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Introduction

Call takers and dispatchers are the first responders for cases of missing and sexually exploited children.  Decisions they make in screening calls, providing advice to parents, collecting information for patrol officers, and entering missing children in NCIC all contribute to the swift recovery of missing and abducted children.  For cases of child sexual abuse, call takers and dispatchers can help patrol officers and investigators by asking key questions that assess risk and determine how best to protect a child from being victimized. 
Until 2007, public safety call centers did not have a set of guidelines that defined the most effective way to handle these cases.  NCMEC, NENA, APCO, NAED and National AMBER Alert all joined together to develop a model policy for call centers. That policy was first approved as a NENA OID. NCMEC then transformed that into a model policy. APCO, in turn, submitted the model policy to ANSI which adopted it.   When communities adopt the guidelines in the ANSI standard, 9-1-1 center polices should no longer include 24 hour waiting periods before responding, treating runaways as unimportant, and judging all family abductions as civil matters.

While APCO, NENA and NAED continually work to define best practices, it is at the state level that the level of service, funding and training is determined for localities.  This guide is designed to help states adopt and implement policies and procedures that will make children safer. 
 Each state develops its own process for implementing the ANSI standard based their needs, assets and number of PSAPs.  NCMEC, NENA, APCO, NAED, and National AMBER Alert all stand ready to provide various forms of technical assistance and training needed for changing the role of 9-1-1 center staff in handling these cases.  Services provided by these organizations will be described here as well.

Forming a State Implementation Committee

Within each state there are a key organizations that need to work together to help PSAPs to adopt the guidelines in the ANSI Standard.  Three or four people from these organizations must exercise leadership to bring these partners together and form a team that will guide the process.  Each of those partners plays a specific role in the process. 
· NENA/APCO chapters – Provide a link to PSAPs and can help to promote participation in training and technical assistance events.  Fund incidental expenses for delivering training and TA.  Serve as a convener and endorse the initiative.
· State 911 governing body – formally adopt the ANSI standard as best practices and play a leadership role in implementation based on the role that has been established for that body in state legislation
· Missing Children Clearinghouses – While state clearinghouses exist in all 50 states, they vary based on staffing levels in different states.  They generally provide assistance to localities in generating posters of missing children and distributing information about cases.  State clearinghouses can also help bring other state agencies into the implementation process.  Agencies for children and families can have significant impact on methods for handling chronic runaways and children missing from group homes and other facilities.
· State Chiefs of Police Association and State Sheriffs Association – Most PSAPs are managed by law enforcement agencies. Support from Chiefs and Sheriffs is critical to local implementation. Attendance at training and PSAP management, Train LE to work effectively with 9-1-1 center in these cases – Former CEO participants
· State Police – NCIC, support local implementation efforts and provide training, adopt in their call center to set the pace for implementation
· State AMBER Alert Coordinators – AMBER Alert brings the broadcast media and transportation agencies to the table. AMBER Alert training and technical assistance prepares communities, counties, metropolitan areas and states to implement AMBER Alert plans that include coordinated steps for recovering missing children. Child Abduction Response Teams (CART) are trained to develop interagency partnerships that are necessary to recover missing children.  AMBER Alert programs are a ready audience for the adoption of the ANSI standard.
· State Prosecutor Association – information collected can be effectively used by prosecutors, endorse the standard

Implementation Process
1. A leadership group decides to implement the ANSI Standard – This is the beginning of the process. Three or four people get together to decide it would be a good thing for their state to implement the new practices in the ANSI standard.  None of the national associations should be providing leadership for state level implementation. If change is to be institutionalized, that leadership must come from within the 9-1-1 community.  In doing so, ownership of the change process will remain within the state so as to sustain these changes over the long term.
2. Form an Implementation Committee – This formal committee represents key agencies and organizations represented, chairperson selected and point persons from each partner. The committee will develop an implementation plan with assistance from NCMEC staff either on site or by telephone and e-mail.   A sample implementation plan is contained in the appendix that provides a general framework for tasks that need to be performed. This sample was developed based on experience in implementing statewide programs in Maryland, Ohio, and Massachusetts.
3. Launch an awareness campaign – NCMEC has been in operation for over 25 years and has trained thousands of law enforcement, social service and prosecutor staff.  More recently, National AMBER Alert has trained many people and helped establish Child Abduction Response Teams in many states and communities.  These individuals are a resource within each state for promoting the implementation of the ANSI standard and sustaining its use over time.  NCMEC and AMBER Alert can provide each state with a list of people from that state that have been trained over the last five years so that they can be contacted regarding this initiative.

