
 

Appendix G: Operationalizing and Evaluating the Recommendations 

The workgroup recommendations that had a research component are included below, along with the 
proposed research method to be used to examine them. 
 

Workgroup 
Recommendation 

Research Questions Research Strategy/Methodology 

Ensure Recognition of 
911 Professionals as 
Public Safety 
Professionals 

How are 911 professionals viewed 
by public officials and the general 
public? Is the public’s understanding 
of the various 911 pro roles 
accurate? Does the public 
distinguish between 911 pros and 
other first responders? To what 
degree does the public appreciate 
the work of 911 professionals? Does 
the degree of appreciation of 911 
differ from that of other first 
responders? 

Survey of public officials - public safety 
directors, mayors, county executives, 
etc.  (partner with ICMA, NaCO 
and/or  US Conf of Mayors?). Public 
survey could also be done (partner with 
NORC or Gallup)? 
Surveys could be used for baseline 
purposes (conduct new survey after 
public awareness campaign to assess 
impact) as well as the survey itself 
being a means of generating more 
awareness of the important role of 911 
pros. 

Re-introduce 911 and 
911 Professionals to the 
American public 

What are the most effective 
messages on who 911 pros are and 
what they do? How are they best 
communicated? 

Surveys described above could help 
refine messaging, as could focus 
groups. Research on communications 
strategies could also be done - for 
example randomizing two types of 
messages or communications to 
discern impact through post-
communication surveys of recipients 
(see above item, which is 
complementary) 

Invest in workforce 
development and 
inclusive hiring 
processes 

What are the best strategies to 
attract people to the 911 
profession? What types of 
recruitment measures work best? 
What methods are effective in 
encouraging people from 
communities with high 911 call 
volumes to apply? 

Conduct research on effective 
recruitment strategies in 
other/adjacent professions. Implement 
and evaluate new 911 pro recruitment 
strategies. 

Take active measures to 
foster the career 
development and 
workplace retention of 
fully successful 911 
professionals 

What measures work best to 
support and retain 911 
professionals? 
  

Conduct surveys of 911 pros, including 
those who have chosen to leave the 
profession. Use information to 
implement and evaluate new career 
development and retention strategies.  



 

Emphasize trauma-
informed, culturally 
sensitive, person-
centered response  

Does adopting a trauma-informed 
approach improve service delivery 
while reducing harm? Does it reduce 
stress and increase retention among 
911 pros?  

Introduce trauma-informed trainings to 
911 pros and their first responder 
partners; measure impacts via surveys 
and analysis of administrative data.  

Build toward sustainable 
positive outcomes for 
everyone involved in the 
systems.  

What AFR models work best for 
effective service delivery and 
reduced harm? What are the 
differential experiences of people 
receiving services through AFRs 
versus FRs? Do these vary by 
program model?  How do AFR 
models affect 911 pros and first 
responders? What impact do they 
have on budgets? 

Most of these questions are answered 
through evaluations that include 
surveys of the people involved. Could 
also do a cost-benefit analysis of AFR 
models. Although some of the benefits 
are difficult to monetize (e.g., more 
trust in government).  

Create community-led 
accountability to support 
desired impact. 
  

How can communities hold AFR 
programs accountable? How can 
they inform AFR approaches to 
ensure they are effective and 
minimize undesired outcomes?  

Surveys and/or focus groups with 
members of communities experiencing 
high and low 911 call volume. 
Evaluations that compare AFR 
programs that had robust community 
engagement processes (including 
participatory research) as part of their 
development versus those that did not. 

Center the voices of 
those who have 
experienced 
unintentional harm or 
trauma by the 
emergency response 
system. 
 

  

Who has been harmed by the 
traditional emergency response 
system? In what ways have they 
been harmed - physically, 
psychologically, “benign” neglect? 
How have these experiences 
affected their views of and trust in 
EMS, first responders, and 
government writ large? How have 
these experiences influenced their 
inclination to seek EMS services in 
the future? What types of 
emergency services response would 
they like to see? 

Surveys and/or focus groups with 
members of communities with high 
911 call volume. Participatory research 
to develop and assess new/alternative 
approaches. Evaluations that compare 
AFR programs that had robust 
community engagement processes as 
part of their development versus those 
that did not. 
  

