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DATE:
November 3, 2011
TO:

State of Maine PSAP Officials
CC:

Other important contacts at PSAPs
FROM:
Maria Jacques, ENP, Director, Emergency Services Communications Bureau
RE: PSAP SELF AUDIT TOOL
As you may be aware, the Emergency Services Communication Bureau (Bureau) was tasked by the 124th legislature (P.L. 2009 Chapter 617) to implement a quality assurance program to audit and monitor compliance with emergency dispatching standards, practices and procedures of PSAPs. The resulting review, which was completed earlier this year, recommended the adoption of a PSAP audit process. 

This letter is to introduce you to the Public Safety Answering Points (PSAPs) self-audit tool. The tool is intended to be used on a yearly basis to formulate an annual PSAP compliance status report for submission to the Bureau. 

Please note that there are sections of the audit that ask for evidence of policies, procedures, and processes pertinent to the various audit criteria. Such evidence should consist of an electronic attachment of the actual documents in Adobe Reader (.pdf) or Microsoft Word (.doc) formats. Please feel free to add any additional or explanatory comments where appropriate.
I am requesting that each PSAP complete this audit and forward the results to the BUREAU by December 16, 2011. 

The results of these audits will be included in the Bureau annual report to the Legislature.
Should you have a questions or concerns with respect to any part of this effort, please contact me at (207) 287-6083 or by email at maria.jacques@maine.gov
HOW TO FILE YOUR AUDIT: 
Completed PSAP Audits should be filed no later than Friday, December 16, 2011.    Forms may be submitted electronically by going to the Commission web site www.maine.gov/mpuc and following the electronic filing instructions.  For this project only, you are not required to mail a paper version if you file electronically. NO EMAILS TO STAFF PLEASE. All filings should refer to Project 2011- 4
Persons without electronic access may mail audit forms to: Maria Jacques, Director

Emergency Services Communication Bureau, 18 State House Station, Augusta, ME 04333-0018 
STATEMENT OF INTENT
PSAP Self-Audit Tool
The document is intended to provide Public Safety Answering Points (PSAPs) with a self-audit tool. The tool is to be used once a year to formulate the basis of an annual status report for submission to the Emergency Services Communications Bureau (Bureau).
The self-audit tool is designed to measure and report:

a. Adherence to existing legislation and rules.

b. Average Call Answer Times for 9-1-1 calls.

c. Average Call Processing Time for 9-1-1 calls.

d. ALI discrepancy reporting system.

e. Map Error discrepancy reporting system.

f. Public comment/complaints process.

g. Quality Assurance (QA) processes.

h. Call handling procedures for emergency and non-emergency call processing.

i. EMD, EFD & EPD call taking and transfer policy.

ii. EMD, EFD & EPD call dispatch policy.

i. Maintenance of in-house training system.
i. Records kept on in-house training.

ii. Security of training records.
iii. Status of EMD certifications.
iv. Status of individual Continuing Education Hours.

j. Record of internal TTY/TDD test calls.

k. Audio archiving of 9-1-1 calls.

In order to facilitate an understanding of the terms and intent of this audit process, it is strongly recommended that this document be reviewed by all PSAP staff.
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STATE OF MAINE PSAP SELF-AUDIT TOOL

1.0
INTRODUCTION

This document is to be used by Maine Public Safety Answering Points to perform a self-audit of the operations criteria as established the State of Maine.

This form is the property of the State and is intended only for use by PSAPs within the state
The alpha-numeric references that appear in parentheses are specific references to the rules established under Chapter 352 of Title 25 of the Maine Revised Statutes Annotated. The rulemaking authority for the Emergency Services Communications Bureau is found in 25 MRSA §2926. The administrative rules pertaining to this self-audit tool are found under the Administrative Rules of the Emergency Services Communications Bureau, Chapter 1: Standards For Establishing A Statewide Enhanced 9-1-1 System.

In addition to the above, the State of Maine EMS Office has established specific reporting requirements as well as compliance goals. These are defined by Administrative Rules of the Department of Public Safety, Bureau of Emergency Medical Services (MAINE EMS) Chapter 3-A Emergency Medical Dispatch Center Licensure, and Chapter 5-A Emergency Medical Dispatch Licensure. References to these documents are indicated where appropriate.

