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to accurately and reliably complete 
wireline and wireless 9-1-1 calls to 
PSAPs. Nortel technology is found in 
a large number of the nation’s PSAPs 
supporting their mission-critical 9-1-1 
processes. Nortel has also introduced 
its Interoperable Communications 
Solution to eliminate the communica-
tion gaps associated with disparate 
land mobile radios while augmenting 
communications by extending radio 
communications to Nortel IP Telephony 
environments.

Enterprises have trusted Nortel for their 
customer premises-based telephony 
solutions — all built meeting the most 

stringent federal, state and local govern-
ment E9-1-1 Multiple Line Telephone 
System (MLTS) regulations. Finally, 
Nortel has been and continues to be an 
active participant in the industry and 
standards bodies shaping the direction 
for standards-based E9-1-1 solutions. 
These bodies include NENA, APCO, 
IETF and TIA. Nortel is also a major 
contributor to the Texas A&M research 
project efforts on E9-1-1 for VoIP.

Nortel 9-1-1 PSAP Solutions

Improving the operational 

efficiencies of the PSAP with  

Nortel Contact Center

Is your PSAP call management 
environment allowing you to get the 
most productivity and satisfaction 
from your call takers? Can your PSAP 
administrator access detailed real-time 
and historical reports to ensure the 
center meets current demand and plan 
for future needs? Are you looking at 
ways to gain efficiencies by centrally 
managing multiple centers?

The communication center is at the 
heart of a PSAP’s ability to respond 
to emergency situations requiring the 
dispatch of police, fire and emergency 
medical services. The increasing 
traffic demands on the communica-
tions centers can be met by the Nortel 
Contact Center solution — a leading 
next-generation multimedia contact 
center that transforms the 9-1-1 caller 
experience by supporting a robust and 
innovative suite of integrated TDM, IP 
or SIP-based* multimedia applications 
and services. 

Nortel Contact Center solutions 
improve the PSAP’s operational effec-
tiveness and call taking productivity 
and satisfaction by managing incoming 
9-1-1 calls with advanced call distribu-

tion and skills-based routing, automati-
cally directing 9-1-1 callers to connect 
with the next call taker best able to deal 
with their needs. 

Nortel Contact Center equips PSAP 
supervisors and communications direc-
tors with management and reporting 
tools that provide detailed historical 
reports and real-time statistics. Super
visors can easily reconfigure call 
handling to respond to changing call 
patterns and provide quicker response 
to emergencies and citizens’ needs. 
The results enable improved decisions, 
shorter response times and higher 
customer satisfaction. 

To support the PSAP business conti-
nuity and disaster recovery efforts, 
Nortel solutions can extend the PSAP’s 
reach to the most appropriate call taker 
whether in a local primary PSAP, in a 
remote secondary PSAP or at a tempo-
rary PSAP communications center via 
IP Telephony — all without overhauling 
or buying entirely new infrastructure. 
Additionally, should call takers need 
to be housed in a temporary mobile or 
remote communication center, they can 
be seamlessly integrated to temporarily 
serve call volume spikes or for disaster 
recovery purposes when the main center 
has to be evacuated. 

Furthermore, to achieve seamless 
process flow within the center, Nortel’s 
Contact Center environment supports 
a strong ecosystem of Nortel Developer 
Partners whose third-party PSAP appli-
cations tie together key capabilities such 
as Computer-Aided Dispatch (CAD), 
Geographic Information Systems (GIS), 
and Record Management Systems 
(RMS). Nortel Compatible Products 
from these Developer Partners have 
completed testing to successfully 
demonstrate interoperability with 
Nortel systems in a controlled lab 
environment.

Building upon this leadership, 

Nortel’s 9-1-1 PSAP solution 

offers communities world-class 

capabilities in the following areas: 

Nortel 9-1-1 Public Safety 

Answering Point (PSAP)  

Solutions include:

•	Nortel Contact Center Solutions 

•	Nortel Communication Servers

•	Nortel Centralized IP Telephony 
Solution 

•	Nortel 9-1-1 Partner solutions 

•	Nortel Enterprise Global Services

*	SIP is a signaling protocol for Internet Telephony that establishes dynamic sessions for multimedia features over 
an IP network.

http://www.nortel.com/solutions/government/statelocal/collateral/nn124109.pdf
http://www.nortel.com/solutions/government/statelocal/collateral/nn124109.pdf
http://www2.nortel.com/go/solution_content.jsp?segId=0&catId=0&parId=0&prod_id=29321&locale=en-US
http://www2.nortel.com/go/solution_content.jsp?segId=0&catId=0&parId=0&prod_id=29321&locale=en-US
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Nortel Centralized IP 
Telephony Solutions for 
PSAPs

Gain greater PSAP capacity and 

capability while optimizing your 

communications investment

With lives and property at stake, it 
is imperative that the 9-1-1 commu-
nications center maintain full opera-
tional capability and provide non-stop 
communications. 

