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1. Call to Order and Introductions 
 

The meeting of the MAG PSAP Managers Group was called to order at 9:01 a.m. by Chair 
Cari Zanella, Mesa Police Department. Self-introductions were made. 
 
Chair Zanella announced the MAG Executive Committee appointed Domela Finnessey, 
Surprise Police Department, as the PSAP Managers Group Vice Chair.  
 
Chair Zanella reminded all to use the parking validation stamp if needed and to turn on your 
microphone when speaking for the recording.  

 
2. Call to the Audience 
 

An opportunity is provided to the public to address the PSAP Managers Group on items that 
are not on the agenda that are within the jurisdiction of MAG, or non-action agenda items 
that are on the agenda for discussion or information only. Citizens will be requested not to 
exceed a three-minute time period for their comments.  A total of 15 minutes will be 
provided for the Call to the Audience agenda item, unless the PSAP Managers Group 
requests an exception to this limit.  Please note that those wishing to comment on agenda 
items posted for action will be provided the opportunity at the time the item is heard.  
 
There were no comments from the audience.  

 
3. Approval of the April 10, 2014 PSAP Managers Group Meeting Minutes 
 

Chair Zanella asked if there were any changes to the minutes. There were no changes. 
 
Patrick Cutts moved to approve the minutes of the April 10, 2014 PSAP Managers Group 
meeting. Jim Tortora seconded and the motion passed unanimously. 
 

4. MSAG/GIS/Mapping 
  

 Dave Eaton, MR9-1-1 GIS Manager, reported that the MSAG MR9-1-1 receives a quarterly 
ALI Database Extract from Intrado that Angela Beatty geocodes against our GIS layers. He 
said Ms. Beatty advised me this morning the latest address match rate is 99.96 percent for 
two million telephone records. Mr. Eaton thanked Ms. Beatty for her hard work on this 
project. He stated the ALI geocoding project helps to improve the accuracy of the map data 
and is also the source for our CENS database. It is a very important feature that we work on.  

 
Mr. Eaton advised that he is still refining rMAP. He said that we were heading in the right 
direction when we chose to deploy a web based map. If you are going to any 9-1-1 
conferences lately you may have noticed that all the 9-1-1 vendors are moving toward web 
based maps and will charge a substantial amount for them so we are ahead of the curve with 
the development of rMap. Mr. Eaton stated hopefully we are giving you the features that you 
need and please let me know if there are other features that you would like to see. Right now 
we are able to map down to the address level for Maricopa County, Yavapai County, and 
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Pinal County. He is working on adding a version number and date to rMap that will be 
located next to the search box. This will help to identify if you have the latest version. Mr. 
Eaton said there are a few PSAPs that have not moved over to rMap yet due to limited 
MR9-1-1 resources and we will get you moved over as soon as resources become available. 
Typically, the moves are occurring during cut overs.  
 

 Mr. Eaton asked if there were any questions. There were no questions. 
 
5. Maricopa Region 9-1-1 Tech Team 
  

Mike Benjamin, Maricopa Region 9-1-1 Technical Manager, distributed the quarterly report 
of maintenance case counts. He provided an update on staffing and advised there is one 9-1-1 
Technician on light duty due to an industrial injury and we are in the process of hiring for the 
vacant 9-1-1 Technician position. There is also a vacant Senior 9-1-1 Technician position 
due to a team member being on long term leave. Mr. Benjamin stated he will provide the 
report on technical projects on behalf of William Boyd in his absence and Nate Nguyen will 
provide more detail on the technical case activity. 
 
Nate Nguyen, Maricopa Region 9-1-1 Technical Supervisor, reported on the Maricopa 
Region 9-1-1 maintenance quarterly case activity. Mr. Nguyen advised there was a 14 percent 
increase in cases this quarter: (425) total cases opened, (362) cases remedied, (54) cases with 
priority level 3 and above, (12) cases for Mesa Fire Department which will be their own 
PSAP in the near future. He said there are currently (298) outstanding cases; (127) are task 
cases to make the network and CPE better. Mr. Nguyen provided a breakdown of how the 
troubles were reported: 22 percent troubles opened after hours, 17 percent troubles reported 
by way of PSAPs calling in, 19 percent troubles reported by email, 39 percent troubles 
initiated by our Business Intelligence System monitoring. 
 
