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ANNEX AG 
ENHANCED 911 BOARD 

 
I MISSION 
 

The Enhanced 911 Board’s (E-911 Board) mission is to provide a statewide emergency 
telecommunications system, accessible to everyone, and to oversee its operation. 

 
II AUTHORITY 
 

Title 30 V.S.A. Chapter 87 
 

III SITUATION 
 

The E-911 Board is the governing authority for statewide enhanced 911.  Most emergencies 
are reported via 911 and 911 call-takers are the first on the scene of an emergency.   
 
The statewide enhanced 911 system consists of a dedicated, fully digital 
telecommunications network, five specialized databases; nine Primary Public Safety 
Answering Points (PSAPs) and thirty-one Limited Secondary PSAPs.  The 
telecommunications network links the databases to special equipment at a Primary PSAP, 
which delivers and displays the Automatic Location Information (ALI) to a trained and 
certified call taker. The major components of the statewide system design are redundant, 
fault tolerant and geographically diverse.  A pre-programmed, automatic sequence for 
alternate and default routing ensures that every 9-1-1 call is answered.  System design and 
operations are governed by nationally recognized standards. System performance is 
monitored, measured and enforced.   
 
The enhanced 9-1-1 system is separate from dispatching. A PSAP may or may not dispatch.  
Vermont’s enhanced 9-1-1 network contains both types of PSAPs.  All PSAPs provide call-
handling services to the Board pursuant to the terms and conditions of a formal 
Memorandum of Agreement. 

 
IV ORGANIZATION 
 

The E-911 Board is appointed by the Governor. Its membership is defined by statute and 
represents the major stakeholders: municipal government, municipal law enforcement, 
county law enforcement, the Department of Public Safety, emergency medical services, fire 
services, and the public.  The E-911 Board sets policy for statewide enhanced 911 and 
appoints an Executive Director who is directly responsible for day-to-day agency, system 
and program operations.  The Board has a total of nine staff positions whose duties are 
organized into four areas: system administration, database administration, training and 
communication, and agency/program administration.  The E-911 Board is an independent 
board attached to the Department of Public Service for administrative purposes. 
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V RESPONSIBILITIES 
 

A. Normal Operations 
 

Normal operations consist of: 
 

1. Provisioning, maintaining and overseeing the operation of the system’s major 
components – telecommunications network, databases and PSAPs;  

2. Administering a call-taker Training and Certification program; 
3. Conducting a variety of Quality Assurance activities that ensure the system’s 

compliance with applicable laws, rules, policies, procedures, standards and 
performance benchmarks;  

4. Coordinating with the major stakeholders, telecommunications carriers and federal, 
state and local governmental entities on matters pertaining to or impacting enhanced 
911; 

5. Maintaining federal Telecommunications Service Restoration Priority (TSP) 
identification numbers for each enhanced 911 circuit to ensure priority restoration of 
service in the event of a service interruption; 

6. Providing information to the major stakeholders, the public and the media. 
 

B. Emergency Operations 
 
In an exigent situation, the Executive Director is responsible for implementing measures 
to minimize the possibility of a service disruption resulting from network congestion or 
from the emergency itself.  The plan includes: 

 
1. Monitoring 911 call traffic in real time via the Automatic Call Distributor/Management 

Information System (ACD/MIS); 
2. Issuing an alert to Verizon’s Network Operating Center (NOC), which monitors circuit 

activity in the landline Public Switched Telephone Network (PSTN), and Service 
Response Center (SRC) which coordinates the resolution of E-911 system troubles; 

3. Troubleshooting PSTN and system issues in collaboration with Verizon, the Local 
Exchange Carriers (LECs), the Competitive Local Exchange Carriers (CLEC)s and 
the wireless telecommunications carriers;  

4. Dynamically reconfiguring the ACD call routing vectors, if needed, to manually 
redirect 911 calls to PSAPs other than those established by the pre-defined alternate 
and default routing schemes; 

5. Issuing public announcements to help ensure that 911 is used only for 
emergencies;1 

6. Issuing Training Bulletins to the 911 call-takers if needed.  
 

VI ADMINISTRATION 
 

The Executive Director will activate the E-911 portion of the State Plan as warranted 
following notification by the appropriate authorities. Notification may be made by telephone 
or page. In the event the Executive Director is unavailable, responsibility for activation will 

                                                 
1 All communications or public announcements regarding enhanced 911 must be approved by the E-911 
Board’s executive director. 
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be delegated to the E-911 Systems Administrator, who may be notified by telephone or 
page. The Executive Director or delegate will activate the E-911 staff to perform the 
functions outlined in Section V.   
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