
Handling of Emergency Calls – Arizona Relay Service

MCI meets or exceeds all of the FCC mandatory minimum standards for Emergency Call handling. MCI’s NexGen platform, implemented in 1999, automatically connects to the caller’s Public Safety Answering Point and transmits the caller’s ANI information, even if the caller has disconnected before connecting to the PSAP.  
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In addition, MCI’s relay platform has enhanced capability, allowing the console to identify cell phone users and prompt them for a physical location. This ensures that the call arrives at the correct PSAP rather than the PSAP location determined by the delivered ANI. MCI is currently the only known provider to offer this feature.   

MCI’s Operators are trained to set up and relay any "emergency" calls efficiently and professionally. Upon identifying a call as an emergency, the Operator begins the PSAP connection process and immediately notifies an Operator Supervisor who promptly comes to the console and assists throughout the call. Callers may request emergency assistance in several ways, e.g., “call 9-1-1”, “emergency”, “need fire”, “need police”, “need ambulance”, etc.

Upon receipt of an emergency request, the Operator presses a “hotkey” and the system instantly and automatically cross-references the caller's telephone number (delivered to the console by the telephone network) with a database containing the corresponding PSAP as well as ancillary emergency numbers corresponding to that telephone number.

The console then automatically dials out and connects to the PSAP. If the emergency operator answers by voice, the Operator immediately begins relaying the call. If the emergency operator answers in Baudot or switches to a TTY device, the Operator will release from the call once it is confirmed that the originator and the emergency operator are connected and are communicating. This technological flexibility enables AZRS text users to more quickly and efficiently receive the emergency service they require. 

MCI’s platform allows the Operator to provide the ANI information to the PSAP even when the originating party disconnects after the connection process has begun but before the connection is established. Initiating the emergency call process automatically places the console in a "busy" or stand-by" state, continuing to dial out to the PSAP, retaining the caller’s ANI, blocking the console from receiving another incoming call, and, once connected with the PSAP, allowing the Operator provide the caller's ANI information.

The tremendous popularity of wireless devices has created a challenge for handling emergency calls. As often is the case in calling relay service using these devices, the delivered ANI is not a reliable indicator of the caller's physical location, but may instead be the location of a cell phone tower or of the wireless service provider, itself. To overcome this challenge, MCI has developed the capability on its relay platform to automatically identify the emergency call as being from a wireless device and to prompt the Operator to ask the caller for the city and state from which they are calling. Once the Operator enters either the city/state information provided by the caller, or the area code and first three digits of the caller's physical location (NPA-NXX), the console displays the PSAP number corresponding to the caller's physical location. The Operator then follows the procedure described above.

MCI provides access to emergency service by maintaining a database of every emergency dispatch phone number in the USA.  The numbers allow Operators to connect callers to the appropriate PSAP, police, fire, EMS, poison, and/or bomb squad for the locality of the caller. Each number in the database is checked for accuracy a minimum of once per year. 

By means of continuing consumer education and outreach efforts, MCI encourages TTY users to call emergency-service providers directly, either via 9-1-1 (if available in their area) or a TTY accessible emergency number. However, even with extensive education and outreach efforts there will be occasions when emergency calls are processed through the Arizona Relay Service.

In summary, MCI provides Arizona Relay Service users with the ability to have their emergency calls handled as quickly and efficiently as possible, in full compliance with FCC regulations.