PSAP: 

Auditor: 

Title: 

Phone: 

Date of Audit:

Reporting Period: 

2.0
CALL PROCESSING STATISTICS (November 01, 2010 to October 31, 2011)

2.1
Average Call Answer Times for 9-1-1 calls: _________ seconds (3.1.A)

2.2
Average Call Processing Time for 9-1-1 call: _________ seconds

3.0
ALI DISCREPANCY REPORTING SYSTEM

3.1
Describe your Automatic Location Identification (ALI) error reporting system.
Description: __________________________________________________________________________
____________________________________________________________________________________
3.2
Provide evidence or attach examples of ALI error reports, showing how ALI discrepancies are dealt with (3.2.E).
4.0
INTERNAL POLICIES FOR PUBLIC COMMENT/COMPLAINT

4.1
Describe your public comment/complaints process. 

Description: __________________________________________________________________________
____________________________________________________________________________________
4.2
Provide the name, title and contact information of the person designated by your PSAP to receive comments and complaints (3.2.J).

Designated Person: _______________________________   Title: ______________________________
Contact Info: _________________________________________________________________________
4.3
Provide evidence of your public comments and complaints policies. 
5.0
QUALITY ASSURANCE PROGRAMS & PROCESSES

A continuous quality assurance/quality improvement program is part of the Maine EMS Board approved Emergency Medical Dispatch Priority Reference System (EMDPRS).  Authority for Board approval of the EMDPRS is 32 M.R.S.A. §85-A and Maine EMS Rules Chapter 3-A.

Quality Assurance (QA) processes shall include a process for auditing the performance of each of its public safety dispatchers (3.2.K).
5.1
Provide evidence that policies and systems are used for QA for EMD calls (EMS Rules Section III. Quality Assurance/Quality Improvement).

5.2
Provide evidence that your public safety dispatchers are audited (QA’d) on a regular basis. The number of total cases reviewed for your PSAP should be at least twenty-five case reviews per week (i.e., 100 EMD case reviews per month), or one hundred percent (all cases reviewed) if a center processed less than one hundred EMD calls per month.
5.3
Provide evidence that your monthly Quality Assurance reports are being submitted to the DPS on a regular basis.
6.0
INTERNAL POLICIES & PROCEDURES

6.1
Provide evidence that your PSAP works with the public safety providers served by your PSAP to establish call handling procedures (3.2.B).

6.2
Provide evidence that your PSAP has policies and procedures in place for emergency and non-emergency call processing, transfers and dispatch.

6.3
Provide evidence that your PSAP has policies and procedures in place for:
· Emergency medical call processing and dispatch, and
· The transfer of EMD calls between PSAPs and other Emergency Medical Dispatch centers.

7.0
POLICE & FIRE CALL PROCESSING 

7.1
Describe or provide evidence of internally developed policies, procedures or protocols pertinent to Fire and Police call processing.
Description: __________________________________________________________________________
____________________________________________________________________________________
8.0
EMPLOYEE TRAINING RECORDS

8.1
Provide evidence that your PSAP maintains an in-house training system (3.3.E) that includes in-service training records for every public safety dispatcher and that your system shows the:
· Subject taught
· Duration of training
· Instructor(s)
· Test scores as applicable
· Signed attendance rosters

8.2
Provide evidence that your PSAP keeps track of the status of EMD certifications (5-A.4.E.2).
8.3
Provide evidence that your PSAP maintains a Continuing Education Hours (CEH) system (5-A.4.E.c). 

9.0
TTY TEST CALLS
9.1
Provide evidence that your PSAP conducts internal TTY/TDD test calls that include:

· Random test calls processed at each call answering position
· Two types of calls:

· Silent, open line calls
· Calls introduced by transmitting TTY/TDD tones
· The maintenance of test call records that identify the:

· Dispatcher
·  Date/time of call
· Call taking position
· Silent or transmitted tone
· Whether the call met standard operating procedures
10.0
RECORDS RETENTION

10.1
Provide evidence that your PSAP records and retains all voice and TDD recordings of incoming 9-1-1 calls for a minimum of 30 days (3.2.1).

Respectfully Submitted:

__________________________


Date: _____________________
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