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I.

CSEC MISSION AND PHILOSOPHY

Mission
The mission of the Commission on State Emergency Communications (CSEC) is to
preserve and enhance public safety and health in Texas through reliable access to
emergency communications services.
Philosophy
In accomplishing our mission, we pledge to collaborate with regional and local
governments and other state agencies to promote stewardship and accountability,
set high standards, and foster efficient emergency communications services.
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II.

AGENCY OPERATIONAL GOAL AND ACTION PLAN

GOAL 1: Statewide 9-1-1 Service
Planning & Development, Provision & Enhancement of 9-1-1 Service in Texas
A. Action Items to Achieve Goal
i. Maintain current 9-1-1 network operations and equipment replacement.
Target completion date: On-going
ii. Develop and implement a ten year 9-1-1 equipment replacement plan that
reflects the aggregate RPC needs and funding requirements.
Target completion date: On-going
iii. Enable the implementation of Text to 9-1-1 at all RPC Public Safety
Answering Points (PSAPs).
Target completion date: FY 2019
iv. Implement Next Generation 9-1-1 (NG9-1-1) State-level Emergency Services
Internet Protocol Network (ESInet).
Target completion date: FY 2023
v. Develop and implement a separate and distinct Next Generation 9-1-1
Program to establish standards and rules for the RPCs participating in the
CSEC Program; and, establish standards for interconnectivity and
interoperability with other NG9-1-1 systems.
Target completion date: FY 2023
B. Support of Statewide Objectives
i. Accountable to Tax Payers
With a staff of 25, the CSEC 9-1-1 Program serves 81% of Texas counties
and 24% of its population through 22 Regional Planning Commissions (RPC)
by providing oversight, assistance and funding through grant reimbursement
contracts for service with each of these grantees. Contracts for 9-1-1 network
operations and equipment replacement are based upon required strategic
plans that are reviewed, approved by the Commission, and funded with
legislative appropriations. Grant management, contract monitoring and
5

compliance, financial and performance reporting systems are in place to
ensure tax payer dollars are used appropriately, effectively and efficiently.
Sufficient funding is collected from the public and deposited in the state
treasury to support the current system and the transition to NG9-1-1, but only
if it is appropriated. Statewide 9-1-1 Service1 is funded by General Revenue
Dedicated (GR-D) sources specifically collected, remitted and intended for
the specific purpose of planning, developing, provisioning and enhancing 91-1 services in Texas. The amount of appropriations of these dedicated fees
to CSEC for the RPC 9-1-1 program has not always been 100% of the
revenue collected. Between FY 2004 and FY 2011, the revenue collected
exceeded appropriated amounts, resulting in significant fund balances in two
GR-D accounts. Although some revenue has been appropriated from one of
the fund balances to the 9-1-1 program, the Commission anticipates that
significant fund balances will remain at the end of FY 2019: approximately
$111 million in 9-1-1 service fees (GR-D Account 5050); and, $47 million in
equalization surcharge (GR-D Account 5007).
ii. Efficient such that maximum results are produced with a minimum waste of
taxpayer funds, including through the elimination of redundant and non-core
functions.
Cooperative contracts are established by CSEC for services that support 91-1 network operations where there are opportunities to leverage economies
of scale and statewide purchasing power. In collaboration with the RPC endusers of the contracted services, the CSEC has procured and contracted for
9-1-1 Database Management Services, as well as an Enterprise Geospatial
Database Management system, from which all RPCs in the CSEC program
may purchase these services. Not only do such contracts create efficiencies,
they are effective in establishing and ensuring consistent and effective service
levels through the CSEC 9-1-1 Program and eliminate the need for each of
the 22 RPCs to contract on their own.
CSEC plans to utilize a cooperative contract for Next Generation 9-1-1
managed services provided by commercial 9-1-1 service provider(s) to deploy
the State-level ESInet with NG9-1-1 core functions to replace the existing,
outdated, legacy 9-1-1 network. Those RPCs choosing to utilize the CSEC
NG9-1-1 managed service cooperative contract will receive these services
through the state contract. This will allow the CSEC and the participating
RPCs to maximize the use of taxpayer funds and reduces the redundant core
functions and the funding required to support them.
In early 2014, the Commission began a multi-year, multi-phase project to
transition the state 9-1-1 program’s existing analogue legacy network to a
1