Mr. Nguyen stated trouble issues worked on this quarter by category include: (94) Viper 
cases [there were (69) last quarter -- the increase is probably due to Mesa and Goodyear cut 
over], (40) PC Hardware/Software cases, (15) PowerMap/rMap cases, (58) Power 9-1-1 
cases, (16) PBX/Lifeline cases, (43) Network and Connectivity cases, (15) Power MIS cases, 
(67) Circuit related cases, and (15) ALI cases.  
 
Mr. Nguyen stated there were nine PSAPs that had a spike in cases this quarter including 
Chandler, Tempe, and Goodyear. He said ASU Police Department and Tempe Police 
Department went dark due to some problems. ASU Police Department had a cable outside 
their building which took them down for 12 hours before the PSAP was restored. Tempe 
Police Department had a PBX failure and was down for an hour and a half before it was 
restored. Core 0 was trying to sync itself with Core 1 and ultimately corrupted itself in the 
process. CenturyLink restored the services in an hour and a half and had to resync all of the 
positions. The total time to get Tempe back up and running was three hours.  
 
Mr. Benjamin provided an update on 9-1-1 Technical projects. He stated that Mesa Police 
Department cut over to a Viper System earlier this year but it created a lot of work for us this 
quarter and they have been suffering through a troubled install. Intrado at a couple of 

 3 



different times sent additional resources post cut to try to resolve most of the issues and it is 
finally at a point where it is somewhat settled. MR9-1-1 was engaged as much as we could 
be. We are moving forward with some of the newer functions and features that are available 
in the Viper System with IP trunk replacement giving them additional trunks and resiliency 
features without adding additional costs to the system. Goodyear Police Department cut over 
to a new Viper System on May 6, 2014 and moved into their new facility. Some may have 
taken a tour of the new facility during the APCO Western Regional Conference. It is a very 
nice facility and makes it easier for us to do maintenance. They are a much smaller PSAP 
than Mesa Fire and Police Departments so their install went much more smoothly. Upcoming 
projects include Phoenix Fire; the cut over date has been rescheduled a few times and is now 
set for September 10, 2014. This installation will allow Phoenix Fire to operate out of two 
locations simultaneously similar to Phoenix Police Department adding resiliency to a very 
large and busy agency. Glendale Police Department is scheduled for a new Viper upgrade on 
October 29, 2014 before the Super Bowl. DPS will be getting a new Viper System scheduled 
for December 3, 2014. Projects that will occur after the Phoenix Open and spring training are 
for Tempe and Scottsdale. The Tempe project will be a move away from the PBX that Mr. 
Nguyen mentioned earlier that had its first failure. The PBX has run well for a number of 
years but is not contemporary equipment. Tempe is moving to a Viper installation and 
Scottsdale is getting a Viper System upgrade. 

 
Mr. Benjamin stated we are continuing ongoing efforts for regional infrastructure to 
modernize and leverage the investments in place so that we can be in position when funding 
becomes available for Text to 9-1-1 or other NG9-1-1 features. We are incrementally moving 
forward with production elements of NG9-1-1. More and more of your traffic is moving on 
IP in the background. Anybody on Viper is on IP already at your PSAP. We are moving 
9-1-1 calls from our selective routers to your PSAP across our IP network. This is occurring 
with Mesa right now and things are going well with that. We expect a reduction in trunk cost 
and the ability to provide you a net increase in trunking.  
 
Mr. Benjamin stated we have started to roll out the USB security tabs. It is plastic and very 
hard to remove. We have a few of those installed but are short on resources. We are trying to 
head off any concerns since everything is PC and IP based. It is a minor security item but can 
become a major security item if someone plugs in. Mr. Benjamin stated he has a print out of 
Wireless call statistics by PSAP for Wednesday July 8, 2014. He said that Phoenix Police 
Department always has around 2,500 calls per day. He advised all to take a look at where 
your PSAP ranks. 
 
Patty Simpson asked if December 3, 2014 was the install date for DPS. Ms. Graeber replied 
early December is a tentative date and we will meet with you and your team to discuss dates 
when William Boyd returns from vacation. 
 
