respond to recommendations for
legislative changes affecting the Public Safety Article and the Code of Maryland
Regulations (COMAR) as it relates to 9-1-1 service.

STRATEGIES

>

YV VYV VYV V V¥V

Develop written guidelines to be used by the ENSB in its consideration of the
pricing, functionality, and quantities proposed for routine 9-1-1 equipment and
service purchases.

Develop procurement standards including equipment replacement cycles,
spare/back-up equipment purchase guidelines, and minimum qualifications.
Review the standards and procurement activities of national associations and
efforts of other jurisdictions/states to adopt best practices in Maryland.

Identify synergistic procurement opportunities in Maryland and foster the
competitive bidding process.

Develop statistical models to capture and reflect information relative to the
Board’s procurement activities and pricing trends.

Work with the other subcommittees as needed to support the overall goals and
objectives of the Board.

During 2019, the Policy and Standards Subcommittee reviewed current equipment
improvements and associated pricing ranges of items commonly funded by the Board to
establish more responsive fiscal guidelines to assist Board efforts. The Subcommittee
made several recommendations for Board funding to further implement Carl Henn’s Law.
Those recommendations were adopted by the Board.

18 Currently the Policy and Standards Subcommittee are acting together to achieve their missions.
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TECHNOLOGY SUBCOMMITTEE

The Technology Subcommittee is responsible for the investigation and research of
technology related issues, and the dissemination of technical information to the
membership of the ENSB. This subcommittee will be focused on issues that could
impact the management, operation and maintenance of E9-1-1 systems serving the
residents of the State of Maryland.

The Technology Subcommittee has developed the requirements of implementing a Next
Generation 9-1-1 System (NG 9-1-1) in Maryland. The Technology Subcommittee is
following NG 9-1-1 technological advancements and establishment of industry
standards/regulations to better prepare the Board as to NG 9-1-1 implementation options.

During 2019, The Technology Subcommittee worked closely with PSAP personnel and
ENSB consultant Mission Critical Partners to discuss migration to NG 9-1-1. The
recurring funding required establishing and maintaining a NG 9-1-1 network was
identified as a major element that will require a cost to benefit analysis to be conducted
before committing the local funding necessary for this effort to advance.
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TRAINING AND EXERCISE SUBCOMMITTEE

The Training and Exercise Subcommittee is comprised of members of the Board and the
PSAP community. In order to provide Maryland with a robust training program that will
meet the requirements of the Code of Maryland Regulations (COMAR), the Training
Subcommittee reviewed numerous training opportunities, programs and seminars before
deciding which programs to offer in 2019.

The Code of Maryland Regulations (COMAR) provides specific guidance on the topical
requirements for training, but does not address job relatedness, testing standards, or
instructional methodologies for entrance level, in-service or supervisory training. The
Board, through the recommendation of the Training Subcommittee, partnered with the
International Academies of Emergency Dispatch (IAED) to provide an Emergency
Telecommunicator Course (ETC) for Maryland’s newly hired 9-1-1 call takers. This
course provides a comprehensive review of the skills and abilities needed for successful
handling of 9-1-1 emergency calls, and utilizes a curriculum designed for adult based
learning. Trainers from each PSAP attend IAED sponsored classes to earn their ETC
Instructor certification. During 2019, 185 9-1-1 call takers successfully completed the
ETC entry-level training program. For additional information of the program, the web
address for IAED is http://www.emergencydispatch.org/. The Training Subcommittee
recommended extending Board funding to secondary PSAPs to include ETC as part of
their training curriculum in partnership with the counties. The funding request is to be
submitted by the secondary PSAP’s respective county, at the discretion of the county
PSAP director. That policy was adopted by the Board in 2017.

As established in COMAR, in-service training is a requirement for all jurisdictions.
Training programs can be provided by each local jurisdiction as well as on a statewide
basis. Training officers at the local level develop agency specific training programs and
evaluate individual training based on the needs for their center and county. A variety of
educational resources is utilized by each jurisdiction to ensure local personnel are
properly trained and prepared for any emergency requests they may receive. The
Training Subcommittee annually reviews each PSAPs training program to ensure
curricula meets established guidelines.

Throughout 2019, the Training Subcommittee reviewed new programs and local training
requests to determine appropriateness to enhance 9-1-1 service in Maryland. Upon
subcommittee recommendation, various training programs are offered to PSAP personnel
and held at locations around the state to ensure accessibility to all jurisdictions. The
Training Subcommittee will continue to look for training opportunities to take advantage
technological advances in training media and presentation.

During 2019, programs from nationally recognized training vendors including the
National Emergency Number Association (NENA), Association of Public Safety
Communications Officials - International, Inc. (APCO), Public Safety Training
Consultants, the Denise Amber Lee Foundation, the Healthy Dispatcher and Priority
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Dispatch were offered. The chart below indicates the number of students trained during
Board funded classes.

The Training Subcommittee continues to utilize the facilities of the Public Safety
Training Center, located in Sykesville, Maryland. This facility, which is centrally
located, provides a rich learning environment with state of the art technology and ample
classroom space that can accommodate up to 75 students in one room.

The Emergency Number Systems Board supports a variety of training programs and
encourages the use of protocol systems throughout Maryland. Over 95 percent of the
jurisdictions are currently using either Emergency Fire or Emergency Police Dispatch, in
addition to Emergency Medical Dispatch protocols. In support of this effort, various
protocol classes and protocol quality assurance training have been presented around the
state.

The Training Subcommittee reviewed various training programs recommended by our 9-
I-1 Centers. Course selections were made and offered throughout the year to best
accommodate employee scheduling. Training programs were typically provided at least
twice for geographic diversity to allow all counties across the state to attend. See list of
training programs on the next page.
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2019 Training Programs

Protocol Classes

Emergency Telecommunicator (ETC)
Emergency Telecommunicator Instructor (ETC-I)
Communications Training Officer
Transformational Leadership

NENA 911 Supervisor Workshop

Public Safety Telecommunicaor

Disaster Training for the PSAP

Center Manager Certification Program
Cybersecurity Awareness

911’s Least Wanted

Stress: It’s All in Your Head

Crisis Communications

Navigator Pre-Conference Classes
Miltenberger Seminar (Various Topics)
Denise Amber Lee Foundation

Critical Incident Stress

Mission Critical Incident Team Building
The Future of the Agency Is in Your Hands
The Power of 9-1-1 Peer Support

2019 TOTAL ATTENDEES
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CYBERSECURITY SUBCOMMITTEE

Recognizing the needs of the Public Safety Article, the evolving nature of technology and
the nature of threats to public safety infrastructure, the Board established a Cybersecurity
Subcommittee in 2019. This Subcommittee will evaluate cybersecurity incidents,
standards and best practices, and make recommendation to the Board for standards for
PSAP equipment vendors and for the PSAPs themselves as the state moves forward with
NG 9-1-1.

INVESTIGATIONS SUBCOMMITTEE

The Board established an Investigations Subcommittee to be assembled on an ad hoc
basis to examine 9-1-1 network and PSAP disrupting events. The purpose of these
investigations is to learn lessons from the event to disseminate best practices to the
PSAPs, and improve equipment, networks and processes, in order to strengthen the
resiliency and reliability of the state’s 9-1-1 system.
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ENSB/MENA DAY OF CELEBRATION

SEPTEMBER 19, 2019

The Emergency Number Systems Board (ENSB), in cooperation with the Maryland
Emergency Number Association (MENA) presented the eleventh annual 9-/-1 Day of
Celebration on September 19, 2019. This event is intended to recognize the dedication
and professional service provided by Maryland’s 9-1-1 Specialists that answer 9-1-1 calls
from the residents and visitors of Maryland requesting emergency services. More than
140 9-1-1 Specialists, supervisors, and other 9-1-1 service related personnel were
welcomed to Frederick County by Barry Williams, President of the Maryland Chapter of
NENA. Attendees then began the morning session with a training seminar presented by
the Showalter and Associates, a nationwide leader in 9-1-1 Center training.

