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OPP 9-1-1 P-PSAP Services

The Ontario Provincial Police (OPP) was established in 1909 and is one of the largest police forces
in North America, with 5,500 uniformed officers, 2,500 civilian employees and 600 Auxiliary
officers. The OPP operates under the Police Services Act and serves Ontario by protecting its
citizens, upholding the law and preserving public safety. Many of the services provided by the
OPP, including frontline policing, communications and 9-1-1 Primary Public Safety Answering
Point (P-PSAP), are provided under contract to Ontario municipalities.

A P-PSAP is responsible for answering all calls to 9-1-1 for police, fire and ambulance services. A
9-1-1 calltaker will triage the caller’s needs and forward the call directly to the appropriate
emergency service(s) — known as a secondary Public Safety Answering Point (S-PSAP) — for
action and follow-through.

The OPP provides primary PSAP and secondary PSAP services to many municipalities in Ontario.

Trained OPP personnel have expertise in both calltaking and dispatch functions and are available to
provide 9-1-1 P-PSAP services 24 hours per day, seven days per week, 365 days per year.

Presently, the OPP has agreements with 111 Municipalities, First Nations, Local Services Boards
and other 9-1-1 Authorities to provide P-PSAP services in geographical areas that are policed by
the OPP, as well as in some areas where policing is provided by a Municipal Police Service.

If a Municipality chooses to accept an OPP contract for the provision of 9-1-1 P-PSAP services, the
resources of the Provincial Communications Centre (PCC) will focus on meeting the needs of the
Municipality, as set out in the contract.

Advantages of accepting an OPP contract for the provision of 9-1-1 P-PSAP services to the
Municipality include improved situational awareness during incidents, which is crucial to
establishing the most efficient emergency communications systems possible. Additionally, it
allows for improved control and coordination of major incidents, an assured Grade of Service,
consistent use of state-of-the-art technology and continuous service provided at a defined cost.

The information contained in this document outlines OPP-provided P-PSAP services.



Technical and Operational Information

Provincial Communications Centres Providing Call Answering

A Provincial Communications Centre is the incoming communications centre and acts as the
primary interface between the public and the OPP for both non-emergent and emergency calls,
including 9-1-1. The OPP currently operates four (4) Provincial Communications Centres in
Ontario. Each OPP Provincial Communications Centre operates in compliance with the provisions
of Ontario Regulation 3/99 governing the adequacy and effectiveness of police services (Adequacy
Standards).

For a Municipality under contract with the OPP for 9-1-1 P-PSAP service, the OPP provides
continuous and uninterrupted services through one of two Provincial Communications Centres: the
North Bay Provincial Communications Centre is designated as the primary call answering centre,
with another OPP Provincial Communications Centre serving as the backup location. This is
required as part of the Bell Canada service plan. Staff and system requirements necessary for the
provision of this service to the municipality are available upon acceptance of the OPP as the
provider of P-PSAP services. 9-1-1 calls will be answered and directed to the appropriate public
safety agencies within the municipality’s 9-1-1 Public Emergency Reporting Service (PERS). In
order to accommodate 9-1-1 P-PSAP responsibilities for the municipality, Bell PERS will be
required to install circuits to direct the calls appropriately to the OPP. This work will be completed
without any cost to the municipality as part of the Bell service plan.

Staffing of Provincial Communications Centres

The OPP staffs all its Provincial Communications Centres with qualified civilian and uniform OPP
members. The OPP also manages all the personnel and equipment required to receive and process
all emergency calls directed to the P-PSAP. A Provincial Communications Centre is typically
staffed based on historical workloads and software algorithms that identify the number of required
personnel to adequately meet the OPP Grade-of-Service target. During normal operations the
calltaker and dispatcher functions are separated, although all operators are trained to perform both
roles. On-duty civilian Communication Teams Leaders and OPP uniform supervisors provide full-
time, on-site supervision and support at all times.

The OPP is thoroughly familiar with the operation of the 9-1-1 PERS, as it is a part of normal day-
to-day operations. OPP personnel have considerable experience in dealing with emergent situations
and serving the public directly. This experience and fundamental orientation are of benefit to the
citizens of a municipality that contracts with the OPP as a P-PSAP provider.