Ms. Graeber advised the MR9-1-1 maintenance team started in July 2004 and has been in 
place for ten years. She thanked the team and said they have done a really good job and 
always look out for the PSAPs, you are their number one priority and they do everything they 
can to make sure your centers are working correctly and that your requests are met. 
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6. Community Emergency Notification System (CENS) Update 
 
Liz Graeber provided the Community Emergency Notification System (CENS) Update. She 
advised there are new CENS pamphlets available; we have a partnership with the Emergency 
Management Office in Maricopa County and they print CENS pamphlets which include a 
form to register for CENS to assist those who do not have access to the internet. Ms. Graeber 
said to let her know if you need some and we can deliver them to you. She stated there were 
total of (46) activations to date. Chandler Police Department is the agency with the most 
activations and she thanked them for using the CENS System. Ms. Graeber advised that she 
and Mr. Eaton have had contact with the vendor on the software upgrade and they keep 
saying that it is coming out next quarter. We will wait and see what they come up with. What 
we have now works and everyone knows how to use it so we don’t want to make a change 
unless there is some value to it. Ms. Graeber advised refresher training will be in November 
at Phoenix Fire. If there is a special need for training before then please let her know and she 
will be happy to come out. 
 
Patrick Cutts asked if the refresher training includes Communicator NXT. Ms. Graeber said 
no it is only for GeoCast not Communicator NXT but we may be able to get someone from 
Cassidian to do it if needed. Mr. Eaton said we are allotted some online training for 
Communicator NXT per our contract. Ms. Graeber stated she will find out from Cassidian 
and see if we can arrange to have them do it online at a place where several of you can meet 
and get trained at once.  

  
7. Next Generation 9-1-1 Update 
  

Ms. Graeber stated she was contacted by Verizon Wireless and asked if Maricopa Region 
9-1-1 would be ready for Text to 9-1-1 by the Super Bowl on February 1, 2015. She said she 
told them we are not ready for that yet. She stated she wants to emphasize that we have 
started Mesa Fire and Mesa Police Departments with trunks from our selective router at our 
Network Center in Phoenix traveling IP over to Mesa and that is a big leap for our team. This 
was done at no cost other than the labor put in to get it ready and they have spent a lot of time 
testing and working out the bugs. We are on course to have IP based 9-1-1 trunks. Ms. 
Graeber provided a hand out on SiriusXM Telematic service which is similar to a wireless 
9-1-1 call. Ms. Graeber said she will forward the document to the PSAP Managers so you 
can start incorporating it into your training. She stated that she needed guidance from those 
heavily involved in NENA and APCO is whether they have they set up standards for 
abbreviations for Telematics. She said it seems like we would need a national standard. Ms. 
Graeber stated she also received an email from OnStar regarding their complimentary online 
course for Public Safety to learn about their system. Ms. Graeber stated she will forward the 
email to the PSAP Managers Group. 

 
8. MAG FY 2016 PSAP Annual Element/Funding Request and FY 2016-2020 Equipment 

Program 
 
 Ms. Graeber provided the report on the MAG FY 2016 Annual Element/Funding Request 

and FY 2016-2020 Equipment Program. She advised that due to lack of funding the State 
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9-1-1 Office does not fund logging recorders, additional positions, or new PSAPs. MR9-1-1 
tracks when equipment upgrades are due, so you don’t have to submit that.  

 
 The total FY16 budget for networking, new equipment, and maintenance is 14,410,758. The 

project requests include $50,000 for Equipment Upgrade Peripherals which are items needed 
for projects that are not part of what the vendor has sent such as printers, cables, monitors. 
Chandler has requested two additional positions, Mesa Fire has requested two additional 
positions and a logging recorder, Phoenix Police Department for a 9-1-1 System Upgrade, 
Wickenburg Police Department is requesting three additional positions. Special Projects 
includes a request to upgrade the MR9-1-1 selective router for 3,000,000. Ms. Graeber 
advised that we still have to go through the budget process as if there is money available but 
there is a possibility that requests may not be granted. The budget will go through the MAG 
process to be reviewed by the 9-1-1 Oversight Team, the Management Committee and the 
Regional Council and then to the State 9-1-1 Office. 
 
Chair Zanella asked if there were any questions on the budget. There were no questions. 
 
Toni Rogers, Tolleson Police Department, motioned to recommend for approval the FY 2016 
PSAP Annual Element/Funding Request and FY 2016-2020 Equipment Program.  Anje 
Reimer, Peoria Police Department seconded and it was unanimously carried.  