Telecommunicator of the Year awards were presented to exemplary 9-1-1 Specialists
selected by their local 9-1-1 center directors for outstanding service and dedication to
Public Safety through 9-1-1 communications. Fifteen (15) of Maryland’s twenty-four
(24) 9-1-1 centers participated. The honorees were presented with a plaque recognizing
their achievement and were acknowledged by their peers. The MENA President Barry
Williams made the award presentations to the Telecommunicator of the Year recipients.
Assisting in the presentation of these awards were ENSB members Sue Greentree and
William Frazier.

Marilyn Farndon “Excellence in Training” Award

Marilyn Farndon was the first Executive Director of the Emergency Number Systems
Board. Marilyn played a critical role in establishing many of the Board’s policies and
guidelines. She understood the critical need of standardized training and one of her
signature achievements was bringing the 9-1-1 community together to develop
Maryland’s first certified entry-level training program. In recognition of this, and
Marilyn Farndon’s many other accomplishments, the Board has established the Marilyn
Farndon Excellence in Training Award to recognize Maryland’s most deserving 9-1-1
Instructor that has demonstrated a superior commitment to training through the
development and presentation of relevant training curricula that enhances 9-1-1 service in
Maryland. The recipient is selected by the Board’s Training Subcommittee and the
presentation of this award is made each year as part of the ENSB/MENA
Telecommunicator of the Year awards ceremony at the 9-7-1 Day of Celebration.

The 2019 Marilyn Farndon Excellence in Training Award was presented to Bardona
Woods of Washington County.
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CONCLUSIONSAND NEXT STEPS

As evidenced by this report, the Emergency Number Systems Board is continuing to
identify, evaluate and develop strategies to embrace new 9-1-1 related technologies and
public safety services. The Board also monitors local and national efforts to establish
future standards surrounding the delivery, processing, sharing, and storing of 9-1-1 calls
and data. To prepare for adopting proven technological advancements in public
communications and migrating to a Next Generation 9-1-1 environment, the Board has
identified the below listed action items to be addressed in the near future. Each action
item has been assigned to one of the Board’s subcommittees for follow up, and
recommendations will be presented to the Board for further action.

BOARD ASSIGNED ACTION ITEMS

Future Funding Requirements: The Board will continue to evaluate the evolving
allocation of network, equipment, and services costs to determine whether the current 9-
1-1 funding model in Maryland warrants modification. Assigned to Policy and
Standards Subcommittee

» The current funding model for 9-1-1 related capital, maintenance, operational, and
call delivery costs will continually be examined in a NG 9-1-1 environment, in
which monthly recurring costs could significantly increase.

e The Board will seek monthly recurring NG 9-1-1 network related cost
estimates from local, state, and commercial network providers to
determine local 9-1-1 fiscal impact.

e The Board will facilitate increases in the additional local fee, which would
be directed to offset NG 9-1-1 related expenses.

e The Board will continue to work with MACo to identify specific funding
needs and sources of funding for NG 9-1-1.

Location Accuracy: In a NG 9-1-1 environment, the current ANI/ALI database will be
replaced. It will be critical to have the mapping capacity to locate callers via latitude and
longitude in order to geo-route calls to the appropriate PSAP. The Board will continue to
monitor technological and regulatory developments regarding location accuracy to ensure
that counties are prepared to utilize advancements in geo-based routing. Assigned to
GIS Board Representative

» The Board will continue to work with the Maryland State Geographic Information
Systems Committee (MSGIC) to prepare and maintain county GIS data for NG 9-
1-1.

Next Generation 9-1-1: The Board will work with Maryland’s counties to ensure that
Next Generation 9-1-1 networks and services are technically sufficient and interoperable.
Assigned to Technology Subcommittee
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» The Board will work with Maryland’s 9-1-1 phone system providers to identify
current efforts to integrate data reception through their phone premise equipment.

» The Board will monitor and identify local and regional partnership opportunities
to secure NG 9-1-1 based network and gateway services.

» The Board will explore and work with the Public Service Commission on tariff
issues and related PSAP costs when transitioning from the current selective router
system to a NG 9-1-1 network/gateway system for routing 9-1-1 calls to PSAPs.

» The Board will work with county and state GIS personnel to ensure that GIS data
will be ready for NG 9-1-1 call routing.

9-1-1 System Redundancy and Resiliency: The Board will continue its practice of
scheduling Verizon representatives to provide service and sales updates, and to also
address unresolved county issues, as part of the monthly public ENSB meeting agenda.
Working with Verizon, the PSAP community, and other 9-1-1 related service providers
the Board will seek to ensure the reliability, resiliency, and responsiveness of Maryland’s
9-1-1 System. The Board will have Verizon provide monthly service reports and
provide follow-up interaction with the 9-1-1 community (as needed):

» The Board will continue to work with Verizon and the counties to schedule table-
top disaster exercises with each PSAP, or joint exercises to be conducted on a
regional basis to include multiple PSAPs.

» The Board, through its Investigations Subcommittee, will examine 9-1-1 affecting
issues to mitigate future disruptions, and to strengthen the 9-1-1 network and the
operations of the PSAP.

Cybersecurity: The Board will develop cybersecurity standards for both equipment and
services vendors, and for the PSAPs. Assigned to the Cybersecurity Subcommittee

» The Cybersecurity Subcommittee will evaluate and recommend nationally
adopted cybersecurity standards to serve as the basis of the Board’s standards.

» The Cybersecurity Subcommittee will work with other entities to share lessons
learned and best practices for cybersecurity.
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APPENDIX

MARYLAND - PUBLIC SAFETY ARTICLE
“9-1-1 Emergency Telephone System”

Title 1 - Section 3
Effective July 1, 2019
§1-301.

(a) In this subtitle the following words have the meanings indicated.

(b) “Additional charge” means the charge imposed by a county in accordance with § 1-311 of this
subtitle.

(c) “Board” means the Emergency Number Systems Board.

(d) “Commercial mobile radio service” or “CMRS” means mobile telecommunications service that is:
(1) provided for profit with the intent of receiving compensation or monetary gain;
(2) an interconnected, two—way voice service; and
(3) available to the public.

(e) “Commercial mobile radio service provider” or “CMRS provider” means a person authorized by the
Federal Communications Commission to provide CMRS in the State.

(f) “County plan” means a plan for a 9-1-1 system or enhanced 9-1-1 system, or an amendment to the
plan, developed by a county or several counties together under this subtitle.

(g) (1) “Customer” means:
(i) the person that contracts with a home service provider for CMRS; or
(i) the end user of the CMRS if the end user of the CMRS is not the contracting party.
(2) “Customer” does not include:
(i) areseller of CMRS; or

(i) a serving carrier under an arrangement to serve the customer outside the home service
provider’s licensed service area.

(h) “Enhanced 9-1-1 system” means a 9—1—1 system that provides:
(1) automatic number identification;
(2) automatic location identification; and

(3) any other technological advancements that the Board requires.
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(i) “FCC order” means an order issued by the Federal Communications Commission under proceedings
regarding the compatibility of enhanced 9—1-1 systems and delivery of wireless enhanced 9-1-1 service.

(i) “Home service provider” means the facilities—based carrier or reseller that contracts with a customer
to provide CMRS.

(k) “Next Generation 9—1—1 services” means an Internet Protocol (IP)-based system, comprised of
hardware, software, data, and operational policies and procedures, that:

(1) provides standardized interfaces from emergency call and message services to support
emergency communications;

(2) processes all types of requests for emergency services, including voice, text, data, and
multimedia information;

(3) acquires and integrates additional emergency call data useful to routing and handling of requests
for emergency services;

(4) delivers the emergency calls, messages, and data to the appropriate public safety answering point
and other appropriate emergency entities;

(5) supports data or video communications needs for coordinated incident response and
management; and

(6) provides broadband service to public safety answering points or other first responder entities.

() “9—1-1-accessible service” means telephone service or another communications service that
connects an individual dialing the digits 9—1-1 to an established public safety answering point.

(m) “9-1-1 fee” means the fee imposed in accordance with § 1-310 of this subtitle.
(n) (1) “9-1-1 service carrier’ means a provider of CMRS or other 9—1—-1-accessible service.
(2) “9-1-1 service carrier” does not include a telephone company.

