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PURPOSE OF THIS GUIDE 

When an emergency situation occurs and public safety assistance is required, the professional men and women working in your 

local Public Safety Communications 9-1-1 Center are trained to ensure the timely dispatch of Police, Fire, or EMS personnel to 

the emergency. 9-1-1 Dispatchers are essentially the very first contact in an emergency situation. They must triage the call, 

gather pertinent information and render the necessary aid.  Therefore, 9-1-1 Dispatchers are the FIRST first responders that you 

will have contact with. Understanding when to call and answering the questions you will be asked is critical in any emergency 

situation, and very well might save your life or the life of a loved one, friend, or neighbor. 

KNOWING WHEN TO CALL CAN SAVE YOUR LIFE 

UNDERSTANDING WHEN TO CALL 9 - 1 - 1 IS CRITICAL IN AN EMERGENCY SITUATION    
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USING 9-1-1 APPROPRIATELY 

Generally speaking, people are aware that they should call 9-1-1 in an emergency, but they are less aware of the                              

circumstances in which they should not call 9-1-1. The result is that many requests to 9-1-1 do not involve true emergencies, 

which overloads the 9-1-1 system with non-emergency calls. Only call 9-1-1 during a true emergency. Otherwise, call your local 9

-1-1 center’s non - emergency line. 

Most people rarely face emergency situations and lack firsthand experience with 9-1-1. They may have unrealistic expectations 

about what will happen when they contact 9-1-1 for emergency assistance. 

There is a growing need for targeted and well-coordinated public education efforts about how to use 9-1-1appropriately.             

Because 9-1-1 system capabilities vary across the nation, the National 9-1-1 Program supports local efforts to promote                  

public awareness and the effective use of 9-1-1resources. 

! 
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 IF YOU                  
AREN’T  SURE                   
WHETHER THE 
SITUATION                    
IS A TRUE     
EMERGENCY 

If you’re not sure whether the situation is a true emergency, officials recommend calling                      

9-1-1 and letting the call-taker determine whether you need emergency help. If this is not, you 

may be referred to a non - emergency numbers. 

ANWERING 
QUESTIONS               
APPROPRIATELY 

Remember, the call-taker's questions are important to get the right kind of help to you                

quickly. Be prepared to follow any instructions the call-taker gives you. Many 9-1-1 centers 

call-takers tell you exactly what to do until help arrives, such as providing step-by-step           

instructions to aid someone who is choking or needs first aid or CPR. Do no hang up until the 

call-taker instructs you to do so. 

IF YOU CALL                   
9-1-1 BY                
MISTAKE 

If you dial 9-1-1 by mistake, or if a child in your home dials 9-1-1 when no emergency  exists, 

do not hang up – that could make 9-1-1officials think that an emergency exists, and possibly 

send responders to your location. Instead, simply explain to the call-taker what  happened. By 

providing this information, responders will not spending time looking for you when they could 

be helping someone else. 

TYPES OF CALLS 
THAT ARE                        
CONSIDERED                 
NON - EMERGENCY 

Do Not Call 9-1-1 if the problem is not an emergency. Instead, call  the non-emergency                 

number in the phone book.  If you call 9-1-1 for non-emergencies, someone with a real                

emergency might have a delay in receiving service.  Do not call 9-1-1 to ask routine                    

questions, seek information about traffic tickets, court, to get directions, or to ask for                    

information about prisoners in jail or for the following reasons: 

• Loud party or music 

• Barking dogs or cats up a tree 

• To ask directions or for general information 

• To report water or electricity is out (which 9-1-1 dispatch has no way to service) 

• To check if a police report is ready 

• To check for severe weather reports 

TIPS FOR CALLING 9 - 1 - 1 

An emergency is any situation that requires immediate assistance from the police, fire department or ambulance. Examples               
include: 

• A fire 

• A crime, especially if in progress 

• A car crash, especially if someone is injured 

• A medical emergency, especially for symptoms that require immediate medical attention 

Below are twelve tips for calling 9 - 1 - 1: 

1 

2 

3 

4 

NOTE*  It is wise to have the phone numbers to your local utility  company and other services available incase of utility disruptions. 
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TEXTING                             
9-1-1 

Access to 9-1-1 through text messaging is significantly limited across the United States, although             

efforts are underway to accept text messages at call centers nationwide. If you need emergency              

assistance, it is always best to call 9-1-1 from a landline or wireless phone.  

Even if text - to - 9-1-1 services are available in your market, a voice call remains the best way to 

reach 911. If you send a text message to 911, and text - to - 9-1-1 services are not available in your 

community, you should receive a bounce-back message from the wireless provider telling you that 

the message was not delivered (these are not currently available in Pottawatomie County). 

DIALING                         
9-1-1 FROM             
A WIRELESS 
PHONE WITHOUT 
A WIRELESS               
CALLING PLAN 

All wireless phones, even those that are not subscribed to or supported by a specific carrier, can be 

used to dial 9-1-1 as long as a battery is in them. These uninitialized phones are often used to place 

malicious or fake calls to 9-1-1call centers. These calls are a burden on the 9-1-1system because they 

require the answering center to confirm whether or not an emergency truly exists. 

Oftentimes, parents provide these uninitialized wireless phones as toys to young children, unaware 

that if the child dials 911, a live call will be connected with the local 9-1-1 call center. If a child dials               

9-1-1 when no emergency exists, do not hang up – that could make 9-1-1 officials think that an                 

emergency exists, and possibly send responders to the location. Instead, simply explain to the                     

call-taker what happened. 

