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Introduction 
Next Generation 911 (NG911) is the future technology for processing emergency calls by texting. The 
ability to send a Short Message Service (SMS) Text-to-911 is just one of several upcoming key NG911 
components. Having the ability to text 911 is very important for the hearing and speech impaired 
community. It is equally important for domestic violence advocates. The Kansas 911 Coordinating 
Council has developed the following policy in regards to texting 911. This policy serves as a basic interim 
policy on SMS text-to-911. 

Policy 
It shall be the policy of the (your agency name here) to follow the procedures set forth in this (written 
directive, policy, standard operating procedure) for the processing of calls received via Short Message 
Service (SMS) text messaging. 

Text calls are accepted to provide the best service to the public when a voice call to 911 is not possible, 
such as due to a speech or hearing impairment or when the caller’s physical safety would be in jeopardy 
by making a voice 911 call. 

Procedure 
In lieu of voice communications, callers may opt instead to contact the (your agency name here) via SMS 
Messaging, also called “texting”. 

Calls received via SMS Messaging will come into the Center on a designated queue labeled as             
"TXT-2-911".  

If appropriate, when processing a SMS Messaging call, a Telecommunicator may place himself/herself as 
“Not Ready/Busy” on the phone system until the SMS Messaging call has been handled. (Agency policy 
in this regard may vary according to the to the Interim Text-to-911 solution adopted by the PSAP, 
staffing levels, etc.) 

To initiate a two-way conversation, the Telecommunicator will answer the call coming in on that queue 
like any other 911 call. A window will appear allowing two-way conversation between the 
Telecommunicator and the caller. 

If pre-set messages are available, the Telecommunicator may choose to use those messages as 
appropriate. (See Appendix A) 

If it is determined that a field unit response is indicated, the Telecommunicator will generate the call in 
Computer Aided Dispatch (CAD) using the (New Event/Incident) function, or fill out the appropriate 
card(s) if on a manual system. Initial information will be gathered in the following order: 

1. The caller will be greeted with the same script that voice callers receive: 
Example: “Anywhere 911, where is your emergency?" 

 
2. The Telecommunicator should ask the caller if they can call in by voice. (If it is safe to do so). 

 
3. (Enter here your agency policy of verifying information that displays during a 911 call). 

 



 

4 
 

4. The nature of the call will be asked for and the appropriate call-types 
entered into the call. Once a call is classified it will be routed for dispatch to the appropriate 
unit(s). 
(NOTE: Below are two examples from actual SOP documents of how EMD could be handled.) 
(Please insert your agency policy here.)  
 
a) Medical calls will not be processed using the EMD protocol. These calls will only be assigned 

a Chief Complaint.  
b) The Telecommunicator will provide the same level of service in regard to Emergency 

Medical Dispatch for text calls as they do for voice calls. Telecommunicators will follow the 
same protocol they do for voice calls, by gathering the same information, dispatching the 
appropriate units and providing the same post-dispatch instructions. 

 
5. If the Telecommunicator doesn’t understand the caller’s question or response the 

Telecommunicator should seek clarification.  
 

6. Telecommunicators will ensure that all scene-safety information is obtained to ensure that 
bystander and responder safety issues have been addressed. 

 
7. All scene-safety and any other pertinent information will be recorded and relayed to the 

responders as appropriate.  Before ending of the call, the Telecommunicator will inform the 
caller that the requested assistance is being sent to address that the caller initially requested. 
This will help confirm that the address of the incident is correct. 
Example: “EMS will be dispatched to 505 W. Chapel Hill St (or as per your agency policy)”. 

Ending a call is accomplished by using the Release button (or however your agency ends a SMS call). 
(Note that agency policy in this regard may vary according to the Interim Text-to-911 solution adopted 
by the PSAP). Once a call is released, a message should be sent to the caller indicating that the session 
has ended. A SMS Messaging session cannot be restored/initiated by the 911 Center again unless the 
caller messages 911 again in a new session. 

General 
At no time will a Telecommunicator use 'texting' lingo, shortcuts, acronyms, or emoji’s. All 
correspondence from the Telecommunicator will be in full-length form, with the exception of common 
acronyms, which include, but are not limited to: 

- St for Street 
- Rd for Road 
- Hwy for Highway 
- EMS for Emergency Medical Services 
- KS for Kansas 
- US for United States 
- l-xx for Interstate Highways 

 
Auto correct may change words the caller did not intend to type so clarification is only necessary if the 
meaning of the message cannot be determined. If a caller uses emoji’s it sometimes comes in the form 
of skewed characters or symbols. 
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The caller should be encouraged not to use 'texting' lingo, shortcuts, acronyms, or 
emoji’s so as to help eliminate any confusion on the part of both parties; however, callers are not 
required to oblige. In the event it becomes difficult to understand a caller's need due to the use of these 
shortcuts, the Telecommunicator will ask the caller if they can call in by voice. 

If appropriate, the Class of Service source field should be changed to “TEXT” as a Text-to-911 call may 
not automatically populate correctly with the appropriate class of service (i.e. landline, wireless, etc.). 
This is done in order to facilitate searching for text-to-911 messages. 

When appropriate, non-English text-to-911 messages should be handled in the same manner as voice 
calls (i.e. according to PSAP policy). If the Telecommunicator is unable to explain to the caller that they 
need to call 911, the Telecommunicator will initiate a voice call to the originating number and attempt 
contact. 