 
9. Arizona Department Of Administration Report and State Wireless Update 
 

Ms. Jaeger, State of Arizona 9-1-1 Administration, reported they are still short on funds and 
have no intent on being able to get additional funds at this point. The revenue generated from 
Prepaid Wireless collection is insignificant; we won’t have a full six months record until the 
end of July and it is not going to generate the two million dollars per year that was 
anticipated. We are only collecting 16,500,000 annually for the state budget so if your budget 
is 14,500,000 you can see that there is quite a difference there. We have to take the entire 
state of Arizona into consideration when it comes to funding. The funding for the equipment 
that is being installed in the next couple of months is from money that has been prepaid out 
from what was left in the budget. We do look very closely at what we have available on a 
daily basis when we get toward the end of the fiscal year. Even if we did have money we 
could not commit those funds for a Phoenix Police Department implementation until next 
fiscal year which starts July 2014. You are still getting your two percent annually for 
administrative and have received three checks so far. We will do a true up in the next couple 
of weeks when we get the final numbers because it is a 13 month the first month is deducted 
and is accounted for but not actually paid. The secretary of state reorganized the funding 
mechanism for the state a few years ago.  

 
Ms. Jaeger advised we are in the process of doing an evaluation of the Next Generation 
solution that CenturyLink and Intrado have proposed for our Managed Services Project. We 
haven’t started anything other than an evaluation at this point. We hired an outside contractor 
to do the evaluation and there have been two phases under way. Mission Critical was selected 
as the vendor to do the evaluation. The first phase of the evaluation is complete. We are in 
the second phase of additional questions from Mission Critical to CenturyLink and Intrado 
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and should be completed in July 2014. The Managed Services Project that we are looking at 
starting includes 10 counties outside of Maricopa Region. We can’t move to Next Generation 
9-1-1 without looking at a new funding mechanism. Managed Services would include all 
maintenance, network, and equipment for the next 7-10 years for PSAPs outside of Maricopa 
Region. It does not include the Mohave County area or Northeastern Arizona just the areas 
included in a CenturyLink delivery package today. There is no additional cost from what we 
are paying today. It will transition to a per position cost for all the components. Maybe we 
will have additional information for you at the next PSAP Managers meeting. Our intent is to 
start with Yuma County and then move to Pima County.  Pima County would be the second 
so we would have an idea of how a larger county is implemented and how it works.  
 
Ms. Graeber stated when we do the budget there are three main areas that are included; 
network, maintenance, and projects. Managed services rolls all these cost into one monthly 
cost. It is a flat per position fee and that is your budget, there is nothing for upgrades, 
maintenance, or networking. That is what outside agencies are looking at doing. Maricopa 
Region is different so we will see how it goes when they implement Yuma and Pima and 
evaluate how managed services are going. Ms. Graeber asked if there are any other agencies 
that have moved to a Managed Service funding model. Ms. Jaeger replied we are on the 
bleeding edge. She said we have to be able to provide the services and we can’t afford the 
cost of transitioning to a Next Generation System. We tried and did a trial 2 ½ years ago in 
Gila County not for managed services but for Next Generation 9-1-1. It all worked well but 
we had to suspend it because we didn’t have the revenue to support it. Managed Services will 
allow us to do this.  
 
Ms. Graeber asked if Yuma or Pima was going first. Ms. Jaeger replied Yuma is going first 
because all four PSAPs are Intrado equipment. Pima is a transition because they are 
Cassidian with the exception of one PSAP. Ms. Graeber asked if Pima will be a multimode 
meaning you have several PSAPs that share a back room and are host remote which allows 
redundancy. Ms. Jaeger stated there are (256) positions in CenturyLink territory outside of 
Maricopa Region in the first phase. There are (332) state funded positions in Maricopa 
Region.  
 
Ms. Graeber stated we have given PSAP tours to some from the State ADOA Office. This 
helps to inform those in the decision making process about the importance of 9-1-1. She said 
the Mesa 9-1-1 center was the last one that was toured and all were impressed by it. Ms. 
Graeber said she appreciates the PSAP’s hospitality for allowing us to do this. Ms. Jaeger 
said the finance section is interested now in taking a tour. 
 
Ms. Jaeger stated we are still deploying Wireless phase II projects. We still have money left 
from our grant. She said Sandy Gilstad is working on Coconino County Wireless phase II 
projects and should be done in a week. La Paz, Navajo, and Apache Counties are next. The 
Navajo Nation is looking at going to Next Generation 9-1-1 but they are not funded out of 
our program. We appreciate that they are now working on it again. We have started projects 
there at least six times in the past but things change when their administration changes. 
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10. Request for Future Agenda Items 
 

Chair Zanella asked if there were any requests for future agenda items. There were no 
requests for future agenda items. 

 
Chair Zanella advised the next PSAP Managers Group meeting is October 9, 2014 at 9:00 
a.m. at the MAG offices. 

 
 Adjournment 
  
 Ms. Reimer motioned to adjourn the meeting at 9:47 a.m. Mr. Cutts seconded, and the 

motion passed unanimously. 
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