9-1-1 service is statutorily defined as a communications service that connects users to a Public Safety
Answering Point (PSAP) through a 9-1-1 system.
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next-generation digital Internet Protocol (IP) based system. The project to
implement the CSEC State-level Digital 9-1-1 Network, referred to in Health
and Safety Code § 771.0511(a) as the State-level emergency services
Internet Protocol network (CSEC State-level ESInet), will culminate in the
realization of the vision that is the Texas NG9-1-1 System. The CSEC Statelevel ESInet will be a part of the Texas Next Generation Emergency
Communications System.
In previous iterations of CSEC strategic plans, the Commission had adopted
an owner-operator model for implementing the ESInet with the intent that
stakeholders be the primary decision makers on its design and
implementation; and, to procure ‘best of breed’ services and components to
mitigate the risk of contracting with a single vendor. This strategy was based
on previous experiences with a trial project funded by a NG9-1-1 federal grant
in 2009/2010, which was not successful. Since that time, the market place
and technology have matured significantly, and many other states and 9-1-1
jurisdictions are successfully transitioning to NG9-1-1 with managed services
contracts with 9-1-1 service providers.
On January 31, 2018, CSEC staff held a workshop regarding NG9-1-1. The
intent and focus of the workshop was to provide information to CSEC
Commissioners and stakeholders regarding implementation and funding of
NG9-1-1 in context of staff preparing for the upcoming state budgeting and
planning cycle for the 86th Texas Legislature.
The primary purpose of the NG9-1-1 workshop was for CSEC staff to provide
an overview of the financial forecast highlighting the projected gap between
revenue and expenditures, and, the declining fund balance. CSEC staff
emphasized the need to create a sustainable 9-1-1 funding model through
the following recommendations
During and subsequent to the workshop, members of the Commission,
representatives of the RPC 9-1-1 Coordinators, the Texas Association of
Regional Councils (TARC), as well as members of the public and vendor
community, asked questions and provided constructive feedback, including
the following:
o
o
o
o

Local control is important
RPCs are exploring collaboration opportunities
Additional revenue is critical to fund NG9-1-1
Cyber security must be addressed
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There was general consensus that NG9-1-1 is a critical necessity due to the
anticipated retirement of the core technology platform used to currently
deliver services. Additionally, many stakeholders addressed the need to
deliver services in a more cost-effective manner.
After the workshop, CSEC staff continued its work to identify viable options
for implementing NG9-1-1 in Texas. At its March 2018 meeting, the
Commission made the decision to change the direction of how it will
implement its ESInet and achieve NG9-1-1 for the CSEC 9-1-1 program.
For purposes of development of the CSEC FY 2019 – 2023 Agency Strategic
Plan, Legislative Appropriations Request, Strategic Plan for Statewide 9-1-1
Service, and the CSEC State-level ESInet Master Plan (v.6.0, July 2018),
Commission directed staff to:
o Adjust the current project and CSEC NG9-1-1 Master Plan, in
consultation with the Emergency Communication Advisory
Committee (ECAC), for the CSEC State-level ESInet to be
deployed by procuring and contracting for NG9-1-1 managed
services provided by a commercial 9-1-1 service provider(s);
o Utilize funding appropriated for grants to Regional Planning
Commission (RPC) 9-1-1 Programs, to fund specific Regional
ESInets, and Multi-region ESInets, to meet local and regional
needs, as reviewed and approved by the Commission; and
o Continue the development of the ECAC statewide interoperability
and standards development for planning for interconnectivity,
interoperability and inter-networking of the multiple NG9-1-1
ESInets in the state.
This adjustment to the Commission’s approach to implementing NG9-1-1 will
more effectively and efficiently utilize the GR-Dedicated revenue sources to
meet the needs of the state while also supporting local control and decision
making.
iii. Effective in successfully fulfilling core functions, measuring success in
achieving performance measures and implementing plans to continuously
improve.
The CSEC consistently meets or exceeds performance measure goals for the
9-1-1 Program, and has identified and requested changes to its budget
structure to reflect this goal and action plan. The new performance measures
have been approved and will better reflect the CSEC’s effectiveness in
supporting and enabling the RPCs to transition to NG9-1-1.
8

