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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. 

 

Donald Peckham  

Chair 

NL911 Board of Directors 
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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:  

• One member of the Board of directors of Municipalities Newfoundland and Labrador 

(MNL);  

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

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

• 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. 

 

http://www.nl911.ca/


 

 
5 NL 911 Annual Report 2020-2021 

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

NL911 BOARD of DIRECTORS 

Position Board Member  Location Service Expiry 

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

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

Member/Corner 

Brook PSAP 

Todd Flynn Humber Village June 26, 2024 

Member/St. John’s 

PSAP 

Robert Fowler St. John’s April 10, 2023 

 

Member Randy Letto Happy Valley – Goose 

Bay 

April 10, 2023 

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

Member George Andrews Happy Valley – Goose 

Bay 

November 6, 2023 

Member/MNL 

 

Vacant   

Member/NL911 

Executive Director 

Kerry Power Conception Bay South Not Applicable 

  

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 I - 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 

 

* 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.  



 

 
10 NL 911 Annual Report 2020-2021 

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.  
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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 
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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:  

• 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.  

• 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.  

• 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.   

• 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 i911 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 i911 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:  

• Civic addressing data is compiled for additional municipalities and Local Service 

Districts in the creation of a NG911 database.  

• Creation of GIS community boundaries for call routing requirements within the 

NG911 service have started. 

• Research and identify any technology that can assist with creating better efficiencies 

for service delivery. 

• 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: 

• 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.  

• Emergency Service Providers series: A regular series which highlighted and promoted 

emergency service providers from across the province. This series was very 

successful in: 

• sharing interesting information about local emergency service providers and 

highlighting the dedicated volunteers and workers who service their 

communities in their time of need.  

• 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.  

• 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:  

• profiles of emergency service providers and other community-based content. 

• images featuring NL911 owned pictures and original content catch the interest of 

users and keep them engaged long enough to get the intended message.  

• posts related to the 911 process, how the 911 service works and EMERGENCY 911 

decal promotion.  

• 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.  

 

 NL911 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: 

• Utilize statistics to identify areas for public education and awareness. 

• Complete a public opinion survey to determine level of understanding of the 

province-wide 911 service and identify targeted education and awareness initiatives.  

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

operators throughout the province.  

• 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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