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MESSAGE FROM THE NL911 BOARD CHAIR

On behalf of the Board of Directors of the NL911 Bureau Inc. (NL911), I am pleased to
present the NL911 Annual Report for the 2020-2021 fiscal year in accordance with the
Emergency 911 Act and the Transparency and Accountability Act. This report outlines
NL911’s achievements from April 1, 2020 to March 31, 2021, in operating the provincewide

emergency 911 telephone service.

As part of the provincial emergency response system, NL911 remains focused on meeting the
goals of improving the efficiency and effectiveness of the province wide 911 emergency
telephone service and increasing public awareness of the 911 service. Although this reporting
period was met with challenges related to the COVID-19 pandemic, NL911 was able to adjust
operations to ensure public health guidelines were met and continue efforts towards meeting

goals of improving service delivery and increasing education and awareness.

NL911 appreciates partnerships that help contribute to the success of 911 service delivery and
assist in promoting 911 as the primary emergency number to call in Newfoundland and
Labrador. NL911 is looking forward to continuing these partnerships into another successful

year.

As the Chair of the NL911 Board of Directors, my signature below is indicative of the
Board’s overall accountability for the results reported within the NL911 2020-21 Annual
Report.

Pl C Focdh

Donald Peckham
Chair
NL911 Board of Directors

NL 911 Annual Report 2020-2021 3



. n
N L E Help. Anytime. Anywhere.

OVERVIEW

NL911 Bureau Inc. (NL911) is a not-for-profit corporation that operates under the
Emergency 911 Act, and the Emergency 911 Fee Regulations. Through the Emergency 911
Act, NL911 is responsible for establishing the number “911” as the primary emergency
telephone number for use throughout Newfoundland and Labrador; and to develop, establish
and operate an emergency 911 telephone service. The Emergency 911 Fee Regulations
ensure that a fee is remitted by the telecommunication service providers each month to the
NL911 Fund from all telephone line subscribers in Newfoundland and Labrador.

The NL911 office is located at 57 Old Pennywell Road, St. John’s. As of March 31, 2021,
NL911 had a complement of six staff members; four females and two males, who provide
overall direction, administration, quality control and advancement of the province-wide
emergency 911 telephone service. The answering and transferring of 911 calls to Emergency
Service Providers (ESPs) has been contracted to two Public Safety Answering Points
(PSAPS); one located in St. John’s and the other in Corner Brook.

For more information on NL911’s mandate, vision, business plan, operations and initiatives

please visit www.nl911.ca.

Governance

As per the Emergency 911 Act, the NL911 Board of Directors (Board) consists of a maximum
of nine members appointed by the Lieutenant-Governor in Council, including the following:

o  One member of the Board of directors of Municipalities Newfoundland and Labrador
(MNL);

e One representative from each primary PSAP (St. John’s and Corner Brook);

e The Executive Director of NL911 by virtue of his or her office; and,

e At least one director to be a resident of Labrador.

The Board provides direction to the Executive Director to carry out the activities of NL911

and is responsible and accountable for the business affairs of the organization.

NL 911 Annual Report 2020-2021 4


http://www.nl911.ca/

Mol

As of March 31, 2021, the Board consisted of the below listed members:

NL911 BOARD of DIRECTORS

Help. Anytime. Anywhere.

Chair Donald Peckham St. John’s September 27, 2022

Vice-Chair Vince MacKenzie | Grand Falls-Windsor | April 10, 2023

Member/Corner Todd Flynn Humber Village June 26, 2024

Brook PSAP

Member/St. John’s Robert Fowler St. John’s April 10, 2023

PSAP

Member Randy Letto Happy Valley — Goose | April 10, 2023
Bay

Member Mark Brown St. John’s April 10, 2023

Member George Andrews Happy Valley — Goose | November 6, 2023
Bay

Member/MNL Vacant

Member/NL911 Kerry Power Conception Bay South | Not Applicable

Executive Director

Operations and Finance

A $0.75 monthly fee is applied to every landline and mobile telephone account in the province
to facilitate the operation of the emergency 911 telephone service, as well as the development
and implementation of any enhancements to that service. This fee was established by the
Emergency 911 Fee Regulations and is collected by individual telecommunication service
providers, who retain $0.07 administration cost for each fee they collect. The remaining $0.68

is remitted to the NL911 Fund on a monthly basis.

Telecommunications service providers may also deduct from the amount owing to NL911 an
amount equal to the rate of bad debts experienced by the provider. This bad debt amount
protects the telecommunications provider from owing fees to NL911 that they are unable to

collect when customers do not pay their telephone bill.
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The NL911 Fund is used to develop, establish, operate and improve the province wide
emergency 911 telephone service as outlined in Section 24(4)(a) of the Emergency 911 Act.
NL911 may only use the fund for operating and improving the emergency 911 telephone

service and paying for costs associated with administering the fund.

NL911 expenditures for the reporting period were $2,684,443. These expenditures were
associated with developing, establishing, operating and improving the emergency 911
telephone service, as well as operating the corporation and paying for costs associated with
administering the fund. NL911 revenues for the reporting period were $5,547,991.

For detailed financial information for the fiscal year ended March 31, 2021 please see
Appendix | - Financial Statements.

More information can be found on NL911’s website at https://nl911.ca/.
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HIGHLIGHTS AND PARTNERSHIPS

During the 2020-21 reporting period, NL911 continued to meet operational, developmental
and public engagement goals with the cooperation of stakeholders and partners. These
partnerships continue to assist NL911 in fulfilling the corporation’s mandate of providing an

efficient and effective emergency 911 telephone service.

NL911 Service Statistics

Between April 1, 2020 to March 31, 2021, NL911 PSAPs handled 116,580 calls (Chart 1),
representing a five per cent increase over the previous reporting period.