Each of the RPCs develops and submits biennial Regional Strategic Plans
for 9-1-1 Network Operations and Equipment Replacement in its respective
region. These plans reflect the state of current 9-1-1 network operations and
equipment replacement, as well as near and long term goals and objectives
that are aligned with the CSEC’s. The RPCs provide quarterly performance
and financial reports that demonstrate progress in achieving strategic plan
goals.
In addition to the Regional Strategic Plans, the Agency Strategic Plan and
Legislative Appropriations Request, the CSEC is required to develop and
submit a Strategic Plan for Statewide 9-1-1 Service each biennium. The
statewide plan encompasses information provided by the RPCs, and other
independent 9-1-1 Entities2 outside of CSEC’s oversight authority
(Emergency Communications Districts and Municipal Emergency
Communications Districts). The purpose of the plan is to survey the current
performance, efficiency and degree of implementation of emergency
communications services throughout the whole state; provide an assessment
of progress made toward meeting goals and objectives; provide strategic
direction for emergency communications services, identify major issues and
priorities; and, detail the financial performance of each RPC.
The CSEC includes its Next Generation 9-1-1 Master Plan as an appendix to
the Strategic Plan for Statewide 9-1-1 Service. The purpose of the master
plan is to communicate the vision of the Texas NG9-1-1 System to
stakeholders so that they may be actively engaged in its development and
deployment. It presents a uniquely Texas perspective of the system’s
functionality, management, operations, security and governance. It charts the
course of CSEC NG9-1-1 initiatives and activities on this extensive, multiyear effort, and is updated biennially with input from 9-1-1 Entities across the
state.
iv. Providing Excellent Customer Service.
The national telecommunications infrastructure is changing as is the way the
public communicates and adopts new technology. These changes have a
direct impact on the ability of 9-1-1 service to support and serve the public.
This is evident in the percentage of 9-1-1 calls that are made from a wireless
device. In FY 2017 the CSEC 9-1-1 program received 11,060,091 calls;
92.41% of those calls were from wireless phones. In FY 2001, of the
2

Twenty-six Emergency Communications Districts have been formed and operate under the authority of
Health and Safety Code Chapter 772. Twenty-six municipalities and twenty six county groups that are
recognized as Emergency Communication Districts in Health and Safety Code § 771.001(3) (A) operate 91-1 systems that are independent of the state’s system. 9-1-1 service in the incorporated portion of Dallas
County is provided by Emergency Communications Districts, or pursuant to the North Central Texas Council
of Governments’ Regional 9-1-1 Plan. 9-1-1 service in the unincorporated portion of Dallas County is
provided by Dallas County.
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4,308,323 9-1-1 calls received, 33% were from wireless phones. Technology
improvements will allow for better utilization of 9-1-1 service and enhanced
response through voice and text utilization.
Recent actions by the FCC require the wireless carriers, upon valid receipt
of a valid request, to send 9-1-1 text messages to better serve the needs of
the deaf and hard of hearing community, as well as those “callers” that would
put themselves in danger by speaking aloud to a 9-1-1 call taker. The nation’s
major telephone companies that currently provide the 9-1-1 infrastructure
(e.g. selective routing of all 9-1-1 calls in the state) have begun planning to
decommission and replace their aging networks and equipment in the very
near future.
As legacy systems become modernized, emergency communications are
improved by better access to 9-1-1 and Poison Control Services; costly
systems are replaced with more efficient shared resource IP based
infrastructure; security concerns are minimized; and, the platform exists for
future operational improvements.
CSEC is committed to guaranteeing the security and confidentiality of
personal and private information of the users of emergency communications
services are secure. The agency continues to effectively perform its core
functions and has successfully adapted to the addition of a major new
program and strategy for the implementation of the State-level ESInet and
NG9-1-1 by maximizing efficiencies within existing resources.
v. Transparent such that agency actions can be understood by any Texan.
The Commission holds regularly scheduled open meetings to consider policy
matters and take actions in support of the mission, goals and objectives of
CSEC. Meeting materials are published and distributed in advance, and the
agendas are intentionally developed to provide clear information about the
topics and action items for each meeting. Transcripts of the meetings are
made available to the public on the agency web site.
The CSEC communicates with primary stakeholders through collaborative
working groups, grantee training workshops, the ESInet Governance
Structure, and the statutorily authorized Emergency Communications
Advisory Committee (ECAC). ECAC minutes are posted to the agency web
site monthly. This collaboration ensures that plans and actions are
understood.
CSEC continuously updates agency websites with the status of the NG9-1-1
projects, and provides internal and external sources of information regarding
education of new systems, current implementation information, and
recommend Master Plan Updates and Recommendations.
10