(o) “9-1-1 specialist” means an employee of a county public safety answering point, or an employee
working in a county public safety answering point, whose duties and responsibilities include:

(1) receiving and processing 9-1-1 requests for emergency services;
(2) other support functions directly related to 9—1—1 requests for emergency services; or

(3) dispatching law enforcement officers, fire rescue services, emergency medical services, and other
public safety services to the scene of an emergency.

(p) (1) “9-1-1 system” means telephone service that:
(i) meets the planning guidelines established under this subtitle; and

(i) automatically connects an individual dialing the digits 9-1-1 to an established public safety
answering point.

(2) “9-1-1 system” includes:
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(i) equipment for connecting and outswitching 9—1-1 calls within a telephone central office;
(ii) trunking facilities from a telephone central office to a public safety answering point; and
(i) equipment to connect 9—1-1 calls to the appropriate public safety agency.

(q) “9-1-1 Trust Fund” means the fund established under § 1-308 of this subtitle.

(r) “Prepaid wireless E 9—1-1 fee” means the fee that is required to be collected by a seller from a
consumer in the amount established under § 1-313 of this subtitle.

(s) “Prepaid wireless telecommunications service” means a commercial mobile radio service that:
(1) allows a consumer to dial 9-1-1 to access the 9—1-1 system;
(2) must be paid for in advance; and
(3) is sold in predetermined units that decline with use in a known amount.

(t) “Public safety agency” means:

(1) afunctional division of a public agency that provides fire fighting, police, medical, or other
emergency services; or

(2) a private entity that provides fire fighting, police, medical, or other emergency services on a
voluntary basis.

(u) “Public safety answering point” means a communications facility that:
(1) is operated on a 24—hour basis;
(2) first receives 9—1-1 requests for emergency services in a 9-1-1 service area; and

(3) as appropriate, dispatches public safety services directly, or transfers 9—1-1 requests for
emergency services to appropriate public safety agencies.

(v) “Secretary” means the Secretary of Public Safety and Correctional Services.
(w) “Seller” means a person that sells prepaid wireless telecommunications service to another person.

(x) “Wireless enhanced 9—1-1 service” means enhanced 9-1-1 service under an FCC order.

§1-302.
(@) The General Assembly:
(1) recognizes the paramount importance of the safety and well-being of the public;

(2) recognizes that timely and appropriate assistance must be provided when the lives or property of
the public are in imminent danger;

(3) recognizes that emergency assistance usually is summoned by telephone, and that a multiplicity
of emergency telephone numbers existed throughout the State and within each county;
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(4) was concerned that avoidable delays in reaching appropriate emergency assistance were
occurring to the jeopardy of life and property;

(5) acknowledges that the three digit number, 9—1-1, is a nationally recognized and applied
telephone number that may be used to summon emergency assistance and to eliminate delays caused by
lack of familiarity with emergency numbers and by confusion in circumstances of crisis; and

(6) recognizes that all end user customers of 9—1-1-accessible services, including consumers of
prepaid wireless telecommunications service, should contribute in a fair and equitable manner to the 9-1-1
Trust Fund.

(b) The purposes of this subtitle are to:

(1) establish the three digit number, 9-1-1, as the primary emergency telephone number for the
State; and

(2) provide for the orderly installation, maintenance, and operation of 9—1—1 systems in the State.

§1-302.1.

(@) The General Assembly finds that 9—1—1 specialists are key members of the team of public safety
personnel responding to requests from the public for emergency assistance.

(b) Itis the intent of the General Assembly that jurisdictions employing 9—1-1 specialists:
(1) appropriately classify 9—1-1 specialists in recognition of the training, knowledge, and skills that 9—
1-1 specialists possess and demonstrate in answering and handling requests for emergency assistance;
and

(2) compensate 9—1-1 specialists in a manner that:

(i) reflects their membership in the team of public safety personnel answering and responding to
requests for emergency assistance; and

(i) is commensurate with the training, knowledge, and skills they possess.
§1-303.

(@) (1) This subtitle does not require a public service company to provide any equipment or service
other than in accordance with tariffs approved by the Public Service Commission.

(2) The provision of services, the rates, and the extent of liability of a public service company are
governed by the tariffs approved by the Public Service Commission.

(b) (1) This subtitle does not require a 9—1-1 service carrier to provide any equipment or service other
than the equivalent of the equipment and service required of a telephone company under subsection (a) of

this section.

(2) This subtitle does not extend any liability to a 9—1—1 service carrier or seller of prepaid wireless
telecommunications service.

§1-304.

(a) Each county shall have in operation an enhanced 9-1-1 system.
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(b) If implementation is preceded by cooperative planning, the enhanced 9-1-1 system required under
subsection (a) of this section may operate as part of a multicounty system.

(c) (1) Services available through a 9-1-1 system shall include police, fire fighting, and emergency
ambulance services.

(2) Other emergency and civil defense services may be incorporated into the 9-1-1 system at the
discretion of the county or counties served by the 9-1-1 system.

(d) (1) The digits 9-1-1 are the primary emergency telephone number in the 9-1-1 system.
(2) A public safety agency whose services are available through the 9-1-1 system:
(i) may maintain a separate secondary backup telephone number for emergency calls; and
(i) shall maintain a separate telephone number for nonemergency calls.
(e) Educational information that relates to emergency services made available by the State or a county:
(1) shall designate the number 9-1-1 as the primary emergency telephone number; and
(2) may include a separate secondary backup telephone number for emergency calls.

(f) (1) Each public safety answering point shall notify the public safety agencies in a county 9—1-1
system of requests for emergency services in the county.

(2) Written guidelines shall be developed to govern the referral of requests for emergency services to
the appropriate public safety agency.

(3) State, county, and local public safety agencies with concurrent jurisdiction shall have written
agreements to ensure a clear understanding of which specific requests for emergency services will be
referred to which public safety agency.

(g) Counties, other units of local government, public safety agencies, and public safety answering points

may enter into cooperative agreements for the allocation of maintenance, operational, and capital costs
attributable to the 9-1-1 system.

§1-305.

(a) There is an Emergency Number Systems Board in the Department of Public Safety and Correctional
Services.

(b) (1) The Board consists of 17 members.
(2) Of the 17 members:
(i) one member shall represent a telephone company operating in the State;
(i) one member shall represent the wireless telephone industry in the State;
(iii) one member shall represent the Maryland Institute for Emergency Medical Services Systems;

(iv) one member shall represent the Department of State Police;
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(v)

one member shall represent the Public Service Commission;

(vi) one member shall represent the Association of Public—-Safety Communications Officials
International, Inc.;

(vii) two members shall represent county fire services in the State, with one member representing
career fire services and one member representing volunteer fire services;

(viii) one member shall represent police services in the State;

(ix)

two members shall represent emergency management services in the State;

(x)

one member shall represent a county with a population of 200,000 or more;
(xi) one member shall represent a county with a population of less than 200,000;

(xii) one member shall represent the Maryland chapter of the National Emergency Numbers
Association;

(xiii) one member shall represent the geographical information systems in the State; and

(xiv) two members shall represent the public.

(3) The Governor shall appoint the members with the advice and consent of the Senate.

(c)

(1) The term of a member is 4 years and begins on July 1.

(2) The terms of the members are staggered as required by the terms provided for members of the
Board on October 1, 2003.

(3) Atthe end of a term, a member continues to serve until a successor is appointed and qualifies.

(4) If avacancy occurs after a term has begun, the Governor shall appoint a successor to represent
the organization or group in which the vacancy occurs.

(5) A member who is appointed after a term has begun serves only for the rest of the term and until a
successor is appointed and qualifies.

(d)

The Governor shall appoint a chairperson from among the Board members.

(e)

The Board shall meet as necessary, but at least once each quarter.

(f) A member of the Board:
(1)

may not receive compensation as a member of the Board; but

)

is entitled to reimbursement for expenses under the Standard State Travel Regulations, as
provided in the State budget.