Foster a robust, well-
marketed, and 
transparent ecosystem 
of alternative hotline 
options, including those 
both directly connected 
or not to centralized 

What alternative hotlines are 
needed? Do the needs vary by 
community? To what degree do 
centralized emergency response 
centers facilitate or inhibit the use 
of alternative hotlines? What are 
the best communications strategies 

Conduct data analysis to identify type 
of calls that could be diverted to 
alternative hotlines; ensure robust 
quality assurance process to discern 
degree to which calls are classified 
accurately. Evaluate differential impact 
of alt hotline role-out in centralized 
versus decentralized centers. Conduct 



 
emergency response 
centers. 

to increase awareness and use of 
alternative hotlines?  

research on best communications 
strategies and their impact. 

Ensure viable alternative 
hotlines are cost-free, 
widely accessible, 
technology driven, and 
able to support high call 
volumes 24/7. 

What methods work best to ensure 
that alternative hotlines are 
accessible and can meet the 
demands of the community?  

Evaluations of introduction of alt 
hotlines re: degree to which the public 
is aware and uses them, their 
satisfaction with service delivery, and 
the degree to which they are 
sufficiently staffed/funded. 

Implement and assess 
the effectiveness of ECC 
structures that are 
independent of fire, 
police, and EMS. 

What are the pros and cons of 
various ECC governance models? To 
what degree do ECCs that are 
independent of fire, police, and EMS 
have greater efficiencies and fewer 
undesired/harmful impacts? 

Identify natural experiments - are there 
ECCs that used to be under fire/police 
and are now independent? And vice 
versa? Analyze changes in outcomes of 
interest - increase/decrease in calls by 
type, location, etc.; safe resolution of 
calls; reduced need for first responder; 
etc. 

Ensure governing 
authorities and boards 
that control emergency 
communications centers 
are representative of the 
community they serve. 

To what degree are ECC governance 
boards representative of the 
communities they serve? To what 
degree are ECC governance boards 
representative of the people and 
perspectives of communities with 
911 call and response volumes?  

Survey of ECC governance boards to 
learn what shares have community 
member representatives, how those 
representatives are identified, what 
their demographics are, and whether 
they reside in communities with high 
911 call and response volumes.  

Require ECCs to offer all 
advanced services, 
including text-to-911 
and enhanced location 
data, required by the i3 
standards – particularly 
for people with 
disabilities and people 
whose first language is 
not English. 

Are 911 systems and alt hotlines 
accessible to people with disabilities 
and whose first language is not 
English? What are the experiences 
of these populations in accessing 
911? What share of ECCs offer text-
to-911 and have enhanced location 
data? What share use video 
conferencing (e.g. FaceTime) as a 
means of communicating with 
them? What share offer translation 
services? 

Surveys of people with disabilities and 
language barriers. Surveys of ECCs on 
their current practices. Evaluations of 
impact of ECC efforts to expand access 
- to what degree are they successful? 
 

 

  

Ensure state statute 
requires communication 
interoperability among 
fire, police, EMS and 
alternative responders 

What states have statutes requiring 
communication interoperability? 
How do those statutes vary by 
content and accountability 
mechanisms? 

Review and summary of state statutes 
and introduced/pending legislation 
(partner with NCSL?) 

Develop a credentialing 
process for technology 
vendors to apply and 
demonstrate compliance 

What credentialing processes exist 
for technology vendors in other 
sectors that could be adapted or 
replicated for 911? How successful 

Review of existing technology 
credentialing processes. Implement a 
new process in one or more 
jurisdictions and assess impact. 



 
with all industry 
American National 
Standards Institute 
(ANSI) standards 

are they in ensuring vendor 
compliance with ANSI standards? 

Legislate a national 
minimum training 
standard for emergency 
communication 
professionals 

What is best practice re: training 
standards for emergency 
communication professionals? What 
number of hours (both classroom 
and field) is sufficient? 
What is the impact of implementing 
training standards on 911 
performance, efficiency, and safe 
and equitable resolution of 911 
calls? 