C. Other Relevant Considerations
The technology supporting the current 9-1-1 system will soon be obsolete. The
transition to an IP-based system must occur over the next five years to provide
emergency communications and service to the public with advances in
communications devices and equipment, and provide for interoperability with other
emergency communications systems. The digital replacement of the current 9-1-1
system is referred to as Next Generation 9-1-1, or NG9-1-1. NG9-1-1 will support
all types of communications from the public, including text, video, and images, and
will enhance emergency response and interoperability through its ability to share
standards based data across multiple systems.
Considerable planning, scheduling, and budget are required, specifically since it is
important that the planned transition to a digital system must acknowledge that not
all parts of the state, especially rural communities and counties, will have reasonably
priced infrastructure to accomplish this goal in the near future. The planned CSEC
NG9-1-1 system must recognize all resource limitations and be implemented in a
manner that supports and enhances the ability of all regions of the state to be able
to use the new system.
The 83rd Legislature (2013) made a significant investment of $12M in this critical
effort by appropriating funding for the necessary geospatial database services, and
IT strategic planning. The 84th Legislature (2015) appropriated funds ($7.7 M) for
FY 2016 – 2017 for the prerequisite planning of NG9-1-1 implementation such as
the establishment of a governance structure, and a test lab to test and validate
standards compliance of system components.
Funding ($7.7 M) was again appropriated in FY 2018 – 2019 to commence the
implementation of the state-level ESInet and transition to NG9-1-1. The Commission
will implement and transition within the currently appropriated amounts for the Statelevel NG9-1-1 managed services ESInet; and, anticipates that implementation and
transition of its participating 9-1-1 centers will be complete by FY 2023 if similar
funding is made available. Once the transition to NG9-1-1 is complete, legacy
network elements can be decommissioned and associated costs eliminated.
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GOAL 2: Poison Control Services
Maintain High Quality Poison Control Services in Texas
A. Action Items to Achieve Goal
i. Maintain and enhance current Regional Poison Control Center Operations
and Texas Poison Control Network.
Target completion date: On-going
ii. Ensure that Regional Poison Control Centers receive resources necessary to
maintain accreditation from the American Association of Poison Control
Center.
Target completion date: On-going
iii. Perform cyber security assessment of the Texas Poison Control Network, and
develop a five year plan to address identified gaps.
Target completion date: FY 2018
iv. Implement and manage cyber security planning, and achieve policy
compliance, including training, by Texas Poison Control Network end-users
and service providers.
Target completion date: FY 2022
B. Support of Statewide Objectives
i. Accountable to Tax Payers
The CSEC Poison Control Program serves 100% of Texas counties and
population through 6 Regional Poison Control Centers (Poison Centers) by
providing oversight, assistance and funding through grant reimbursement
contracts for service with each of these grantees. Contracts for Poison
Control Center Operations are based upon required strategic plans that are
reviewed, approved by the Commission, and funded with legislative
appropriations. Grant management, contract monitoring and compliance,
financial and performance reporting systems are in place to ensure tax payer
dollars are used appropriately, effectively and efficiently. The CSEC procures
contracts for services with vendors for the Texas Poison Control Network
(TPCN), comprised of databases and applications for call processing,
handling, recording and records management, toxicology reference
resources, and modernization of the statewide poison network. Contract
12