Chart 1 — Total 911 Calls per Month: April 2020-March 2021
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Of the 116,580 calls received, Chart 2 identifies the volume breakdown of where these calls

were transferred as well as those not transferred.

Chart 2 — Total 911 Calls by Agency of Priority: April 2020-March 2021

* Police

= Ambulance

= Fire 6,998

= Other* 693

» Non-Transferred** 46,570

* Other: Transferred calls to the Joint Rescue Coordination Centre (JRCC), Canadian Coast Guard, Crisis Line,
Forestry, Parks Canada, and Poison Control.

** Non-Transferred: Calls that were not transferred to an emergency service provider for response.

Due to the nature of 911 calls, it is expected that volumes and the emergency response
required will fluctuate. NL911 transferred 60 per cent of all calls to emergency service
providers. A breakdown of these calls are as follows: 25 per cent were transferred to police,
28 per cent were transferred to ambulance, six percent went to fire response and less than one
percent went to other agencies.

Non-transferred calls are 911 calls that are not transferred to an ESP for response and account
for 40 per cent of the call volume for this reporting period. The types of calls that are captured
under the non-transferred category include non-emergency calls such as; accidental calls,
hang ups, requests for information, etc. This category also captures emergency calls not
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transferred to an ESP such as calls from emergency responders looking for information related
to reported emergencies as well as multiple calls on the same incident where no additional
information is provided and the ESPs are already responding.

The non-transferred category remains the largest type of 911 calls received with the majority
of non-emergency calls (63 per cent) attributed to accidental calls to 911 and hang up calls.
NL911 continues to review 911 call data reports to identify opportunities for public education
and awareness initiatives and determine ways to support the efficiency of the emergency

response system as a whole.

Learn Not to Burn Virtual Program

NL911 has a long-standing partnership with the Newfoundland and Labrador Association of
Fire Services (NLAFS) which includes sponsoring their Learn Not to Burn Program. The
COVID-19 pandemic affected the capabilities for the Learn Not to Burn Co-ordinator to
access schools and provide the program to children in Newfoundland and Labrador.
Understanding how important this program is for creating a culture of awareness related to
fire safety and the 911 service availability and its proper use, NL911 coordinated with the
NLAFS to provide a location, technical support and access for the Learn Not to Burn Co-
ordinator to provide the program virtually.

Starting on January 27, 2021, the Learn Not to Burn Co-ordinator began providing the
program to schools virtually. A total of 11 virtual presentations were completed with schools
across Newfoundland and Labrador. NL911 also provided 911 educational items for the Learn

Not to Burn Co-ordinator to send to schools by mail.

Call Verification Service

During this reporting period, NL911 began offering a voluntary Call Verification service for
emergency service providers using pager or voice recorders for their dispatch. The purpose of
this service is to assist with identifying any pager or voice recorder system issues timely by
allowing the participating ESPs to call back to 911 to confirm receipt of the transferred call

within a set timeframe.
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Any emergency service provider requesting the Call Verification service are identified in the
911 Call Taking system and for any calls or notices sent to these services, the 911 Call Takers
are able to easily identify and apply the process related.

Communication was sent on June 8, 2020 to all municipalities, fire departments and
ambulance operators known to be using pager and voice recorder systems, outlining the
details of the service and the requirements to be met to be able to participate. As of March 31,
2021, two fire departments are availing of the Call Verification service.

NL911 recommends that ESPs utilizing pager systems and voice recorders enact a protocol to
regularly check their systems operability to help mitigate any issues with receiving calls.

NL 911 Annual Report 2020-2021 10
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REPORT ON PERFORMANCE

In the first year of the 2020-2023 Business Plan, NL911 has maintained focus on set goals of
improved service delivery and public education and awareness. The following is a report on
the goals and objectives NL911 accomplished during the 2020-21 reporting period.

Issue One: Improved Service Delivery

NL911 has an objective to ensure the emergency 911 telephone service is flexible and
responsive to changing technologies. NL911 currently provides a Basic 911 service
throughout Newfoundland and Labrador, which does not automatically provide the 911 Call

Taker with the caller’s telephone number or location information.

NL911 has been working towards enhancing the current service to a Next Generation 911
(NG911) capability in Newfoundland and Labrador. A NG911 service will automatically
provide the 911 Call Taker with the telephone number and location of a caller (civic address
or x/y coordinates). This will allow 911 Call Takers to more effectively handle 911 calls by
not having to rely on the caller for this critical information. The NG911 service will also
provide an ability for a 911 PSAP to transfer important caller data to other NG911 capable
dispatching agencies when transferring the caller. Other enhancements to the NG911 service
are expected to follow in the future, including the delivery of texts, photos and video from the
public to the PSAP.

The current NG911 model being developed in Canada can only accommodate 911 calls from
landlines in areas with civic addresses or calls from a cellular device. In this model, landline
callers from areas without civic addressing would most likely have to be answered outside of
Newfoundland and Labrador. As NL911 provides a province wide 911 service, it is integral
that the NG911 service in Newfoundland and Labrador accommodates all landline callers in
areas with and without civic addressing. In December 2020, NL911 began working with
telecommunications service providers and the Canadian Radio-Television and
Telecommunications Commission (CRTC) by leading an Emergency Services Working
Group (ESWG) dedicated to identifying a NG911 service solution that could accommodate

calls from all areas of the province regardless of civic address data. This ESWG will identify

NL 911 Annual Report 2020-2021 1



. n
N L E Help. Anytime. Anywhere.

the standards needing to be met for NG911 service capabilities for Newfoundland and
Labrador as well as other areas in Canada that currently have no civic addressing.