A caller should not be called back in cases where their safety, or the safety of another, is in question; 
however, if a responder requests that a callback be made on a request for service that was initially 
received via SMS Messaging, the Telecommunicator will inform the officer of such. If the officer still 
requests a callback at that point, the callback request will be honored. 

Language Translation 
Presently language translation for Text-To-911 is limited.  If such translation is available, it shall be 
utilized.  If language translation is not available, the caller must be advised to make a voice call to 911 
for an interpreter.  If sufficient location information is available, consideration should be given to 
starting an initial response for any unknown emergency or open 911 call. 

 
The following question has been added in the Spanish drop down list of the present questions: 

¿Cuál es su dirección de su emergencia?   

Non-response from Texter 
Response to this would depend upon the initial text that is received. If there is language within the 
message to indicate it might be a legitimate 911 text, then text message back “If you have an 
emergency, text or call 911”. If there is still no response, (enter your agency’s policy for hang-up or silent 
911 calls). 

If the language within the text is garbled and might indicate a “misdialed or accidental text” then text 
message back “If you have an emergency, text or call 911”. If there is still no response (enter your 
agency’s policy for hang-up or silent 911 calls). 

Tracing Anonymous Text 
Currently no anonymous text can be sent. However, if they are through another carrier, any traceable 
information provided should be handled as it would for voice calls. If there is no information, no action 
can be taken. 
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Multiple Text Handling 
Multiple text sessions will be prioritized in the same manner as 911 calls. The highest priority Text-to-
911 call will be determined by the nature of the emergency. Make sure you respond to each message 
and ensure, if multiple texts are received about the same call, that they are indeed the same and not a 
different call. 

Telecommunicators will need to make others in the room aware of multiple text sessions to ensure 
multiple calls are not entered. 

Misdirected Text 
If technically possible, transfer to the proper agency. If not technically possible, take pertinent 
information and relay to proper agency. Maintain contact with the complainant and handle as 
appropriate for call type. Release the complainant when appropriate for situation according to policy or 
when unit(s) is on-scene. The Telecommunicator may have to provide contact information for the 
proper agency on end of session or when appropriate. (See Other Considerations (section four) for more 
detail). 

Text for Non-emergency 
(Enter here your agency policy for non-emergency call processing.) 

Priority Voice vs Text 
Calls shall be prioritized based on the nature of the call, whether voice or text. 

Tracking Moving Text-to-911 Callers 
(Note – this section will require modification according the interim text-to-911 solution used by the 
PSAP.) 

Depending on the Text-to-911 solution adopted by the PSAP, the Telecommunicator shall use the rebid 
feature to obtain a current location of the caller. If the caller leaves the agency jurisdiction, the 
Telecommunicator will transfer the text session to the agency responsible for that jurisdiction, only if 
they are capable of receiving text sessions. If the receiving agency does not have the capability of 
receiving text, the original Telecommunicator will maintain the session and relay information to the 
appropriate agency. If the text session enters another jurisdiction, then the incident will be passed onto 
that agency, either by transferring the session or by relaying all information by voice.  

If there is a session in progress, it will need to be passed on to any relieving personnel. 

Shift Change 
The passing on of text sessions at shift change between operators must include information related to 
the open sessions. All queues are to be checked at shift change. 
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Retention of SMS Messages 
The content of all SMS Messages to/from the 911 Center are public record and are available upon 
request of any citizen or media. All communication from the 911 Center shall be of a professional nature 
and work-related. 

The retention of all SMS Messaging will be in accordance with the current (enter in your agency’s policy 
for the retention of records). 

Testing 
Monthly tests shall be completed by each employee. Testing should consist of answering a call with the 
help of a partner and asking several questions. Transferring to another agency is recommend in order to 
become more familiar with the process.  Supervisor will be responsible for ensuring testing is completed 
by their team members. 

Policy Enforcement 
Failure of an employee to comply with any of the provisions set forth in this policy may result in 
disciplinary action. The 911 Director reserves the right to alter this policy at any time. Employees will be 
notified of any updates to this policy including the effective date of any changes. 
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Appendix A – Canned Message List for PSAPs 
 

First Canned Questions 

911, What is the address of your emergency? 

What City? 

What is your Emergency? 

What is your Phone Number? 

What is your Name? 

What is happening now? 

Instructional Canned statements 

Please use full, simple words 

Do not use abbreviations 

Do not Text and drive, please pull over 

Get out now! 

Wait outside for First Responders 

Please wait, you are being transferred 

Stay calm, help is on the way 

Please call our non-emergency number to report this non-emergency (XXX)XXX-XXXX 

Ending session, if you need more help contact 911 

Secure or put away your animals 

Unlock the door 

Turn the outside light on 

Subsequent Canned Questions 

Are you driving? 

Are you traveling on foot? 

Are you on public transportation? 

Are you in a vehicle? 

Location of suspect? 
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Are there any weapons? 

Is anyone hurt? 

What does the person look like? 

What are they wearing? 

What is the nature of the injuries? 

Is the person breathing? 

Is the person awake? 

How old is the person? 

What kind of house? 

Where is the fire? 

What floor is on fire? 

Are there any people inside? 

Do you need the Police? 

Do you need Fire Trucks? 

Do you need an Ambulance? 

Do you have any further information, or need additional help? 

An ambulance will be / has been dispatched. 

A fire/rescue crew will be dispatched. 

Law enforcement will be dispatched. 
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