administration and management, and project management practices are in
place to ensure tax payer dollars are utilized appropriately.
CSEC is committed to guaranteeing the security and confidentiality of
personal and private information of the users of emergency communications
services are secure. Going forward additional resources will be needed to
comply with new requirements for enhanced cyber security planning for the
Poison Control program
Each state agency is statutorily required3 to submit a security plan to DIR in
October of each even-numbered year. The CSEC is not in compliance with
this requirement. Funding was requested in the FY 2018 – 2019 biennium,
but only one-third of the amount requested was appropriated.
Security planning involves developing security policies and controls,
implementing and training poison control and CSEC staff on policies and
related controls, and the implementation of tools and techniques to strengthen
our security posture. An effective security program can be divided into five
concurrent and continuous functions: Identify, Protect, Detect, Respond, and
Recover. The CSEC Security Plan must address the 40 distinct security
objectives established by DIR, within these functions.
Cybersecurity policies and procedures will allow CSEC to implement
technological enhancements to the communications network that receives
calls to the Poison Help Line in Texas. In the future, such technical
enhancements will provide the platform for the public and Poison Centers to
communicate via other methods besides voice calls, such as text messaging.
The enhancements will also provide a platform for remote call agent positions
so that medical doctors have access to patient records when consulting with
emergency room doctors and other healthcare professions. Remote agents
would also provide backup call taking positions for contingencies such as
hurricanes and other natural and manmade disasters.
Statewide Poison Control Service is funded by equalization surcharge from
General Revenue Dedicated (GR-D) Account 5007. Approximately 70% of
the state funding provided by the CSEC via grants to the Poison Centers is
to fund Specialists in Poison Information personnel who answer the calls and
provide information, assistance, and medical management of cases.
Approximately 25% of the state funding directly supports other staffing
positions essential to the American Association of Poison Control Centers
accreditation, as required under Rider 7 of the 85th Legislature’s General
Appropriations Act. Only 5% of state funding is utilized for non-personnel
purposes (public education) within Poison Center Grants.

3

Senate Bill 1597, 83rd Texas Legislature
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Sufficient equalization surcharge revenue is collected from the public and
remitted to the state to adequately support Poison Control Service, but only if
it is appropriated for use by the program. The Commission anticipates there
will be an approximate balance of $39 million in GR-D 5007 at the end of FY
2017. Poison Control Service strategies currently receive approximately 41%
of the total revenues collected in equalization surcharge. Current statute
allows for up to 60% of total surcharge revenue collected to be used by the
Poison program. The dedicated account fund balance continues to grow
because of this disparity between revenue remitted by taxpayers and revenue
appropriated for use by the program.
ii. Efficient such that maximum results are produced with a minimum waste of
taxpayer funds, including through the elimination of redundant and non-core
functions.
Poison Control Centers provide efficient and effective information services
that save lives and save money. These services are provided across the
nation by Poison Centers that meet and adhere to strict standards set by the
American Association of Poison Control Centers (AAPCC).
Texas has a network of six (6) statutorily designated Regional Poison Control
Centers that are connected by a statewide digital communications network
with shared databases, tools, and resources. The Texas Poison Control
Network (TPCN) serves all of the residents in Texas by providing 24 hour/7
days per week, access to telephone-based poison information services via
the calls delivered from the national Poison Help Line, 1-800-222-1222. The
program provides poison information to the public as well as healthcare
professionals seeking toxicological expertise for the treatment of poisonrelated emergencies.
Poisoning is associated with chemical and toxic substances, but it is often a
misunderstood term. Common poison exposure risks exists in many common
places, and include:
o Medications and pharmaceuticals
o Household products
o Pesticides
o Animal bites and stings
o Plants and mushrooms
o Carbon Monoxide

14

Millions of Human Exposure Cases are reported to Poison Centers annually.
The US Health Resource Services Administration (HRSA), utilizing data
collected from the AAPCC’s National Poison Data System4, reports that
millions of people call the nation’s Poison Centers to report that they have
been exposed to poisoning.
o 2,200,000 human exposure cases are reported to the nation’s
Poison Centers annually.
o 169,573 (7.7%) were reported in Texas in FY 2017
o All cases are managed by Doctors, Nurses and Pharmacists
o Nearly 50% of all exposures involved children younger than 6.
o Older age groups have a greater number of serious medical
outcomes.
o 91% of human exposures occurred at a residence.
o 21% of exposure calls originate from health care facilities
o $1.8 billion is saved every year in medical costs and loss across
the nation
o Over $157 million is saved every year in Texas5