The NG911 enhancement project focuses on identifying all requirements related to a
province-wide NG911 service capability, implementing the technical infrastructure needed,
gathering all data requirements for civic addressing and ensuring quality standards are met for
NG911 capability to ensure an efficient and effective launch when available. Due to the need
to create an accommodated NG911 solution for Newfoundland and Labrador, the date for the
NG911 service launch is pending the results of the standards identified through the dedicated
ESWG. Once these requirements are identified, NL911 will proceed with procurement of the
new equipment and infrastructure needed and determine the NG911 service implementation

timeframe.

While working towards a NG911 service, NL911 continues to focus on identifying all
technology enhancements available that can provide operational efficiencies for the 911

service in Newfoundland and Labrador.

GOAL
By March 31, 2023, NL911 will have improved the efficiency and effectiveness of 911

service delivery.
FIRST YEAR OBJECTIVE

By March 31, 2021, NL911 will have advanced enhancements for service delivery.
PLANNED INDICATORS

Indicator 1: Civic addressing data is compiled for an increased number of municipalities and

Local Service Districts in the creation of a NG911 database.

Actual Results

Civic address data is required for the operation of a NG911 service. A solution is being
developed to accommodate NG911 service in areas without civic addressing in Newfoundland
and Labrador, however this solution will not be able to provide these areas with the benefits

of having their landline location automatically supplied to the 911 PSAP when the call is
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received. Communities with civic addressing data are being asked to voluntarily provide this
data to NL911 so that they are able to avail of the full benefits of the NG911 service
functionality when available.

NL911 has been working with municipalities and Local Service Districts to identity and
request data from those with complete civic addressing in their areas. In partnership with the
NL Statistics Agency, NL911 has been creating digitized maps of each area identified with
civic addressing. These maps are sent to each community identified with civic addressing
along with instruction for providing the data needed for NG911. Once the civic address data is
obtained from these municipalities and Local Service Districts, the information supplied is
added to the NL911 data file for the quality review process with telecommunication service
providers. Follow up may be required with each community to identify and update any areas
needing clarification and confirmation. Once the quality review process results in civic
address data accuracy of 98 percent with each telecommunications service provider, the
community data is considered NG911 ready. It is expected that any community that is
identified with data that is NG911 ready will still need to provide regular updates to NL911 of

changes that occur within their areas.

During this reporting period, NL911 was able to accomplish the following related to civic

address data capture and quality review:

e Civic address data requests were sent to 114 communities, bringing the total number
of communities that have been sent a civic address data request from NL911 to 331.

o Civic address data received back from 66 communities and partial data received from
four communities with further follow up required. A total of 145 communities have
shared their civic address data with NL911.

o Data was added to the NG911 master file for seven communities, bringing the total
communities added to this file to 12. This file is sent to telecommunications service
providers for the quality review process.

e Four communities have completed the quality review process and have data that has
reached the 98 percent required to be considered NG911 ready. These four

communities represent 17 per cent of the population.
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NL911 continues to work with municipalities and Local Service Districts that have civic
addressing in Newfoundland and Labrador to obtain their data so they can avail of the NG911

service when it becomes available.

Indicator 2: Enhancements for more efficient 911 service delivery are researched and select

solutions are implemented.

Actual Results

During this reporting period, NL911 focused on identifying existing technology that could
result in efficiencies to the 911 call handling process by providing location information of
callers. These tools are especially beneficial in assisting 911 Call Takers with identifying the

location of callers who are unsure of their location (i.e. 911 callers on a highway).

NL911 identified i911, a location identification application that can provide location
information of callers using cellular phones. This application was easy to implement at each
PSAP and had no cost. With the 911 tool, the 911 Call Taker must send a request to the
caller’s cellular phone to gain access to the phone’s location. Once the caller approves release
of the location details to 911, the coordinates are provided to the 911 Call Taker. This tool
provides an advantage to 911 Call Takers to obtain the exact location of callers who do not
know their location and this detail can then be shared with dispatching agencies for their

response.

The 1911 tool requires the caller to be able to speak and confirm on their phone the 911 Call
Takers location request. As a result, this tool is not helpful for callers who are unable to
communicate and the regular call trace process must be used to identify the location for these
callers.

In July 2020 NL911 completed the testing on the i911 application at both PSAPs and
developed the Standard Operating Policies and Procedures as well as self-paced related

training material. All active 911 Call Takers have completed the training and are now using

the application when needed.
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SECOND YEAR OBJECTIVE

By March 31, 2022, NL911 will continue to implement an improved service delivery
model.

INDICATORS:

e Civic addressing data is compiled for additional municipalities and Local Service
Districts in the creation of a NG911 database.

e Creation of GIS community boundaries for call routing requirements within the
NG911 service have started.

e Research and identify any technology that can assist with creating better efficiencies
for service delivery.

e Actively contribute to CRTC working groups with focus on identifying requirements
for NG911 service in Canada and Newfoundland and Labrador.

Issue Two: Public Education and Awareness

Educating the public about the province-wide emergency 911 telephone service is integral to
NL911’s focus on establishing 911 as the primary emergency telephone number for use
throughout Newfoundland and Labrador. It is important that the public understands the
availability of the emergency 911 telephone service throughout the province but also when to

use the service and how it supports their local emergency response system.

During this reporting period, NL911 has focused on public education and awareness efforts
that reach a broader audience through a variety of initiatives and communication channels.
NL911 continues to look for opportunities to increase the public’s knowledge and awareness

of the province wide 911 service.
GOAL

By March 31, 2023, NL911°s public education and awareness efforts will have improved the

appropriate use of the 911 service.
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FIRST YEAR OBJECTIVE
By March 31, 2021, NL911 will have initiated public education and an awareness framework
to improve the appropriate use of the 911 service.

PLANNED INDICATORS
Indicator 1: A decrease in the percentage of non-emergency calls made to 911.

Actual Results
Non-emergency call categories are identified within the non-transferred call volume and

include but are not limited to; accidental calls, hang ups, requests for information, non-
emergency call, etc. For this reporting period, the volume of non-emergency categories
increased by 17 percent from the previous reporting period.