(9) The Secretary shall provide staff to the Board, including:

(1) a coordinator who is responsible for the daily operation of the office of the Board; and

(2) staff to handle the increased duties related to wireless enhanced 9—1-1 service.
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§1-306.
(@) The Board shall coordinate the enhancement of county 9—1-1 systems.
(b) The Board'’s responsibilities include:

(1) establishing planning guidelines for enhanced 9-1-1 system plans and deployment of wireless
enhanced 9—1-1 service in accordance with this subtitle;

(2) establishing procedures to review and approve or disapprove county plans and to evaluate
requests for variations from the planning guidelines established by the Board;

(3) establishing procedures for the request for reimbursement of the costs of enhancing a 9-1-1
system by a county or counties in which a 9—1—1 system is in operation, and procedures to review and

approve or disapprove the request;

(4) transmitting the planning guidelines and procedures established under this section, and any
amendments to them, to the governing body of each county;

(5) submitting to the Secretary each year a schedule for implementing the enhancement of county or
multicounty 9—1-1 systems, and an estimate of funding requirements based on the approved county plans;

(6) developing, with input from counties, and publishing on or before July 1, 2004, an implementation
schedule for deployment of wireless enhanced 9—1-1 service;

(7) reviewing and approving or disapproving requests for reimbursement of the costs of enhancing 9—
1-1 systems, and submitting to the Secretary each year a schedule for reimbursement and an estimate of
funding requirements;

(8) reviewing the enhancement of 9-1-1 systems;

(9) providing for an audit of county expenditures for the operation and maintenance of 9—1-1
systems;

(10) ensuring inspections of public safety answering points;

(11) reviewing and approving or disapproving requests from counties with operational enhanced 9—1—
1 systems to be exempted from the expenditure limitations under § 1-312 of this subtitle;

(12) authorizing expenditures from the 9—1—1 Trust Fund that:
(i) are for enhancements of 9—1-1 systems that:
1. are required by the Board;
2. will be provided to a county by a third party contractor; and

3. will incur costs that the Board has approved before the formation of a contract between the
county and the contractor; and

(i) are approved by the Board for payment:

1. from money collected under § 1-310 of this subtitle; and
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2. directly to a third party contractor on behalf of a county;

(13) establishing planning guidelines for Next Generation 9-1-1 services system plans and
deployment of Next Generation 9—1-1 services in accordance with this subtitle;

(14) establishing minimum standards for records retention guidelines for 9—1-1 audio, pictures, video,
text messages, and data;

(15) establishing training standards for public safety answering point personnel based on national
best practices; and

(16) establishing minimum standards for cybersecurity, oversight, and accountability of service level
agreements between counties and core service providers of Next Generation 9-1-1 services.

(c) The guidelines established by the Board under subsection (b)(1) and (13) of this section:
(1) shall be based on available technology and equipment;

(2) shall require Next Generation 9—1—1 services systems to be interconnected and interoperable, as
determined by the Board; and

(3) may be based on any other factor that the Board determines is appropriate, including population
and area served by 9-1-1 systems.

(d) The standards established by the Board under subsection (b)(14) of this section shall include
procedures for:

(1) the security of the records;

(2) the establishment and revision, in accordance with the regulations, of record retention and
disposal schedules to ensure the prompt and orderly disposition of records, including electronic records, that
are no longer needed for operation; and

(3) the maintenance of inventories of records series that are accurate and complete.

(e) The Board shall:

(1) establish minimum standards for 9-1-1 systems, enhanced 9-1-1 systems, and Next Generation
9-1-1 services that ensure improved access for individuals with disabilities and individuals who use
assistive technologies, including mandatory connectivity requirements for core service providers for Next

Generation 9-1-1 services to device—based and cloud-based data repositories; and

(2) update the standards adopted in accordance with item (1) of this subsection based on available
technology and equipment.

§1-307.

(a) The Board shall submit an annual report to the Governor, the Secretary, and, subject to § 2-1246 of
the State Government Article, the Legislative Policy Committee.

(b) The report shall provide the following information for each county:

(1) the type of 9-1-1 system currently operating in the county;
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(2) the total 9-1-1 fee and additional charge charged;

(3) the funding formula in effect;

(4) any statutory or regulatory violation by the county and the response of the Board;
(5) any efforts to establish an enhanced 9-1-1 system in the county; and

(6) any suggested changes to this subtitle.

(@) There is a 9—1-1 Trust Fund.

(b) (1) Except as provided in paragraph (2) of this subsection and subject to § 1-309.1 of this subtitle,
the purposes of the 9—1—-1 Trust Fund are to:

(i) reimburse counties for the cost of enhancing a 9—1-1 system;
(i) pay contractors in accordance with § 1-306(b)(12) of this subtitle; and

(i) fund the coordinator position and staff to handle the increased duties related to wireless
enhanced 9—1-1 service under § 1-305 of this subtitle, as an administrative cost.

(2) Subject to paragraph (3) of this subsection and beginning January 1, 2020, in addition to the
purposes described under paragraph (1) of this subsection, the purposes of the 9—1—1 Trust Fund include:

(i) funding the operation and maintenance of 9—1-1 systems, enhanced 9—1-1 systems, and Next
Generation 9-1-1 services, including:

1. equipment and software utilized directly for providing 9—1—1 services by a public safety
answering point;

2. protocol systems and software utilized directly for providing 9—1-1 services by a public safety
answering point;

3. interpretation services provided for a public safety answering point;

4. services provided for a public safety answering point to ensure improved access to individuals
with disabilities and other individuals who use assistive technology; and

5. voice, data, and call log recorders utilized to capture information from 9—1-1 systems,
enhanced 9—1-1 systems, and Next Generation 9—-1-1 services;

(i) funding the operation and maintenance of 9-1-1 systems, enhanced 9-1-1 systems, and Next
Generation 9-1-1 services connectivity and infrastructure equipment, including:

1. automatic number and location identification; and

2. Primary Rate Interface and Session Initiation Protocol trunking for 10—digit emergency and
nonemergency lines;

(iii) funding geographical information systems hardware, software, data development, and data
management costs incurred for the effective operation of 9—1-1 systems, enhanced 9-1-1 systems, and
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Next Generation 9—-1-1 services, including:
1. mapping equipment;
2. interfaces to computer—aided dispatch; and
3. geographical information systems base layer development and management;

(iv) funding public safety answering point facilities costs, including access control, security
systems, and standby power;

(v) funding costs for public education materials;

(vi) funding the training of county personnel working in or directly supporting a public safety
answering point;

(vii) funding the provision of tuition reimbursement for 9—1-1 specialists for educational programs
related to the 9—1-1 specialist career field; and

(viii) funding costs to maintain the cybersecurity of 9-1-1 systems, enhanced 9—1-1 systems, and
Next Generation 9—-1-1 services.

(3) Funding allocated in accordance with paragraph (2) of this subsection may not be utilized for the
payment of the salary of public safety answering point personnel or county personnel.

(c) The 9-1-1 Trust Fund consists of:
(1) money from the 9—1-1 fee collected and remitted to the Comptroller under § 1-310 of this subtitle;

(2) money from the additional charge collected and remitted to the Comptroller under § 1-311 of this
subtitle;

(3) money from the prepaid wireless E 9-1-1 fee collected and remitted to the Comptroller under §
1-313 of this subtitle; and

(4) investment earnings of the 9—1—1 Trust Fund.
(d) Money in the 9—1-1 Trust Fund shall be held in the State Treasury.

(e) The Secretary shall administer the 9-1-1 Trust Fund, subject to the guidelines for financial
management and budgeting established by the Department of Budget and Management.

(f) The Secretary shall direct the Comptroller to establish separate accounts in the 9—1—-1 Trust Fund for
the payment of administrative expenses and for each county.

(g) (1) Anyinvestment earnings shall be credited to the 9—1—-1 Trust Fund.

(2) The Comptroller shall allocate the investment income among the accounts in the 9—1-1 Trust
Fund, prorated on the basis of the total fees collected in each county.

§1-309.

(&) Onrecommendation of the Board, each year the Secretary shall request an appropriation from the
9-1-1 Trust Fund in an amount sufficient to:
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(1) carry out the purposes of this subtitle;
(2) pay the administrative costs chargeable to the 9—1-1 Trust Fund; and
(3) reimburse counties for the cost of enhancing a 9—1-1 system.