68% of exposure calls to the Poison Center Help Line
were controlled where they occurred – avoiding
unnecessary emergency room visits

o More deaths result from unintentional poisonings than vehicle
traffic deaths6:


All unintentional injury deaths: 146,571



Unintentional poisoning deaths: 47,478



Motor vehicle traffic deaths:

37,757



Unintentional fall deaths:

33,381

4

https://poisonhelp.hrsa.gov/pdf/ph-infographic-2018-en.pdf
Extrapolated based on Texas’ 8.6% of U.S. Population
https://www.census.gov/quickfacts/fact/table/US/PST045216 ; https://www.census.gov/quickfacts/TX
6Centers for Disease Control, https://www.cdc.gov/nchs/fastats/accidental-injury.htm (2014)
5
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The Opioid Epidemic will continue to have a significant impact on Poison
Control Centers.
o Deaths due to drug overdoses in the United States involving heroin,
synthetic opioids, and cocaine increased by 8% from 2010 to 2015
o Texas Poison Centers received 93,318 opioid-related exposure
calls for calendar years 2000 to 2016
o Over 50% of the calls involved hydrocodone
o Texas Poison Control Centers received opioid-related calls from
248 of the 254 counties in Texas
o Most calls (45%) were from six counties:
Bexar

Harris

Dallas

Tarrant

El Paso

Travis

The TPCN provides educational programs, conducts research to improve
outcomes, and provides important epidemiological data to the Department of
State Health Services (DSHS) and the Centers for Disease Control and
Prevention (CDC). The Poison Centers support the needs of over 40
institutions of higher education by allowing medical, nursing and pharmacy
students to rotate through the regional centers to receive training in
toxicology.
Since being established by the Texas Legislature in 1993, the Poison Control
Program has collectively provided medical treatment recommendations,
information, and referral services to an estimated six million Texans, and
performed community education and assistance programs regarding issues
ranging from public health and emergency preparedness to providing
important data to the Food & Drug Administration (FDA) and the CDC to help
detect harmful products and identify safety concerns and emerging diseases
and infections.
iii. Effective in successfully fulfilling core functions, measuring success in
achieving performance measures and implementing plans to continuously
improve.
The CSEC Poison Program meets or exceeds three key performance
measures targets for: 1) percentage of time the Texas Poison Control
managed services are available; 2) number of calls processed; and, cost per
call. While total call volume was trending down for several years, due primarily
to a 10% decrease in information calls, overall call volume has stabilized and
slightly increased for the past two years. This upward trend is driven by a
16

9.6% increase in calls from healthcare facilities. The level of severity and
acuity of calls from health care facilities is often significantly higher than other
calls received from non-healthcare facilities and therefore requires the
increased demand, expertise, and service delivery provided by the
Specialists in Poison Information (SPI). Maintaining and expanding funding
for SPI personnel at Regional Poison Centers across the state will allow
Poison Centers the adequate time and resources required for follow-up calls
to health care facilities, and should result in a decrease in the utilization
demand for more critical response and care due to effective intervention by
the Regional Poison Centers.
For certain cases, especially human exposure cases, follow up calls from the
Poison Center are required for accreditation from the AAPCC. This
requirement ensures high quality patient care. These calls require a
significant amount of time and represent the demand for the service as many
of these follow up calls are to medical facilities seeking consultations with the
Poison Centers.
Each of the Poison Centers develops and submits biennial Regional Strategic
Plans for Service in its respective region. These plans reflect the state of
current operations, as well as near and long term goals and objectives that
are aligned with the CSEC’s. The Poison Centers provide quarterly
performance and financial reports that demonstrate progress in achieving
strategic plan goals.
iv. Providing Excellent Customer Service.
Having available qualified staff at Poison Centers ensures the State of Texas
meets goals of increasing the percentage of time that Texas Poison Control
Manages Services are available, and ensures that the number of poison
control calls processed meets the statewide demand for service at an efficient
cost per call.
Cyber security policies and procedures that are planned will enhance
customer service by demonstrating a commitment to securing the
confidentiality of the personal private information of Texans who utilize the
TPCN.
The significant need for the Poison Centers will not abate or decline in the
next five years. Similarly to what has been seen with 9-1-1, the public is now
choosing to communicate via alternative methods other than the telephone.
In order to best serve the public by means they prefer, it will be necessary to
implement new technologies, such as texting and/or on-line chat. With
access to the internet available to almost anyone through their cell phone, it
is believed that many people may be using the internet to locate poison
treatment information. Unfortunately, this information may be incomplete or
incorrect and is inadequate for assessing patient-specific characteristics;
17