Analyses of the non-emergency categories identified that 69 per cent of this volume were due
to accidental calls, hang ups, pocket dials and no voice calls. These types of calls relate more
to callers experiencing issues with their device rather than using 911 for non-emergency
related inquiries. The call category identified specifically as a ‘non-emergency call’ captures
the number of calls when a caller clearly reports a non-emergency related incident. During
this reporting period, this specific call type increased by 69 per cent since the last reporting

period with 10 per cent of the total non-emergency category call volume.

Education and awareness for the next reporting period will focus on ways to avoid accidental
calls to 911 (ie: ensure phones are locked, not allowing children to play with phones, etc) as
well as guidance to call 911 when there is a threat to health, life, safety and property and

immediate response is needed from emergency services.

Indicator 2: Regularly scheduled social media posts focused on the appropriate use of 911

and how the emergency 911 telephone service operates.
Actual Results
NL911 launched the NL911 Official Facebook social media page on January 7, 2020 with a

primary focus on educating the public about the province wide 911 service. NL911 creates

Facebook posts that educate followers on: the availability of the 911 service, the appropriate
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use of the service, and highlights partnerships demonstrating how we support local emergency
responders.

During this reporting period NL911 completed a schedule of posts with the following themes:

e Did You Know series: A regular series with targeted messaging on 911 service
availability, how the service works, what to expect when you call, and general details
on 911 statistics and NL911 operations.

o Emergency Service Providers series: A regular series which highlighted and promoted
emergency service providers from across the province. This series was very
successful in:

o sharing interesting information about local emergency service providers and
highlighting the dedicated volunteers and workers who service their
communities in their time of need.

e educating the public that when someone calls 911 they will be connected to
their local trusted emergency service providers who will respond but also 911
will assist with notifying others who may also need to respond.

e NL911 Board member profile series: A regular series which highlighted each of the
NL911 Board of Directors and educated followers on the experience and leadership
that each member brings to the NL911 Board.

NL911 created a total of 244 Facebook posts in this reporting period including sharing
important information from partners and public service announcements. The average reach
(ie: unique users who viewed a post) of NL911 Facebook posts is 1,353 users and the average

number of engaged users (ie: users who interacted with a post) is 79 per post.

NL911 continues to plan strategic Facebook messaging to strive for increased knowledge and

awareness of the province wide 911 service.
Indicator 3: An increase in the number of followers of the NL911 Facebook page.
Actual Results

During this reporting period, NL911 gained 437 followers for a total of 1,170 as of March 31,
2021.
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Analyses of NL911 official Facebook activity assists with identifying what types of posts
result in more engagement and more followers to the page. The following types of posts
generated the most activity in reach and engagement:
o profiles of emergency service providers and other community-based content.
e images featuring NL911 owned pictures and original content catch the interest of
users and keep them engaged long enough to get the intended message.
e posts related to the 911 process, how the 911 service works and EMERGENCY 911
decal promotion.

e posts that incorporate new forms of media where appropriate, such as videos.

To help increase the awareness of the province wide emergency 911 telephone service,
NL911 also follows Facebook pages of emergency service providers, like agencies and
municipalities. Engaging and sharing content of our partners creates goodwill allowing

NL911 to engage with these groups in a positive manner.

Indicator 4: An increase in the number of emergency vehicle apparatus displaying the 911

Emergency decal throughout the province.

Actual Results

‘EMERGENCY 911 decals displayed on local emergency response vehicles promotes 911
service availability and also assists with public trust in the 911 service as it is being promoted
by locally trusted emergency service providers.

NLI11 started an initiative in March 2017 to provide ‘EMERGENCY 911’ decals free of
charge to fire departments to display on their fire vehicles and apparatus. During this reporting
period, NL911 extended the free 911 decal initiative to ambulance operators in Newfoundland
and Labrador. The ‘Call 911° decal for ambulance service providers was designed in
collaboration with the Department of Health and Community Services. Communication was
sent to all ambulance operators, representative organizations and Regional Health Authorities
on October 20, 2020 to offer the free decals and outline the benefits of promoting 911 service

in their areas.
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During this reporting period NL911 provided 911 decals to 21 ambulance operators and 21
fire departments. The total number of fire departments with 911 decals in Newfoundland and
Labrador is 166.

NL911 continues to engage with fire departments and ambulance operators across

Newfoundland and Labrador to provide awareness of the decal initiative
Indicator 5: Partnerships utilized to assist with the 911 service messaging.

Actual Results

NL911 partners provide opportunities for 911 education and messaging to be delivered
through their resources and programs. Municipalities Newfoundland and Labrador (MNL)
promoted NL911 education messaging through social media platforms as well as targeted
messaging at all regional meetings. MNL provides opportunities for NL911 to present each
year directly to their membership. These opportunities allow NL911 to provide updates on
911 operations as well as encouraging support for supplying civic addressing data for their
access to the benefits of the NG911 service enhancement when available.

NL911 supports programs aimed at educating children on the importance of how and when to
call 911 for emergency help. The NLAFS Learn Not to Burn Program Coordinator directly
promoted the benefits of the emergency 911 telephone service during presentations to students
and schools across Newfoundland and Labrador. NL911 also coordinated with the NLAFS to

create social media messages targeted for their membership.

The AdventureSmart program, a national prevention program focused on outdoor activities,

distributed 911 education and promotional items to children attending their sessions.
NL911 is encouraged by the support of partners and continues to look for any opportunity to

engage and educate other partners to help create a culture of awareness related to the province

wide emergency 911 telephone service.
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SECOND YEAR OBJECTIVE
By March 31, 2022, NL911 will have reassessed and adjusted public education and awareness
needs based on results observed after the previous year.