Evaluate the impact of increased 
training standards at the state or 
jurisdictional level. For example if a 
large state implements minimum 
standards there could be evaluation re: 
share of ECCs that adhere to the 
standards, degree of adherence, 
implementation quality/fidelity of 
training, degree to which training 
delivered desired content, and changes 
in ECC performance and outcomes. 

Invest 911 professionals 
and community 
members with power in 
governance decisions. 

What methods are most effective in 
giving community members and 911 
professionals voice in governance 
decisions? What mechanisms are 
sufficient to ensure that they are 
sufficiently engaged and can 
influence decisions? 

Implement new governance models 
that include 911 professionals and 
community members and evaluate 
their effectiveness through focus 
groups and/or semi-structured 
interviews and tangible outcomes re: 
decisionmaking.  

Establish national and 
state level standards for 
how ECCs operate. 

What are the differential 
outcomes/impacts of ECCs that 
adhere to all or most of the 
standards versus few or 
none?  What are the 
implementation challenges of 
complying with standards and how 
can they be overcome? 

Surveys or other data collection 
method to rate ECCs on degree to 
which they meet standards that the 
profession has identified; analyses of 
outcomes of interest comparing high- 
versus low-adherence ECCs. 
Process/impact evaluation of efforts to 
comply with standards. Case studies of 
agencies that have been successful or 
unsuccessful and why. 

Increase coordination 
among ECCs and 
consolidate where 
possible 

What are the best methods to 
enhance coordination and 
cooperation among ECCs? What are 
the pros and cons of various 
consolidation strategies? To what 
degree is consolidation cost-
beneficial? 

Surveys and data collection/analyses of 
911 and alt hotline call resolution data 
based on degree and type of 
consolidation/coordination. Cost-
benefit analyses of various 
consolidation approaches. 

Adopt NextGen911 to 
create equitable and 
effective emergency 
response outcomes 

What is the impact of NextGen911 
adoption? To what degree do 
states/jurisdictions/ECCs that have 
migrated to NG911 achieved greater 
efficiencies, more effective service 
delivery? 

Evaluate pre/post adoption of NG911, 
including degree of 
implementation/fidelity to assess 
changes in outcomes of interest 
(service delivery 
efficiency/effectiveness, safe and 



 
equitable response resolution, reduced 
harm). 

Develop and publish a 
Data Ethics Statement to 
ensure the appropriate 
and ethical use of 
personal information in 
emergency service 
decision-making 

What does the research say about 
developing and promulgating ethics 
statements in various 
sectors/professions? What 
statements work best and how are 
they effectively communicated? To 
what degree does adherence to a 
code of ethics improve with the 
dissemination of an ethics 
statement? To what degree do 
ethics statements improve 
behaviors of those they are 
designed for and other outcomes of 
interest? 

Evaluate the impact of developing, 
communicating, and implementing a 
code of ethics on 911 professional staff 
knowledge, attitudes, and behaviors 
(through surveys) and outcomes of 
interest (data breaches) via pre/post 
data analyses. 
 

 

  

Define and implement 
uniform data standards 
for call data to enable 
government 
transparency, achieve 
equity, and improve 
emergency response 
outcomes. 

What is the impact of adoption of 
uniform standards on cross-agency 
interoperability and coordination, 
equitable delivery of services, and 
improved emergency response?  

Identify states that have adopted (or 
will adopt) uniform standards across all 
ECCs and evaluate for degree to which 
ECCs adhered to standards and ways in 
which the standards improved or 
created barriers to coordination, 
transparency, and service delivery 
(surveys, semi-structured interviews, 
focus groups, administrative data). 

Require vendors to 
provide real-time access 
to call data for reporting 
and analytics to support 
continuous 
improvement. 

To what degree does requiring 
vendors to provide real-time access 
to data reduce the vendor 
pool  (e.g., will fewer vendors 
respond to RFPs?) To what degree 
do selected vendors comply with 
data sharing requirements? What 
are the barriers (e.g., data storage?) 
to data sharing and how can they be 
overcome? 

Evaluations/assessments from other 
sectors; evaluation (mostly qualitative) 
of experiences in a specific state or 
jurisdiction 
. 
 

  

 
 
 