It is with this mission that for today’s 
traditional PSAP implementation 
approach, every jurisdiction and discipline 
had to service all its communications 
needs within the walls of each individual 
PSAP. With its limited scope, many 
PSAPs were developed as technology 
islands. However, as traffic demands grew, 
as the need to improve emergency services 

levels developed and as communities 
experienced economic pressures to 
contain cost, real concerns surfaced. In 
addition, issues about business conti-
nuity, addressing single points of failure, 
the need to improve inter-disciplines 
and inter-jurisdiction coordination 
and be positioned for Next Generation 
9-1-1 (NG911) surfaced as well. So 
for many communities, this traditional 
approach became increasingly difficult 
to sustain.

With the introduction of Nortel’s 
Centralized IP Telephony solution for 
PSAPs (see Figure 2), PSAP authori-
ties can now address these challenges 
and position their community to 
gain significant cost savings through 
technology sharing, improved PSAP 
communications capability and capacity 
while retaining control of their dispatch 

center. Nortel Centralized IP Telephony 
solution for PSAPs enables “virtual” PSAP 
consolidation and can be applied to proj-
ects that are state-wide, province-wide, 
region-wide or at the local government 
level in scope. 

Nortel Centralized IP Telephony enables 
9-1-1 entities to migrate from a tradi-
tional TDM voice network that is based 
on multiple independent PBXs to a 
solution that consolidates multiple PBX 
nodes, network access and trunking, 
network management platforms and 
databases and is structurally i3 NG911 
ready. High availability call servers and 
fault-tolerant contact center servers, 
high availability converged voice and 
data networks, survivable remote media 
gateways and geographic redundancy 
underpin this solution to create a public 
safety communications architecture that 
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Figure 1. 9-1-1 PSAP reference architecture

Solution Partners — To improve the quality of call takers/dispatchers’ interactions with 9-1-1 

callers and first responder communications, Nortel has teamed and completed compatibility 

testing with PlantCML, Stratus Technologies and Twisted Pair Solutions — leaders in the public 

safety communications industry.



is always-on. In addition, call taker 
positions can be assigned and managed 
to dedicated PSAP locations on this 
network and if staff and call takers are 
unable to enter their PSAP workplace, 
they can gain access anywhere in this 
network including at remote or mobile 
locations and still perform their duties 
away from their workplace. By trans-
forming a traditionally dispersed PSAP 
approach to a centralized one where 
everything is essentially at a “primary” 
and “secondary” communications site, 
9-1-1 authorities can begin realizing 
lower total cost of ownership and taking 
advantage of the speed and agility that’s 
required to roll out additional capacity 
and capabilities to end users while 
shoring up business continuity and 
disaster recovery gaps.

High-performance networking for 
PSAPs — Nortel’s high-performance 
data networking solutions including 
Ethernet Switching, Wireless LAN and 
Metro Ethernet Networking address the 
need for secure, reliable and resilient 
PSAP LAN/WAN networking which 
underpin the Centralized IP Telephony 
architecture. This network infrastructure 
can be configured to eliminate single 
points of network failure and can be 
designed with network resiliency so that 
in a failure scenario, failure recovery 
mechanisms can return service in sub-
second times. And, for your critical PSAP 
environment, you will need the advanced 
standards-based Quality of Service (QoS) 
and Power over Ethernet capability that 
Nortel provides. In addition, whether 
you are providing wireless LAN coverage 
inside the PSAP or setting up hot spots 
at the public safety building or building 

a temporary remote center, Nortel’s 
Wireless LAN extends secure access to 
mission-critical PSAP applications and 
information where coverage is offered.