INDICATORS:
e  Utilize statistics to identify areas for public education and awareness.

e Complete a public opinion survey to determine level of understanding of the
province-wide 911 service and identify targeted education and awareness initiatives.

e Send additional 911 Emergency vehicle decals to fire stations and ambulance

operators throughout the province.

e Increase in the number of followers of the NL911 Facebook page.
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OPPORTUNITIES AND CHALLENGES

With a focus on continued service improvements, NL911 has identified opportunities to
enhance the province wide emergency 911 telephone service and provide education related to
the availability and appropriate use of the service. Understanding that there is still much work
to be done, NL911 continues working on initiatives that will assist with better efficiency and
effectiveness of the 911 service, as well as improved coordination with partners in emergency

response.

Current opportunities for service enhancements include the identification and implementation
of any suitable location identification applications for 911 Call Takers, which will assist with
identifying the location of callers using cellular devices. Challenges associated with service
enhancements include identifying the standards for a NG911 solution that can accommodate
areas that have civic addressing as well as those that do not, as well as NL911’s reliance on
municipalities and Local Service Districts to provide the civic address data required for the
development and operation of a NG911 service. NL911 continues to focus on efforts to
educate municipalities and Local Service Districts regarding the benefits of the NG911

service to encourage timely data submissions for NG911 readiness.

There are continued opportunities to engage stakeholders and provide public education on the
benefits and proper use of the province wide emergency 911 telephone service. Through
targeted initiatives to gain emergency service provider support as well as utilization of tools
and partners to assist with distribution of 911 messaging, NL911 continues to actively address
challenges associated with public education. Challenges continue to be strengthening the
understanding of NL911’s role in the emergency response system so that stakeholders will
promote the emergency 911 telephone service in their communities, improving the public’s
awareness of the 911 service and how it works in the province, and building public trust in the
911 service so that residents of, and visitors to, Newfoundland and Labrador will use the

service when needed.

With the assistance of partners and stakeholders, NL911 continues to strive towards having
“911” as the primary emergency telephone number to be called throughout Newfoundland and

Labrador.
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APPENDIX I

FINANCIAL STATEMENTS
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o GrantThornton

Financial Statements
NL 911 Bureau Inc.

March 31, 2021
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Statement of responsibility

The accompanying financial slatements are the responsibility of tha management of the NL
911 Bureau Inc. (NL 9117) and have been preparad in compliance with legtatation, and in
accordance with generally accepted accounting principles established by the Public Sector
Accounting Board of the Charntered Professional Accountants of Canada.

In carrying out its responsibdities, management mainians appropriate systems of internal and
administrative controls designed to provide resscnable sssurance that transactions are
execuled in accordance with praper authorization, that assets are properly accounted for and
safeguarded, and that financial information produced is refevant and reliable.

The Board of Diseclors met with management and its exiomal audilors lo review a draft of the
financisl staterments and to discuss any sgnificant financal reporting or intemal control
malters prior to ther approval of the finalized financial statements,

Granl Thornlon LLP, as the N 911's appointed external auditors, have auditad the financial
statomants. The auditors' report is addressed to the Directors of NL 811 and sppetrs on the
following page. Their cpinion s based upon an examination conducted in accordance with
Canadien gensraly sccepted auding dards, performing such tests and other proceduras
as they consider necessary lo obtain reasonable assurance that the financial statements are
free of matenal misstaternent and present fairly the financial position and results of the NL 911
In accordance with Canadian puble sector accounting standards,

%ﬂjﬁ/ ¢ ﬂf/A’L/“"cm Director
1~
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Independent auditor’s report i e

T #1708 774 3200
F+1700 732 Temz

Ta the Directors of the NL 911 Bureau Inc

Opinion
We have auditad the Inarcial statements of NL 811 Bureau Inc. ('NL $117), which comgiise tha stalements of

financial position as at March 31, 2021 and the stalemants of operstions and changs in slated surpk
net fnancial assets, and cash fiows foe the yeur then ended. and a y of sgnifcant nting polici
and other explanatory informaticn

In cur apinion, the parng fi faldy, i a3ll matenal respects, tha financal

posibon of NL 911 Bureau Inc. 85 al Masch 31, 2021, Nnmolhommmm
accumulaied suplus, nel financd assets, and its cash Nlows for e year then ended in accordanca wilth
Canadian publc sector accounting stancards.

Basis for opinion

We conductad our sudt in with Canadian generally acceplod auditing standards Our
respangibillies under thosa standards are further described in e Audior's Responsiiiies far the Audit of tho
mamsmuwmmammmdmmhmmmm

q that are refevant 10 our audt of the financisl statements » Canada. snd we have Ailfiled our other
othical resporsibines in with (hese requi We baiove that tha audit svidence we have
oblained is sufiicient and appropnale to pravida & bass for our opinion.

Responsibilities of management and thoss charged with g for the fi ial
statements

\ 5 responsila for e preparsl whwmdm&wﬂmn
mmwm&m&nuﬂcummmﬁn and for such | d conlrol as ol

datermings is necessary 10 enabie the preparstion of fnancial statemants that ame fiee from materal
missislement, whather due to fraud or arror,

lnmmwmmmumbhhmsmmowommmn

basis of W uhless 9 mmmummmummmumm
reakstic allarnatve to do so0.
Thase charged with ¢ \O& are resp for g NL 911's Inancial reporting process.

O G ol Lid AB sights
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Auditor's responsibilities for the sudit of the flinancial statements

Our abjactives an 1o cbiain reasonabla assurance aboul whether the financial stalements as a whole are free
Trom mstensl misststement, whethar due %o fraud or eror, and 1o issue an audkor's repor that inchides our
apinion. Reasonabie assurance is 8 gh level of Bssurance, but & nal & gusrantee that an audit conducied in

accordance with Canadian pubiic sector ling standards wil always datact 3 materal miGstassmant whan
it easts, Misstatemnents can arse from fraud or eror and are considered material If, individually or in the
agoregate. hay could \ubly be expecied 1o infl tha economic decisions of usars faken on the besis
of these financial stataments.

