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E9-1-1 Network Monitoring - More Than Just a Numbers Game
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Figure 1 — Traditional E9-1-1 Network
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Figure 2 — Traditional E9-1-1 PSAP with Three Trunk Groups
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5 trunks carrying 50 calls an hour = 10 calls per hour per trunk or one call every 6 minutes
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Total trunks = 5, Trunk Group 1 has 2 trunks and Trunk Group 2 has 3 trunk; both Trunk Groups get 25
calls per hour. Therefore, Trunk Group 1 gets one call every 4.8 minutes and Trunk Group 2 gets one call
every 7.2 minutes.

r = I *% r =* 3( &4
I *3 % % +D .o< % % . %
# I * Kh* O & * 0 %% % %+
Selective Routers
& - o *Co0e* % C 07 % 6 &
7 % # LN ¢ ) #* 0 '
* &% g * * # *k K A G &
1 * % t - % # E
. % 2 # / .86. 8t T+0
- % " % + &* & &% %
¥ A @K % % #& C -
% ¥

Alternate Routing Strategies
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E9-1-1 Network Monitoring Strategies

; % % # % % &l
* 4 g O
Circuit Monitors
- & % "% / " / % (/0
% + &% % * real time ' %
% (/0) % * t &% " & & * %
#ot0 ) 0w * &% # %% + #
% # &* # %* % # ' ) *
% * o+ % % %% ) * % ) %
% % & Y%t * & #
* #oF* Y : b
% & o) o
& % t # 32 " 4% 1
Computer Telephony Interface (CTI)
- o % - $=% et ) + (3G4
% - $=%* % ) * 6 & * &) ** %7
% % # 3G4 to 0% & & # near real time
6 1 ' %: .. 8?2 %. 9 0 o % & "t
M) % t/ - o0 * '
- - %t. 0% % & & & (/0 # +
# % # &* # & % ) * * % -
% % # % %
O+
-0 & C) thinks +0 #;
% +8 & 1
Call Detail Record (CDR) Port
/ -0t I - $=% 10 % 3G4 +
H 0% Toz-% % % # 10 &* & - - %
# % & % (/0 - %6 &1 (% > . - %'
(/0 ¢ toz—"% % * t # % #
& # * & % 10 #% %
# # +0 % % % % % #&

+

-
(@]
+=
©*



~IBELL

WES T

Corporate Office

7820 McLaren Avenue

West Hills, CA 91304
Telephone: (818) 999-0980
Fax: (818) 999-0981
support@bellserviceswest.com
www.bellserviceswest.com

ALI Modem Monitor
.- % (/0 - % 4 * & & 4
% - $=%8 ) @ % - $=% % *
# +
(¢ % (/0 % & * ) % * !
- $=3 % 4 * & & % &
0 % # % % # &* # %
& 0 % # + #% % (0 %
* &% %" ' * # +
D % % % > # *t
# &l N G +
PSAP Call Record, Call Event and ALI Data Sources
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Network Performance Reports
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Possible supplementary reports: Trunk Group Trouble Summary, Network Abandon Calls, PSAP
Abandon Calls, Calls Dropped While on Hold, Calls Dropped While on Hold during Busy Hour,
Call Completion Trend Report

PSAP Performance Reports
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Possible supplementary reports: Average Answer Time by Call Taker, Average Answer Time by
Position, Average Answer Time by Call Taker by Shzft Average Answer Time by Shift

Call Duration Summary Report, / % - = & #
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Possible supplementary reports: Average Call Duration by Call Taker, Average Call Duration by
position, Average Call Duration by Shift

On Hold Times Summary Report, / C C " - = '
C 8 ? % & . # % & # o W8 ? U
% #  accumulated % * # - t %
* & # ooz - % + * # % #& 8
? %" % %o* # % 1
Possible supplementary reports: Calls Dropped While on Hold, Calls Dropped While on Hold
during Busy Hour
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Call Taker Performance Report, . *of & > * o4
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Possible supplementary reports: Average Call Arrival Rate vs. Calls In Queue, Time In Queue by

Shift
Busy Hour Performance Report, * Y% ## Y% ## * *+8
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Call Counts by Trunk
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Figure 3 — Call Counts by Trunk Graph
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A Simpler Way
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Report Card may be the only report the PSAP Manager needs to look at.
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My PSAP Summary Repon 120172005 to 12/31/2005
KSI KSI
PSAP Performance {All Shifts) Threshold Goal 0.94 Threshold Goal
Answer Time 15 sec 0.90 1 Time in Call Queue 30 sec 0.9 1
Call Duration 60 sec 0.80 1 Calls in Call Queue 5 1 1
On Hold Times 120 sec 0.9 1 Busy Hour Performance 092% 0.92 0.75
Call Taker Performance 0.95 ¥
Network Performance  (All Trunks) 0.938
Trunk Utilization 100% 1 1 Call Completion 03% 1 0.95
Required Trunks 100% 1 1
Blocked Calls 1% 1 1
Figure 4 — PSAP Summary Report
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In a Perfect World
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My PSAP Summary Repon 120172005 to 12/31/2005

Resulis Analysis for My PSAP

PSAP Performance KSI is off primarily due to the following problems:

Busy Hour Performance is very low. There were excessive Network and CPE False Seizures during Busy Hour. Though these call attemnpts are
counted as calls, their very short duration does not impad: call handling performance. Bxcessive Network and CPE False Seizures should not
ocaur, but they do on some networks. Consider removing MNetwork and CPE False Seizures from the Non-Answered call types list so they wil be
ionored when calculating KSI values.

Possible Cause: Fadility problem, PSAP Equipment problem, Mebwork Switch problem
Results Analysis for Network

Network Performance meets all KSIs.
Call Completion prohlem due to Busy Hour Performance anomaly.

Figure 5 — PSAP Summary Report Results Analysis
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Benefits of Performance Analysis
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