(b) (1) Subject to the limitations under subsection (e) of this section, the Comptroller shall disburse the
money in the 9-1-1 Trust Fund as provided in this subsection.

(2) Each July 1, the Comptroller shall allocate sufficient money from the 9—1-1 fee to pay the costs of
administering the 9—1-1 Trust Fund.

(3) As directed by the Secretary and in accordance with the State budget, the Comptroller, from the
appropriate account, shall:

(i) reimburse counties for the cost of enhancing a 9—1-1 system;
(i) pay contractors in accordance with § 1-306(b)(12) of this subtitle; and

(iii) pay the costs associated with maintenance, operations, and programs approved by the Board
in accordance with § 1-308(b) of this subtitle.

(4) (i) The Comptroller shall pay to each county from its account the money requested by the county
to pay the maintenance and operation costs of the county’s 9-1—-1 system in accordance with the State

budget.

(i) The Comptroller shall pay the money for maintenance and operation costs on September 30,
December 31, March 31, and June 30 of each year.

(c) (1) Money accruing to the 9—1—1 Trust Fund may be used as provided in this subsection.
(2) Money collected from the 9—1—-1 fee may be used only to:
(i) pay the administrative costs chargeable to the 9—1—1 Trust Fund;
(i) reimburse counties for the cost of enhancing a 9-1-1 system;
(iii) pay contractors in accordance with § 1-306(b)(12) of this subtitle; and

(iv) pay the costs associated with maintenance, operations, and programs approved by the Board
in accordance with § 1-308(b) of this subtitle.

(3) Money collected from the additional charge may be used by the counties only for the maintenance
and operation costs of the 9-1-1 system.

(4) Money collected from the prepaid wireless E 9—1-1 fee shall be used as follows:
(i) 25% for the same purpose as the 9—1-1 fee under paragraph (2) of this subsection; and

(i) 75% for the same purpose as the additional charge under paragraph (3) of this subsection,
prorated on the basis of the total fees collected in each county.

(d) (1) Reimbursement may be made only to the extent that county money was used to enhance the
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9—-1-1 system.

(2) Reimbursement for the enhancement of 9—1—-1 systems shall include the installation of equipment
for automatic number identification, automatic location identification, and other technological advancements
that the Board requires.

(3) Reimbursement from money collected from the 9-1—-1 fee may be used only for 9—1-1 system
enhancements approved by the Board.

(e) (1) The Board may direct the Comptroller to withhold from a county money for 9-1-1 system
expenditures if the county violates this subtitle or a regulation of the Board.

(2) (i) The Board shall state publicly in writing its reason for withholding money from a county and
shall record its reason in the minutes of the Board.

(i)  On reaching its decision to withhold money, the Board shall notify the county.
(iii) The county has 30 days after the date of notification to respond in writing to the Board.

(3) (i) On notification by the Board, the Comptroller shall hold money for the county in the county’s
account in the 9-1-1 Trust Fund.

(i) Money held by the Comptroller under subparagraph (i) of this paragraph does not accrue
interest for the county.

(iii) Interest income earned on money held by the Comptroller under subparagraph (i) of this
paragraph accrues to the 9—1—1 Trust Fund.

(4) County money withheld by the Comptroller shall be withheld until the Board directs the
Comptroller to release the money.

(f) (1) The Legislative Auditor may conduct fiscal/compliance audits of the 9—1—1 Trust Fund and of
the appropriations and disbursements made for purposes of this subtitle.

(2) The cost of the fiscal portion of the audits shall be paid from the 9—1-1 Trust Fund as an
administrative cost.

§1-309.1.

(a) In consultation with the Maryland Cybersecurity Council established under § 9-2901 of the State
Government Article, the Board shall establish cybersecurity standards for public safety answering points
based on national industry and 9—1-1 system trade association best practices, including standards
concerning response protocols in the event of a cybersecurity attack on a public safety answering point.

(b) Atleast once each year on a date determined by the Board and in advance of submitting a request
for or receiving any money from the 9—1-1 Trust Fund, the director of each public safety answering point
shall examine the cybersecurity of the public safety answering point to determine whether the cybersecurity
defenses employed by the public safety answering point satisfy the standards established by the Board
under subsection (a) of this section and submit to the Board a report detailing the results of that exercise.

(c) If adirector of a public safety answering point fails to submit a report required under subsection (b)

of this section, the Board may not authorize any money from the 9-1—1 Trust Fund to be paid to a county
serviced by the public safety answering point until that report has been submitted.
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§1-310.
(a) This section does not apply to prepaid wireless telecommunications service.

(b) Each subscriber to switched local exchange access service or CMRS or other 9—1—-1—-accessible
service shall pay a 9-1-1 fee.

(c) (1) Subject to paragraphs (2) through (5) of this subsection, the 9—1—1 fee is 50 cents per month
for each switched local exchange access service, CMRS, or other 9—1—1—accessible service provided,
payable when the bill for the service is due.

(2) Except as provided in paragraphs (3) through (5) of this subsection, if a service provider
provisions to the same individual or person the voice channel capacity to make more than one simultaneous
outbound call from a 9—1-1-accessible service, each separate outbound call voice channel capacity,
regardless of the technology, shall constitute a separate 9—1—1—accessible service for purposes of
calculating the 9—1-1 fee due under paragraph (1) of this subsection.

(3) CMRS provided to multiple devices that share a mobile telephone number shall be treated as a
single 9-1-1-accessible service for purposes of calculating the 9-1-1 fee due under paragraph (1) of this
subsection.

(4) A broadband connection not used for telephone service may not constitute a separate voice
channel capacity for purposes of calculating the 9-1—1 fee due under paragraph (1) of this subsection.

(5) (i) For atelephone service that provides, to multiple locations, shared simultaneous outbound
voice channel capacity configured to provide local dial in different states, the voice channel capacity to which
the 9—1—1 fee due under paragraph (1) of this subsection applies is only the portion of the shared voice
channel capacity in the State identified by the service supplier’s books and records.

(i) In determining the portion of shared capacity in the State, a service supplier may rely on,
among other factors, a customer’s certification of the customer’s allocation of capacity in the State, which
may be based on:

1. each end user location;
2. the total number of end users; and

3. the number of end users at each end user location.

(d) (1) The Public Service Commission shall direct each telephone company to add the 9-1-1 fee to
all current bills rendered for switched local exchange access service in the State.

(2) Each telephone company:
(i) shall act as a collection agent for the 9—1—1 Trust Fund with respect to the 9—1-1 fees;
(ii) shall remit all money collected to the Comptroller on a monthly basis; and
(iii) is entitled to credit, against the money from the 9-1-1 fees to be remitted to the Comptroller,
an amount equal to 0.75% of the 9-1-1 fees to cover the expenses of billing, collecting, and remitting the 9—

1-1 fees and any additional charges.

(3) The Comptroller shall deposit the money remitted in the 9—1—1 Trust Fund.
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(e) (1) Each 9-1-1 service carrier shall add the 9-1-1 fee to all current bills rendered for CMRS or
other 9—1-1-accessible service in the State.

(2) Each 9-1-1 service carrier:
(i) shall act as a collection agent for the 9—1—1 Trust Fund with respect to the 9—1-1 fees;
(ii) shall remit all money collected to the Comptroller on a monthly basis; and

(iii) is entitled to credit, against the money from the 9-1-1 fees to be remitted to the Comptroller,
an amount equal to 0.75% of the 9-1-1 fees to cover the expenses of billing, collecting, and remitting the 9—
1-1 fees and any additional charges.

(3) The Comptroller shall deposit the money remitted in the 9—1—1 Trust Fund.

(4) The Board shall adopt procedures for auditing surcharge collection and remittance by CMRS
providers.

(5) On request of a CMRS provider, and except as otherwise required by law, the information that the
CMRS provider reports to the Board shall be confidential, privileged, and proprietary and may not be
disclosed to any person other than the CMRS provider.