As part of 3n aoditin dance with C gansrally accepled auding standards, we axarcies

profassianal jucgment and maimam professional skeplicism throoghaut the audt,. We alsa;

«  |denlify and assess the nsks of matanal misstatemant of Me finencial stalemants, whethar due fo
Iraud or emor, design and parfarm pudit procedures responsive 1o those risks, and obtain audit
evidence that 5 suliciant and appropriate 1o provida & basis for our opinicn. Tha fisk of not delecting
& matevisl misstalemant reauiling ¥om fraud is higher than for ane resulting from arror, as fraud may
invalve collusion, forgery, nlentional omssions, misrepsesentations, of the override of intemal control.

*  Obtan an understanding of intemal control refevant to the audit In ceder to design audt procesiures.
thal are Spproprata i the croumstances, tul not for he purpose of expressing an apinion on the
eNactveness of NL 911's imemal contol.

* Evalusie the approprislaness of sccounting poliies used and the reasonablaness of accounting
esiimates and relaled dsclosures made by managament.

«  Concluds an e spp 4! of o I's 1zze of the going concern basis of accounting and,
basad on the aud! evidence obtained, whather & material uncertainty exisls relmed to events o
condiions that may cast sigrificant doubl on NL $11's shility Yo WE 85 & gong hwe
conchude inat a matanal uncedainty exists, we are required to draw shiention in our suditar's report 1o
e related diack in the fi inl of, d such aisdosures are Madequata, 1o Mmoddy our
opinian, Owr conclusions @ based on tha audlt evidance obtsined up 1o the dale of our sudior's
report. However, fulure events or conditions may cause NL 911 1o ceasa 10 contnue a5 & going

concam,
«  Evnluaie the cverall presentation, sin and of the fi SLa ts, including the
dsclosures, snd whather the inanciel statements L the undedying and evenis n

& manner that achisvas fair presentation.
chunmmbuﬂhlhaudwgodn«hgowmmmng mmmmn the planned scope

and §ming of the audt and signlicant audt fi 'g any 59 n Intamad control
al e idantify during ow sudit

9;..,;—77..;& 24P
St John's, Canada
Jure 102021 Chartared Professional Accountants

2021 Grant Tharmian Infernationst LI AN tights rmasresd.
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NL 911 Bureau Inc.
Statement of Financial Position

March 31 2021 2020

Financlal assets

Cash and cash equivalents $17603,454  $14552,032

Receivables (Note 3) 554,591 544348
8158045 15,086,380

Linbilities

Payables and sccruals (Note 4) 1,011,298 154743

Net financial assets 17,146,747 14,311,637

Non-financlal assets

Tangible caplal assets (Page 13) 103,943 67,141

Propaids 55,263 83617
152185 130758

Accumulated surplus (Note 5) $17,305943 514442395

Commitrment (Note 6)

On behalf of NL 911

Bkl Bkl —

Sea accompanying nolés and schedules to the financial statemants.
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NL 811 Bureau Inc,
Statements of Operations and Change in Accumulated Surplus

(Note 9)
Budget Actual Aclual
Year ended March 31 2021 2021 2020
Revenue
Fees $ 6049850 § 6040412 3 6057672
Bdlling and collection charges (564,653) {583,767) (569,0886)
Allowance for bad debls incurred
by felecommunication service
providers (Nole 7) . (60585) __(aB708) 48T,
5424 511 5,427,936 5479651
Interest income 228515 __120085 252,500
5850126 _ 5547.991 _ 5732361
Expenses (Page 14)
Public Safely Answanng Paoint centres 2,023,626 1862811 1,787 629
Management, administration, and
operations 845197 821,632 200,171
—2.960823 2684443 _ 2,687.800
Annual surphus 2881303 2863548 _ 30343561
Accumulated surpius. beginning of year 14442395 14442395 11407834
Accumulated surplus, end of year $17,123698  $17,305,943  §14.442395

See accomparnying noles and schedules to the financial statements.
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NL 911 Bureau Inc.
Statement of Net Financial Assets

(Note 9)

Budget Actual Actual
Yesr ended March 31 2021 2021 2020
Annual surpkis § 2,681,303 § 2,863,548 $ 3,034,561
Acquisition of langble capital assets (94,712) {80,848) (4.734)
Amortization of tangible capital essets 50,000 44,046 33,836
Decraase In prepaids - 8,364 118,131
Increase n nel financial assels 2,636,591 2835110 3181754
Net financial assets, baginning of year 14,311,637 14311637 11129843
Nel fnancial assets, end of year $16,248,228  §$17,146,747 514311637

See accompanying notes and schedules to the financial statements.
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NL 911 Bureau Inc.
Statement of Cash Flows
Year ended March 31 2021 2020

Increase (decrease) n cash and cash equivalents

Operating
Annual surphus S 2863548 § 3.034,561
Change in non-cash #ams
Amortization of tangible capital assels 44048 33836
Change in non-cash operating working capital
Receivables (10,243) 333,315
Payables and accruals 256,555 (237,912)
Prepaids 8364 118,131
Cash provided by operaling lransactions 3,162.27 3278931
Capital
Purchase of tangble capilal pssels (80,848} (4,734)
Nel increase in cash and cash equivalents 3,081422 3277197
Cash and cash equivalents, begnning of year 14522032 11.244835
Cash and cash equivalents, end of year $17603.454  $14,522032

See accompanying notes and schedulas to the financal statements.
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NL 911 Bureau inc.

