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1 – Introduction
In June of 2005 the FCC issued a report and order which requires intercon-
nected VoIP providers to integrate Enhanced 911 emergency calling capa-
bilities as a mandatory feature of the service. E911 automatically provides a 
PSAP (Public Safety Answering Point) operator with a caller’s physical address, 
allowing for accurate dispatch of emergency personnel. 

From its initial offering of Digital Phone in 2004, before the FCC order, 
Bright House Networks has emphasized E911 capability as an integral 
component of its Digital Phone service and regards its proper functioning as 
a highest priority. As such, this document details contingency procedures that 
are to be followed in the unlikely event a customer’s E911 call fails to reach a 
PSAP operator through network switching systems, or the call fails to register a 
correct address at a PSAP.

Use of the information and processes contained in this document will help 
ensure that E911 issues are addressed immediately and managers are consulted 
at the proper time. These processes also help streamline responses to E911 
issues with direct, person-to-person contact when necessary, bypassing time-
consuming reliance on email and trouble ticket communications. 

Scope
The scope of this document is limited to critical information and BHN proce-
dures pertaining to three E911 scenarios: 

• When a customer cannot reach 911 and calls BHN with a complaint.

• When no address or the wrong address is displayed for a PSAP operator.

• When the E911 Daily Report from the BNOC indicates a failed call.

Policy
It is company policy to make every effort to resolve an E911 issue within 48 
hours after notification of an E911 failure. 

Interruption of a subscriber’s E911 capability is a primary concern and will be 
addressed as a top priority to restore its function. Our customers have a reason-
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able expectation that this feature will be available as a part of the many calling 
features offered with Digital Phone. 

However, BHN states in the Work Order that each customer signs upon instal-
lation of Digital Phone that there will be a period after installation, between 
dial tone and “CLEC Complete,” when a customer can make a 911 call but 
will not yet have Enhanced 911 capability (providing the dispatch operator 
with a caller’s physical address). 

Audience
This document is intended for use by team leads, supervisors, managers 
and directors of Broadband Internet Services (BIS), as part of Bright House 
Networks Central Florida Division. 

Structure
The document’s structure is based on two main chapters that describe two 
sets of processes: the first, for a customer or PSAP calling to report an E911 
problem; the second, for an E911 call failure reported by the network opera-
tions center.

The last four chapters describe systematic practices for eliminating E911 
information discrepancies: MSAG file delivery; BHN/MCI audit processes; 
general information on MSAG and the E911 system; PAC Research for CLEC 
Invalids.

Appendices provide contact and other information supporting the execution 
of the procedures. Notably, Appendix E – Phone Scenarios and Responses – is 
placed at the end of this document for ease of access.
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2 – Customer/PSAP Issue Procedures
The following Chapter describes the initial intake and processing of three E911 
issues: when a customer is unable to reach 911, no address is accessed by a 
PSAP, or a wrong address is displayed at a PSAP during a 911 call.

Call Center
Initial communication with customers, PSAP personnel or others through the 
Call Center concerning an E911 issue should be limited to information gath-
ering and the assurance that every effort will be made to resolve the issue. Until 
BHN can determine the cause of an E911 problem, conjecture on possible 
reasons for a call failure may be mistaken and cause damage to customer 
relations.

Important: If a customer mistakenly calls BHN to report an 
E911emergency, instruct the customer to hang up and dial 911. 
BHN cannot relay emergency information, or route emergency calls, 
to PSAP operators. 

Important: Customer contact information should never be released 
over the phone, apart from existing guidelines. This includes persons 
stating that they are the police, or some other emergency personnel, 
and require the information during an emergency situation. 

Product Specialist
The Product Specialist will normally be the first point of contact with a 
customer or PSAP calling to report a problem.

Receive a call reporting an E911issue. (Appendix E – Phone Scenarios & 
Responses)

Open Coyote Tracks ticket. Choose ‘E911’ from the Call Specifics drop-
down list in cTracks.

1.

2.