(f) Notwithstanding any other provision of this subtitle, the 9—1—1 fee does not apply to an intermediate
service line used exclusively to connect a CMRS or other 9—1—1-accessible service, other than a switched
local access service, to another telephone system or switching device.

(g) A CMRS provider that pays or collects 9-1-1 fees under this section has the same immunity from
liability for transmission failures as that approved by the Public Service Commission for local exchange
telephone companies that are subject to regulation by the Commission under the Public Utilities Article.

§1-311.
(a) This section does not apply to prepaid wireless telecommunications service.

(b) In addition to the 9-1-1 fee, the governing body of each county, by ordinance or resolution enacted
or adopted after a public hearing, may impose an additional charge to be added to all current bills rendered
for switched local exchange access service or CMRS or other 9—1—1—-accessible service in the county.

(c) (1) Except as provided in paragraph (2) of this subsection and subject to paragraphs (3) through
(6) of this subsection, the additional charge imposed by a county may not exceed 75 cents per month for
each switched local exchange access service, CMRS, or other 9—1—1-accessible service provided.

(2) If revenues attributable to the additional charge for a fiscal year do not provide the revenues
necessary to cover a county’s operational costs for the 9—1—1 system for that fiscal year, the county may, for
the following fiscal year, impose an additional charge not exceeding $1.50 per month for each switched local
exchange access service, CMRS, or other 9—1—-1-accessible service provided.

(3) Except as provided in paragraphs (4) through (6) of this subsection, if a service provider
provisions to the same individual or person the voice channel capacity to make more than one simultaneous
outbound call from a 9—1-1-accessible service, each separate outbound call voice channel capacity,
regardless of the technology, shall constitute a separate 9—1—1—accessible service for purposes of
calculating the additional charges due under paragraphs (1) and (2) of this subsection.

(4) CMRS provided to multiple devices that share a mobile telephone number shall be treated as a
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single 9-1-1-accessible service for purposes of calculating the additional charges due under paragraphs (1)
and (2) of this subsection.

(5) A broadband connection not used for telephone service may not constitute a separate voice
channel capacity for purposes of calculating the additional charges due under paragraphs (1) and (2) of this
subsection.

(6) (i) For atelephone service that provides, to multiple locations, shared simultaneous outbound
voice channel capacity configured to provide local dial in different states or counties, the voice channel
capacity to which the 9-1-1 fee due under paragraphs (1) and (2) of this subsection applies is only the
portion of the shared voice channel capacity in the county identified by the service supplier's books and
records.

(i) In determining the portion of shared capacity in the county, a service supplier may rely on,
among other factors, a customer’s certification of the customer’s allocation of capacity in the county, which
may be based on:

1. each end user location;
2. the total number of end users; and

3. the number of end users at each end user location.

(7) The amount of the additional charges may not exceed a level necessary to cover the total eligible
maintenance and operation costs of the county.

(d) The additional charge continues in effect until repealed or modified by a subsequent county
ordinance or resolution.

(e) Afterimposing, repealing, or modifying an additional charge, the county shall certify the amount of
the additional charge to the Public Service Commission.

(f) The Public Service Commission shall direct each telephone company that provides service in a
county that imposed an additional charge to add, within 60 days, the full amount of the additional charge to
all current bills rendered for switched local exchange access service in the county.

(g9) Within 60 days after a county enacts or adopts an ordinance or resolution that imposes, repeals, or
modifies an additional charge, each 9—1-1 service carrier that provides service in the county shall add the
full amount of the additional charge to all current bills rendered for CMRS or other 9—1—1—accessible service
in the county.

(h) (1) Each telephone company and each 9-1-1 service carrier shall:

(i) actas a collection agent for the 9—1—1 Trust Fund with respect to the additional charge imposed
by each county;

(ii) collect the money from the additional charge on a county basis; and
(iii) remit all money collected to the Comptroller on a monthly basis.

(2) The Comptroller shall deposit the money remitted in the 9—1—1 Trust Fund account maintained for
the county that imposed the additional charge.
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§1-312.

(a) During each county’s fiscal year, the county may spend the amounts distributed to it from 9—1-1 fee
collections for the installation, enhancement, maintenance, and operation of a county or multicounty 9—1-1
system.

(b) Subject to the provisions of subsection (c) of this section, maintenance and operation costs may
include telephone company charges, equipment costs, equipment lease charges, repairs, utilities, personnel

costs, and appropriate carryover costs from previous years.

(c) During a year in which a county raises its local additional charge under § 1-311 of this subtitle, the
county:

(1) may use 9-1-1 trust funds only to supplement levels of spending by the county for 9—1-1
maintenance or operations; and

(2) may not use 9—1-1 trust funds to supplant spending by the county for 9-1—1 maintenance or
operations.

(d) The Board shall provide for an audit of each county’s expenditures for the maintenance and
operation of the county’s 9—1-1 system.

(e) (1) Fora county without an operational Phase Il wireless enhanced 9—-1-1 system within the time
frames established by the Board under § 1-306(b)(6) of this subtitle, the Board shall adopt procedures, to

take effect on or after January 1, 2006, to assure that:

(i) the money collected from the additional charge and distributed to the county is expended during
the county’s fiscal year as follows:

1. for a 9—1-1 system in a county or a multicounty area with a population of 100,000 individuals
or less, a maximum of 85% may be spent for personnel costs; and

2. for a 9—1-1 system in a county or multicounty area with a population of over 100,000
individuals, a maximum of 70% may be spent for personnel costs; and

(i) the total amount collected from the 9—1—1 fee and the additional charge shall be expended only
for the installation, enhancement, maintenance, and operation of a county or multicounty system.

(2) The Board may grant an exception to the provisions of paragraph (1) of this subsection in
extenuating circumstances.

(3) A county with an operational Phase Il wireless enhanced 9—1-1 system is exempt from the
provisions of paragraph (1) of this subsection.

§1-313.
(@) (1) Inthis section the following words have the meanings indicated.

(2) “Consumer” means a person that purchases prepaid wireless telecommunications service in a
retail transaction.

(3) “Provider” means a person that provides prepaid wireless telecommunications service under a
license issued by the Federal Communications Commission.
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(4) “Retail transaction” means the purchase of prepaid wireless telecommunications service from a
seller for any purpose other than resale.

(b) There is a prepaid wireless E 9—1-1 fee of 60 cents per retail transaction.

(c) (1) (i) The prepaid wireless E 9—1—1 fee shall be collected by the seller from the consumer for
each retail transaction in the State.

(i) The prepaid wireless E 9—1—1 fee collected by the seller under this section is not subject to the
sales and use tax under the Tax — General Article.

(2) A retail transaction occurs in the State if:
(i) the sale or recharge takes place at the seller’s place of business located in the State;
(i) the consumer’s shipping address is in the State; or

(i) noitem is shipped, but the consumer’s billing address or the location associated with the
consumer’s mobile telephone number is in the State.

(d) The amount of the prepaid wireless E 9—1-1 fee shall be disclosed to the consumer at the time of
the retail transaction.

(e) (1) Except as provided in paragraph (2) of this subsection, the prepaid wireless E 9—1-1 fee is the
liability of the consumer and not of the seller or of any provider.

(2) The seller is liable for remitting all prepaid wireless E 9-1-1 fees that the seller collects from
consumers as provided in this section.

(f) (1) Before December 28, 2013, a seller may deduct and retain 50% of prepaid wireless E 9-1-1
fees collected from consumers for direct start—up costs.

(2) On or after December 28, 2013, a seller may deduct and retain 3% of prepaid wireless E 9—1-1
fees collected from consumers.

(g) A seller shall report and remit to the Comptroller all prepaid wireless E 9—1-1 fees collected by the
seller in the manner provided for the remitting of the sales and use tax under Titles 11 and 13 of the Tax —

General Article.

(h) The Comptroller shall deposit all reported and remitted prepaid wireless E 9-1-1 fees into the 9-1-1
Trust Fund within 30 days of receipt.

(i) A seller may demonstrate that a sale is not a retail transaction in a manner established by the
Comptroller that is substantially similar to the procedures for demonstrating a resale for exemption from the

sales and use tax under Titles 11 and 13 of the Tax — General Article.