Network security protection — Nortel 
security solutions have been proven in 
some of the world’s most demanding 
government environments, including 
high-security national defense organiza-
tions. Nortel network security solutions 
watch over the PSAP by preventing 
unauthorized network access to PSAP 
mission-critical information, guarding 
against Denial-of-Service (DoS) attacks 
and protecting the PSAP network infra-
structure from crippling cyber attacks. 

Nortel uses a Layered Defense approach 
to network security, designed to ensure 
there are no single points of security 
failure in a network. Nortel Security 
solutions help ensure privacy, regula-

Figure 2. 	Example of a centralized IP Telephony solution across primary and secondary Police PSAPs integrated  

with Fire PSAP and EMS PSAP
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http://www2.nortel.com/go/solution_content.jsp?segId=0&catId=0&parId=0&prod_id=38820&locale=en-US
http://www2.nortel.com/go/solution_content.jsp?segId=0&catId=0&parId=0&prod_id=51060&locale=en-US


tory compliance and intellectual property 
protection. Protect your information 
from viruses, worms, hackers and 
other threats while in transit across any 
network and ensure that authorized 
users can access information anywhere, 
anytime regardless of device. Nortel secu-
rity solutions also help protect critical 
communication resources from service 
disruption.

Nortel’s award-winning VPN technology, 
supporting both SSL and IPSec encryp-
tion capabilities in conjunction with 
strong endpoint security authentication 
and authorization, enables partners and 
remote workers to securely access the 
PSAP network and share communica-
tions to better respond to emergencies. 
Nortel’s broad industry-leading portfolio 
includes switched firewall, application 
switches and threat protection systems all 
designed to help protect your network. 

The Nortel security capabilities are 
backed with solution elements that have 
received stringent certifications such as 
JITC, FIPS, ICSA, Common Criteria 
and VPNC. 

Nortel Enterprise Global 
Services

To support the successful planning and 
implementation of your PSAP commu-
nications project, Nortel Enterprise 
Global Services can provide services 
to support your network throughout 
the entire life cycle — from planning 
and design, installation and integration 
services, and maintenance, management 
and security services all the way through 

to optimization and upgrade service 
solutions. Nortel services are available as 
individual services solutions or managed 
services solutions or they can be crafted 
to meet your specific services needs.

Conclusion

PSAP administrators and communica-
tions directors can look to Nortel to 
meet current and future needs with 
an end-to-end 9-1-1 communications 
center solution. Nortel’s 9-1-1 PSAP 
solution can:

•	Enhance call taker productivity and 
satisfaction 

•	Provide reliable and accurate call 
routing within the PSAP

•	Equip management with detailed  
real-time and historical reports

•	Provide reliable and resilient 
networking infrastructure designed 
with the security demanded by 9-1-1 
mission-critical processes

•	Optimize your PSAP technology 
investments and be positioned for 
NG911

Nortel’s 9-1-1 industry and contact 
center leadership will greatly contribute 
to your community’s efforts to provide 
the most superior emergency services 
and support the community’s crisis 
management, homeland security and 
emergency preparedness efforts.

To learn more

To obtain more information about the 
Nortel 9-1-1 PSAP Solution, please 
contact your Nortel sales representative, 
call 1-800-4-Nortel or visit our Web site 
at: www.nortel.com/government.

Wireless E9-1-1 compliant and forward-looking next-generation PSAP 

Are you looking at upgrading your PSAP to comply with Wireless E9-1-1 Phase 1 and 2 requirements? 

Nortel Contact Center and IP Telephony solutions fully meet the Phase 1 and 2 requirements and have been 

successfully deployed to bring PSAPs into compliancy.

Is your PSAP positioned to evolve to support next-generation PSAP capabilities? 

As voice services begin their migration onto IP networks, next-generation PSAPs will eventually have to 

transparently process emergency calls from IP phones, PDAs, computers or as video calls or instant messages. 

Using technology enablers like Session Initiation Protocol (SIP), Nortel is enriching the communications experience 

of enterprises today, in rich multimedia communications and independent of client device. So when you deploy 

the Nortel 9-1-1 PSAP Solution elements, Nortel positions your center for this migration. This migration is backed 

by Nortel’s leadership commitment to the industry in shaping this roadmap and in our industry standards 

contributions to support the next-generation PSAP definition.  Nortel 9-1-1 PSAP solution supports VoIP I1, and 	

I2 calls and it is structurally i3 ready and systematically positioned as i3 standards are developed and ratified.

http://www.nortelgov.com/certification.asp
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