Notes to the Financial Statements
March 31, 2021

1. Nature of operations

The NL 911 Bureau Inc. ("NL 911%) = a not for profit corporation that was formally established
In March 2015, and operates under the Emengency 911 Act and the Emergency 911 Foe
Regudations. NL §11 is responsible for; developing, establishing and operaling an em

911 lelephone sanvice that protects parsonal information and |s efficient, cost-effactive and
responsive o changing technologies.

NL 311 is funded by a 30,75 monthly fee which is applied 10 every landline and mobie
lelephone account within the province. This fee is cofiected by tha indivdual
telecommunication senvice providers, who retam $0.07 for administration for each fee they
collect The remaning S0,68, net of any bad debt expense incurred by the telecommunicalion
service providers, is remitted to the NL 911 Fund on @ monthly basis.

NL 911 is exempl from Income fax under Section 149 of the Income Tax Act.

2. Summary of significant accounting policies
Basis of presentation

The financial slalements have been prepared n accordance with Canadian generally
accapled accounting principles as recommended by the Public Sector Accounting Standards
Board (PSAB) of the Chartered Professional Accountants of Canada and refiect the following
significant accounting policies,

Use of estimates

In preparng NL 911's financial statements in conformity with Canadian public sector accounting

standards, management is required 1o make estimates and assumpions that affect the reporied
amounts of assats and fabiiies, and disclosure of cortingent assets and liabiities, at the date of
the financial statements and the reported amounts of revenues and expenses during the period,
Items requinng the use of significant estimates include the useful lfe of capital assets snd rates

of amortization.

Eslimates are based on the best mformalion avadable at the time of preparation of the financial
statements end are reviewed annualy 1o reflact new nformalion as it becomes available,
Measuremen! uncensinly exisls i these financial slalements. Actual resulls coutd differ from
these estimatas.

Cash and cash equivalents

Cash and cash equivalents consist of cash on hand and balances with banks,

Capital expenditures

Expendtures of a capisl nature made by the Public Satety Answering Points (PSAPs) and

charged to NL 911 are expensed in NL 911 when tila to the acquired assets s retained by the
PSAPs, otherwise, they are recerded as langible capital assals in NL 911,
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NL 911 Bureau Inc.
Notes to the Financial Statements
March 31, 2021

2 Summary of significant accounting policies (cont'd.)
Prepaid expenses

Prepaid expensas include T911 senice contract, software manlenance contracts, msurance,
and rent that NL 911 has pald but the sarvices have not been provided as of year-and.

Tangible capital assets

Tangible capilal assels are recorded at cost. Depreciation (s provided annually o rates
calculaled 1o write off the assets over their estimated uselul ife as follows:

Offica fumiture and equipment 20%, decining balance

Computer aquipment 55%, decining balance

Computer software 30%, decining balance
impairment of long-lived assets
Long-fived assels are d for impai 1 upan the accl of evenis or changes In

circumstances indicating that the value of the assels may not be recoverable, as measured by
comparing their net book value to the estimatad undiscounted cash flows gonerated by ther
use. The net wrile downs would be sccounted for as expenses in the stalamant of operations.

Revanue recognition

Revenues from telecommunication service providers are recognized in the period in which the
transactions or events occurred that gave rise 10 the revenues. All revenues ara recorded on an
accrual basis, based on when remittances from the lelecommunication servics providers are
received or recaivable and collection is Bkely. Inferest income is recognized as earned.

Financial instruments

NL 811 considers any contract creating a financial assel, liabilty, or equity mstrument as a
financial instrument, excapl in cartaln limiled crcumstances, NL 911 accounts for the foliowing
as financial insiruments:

= cash and cash equivalonts;
+  receivables; and
= payables and actruals.

A financial asset or liablity is recognized when NL 811 becames party to contraclusf provisions
of the instrument,

NL 911 initially measures #s financial assels and financial liabilties at fair value adjusted by, In
the case of a Mmancial instrument that will not be measured subsequently at fair value, the
amount of fransaction cosls directly altrbutable to the instrument.
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NL 911 Bureau Inc.

Notes to the Financial Statements
March 31, 2021

2 Summary of significant accounting policies (cont'd.)

NL 911 subssquently measures its financial assets and financial Fabiities at cost or amortized
cost.

Financls! assets measured al fair vakie include cash and cash equivalents, Financial assets
measured 3t cost nclude receivables.

F ial liabilties d at cost include paysbles and sccruals.

NL 811 removes financial kabdities, or 2 portion of, when the obligation is discharged, cancelled,
or expires,

Financlal assets measured at cost are tested for impairment when there are Indicators of
impairment. Praviously recognized impairment losses are reversad 1o the extent of the
improvement provided the asset is nol carried 2t an amount, at the date of the reversal, graater
than the amount that would have bean the carrying amout had no impairment loes been
racognized previously. The amounts of any write-downs or reversals are recognized in net

annual surplus.
- 8 Recslvables 2021 2020
Remalances due om felscommunication service providers $ 550825 § 544348
Harmanized sales tax receivable 3788 -
$ 554591 § 544,348
4, Payables and sccruals 2021 2020
Trade $§ 71784 § 47410
PSAPs 926,828 700.451
Harmonized sales tax payable - 2,432
Payroll and vacstion pay accruals 12676 4450

$ 1011208 § 764743

5. Accumulated surplus

NL 811 has accumulated surplus that is intended and will be required for the implementation of
a Next Generafion 911 (NG911) service. The necessary costs of the NGS11 implementation
and service cannot be reasonably estimated at this time but |s expected by managemant to
have a sigrdficant impact to the cost of operations in the future.
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NL 911 Bureau Inc.