(j) For the purpose of this section, the audit and appeal procedures established for the sales and use tax
under Titles 11 and 13 of the Tax — General Article apply.

(k) A seller that is not a provider of prepaid wireless telecommunications service is not liable for
damages in connection with:

(1) the provision of, or failure of, 9—1-1 or E 9—1-1 service;
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(2) identifying, or failing to identify, the telephone number, address, location, or name associated with
any person or device that is accessing or attempting to access 9—-1-1 or E 9—1-1 service; or

(3) the provision of any lawful assistance to any investigative or law enforcement officer.

(I) Providers and sellers of prepaid wireless telecommunications service have the same immunity from
liability for transmission failures as that approved by the Public Service Commission for local exchange
telephone companies that are subject to regulation by the Commission under the Public Utilities Article.

(m) A tax, a fee, a surcharge, or any other charge may not be imposed by the State, any political
subdivision of the State, or any intergovernmental agency, for E 9—1-1 funding purposes, on any provider,
seller, or consumer with respect to the sale, purchase, use, or provision of prepaid wireless
telecommunications service.

(n) The Comptroller shall adopt regulations to carry out the provisions of this section.

§1-314.
(a) In this section, “multiple—line telephone system” means a system that:

(1) consists of common control units, telephone sets, control hardware and software, and adjunct
systems, including network and premises—based systems; and

(2) is designed to aggregate more than one incoming voice communication channel for use by more
than one telephone.

(b) (1) Except as provided in paragraph (2) of this subsection, on or before December 31, 2017, a
person that installs or operates a multiple-line telephone system shall ensure that the system is connected
to the public switched telephone network in such a way that when an individual using the system dials 9—1—
1, the call connects to the public safety answering point without requiring the user to dial any other number
or set of numbers.

(2) A unit of the Executive Branch of State government shall comply with paragraph (1) of this
subsection on the date that the multiple—line telephone system of the unit is next upgraded.

§1-315.

An emergency services Internet Protocol network provider and a core service provider of Next Generation
9-1-1 services have the same immunity from liability for transmission failures as that approved by the Public
Service Commission for local exchange telephone companies, or for a provider of telecommunications
services through evolving technology, that are subject to regulation by the Commission under the Public
Utilities Article.
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CODE OF MARYLAND REGULATIONS

12.11.03.00

Title 12 DEPARTMENT OF PUBLIC SAFETY AND CORRECTIONAL SERVICES
Subtitle 11 OFFICE OF THE SECRETARY
Chapter 03 9-1-1 Emergency Telephone System

Authority: Public Safety Article, Title 1, Subtitle 3, Correctional
Services Article, §2-109; Annotated Code of Maryland

12.11.03.01

.01 Emergency Number Systems Board Authority.

The Emergency Number Systems Board shall coordinate the implementation, enhancement, maintenance,
and operation of county or multicounty 9-1-1 systems.

12.11.03.02

.02 Definitions.
A. In this chapter, the following terms have the meanings indicated.
B. Terms Defined.

(1) "Additional charge" has the meaning stated in Public Safety Article, §1-301, Annotated Code of
Maryland.

(2) "Board" means the Emergency Number Systems Board.

(3) "9-1-1 system" means a telephone service or any other communication service that meets the planning
guidelines under Public Safety Article, §1-306, Annotated Code of Maryland, and automatically connects
an individual dialing the digits 9-1-1 to a public safety answering point.

(4) "Public safety answering point" has the meaning stated in Public Safety Article, §1-301, Annotated
Code of Maryland.

12.11.03.03
.03 The Emergency Number Systems Board.

A. The Emergency Number Systems Board is under the direction of the Secretary of Public Safety and
Correctional Services.

B. Board membership shall be according to Public Safety Article, §1-305, Annotated Code of Maryland.

C. The Board shall meet as necessary, but not less than quarterly each calendar year.
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D. The Board requires a majority of confirmed members present at a meeting to constitute a quorum.
E. The Board requires a majority vote of members present at a meeting before taking action.

F. The Board shall coordinate enhancement of county or multicounty 9-1-1 systems according to provisions
under Public Safety Article, §1-306, Annotated Code of Maryland.

12.11.03.04

.04 Implementation by County or Multicounty Area.

A county or multicounty area shall maintain an enhanced 9-1-1 system that:

A. Uses the digits 9-1-1 as the published emergency telephone number for access to emergency services;
B. Has public safety answering points that provide 24-hour public access and dispatch service;

C. Provides transfer and referrals to related public safety services;

D. Provides for staffing all public safety answering points with personnel trained as required by this
chapter;

E. Provides for equipping all public safety answering points with adequate access to TTY equipment to
facilitate use by an individual with a speech or hearing disability;

F. Provides access to services for an individual who does not speak or understand the English language;
G. May provide access to local emergency management centers for all public safety answering points;

H. Permits a county to designate a public safety answering point using cooperative arrangements acceptable
to the participating agencies;

I. Permits public safety answering points to transfer or relay emergency calls received requiring services
outside of the jurisdiction of the system receiving the call;

J. Maintains a current master street address guide and communicates updated information to parties
responsible for an automatic number identification (ANI) and automatic location identification (ALI)
system,

K. Uses telephone equipment and services that provide:

(1) A visual or audible indication, or both, of an incoming call;

(2) The capability for the call taker to monitor a transferred call to ensure that the call is properly
transferred;

(3) Annual telephone company monitoring of service to determine the grade of service and, if appropriate,
to make recommendations to ensure that not more than one busy signal in every 100 incoming calls during
an average busy hour is maintained; and

(4) Documentation of the date and time a 9-1-1 call is received; and

L. Has a sufficient number of call takers and equipment to consistently answer incoming calls on a daily
average of 10 seconds or less.
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12.11.03.05

.05 Plans for More Than One Public Safety Answering Point in a
County.

A county with a plan for more than one public safety answering point in the county shall submit the plan to
the Board for consideration subject to the following:

A. The county administration submitting the plan and not the individual agency within the county shall
receive and distribute funding; and

B. The plan shall meet the criteria established under this chapter, unless the Board approves a variation.

12.11.03.06

.06 Minimum Enhanced 9-1-1 System Requirements.
At a minimum, an enhanced 9-1-1 system implemented in Maryland shall include:

A. Sufficient incoming 9-1-1 lines for each telephone central office to ensure that not more than one in 100
call attempts during the average busy hour is blocked;

B. Connections to all public safety agencies covered by the system;

C. 24 hour, 7 day operation of the public safety answering point staffed with personnel trained as required
under this chapter;

D. First priority to answering 9-1-1 calls;
E. Electronic recording of all 9-1-1 calls;
F. Playback capability of all 9-1-1 calls;

G. Connection to adjacent public safety answering points by private lines when there is a telephone
exchange and jurisdictional boundary not covered by selective routing;

H. Security measures sufficient to minimize intentional disruption of the operation;

I. Standby emergency electrical power to keep the public safety answering point operating when
commercial power fails;

J. At least one administrative line for nonemergency calls;
K. Written operational procedures;

L. Automatic location identification (ALI) which displays, at the public safety answering point, the address
or location of the calling instrument;

M. Automatic number identification (ANI) which displays, at the public safety answering point, the calling
telephone number;
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N. Central office identification used to identify dedicated lines or trunks from a central office when a public
safety answering point serves more than one central office;

0. A distinct tone, visible signal, or other process for:

(1) Alerting the call taker that an incoming 9-1-1 call was disconnected; and
(2) Receiving and displaying the telephone number with ANI and ALI information for a disconnected 9-1-1
call, when available;

P. Providing access to services for an individual:

(1) With a speech or hearing disability; or
(2) Who does not speak or understand the English language; and

Q. Other technical advances approved by the Board.

12.11.03.07

.07 Minimum Features of a 3-1-1 System.