Training

Provincial Communications Centre staffing is of utmost importance to the OPP. For the calltakers
as the first points of contact for the public during an emergency and for the dispatchers who
coordinate the movements and actions of frontline police officers, it is mission critical that PCC
staff are well trained and in adherence with the OPP’s Standard Operating Procedures. All



applicants for OPP Communications Operator positions are subjected to a rigorous screening
process involving interviews, pre-employment testing using CritiCall and other position-specific
software, psychological testing and security checks. Once hired, they receive extensive training in a
classroom environment, followed by practical training in the Provincial Communications Centre,
and are matched with an OPP-trained coach during their initial transition. A quality assurance
program is in place to ensure employees maintain their skillset and are compliant with
organizational standards.

Standards

The Provincial Communications Centres are guided by OPP Standard Operating Procedures that
incorporate the Bell Canada Standards Manual. These procedures are applied consistently to all
OPP 9-1-1 customers. The OPP currently has a service level objective of answering 95% of all 9-1-
1 calls within two rings. Performance of all call answering activity is regularly measured and
reviewed. The 9-1-1 P-PSAP calls are the highest rated priority in the system and are always
answered first. Note: The standard ringing cycle is six seconds and is fixed by the telephone
company. Accordingly, the maximum time for two ringing cycles is 12 seconds from start to finish.

Each Provincial Communications Centre is equipped with digital reader boards that  display
information including the number of calls waiting in the queues and the time for the longest
outstanding call. The reader boards are programmed to sound an audible alarm at pre-set limits,
alerting the calltakers to this critical information. Immediately upon an alarm sounding, prompt
action is taken to address the situation to relieve pressure. Team leaders continually monitor call
activity and assign duties as required by the situation. Use of this equipment facilitates efficiencies
in call answering.

Redundancy and Back-up Sites

Both the P-PSAP (the North Bay Provincial Communications Centre) and the back-up location
(another OPP Provincial Communications Centre) are equipped with the same types of equipment
and provide equivalent operation and service.

Back Up Site: The operation of the Provincial Communications Centres is mission critical to the
OPP. The OPP has developed plans to deal with various system failures or disasters. There are
several options to deal with emergent situations up to and including transferring all operations to
the back-up location. This includes 9-1-1 PERS service (P- PSAP and Secondary PSAP (S-PSAP))
and regular OPP direct dial services via 888-310-1122/33. It should also be noted the telephone
company services (regular Central Office and 9-1-1 PERS) for both the North Bay Provincial
Communications Centre and the back-up location are provided via a fibre ring that provides
redundant access from the local Bell Central Office. Both locations are also served by different
Bell digital multiplex system (DMS) switching systems.

Multi-Language/Hearing-Voice Impaired Calls

All 9-1-1 calls are initially answered in English. Bilingual (French/English) communicators at each
Provincial Communications Centre are able to answer a call in either official language. The OPP



will respond, as provided by the French Language Services Act, to both verbal inquiries and
written correspondence received in French. The OPP subscribes to an interpretation services
telephone line and regularly uses this service to access live translation services in additional
languages, as required. To assist with Deaf, deafened, and hard of hearing callers, each Provincial
Communications Centre is  equipped with a minimum of two (2) TTY devices which are
connected to the telephone systems, ensuring calls can be transferred as required. These devices are
also used by the OPP to provide similar service through the direct dial 1-888-310-1133 phone
number.

The Communications Centre Logger (CCL) system

Every Provincial Communication Centre is equipped with the Communications Centre Logger
(CCL) system to capture and store call recordings. Multi-channel digital recorders provide
continuous long-term storage on a 24-hour basis. The recorders are redundantly configured in order
to ensure continuity of recordings. Copies of recordings are archived to an additional on-site and
off-site data server in order to ensure availability in case of hardware failure. All telephone calls are
recorded for the duration that the operator’s phone remains off hook. All radio transmissions are
recorded for the duration of the radio PTT transmission. The CCL system does not record dead air
in-between calls or transmissions. Exports of audio recordings are presented as a collection of
timestamped clips where each clip represents a single call or transmission.

Records are retained for a seven (7) year plus current year period. Recordings of 9-1-1 related calls
are the property of the OPP and no ownership can be accorded to the Municipality. These records
contain other proprietary information.

Requests for copies of CCL system recordings are processed by the OPP Technology Disclosure
Unit (TDU).

Automatic Number ldentification/Automatic Location ldentification (ANI/ALI)

ANI (Automatic Number Identification) is the automatic display at the PSAP of the telephone
number associated with the line which called 9-1-1. ALI (Automatic Location Identification)
contains details about the location, including the GPS coordinates or the civic or mailing address
and other identifying information such as the building name or suite number that is associated with
the ANI from the database where the PSAP is connected. All Bell 9-1-1 PERS ANI/ALI data and
associated information received with each individual 9-1-1 calls is recorded. The OPP is
responsible for its own operations and can accommodate the reception of ANI/ALI data. The
ANI/ALI data may be transferred or “downstreamed” to Secondary PSAP agencies.