PREVENTING 
CHILDREN                   
FROM                          
ACCIDENTELY  
DIALLING 9-1-1 

Teaching children appropriate use of the 9-1-1 system is as important as teaching them how to place 

a 9-1-1 call. A variety of resources are available to help parents and educators train children when and 

how to call 911. Parents should also be aware that wireless phones without a current calling plan 

through a wireless provider are still capable of connecting a call to a local 9-1-1 center.  

HOW TO                   
PLACE A                     
“TEST” CALL                
TO MAKE                   
SURE 9 -1 -1 
WORKS FOR YOU 

Test calls confirm that your local 9-1-1 service can receive your 9-1-1 call and has the correct           

location information. Test calls can be scheduled by contacting your local 9-1-1 call center via its                            

non-emergency phone number. 

To find the non-emergency, 10 - digit phone number for your local 9-1-1 call center, look in your   lo-

cal phonebook for the number, or conduct an internet search for the non-emergency number of the 

local law enforcement agency. When you speak with law enforcement staff, explain that you do not 

have an emergency but would like to request the local 9-1-1 call center’s non-emergency 10 - digit 

number. 

CONFIRMING             
LOCAL 9 - 1 -1 
HAS YOUR                   
CORRECT                      
ADDRESS 

When calling 911, it is important to know your location and be able to provide 9-1-1 (with the correct 

address and closest cross streets or landmarks. If you would like to contact your local 9-1-1 call  cen-

ter to confirm the address that correlates with your phone number is correct, do not dial 911.  Rather, 

contact your local Public Safety Answering Point (PSAP) or call center through its                                     

non-emergency, 10-digit phone number. 

To locate this number, conduct an internet search for the non-emergency number of the local law 

enforcement agency. When you speak with law enforcement staff, explain that you do not have an 

emergency but would like to request the local 9-1-1 call center’s non-emergency 10-digit number. 

5 
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HOW TO                  
REACH 9-1-1 IN 
A DIFFERENT 
STATE, COUNTY 
OR CITY 

With a few exceptions, 9-1-1 calls cannot be transferred to other jurisdictions except                    

between call centers within a county and between adjacent counties. The best option to obtain           

emergency assistance in a different state, county or city is to dial the 10-digit phone number for 

law enforcement in the community where assistance is needed. Those numbers can be found 

on the local law enforcement agency’s websites. 

For corporations interested in providing emergency assistance support to clients nationwide, a 

list of 9-1-1 call center 10-digit emergency phone numbers can be obtained by contacting the 

National Emergency Number Association (NENA). 

HOW TO                    
REGISTER                  
VOICE OVER               
INTERNET                  
PROTOCAL 
(VoIP) PHONE 
FOR 9-1-1 

VoIP service allows users to place and receive calls to and from traditional phone numbers 

using an internet connection and can be used in place of traditional phone service. Because 

VoIP phones can be used anywhere an internet connection is available, the 9-1-1 call center 

cannot locate callers unless the VoIP device is registered to a physical address through the 

VoIP provider. Anytime the VoIP phone is moved from one location to another, the owner 

should contact the provider to update the new physical location of the device.  

9-1-1 APPS 

A number of private companies have developed and sell a variety of smartphone computer 

applications intended to supplement the use of 911. Because 9-1-1 system capabilities vary 

across the United States, it is important that application developers have confirmed that their 

company/organization has the legal authority to contact 9-1-1 on a caller’s behalf. If you have 

any questions regarding the use of a particular app with the call center in your                       

community, please contact the application provider directly to ask questions about legal               

authority or the use of their application by a specific 9-1-1 call center. 

10 

11 
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GETTING TO KNOW 9-1-1 TELECOMMUNICATERS 

9-1-1 professionals, also referred to as telecommunicators  are often 

the first trained point of contact in an emergency. They begin the 

important work of obtaining essential information, remaining calm, 

calming others, and sending the appropriate responders to the right 

location. They may also provide instructions to the 9-1-1 caller, 

which in many cases is essential to stabilizing or saving a life. 

Throughout the nation, 9-1-1 call centers or Public Safety                     

Answering Points (PSAPs) are managed by a variety of local and 

state agencies, including law enforcement, emergency management    

agencies, fire departments, hospitals, and private EMS companies. 

This varied governance produces a unique challenge for training                                    

telecommunicators, as each agency may have its own educational 

standards. 

Some 9-1-1 professionals are certified internationally as Emergency 

Medical Dispatchers (EMDs), Emergency Fire Dispatchers (EFDs) or 

Emergency Police Dispatchers (EPDs). Managers and supervisors 

may also be certified as emergency number professionals (ENPs) or 

certified  public-safety executives (CPEs). 

 

WHY 9-1-1 FEES ARE INCLUDED IN YOUR LANDLINE / WIRELESS PHONE BILL 

Local governments pass laws that allow them to collect 9-1-1 fees through your local telephone service or wireless provider. The 

fees collected are distributed to help pay for emergency communication and response services in your area. Enhanced 9-1-1 (E911), 

which enables a wireless device to transmit its phone number and geographic location to the 9-1-1call center, is an example of how 

wireless services have upgraded their delivery of 9-1-1 calls over time. According to the FCC, some wireless service providers may 

choose to pass their costs of providing E9-1-1 service on to their customers and this charge may also be described as an E9-1-1 

charge on your wireless telephone bill. 
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ADDITIONAL RESOURCES 

Both the National Emergency Number Association (NENA)  and the Association of Public - Safety Communications Officials (APCO) offer 

a wealth of information regarding 9-1-1.  You may find the following websites beneficial: 

NENA - https://www.nena.org/ 

APCO - https://www.apcointl.org/ 
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