Notes to the Financial Statements
March 31, 2021

6. Commitment

NL §11 is committad o future lease payments for office space In each of the next four yeats
a5 follows: 2022 - 598 500: 2023 - $98,500; 2024 - $98,500; 2025 - 590,202,

7. Allowance for bad debts incurred by telecommunication service providers

Prior o remitting fees to NL 811, each telecommunication service provider may deduct from the
gross feas an amount equal 1o the rate of bad debis experienced by the telecormmunication
senvice provider,

8 Financial instruments

NL 811's financial instruments consist of cash and cash equivalents, receivables, and payables
and accruals.

Risks and concentrations

NL 811 is expased to various risks through iis financial nstrumenis. The following analysis
provides a measure of NL 911's nsk exposure and concentrations st March 31, 2021,

Credif risk

Credil risk is the risk of loss associated with counterparty’s inabiity 1o fulfil its payment
cbligations, NL 811's credit risk & aflributabie to receivables in the amount of $550,825 (2020 -
$544,348). As the lelecommunication service providers are requirad 1o remi fae ta NL 811
under the Emergency 971 Acl. gemen! believes that the credit nsk concentration with
respect to financial instruments ncluded in recenvables |s remote. There was no signficant
change In exposure from the prior year,

Liquidily risk

Liqudity risk s the risk that an enfity will encounter défficulty in meeting cbiligalions associated
with financial kabiities. NL 911 & exposed to this risk mainly in respect of #s payables and
aceruals n the amount of $1,008.398 (2020 - $751,140). NL 911 reduces ifs exposure o liquidity
nex by menitoning its cash flows and ensuring that it has sufficiant cash available 1o meet its
obligations and lisbilities, In the opinion of managemant, tha iquidity risk exposure to NL 911 is
low and not malerial, There was no significant change in exposura from the prior year,

o Budget figures

The reconcifiabon between NL 811's approved financial pian and the PSAS budgel figures used
in these stalements is disclosed in the Schedule of Reconciliabon of the Financial Plan to the
Budgat.
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NL 911 Bureau Inc.

Notes to the Financial Statements
March 31, 2021

10. Impact of COVID-18

The outbreak of a nove! strain of coronavirus (*COVID-19°) was declared a global pandemic
by the World Heallth Organization in March 2020, COVID-19 has severely impacted many
economies around the globe. In many countries, ncluding Canada, businesses were forced to
cease or imil operations for long pericds of lime, Measures taken to contain the spread of the
virus, including travel bans, quarantings, social distancing, and closures of non-essential
sanices have riggered significant disruplions to businesses workiwide, resulling in an
economic slowdown. Glabal slock markets have also expenenced greal volatilty and a
significant waakening. Governments and central banks have responded with monatary and
fiscal interventons 1o stabilize economic contitions.

During the year NL 811 was able to continue il operations and mandate withoul interruption
The pandemic had ittle financial impact on NL 911 which did nol experience any significant
fluctuations n its revenues or expenses. excepl for a decrease in Inlerest revenue resulling
from a lawer prime interesl rate.

The duration and impact of the COVID-18 pandemic, as well as the effectveness of
government and central bank responses, still remains unclear at this time. It s not possible 10
reliably estimate the duration and severity of these consequances, as well as any possible
impact on the financial position and results of NL §11 for future periods,

NL 911 Annual Report 2020-2021 36



N L E Help. Anytime. Anywhere.

NL 911 Bureau Inc,
Schedule of Tangible Capital Assets

Year Ended March 31, 2021
Offica
furriture and Computer Computer
—equipmenl  _equpment ___ sofware 2021 2020
Cost
Caost, beginning of year s 33463 § 43302 5§ 234302 § AM067 § 306333
Addtions during the year 1431 79,417 - 80848 4734
Cost, end of year S 34894 § 122719 § 234302 § 391916 § 311,067
Accumulated Amortization
Accumuiated asmortization,
beginning of year $ 20870 § 3062t § 192335 § 243926 § 210,090
Amariization — 20642 28814 12580 44,0p46 33836
Accumuliatad amontization
end of year $ 23812 5 59435 S5 204825 § 287972 3 243926
Net book value of tangible
capital assets § 11282 S5 63284 5 20377 § 103943 § 67,141
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“
NL 911 Bureau Inc.
Schedule of Expenses
Year ended March 31 2021 2020
Public Safety Answering Point
St. John's $ 1,091,050 $ 1,080,151

Comer Brook

1862811 __1707.620
Management, administration, and operations

Adverising and publc refations 37,364 61,988
Amortization 44,048 33,836
Board meelings 3,360 4,630
Communications 18,802 19,142
Computer expensa 10,276 8,365
Conferences and training 3,009 8818
Consulting - IT 24,116 22,968
Insurance 10418 12,692
Inderest and bank charges 3] 276
Meetings 238 1.600
Miscelanecus 811 1.724
Offica space rental 98,500 102 463
Office supplies and prining 3,060 3.400
Professional fees 27873 26816
Professional fees - T911 49,768 120,224
Salaries and benefis 485,605 454,554
Travel 7 15385

Total expenses § 2684443 § 2697800
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NL 911 Bureau Inc.

Schedule of Reconciliation of the Financial Plan to the Budget
Year ended March 31, 2021

Financlal PSAS
—Plan  Adjustments ___ Budget
Revenus
Fees S 6045850 - 5 60498%
Biling and collection charges {564,653) - (564,653)
Allowance for bad dabts incumed
by lelecommunication service
providers (Note 7) —_(60586) - __ (BOS5EBH)
5424 511 - 542461
Interest income 225515 - 225515
5650126 5850128
Exponses
Publc Safety Answering Point centres 2,023,826 - 2,023 626
Management, administration, and
opesations 1039209 (B4 845107
2063535 (84712 _ 2958823
Annual surplus 2,586,591 84,712 2681303
Accumulsied swplus, begmning of year 4442395 - 14442395
Accumulated sumplus, end of year $17028886 § 984712 §17,123698
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