The OPP is prepared to provide to authorized individuals, copies of audio recordings, as it directly
pertains to the Municipality’s P-PSAP operation for purposes of civil litigation and/or criminal
proceedings. Requests for such information must be received in writing at least five days prior to
the end of the seven-year retention period for audio recordings. The OPP will retain the originals
until such proceedings are complete.



Online Conferencing

The Bell PERS system has a maximum conference capability of three (3) parties. In operation, the
P-PSAP will conference the originating 9-1-1 caller to the requested service
(police/fire/ambulance). It is then the responsibility of the Secondary PSAP that receives the 9-1-1
call from the P-PSAP, to manage the situation and conference others as required. The OPP can add
a fourth party (i.e., interpretation services) via the Meridian conference feature.

Reports

The OPP will provide reports, the frequency of which shall be monthly or as determined in
consultation with the Municipality, which will show the overall efficiency of the P- PSAP
operation in answering 9-1-1 calls, as well as the volume of calls handled for the Municipality.

The OPP notifies Bell Canada of any identified addressing errors related to the ANI/ALI

addressing database. As a standard practice, the OPP reports any noted failures of the 9-1-1 PERS
system to Bell Canada.

Costs

The OPP determines the costs for this service based on the population of the community. The
annual rate per capita is $0.561.

Additional Charges

The annual rate shall be reviewed at the end of every calendar year, and it may be revised by the
OPP based on changes to the residential population or to the per capita cost charged by the OPP. If
the residential population of the Municipality increases or decreases by more than 10% during
either the previous year, or cumulatively since the date the Agreement began, the annual rate shall
be adjusted accordingly for the following year, and the Municipality shall be obliged to pay the
OPP the revised annual rate. The OPP shall determine the annual revisions to the residential
population using population figures found in the latest version of the Ontario Municipal Directory,
or if not found there, then in other recognized sources.

Allowances for Business Interruptions

Due to the equipment redundancy and back-up provisions, the OPP does not expect any disruption
to P-PSAP service. To date there has been no service interruptions to P-PSAP services that are
attributable to the OPP. The OPP have committed significant resources to the telecommunications
infrastructure to prevent disruptions and consequently are not offering any monetary allowances.

Preparing for Next Generation 9-1-1 (NG9-1-1)

Under a directive from the Canadian Radio-television and Telecommunications Commission
(CRTC), all telephone companies are mandated to update their networks in order to be ready to
provide next-generation (NG9-1-1) services in the future.



As consumer telecommunication devices continue to evolve with changing technology, the 9-1-1
system must keep pace in order to maintain and further enhance public safety.

NG9-1-1 is the mandatory replacement of the current 9-1-1 service in Canada. Rather than a series
of different, proprietary telephone systems, NG9-1-1 is an ecosystem of integrated, standards-based
systems from coast to coast to coast. It will comply with a standard developed by the North
American Emergency Number Association (NENA) which forms the basis for compatible
deployment of this new service in Canada, the United States and around the world.

The change to NG9-1-1 will significantly enhance public safety communications services in an
increasingly wireless, mobile society with new broadband network capabilities, notably:

« It will be a national level network that will facilitate emergency communications between
citizens and emergency services.

« It will be a standards-based, secure platform specifically for 9-1-1 emergency
communications across Canada.

+ It will provide OPP PCC Communicators with enhanced caller location and subscriber
information, improving their ability to dispatch officers as quickly as possible.

+ NG9-1-1 will improve interoperability between emergency services agencies by allowing
P-PSAPs to transfer calls efficiently and seamlessly share information from PSAP to
PSAP.

*  NG9-1-1 will allow the public to real-time text (RTT) 9-1-1 directly and in the future,
allow callers to send photos and videos.

By March 1, 2022, all networks were updated to prepare for NG9-1-1. Additional milestones will
be put in place by the CRTC, culminating in the decommissioning of the existing 9-1-1 system and
full implementation of NG9-1-1 by March 2025.

The OPP is a national leader in NG9-1-1 adoption and implementation and has committed
resources to ensuring the safety and security of the new NG9-1-1 network.

Working in partnership with hardware and software stakeholders, the OPP is expecting to begin the NG9-1-1
migration process early in 2024.