A. A county or multicounty system may establish a 3-1-1 system to reduce congestion on the 9-1-1 system
operation.

B. At a minimum, a 3-1-1 system shall include the following:

(1) Switching or programming to direct a 3-1-1 call to a nonemergency answering position;
(2) A 3-1-1 answering position that shall be capable of:

(a) Immediately transferring an emergency call to a 9-1-1 answering position or an adjoining public safety
answering point;

(b) Transferring a nonemergency call to an adjoining jurisdiction or appropriate agency; and
(c) Providing an individual:
(i) With a speech or hearing disability access to TTY services; or

(i1)) Who does not speak or understand the English language access to alternative communication services;
and

(3) A 3-1-1 call taker trained to handle nonemergency calls and to transfer emergency calls to a 9-1-1 call
taker.

12.11.03.08

.08 Operational Plan.

A. A county or multicounty system shall have and maintain a written operational plan for public safety
services signed by public safety agencies within the public safety answering point area of responsibility.
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B. A public safety agency included in an operational plan under §A of this regulation shall be familiar with
the operational procedures of the other public safety agencies included in the same operational plan.

C. An operational plan shall provide for uniform methods and procedures to ensure effective interagency
communications.

12.11.03.09

.09 Safeguarding Telephone Circuits by Telephone Companies.
A. A facility housing 9-1-1 telephone equipment shall:

(1) Be equipped at all exposed terminations, including central office distributing frames, with protective
devices that prevent accidental worker contact; and

(2) Include clearly identified protected terminations to distinguish protected terminations from other
circuitry.

B. A protected circuit may not be opened, grounded, short-circuited, or manipulated in any way by a
telephone company worker without the local telephone company first obtaining approval for circuit release
from the appropriate public safety answering point.

C. A telephone company shall ensure that telephone company employees who work in facilities associated
with the 9-1-1 service are familiar with procedures for safeguarding 9-1-1 system equipment.

12.11.03.10

.10 Public Safety Answering Point Training.

A. A county shall staff a public safety answering point with personnel who can properly process a call from
a machine used by an individual who has a speech or hearing impairment.

B. Within 6 months of hiring a public safety answering point call taker, a county shall train the new call
taker using a curriculum adopted or approved by the Board.

C. A county shall provide a public safety answering point call taker with yearly in-service training using a
curriculum adopted or approved by the Board.

D. Training shall include:

(1) Public safety answering point orientation;
(2) Communication skills;

(3) Electronic systems;

(4) Policies and procedures;

(5) Call processing;

(6) Documentation;

(7) Dispatch procedures;

(8) Stress management;

(9) Public relations;

(10) Administrative duties; and

(11) Disaster and major incident training.
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12.11.03.11

.11 9-1-1 Fees.

A. The Board shall ensure that collection, maintenance, dispersal, and auditing of 9-1-1 fees is conducted
according to Public Safety Article, §§1-308—1-312, Annotated Code of Maryland.

B. Additional Charges—Local Government.

(1) In addition to the fee charged under Public Safety Article, §1-310, Annotated Code of Maryland, a
county with an operational 9-1-1 system under Public Safety Article, §1-304, Annotated Code of Maryland,
may, by ordinance or resolution after public hearing, enact or adopt an additional monthly charge not to
exceed the limits under Public Safety Article, §1-311, Annotated Code of Maryland, to be applied to
current bills, within that county, for:

(a) Switched local exchange access service; and

(b) Wireless telephone service or other 9-1-1 accessible service.

(2) A county authorizing an additional charge under §B of this regulation and maintaining an enhanced 9-1-
1 system shall be subject to an annual Board-authorized independent audit of authorized 9-1-1 expenditures

pursuant to Public Safety Article, §1-312, Annotated Code of Maryland.

12.11.03.12

.12 Equipment Which Qualifies for Funding or Reimbursement.
A. Equipment that qualifies for purchase with funds from the 9-1-1 Trust Fund includes:

(1) Equipment for connecting and outswitching 9-1-1 calls within a telephone central office;
(2) Trunking facilities from the central office to a public safety answering point;

(3) Equipment to connect 9-1-1 calls to the appropriate public safety agency; and

(4) Equipment for a 3-1-1 system.

B. Equipment necessary to constitute an enhanced 9-1-1 system shall be used for:

(1) Automatic number identification (ANI);
(2) Automatic location identification (ALI); or
(3) Other technical equipment the Board may require.

C. Computer aided dispatch equipment is not a part of a 9-1-1 system, except when the Board determines
that an interface is necessary to properly process 9-1-1 calls.

12.11.03.13

.13 Submission of 9-1-1 Plan.

A. A county requesting reimbursement from the 9-1-1 Trust Fund for mandated equipment, 9-1-1
enhancements, or technological advancements shall submit the request to the Board for approval.
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B. A county shall submit a plan, request, report, or question to the Chairman, Emergency Number Systems
Board.

12.11.03.14

.14 Request for Reimbursement from the 9-1-1 Trust Fund.

A. A county shall submit a request for reimbursement from the 9-1-1 Trust Fund to the Board in a format
and according to procedures established by the Board.

B. Reimbursement Processing.

(1) A county public safety answering point director or a 9-1-1 administrator shall submit a written or
electronic request for reimbursement to the Board so that it is received at least 2 weeks before a Board
meeting at which it is to be considered.

(2) The county's public safety answering point director or 9-1-1 administrator, or a designee, shall attend
the meeting at which the request is to be considered.

(3) The Board shall review the request and, if approved, encumber funds up to the amount of the request.
(4) The county shall ensure that the county's procurement laws and policies are followed.

12.11.03.15

.15 Variations or Waivers of Regulations.

A. Upon request by a county, the Board may grant a waiver or variance of the regulations contained in this
chapter.

B. A county may submit a written or electronic request for waiver or variance to the Board that includes:

(1) Number of persons affected;
(2) Impact of a variance or waiver;
(3) Alternative methods;

(4) Technical difficulties;

(5) Cost.

C. The Board shall consider:

(1) The information for each of the areas cited in §B of this regulation; and
(2) The best interests of the affected parties, the applicant, and the Emergency Number Systems Board.

D. An affected party shall have the right to present, either in writing or through oral testimony, information
which may bear on the Board's final decision.

E. Processing a Request for Waiver or Variance.
(1) Upon receipt of a written request for waiver or variance, the Board shall:
(a) Within 10 days of receipt of the request, direct a letter to the applicant, which shall:

(1) Acknowledge receipt; and
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(i1) Notify the applicant that additional information may be submitted, within 30 days, for the Board to
consider during the review; and

(b) Review the documents or conduct a hearing.

(2) If the Board elects to review the documents, the review shall be conducted at a regular Board meeting
within 60 days after the expiration of the 30-day period granted to the applicant to submit additional
information.

(3) If the Board elects to conduct a hearing, the Board shall:

(a) Notify the applicant and affected parties of the hearing at least 10 days before the hearing and provide
the hearing:

(i) Date;
(i1) Time; and
(iii) Location; and

(b) Conduct the hearing according to State Government Article, Title 10, Subtitle 2, Annotated Code of
Maryland.

12.11.03.16

.16 9-1-1 System Violations.

A. The Board may instruct the State Comptroller to withhold funds from a county for 9-1-1 system
expenditures for a violation under:

(1) Public Safety Article, §1-312, Annotated Code of Maryland; or
(2) The regulations in this chapter.

B. Withholding Funds.

(1) If the Board decides to withhold funds, the Board shall:

(a) Identify, in writing, the reason or reasons for withholding funds;
(b) Record the reason or reasons in the minutes of the meeting;

(c) Notify the county that the county has 30 days from the date of notification to respond in writing to the
Board; and

(d) Notify the State Comptroller to hold funds, in that county's account within the 9-1-1 Trust Fund, until
the Board advises the Comptroller that the funds may be released.

(2) Funds held by the Comptroller under this section may not accrue interest for a county.
(3) Interest income earned on funds held by the Comptroller under this regulation shall be diverted to the 9-
1-1 Trust Fund.

C. The Board shall notify the Secretary of action taken under §A or B of this regulation.
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12.11.03.17

.17 Decisions of the Board.

After the Board conducts a hearing or a review of a request under this chapter, the Board shall ensure that
the Board's decision is:

A. In writing and stated in the record,
B. Accompanied by findings of fact and conclusions; and

C. Provided to the applicant with a copy of the written record containing the information noted under §§A
and B of this regulation.
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