continued dependence on the internet as a resource may result in increased
morbidity and mortality. Thus, it is extremely important to educate the public
on the limitations of internet information, how to contact experts at Poison
Centers, and the value of accessing Poison Center expertise. It will also
become important to enable those clients who are looking on the internet to
easily make direct contact with the highly trained SPIs.
The high rate of healthcare facility calls are primarily due to misuse of
analgesics, sedatives, antidepressants, and hydrocarbons. Additionally, the
increase in healthcare facility utilization in the last two years involves
psychiatric facility admissions, which requires additional follow up calls, and
to help guide therapy. Because decreasing call volume may have been
impacted by the ease of availability of the internet via smart phones used in
lieu of calling the voice-only TPCN, coupled with the general lack of
awareness that there is a toll-free Poison Center number where healthcare
information is available, it is important to note that under current funding
constraints the poison prevention education and awareness efforts are
insufficient; current funding allows for only 7 educator positions statewide.
Additional funding will be required to successfully implement comprehensive
population-focused education programs to address not only call volume
trends, but also the use of appropriate internet information.
v. Transparent such that agency actions can be understood by any Texan.
The Commission holds regularly scheduled open meetings to consider policy
matters and take actions in support of the mission, goals and objectives of
CSEC. Meeting materials are published and distributed in advance, and the
agendas are intentionally developed to provide clear information about the
topics and action items for each meeting. Digital recordings of the meetings
are made available to the public on the agency web site, as are transcripts of
each meeting.
The CSEC communicates with primary stakeholders through collaborative
working groups and the statutorily authorized Poison Control Coordinating
Committee.
This collaboration ensures that plans and actions are
understood.
CSEC continuously updates agency websites and provides internal and
external sources of information regarding the Poison Control program. A
newsletter will added in late FY 2018.
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C. Other Relevant Considerations
Unlike 9-1-1, the Poison Control program funds personnel costs as well as
communications network expenses. Poison Center personnel are employees of the
six regionally-based host institutions, not of CSEC.
Specialists in Poison Information (SPIs) are highly trained healthcare professionals
who answer the calls to the toll-free number for the TPCN, 1-800-222-1222. Poison
Centers are required by statute to be staffed by physicians, pharmacists, nurses,
and other professional personnel who are trained in the various aspects of toxicology
and poison prevention. Accreditation by the American Association of Poison Control
Centers (AAPCC) requires that at least 50% of SPIs are certified through the
rigorous AAPCC certification process. As a result of this additional training and
experience, the highest level of toxicological medical care recommendations are
provided to the caller. Funding for medical direction and oversight, provided by
physicians board-certified in medical toxicology, a highly specialized field, is
required. There are only approximately 387 board-certified medical toxicologists in
the United States, and 26 are in Texas. Additionally, the Poison Center Managing
Directors have a variety of professional degrees which include; MHA, RN, PharmD,
Master of Public Health, and board certified in clinical toxicologists. Together they
utilize each others’ expertise to strengthen the operations of the TPCN.
Significant time and resources are required to hire, train, and retain qualified SPIs,
medical directors, and qualified managing directors in the competitive healthcare
professional environment. Indeed, retention of these highly qualified medical
personnel is a challenge being faced here in Texas and nationally. The Poison
Control program is dependent on appropriated revenue from the equalization
surcharge fee charged to all Texans. The CSEC was appropriated base funding in
FY 2018 - 2019 to fund statewide poison telecommunications network operations
and poison call center operations at basic levels. There are still identified gaps in
appropriate staffing, education, and technology. Continued funding availability
allows the CSEC, in conjunction with the Poison Centers, to provide higher levels of
quality service by attaining and retaining the most qualified personnel at Poison
Centers to increase the competencies of statewide service, and decrease the call
time and research time required when responding to exposure requests.
Additionally, the continued availability of appropriated surcharge fees allow the
program to refocus on addressing and responding to the shift away from basic
informational requests to the more involved toxicology consultations required by
increased healthcare facility utilization of statewide poison control network services.
As the mission to the program evolves, additional qualified SPIs, medical directors,
and managers are required to respond and react to the increased time requirements
related to the specialized poison control services provided.
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GOAL 3: Indirect Administration
Fund Agency activities, which support all programs and goals
A. Action Items to Achieve this Goal:
i. Perform agency’s core business functions, which are:
1.