4. Deliver PSAP Manager Seminars (COMM) – Usually, this is first step in the implementation process after obtaining commitment to form an implementation committee. This course is designed to obtain support from individual PSAP managers. The course is open to Chiefs and Sheriffs along with PSAP mangers given that many PSAPs are managed by law enforcement agencies. NCMEC delivers these one day courses on site and will deliver as many as necessary to accommodate the number of PSAP managers in a state.  In some cases COMM is delivered before or after an annual statewide meeting.  A sample agenda for the PSAP Manger Seminar is contained in the appendix.
5. Identify state based trainers – Each state should identify a group of experienced instructors who can be trained by NCMEC to deliver material about the ANSI standard to front line works in PSAPs.  Approaches to training PSAP staff vary from state to state so the source and recruitment of those local trainers will vary.  It will be important to identify them after the COMM course so that the next step in the implementation process can be taken. 
6. Deliver TTT sessions – These sessions focus on the details of the Call Taker Guide which is a set of flip card that identify specific information that should be collected for each type of case of missing and exploited children.  The course provides trainers with lesson plans, slides, videos and other materials they can take back to their community to train PSAP staff.
7. Strategy for Small PSAPs – Experience has shown that many states there are a number of very small PSAPs that find it difficult to leave their duties to attend training.  A strategy needs to be developed to get materials out to these PSAPs and help them by telephone and e-mail to adopt the ANSI standard.  Online training will be available as well as self paced CDs that can be used in these small PSAPs.
8. System for documenting individuals trained – Some states certify telecommunicators and some do not.  It will be important for the integrity of this effort that states identify a way to document personnel trained and keep track of training for new personnel hired in PSAPs.  At any given time a state should know what number of personnel has been trained when and which of those may be due for a refresher session.
Training and Technical Assistance Available
Implementation efforts should not cost a great deal of money.  The ANSI standard should be integrated into existing training and standard setting programs at the state level.  That example has been set by the organizations that established this partnership. Each has integrated materials from the ANSI standard into policies, software, and training they provide to communities.    

· NCMEC provides onsite assistance with Implementation Planning in the form of meeting facilitation and team building.
· PSAP mangers as well as police executives can attend NCMEC’s Chief Executive Officer Briefing (CEO) held in Alexandria, Virginia free of charge and travel expenses.  The agenda for the CEO session is contained in the appendix.
· The NCMEC PSAP Partner Program provides recognition for PSAPs that have completed all the major steps necessary to adopt the ANSI standard. PSAPs that meet the requirements will be recognized as they quality at each of the annual national conferences held by NCMEC, NENA, APCO, NAED, and AMBER Alert.  More information about the PSAP Partner Program is in the appendix.
· NCMEC can provide communities with up to 30 free copies of the Call Taker Guide in paper form or in electronic form free of charge.  NCMEC will also work with agency CAD vendors to load the information in the Call Taker Guide into online help files.
· Online training will be available free of charge to PSAPs by National AMBER Alert.  That service will be piloted in the fall of 2009 and made available to all PSAPs in January of 2010. 
· CART Training will be available on an ongoing basis from AMBER Alert. CART is a primary tool for child recovery and 9-1-1 personnel play a major role in that process. Information about CART Training scheduled is available online at www.amberalert.gov. 
· APCO has integrated material on the ANSI standard into APCO’s entry level Telecommunicator Training course which reaches about 6,000 new telecomunicators each year.  
· PSAPS that have purchased Priority Dispatch from NAED can be assured that the material from the ANSI standard has been included in those protocols and the training that goes along with them.
· NENA’s Missing Person Course includes information regarding the ANSI standard.