Disburse appropriated funds for contracts for reimbursement grants
to Regional Planning Commissions and Regional Poison Control
Centers

2.

Measure and monitor grantee performance

3.

Monitor statewide poison control communications network
performance

4.

Plan and implement a state-level ESInet and NG9-1-1 services

5.

Administration and management of contracts procured
Target completion date: On-going

6.

Implement Centralized Accounting and Payroll/Personnel System
(CAPPS) as directed by the Comptroller of Public Accounts
Target completion date: FY 2022

B. Support of Statewide Objectives
i. Accountable to Tax & Fee Payers
Contracts for reimbursement grants to the Regional Planning Commissions
that administer 9-1-1 service in their respective region are utilized for 9-1-1
network operations and equipment replacement and are based upon required
strategic plans that are reviewed, approved by the Commission, and funded
with legislative appropriations. Grant management, contract monitoring and
compliance, financial and performance reporting systems are in place to
ensure tax payer dollars are used appropriately, effectively and efficiently.
Contracts for reimbursement grants to the Regional Poison Control Centers
for Poison Control Center Operations are based upon required strategic plans
that are reviewed, approved by the Commission, and funded with legislative
appropriations. Contract administration, management, monitoring and
compliance, financial and performance reporting systems are in place to
ensure tax payer dollars are used appropriately, effectively and efficiently.
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The Commission contracts with an independent accounting firm to conduct
internal audits twice per year on various aspects of its policies, procedures,
and compliance with state law and requirements. The audit firm reports
directly to the Commission and directly provides them with audit findings and
recommendations. All audits of CSEC are posted to its web site.
In order to determine compliance with Commission policies, procedures, and
compliance with state law and requirements with respect to information
security and performance reporting, services from independent firm(s) to
conduct audits on Regional Planning Commissions, Regional Poison Control
Centers, and Public Safety Answering Points may be necessary.
Efficient such that maximum results are produced with a minimum waste of
taxpayer funds, including through the elimination of redundant and non-core
functions.
With a staff of 25 FTEs, the agency supports the 9-1-1 and Poison Control
Programs by performing the core business functions listed as action items
above.
To effectively deliver services that meet the core business functions, CSEC
has focused on standardizing, consolidating, digitizing and automating time
consuming and complex manual processes. Through the adoption of a
widely used, flexible and scalable platform that will organize data input from
Regional Planning Commissions and Regional Poison Control Centers
strategic plans, quarterly performance reports and 3rd party vendors into a
single, cloud-based database with Regional Planning Commissions,
Regional Poison Control Centers and CSEC facing web-based user
interfaces.
Additional CSEC operational benefits of this approach are in the areas of:
•
•
•
•
•

Integration with CAPPS
Compliance
Security and Privacy
Disaster Recovery/Business Continuity
Foundation for future initiatives

CSEC used a combination of the Department of Information Services’ (DIR)
Internet Technology Staff Augmentation Contracts (ITSAC) and Cooperative
Contracts to obtain the skillsets required for previous projects using this
platform. To continue to build upon our success, CSEC is exploring the
possibility of a full time resource to manage and support the environment we
have. CSEC will continue to use the DIR’s ITSAC and Cooperative Contracts
when additional resources are needed depending on the volume of work.
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The CSEC 9-1-1 Program serves 81% of Texas counties and 24% of its
population through 22 Regional Planning Commissions (RPC) by providing
oversight, assistance and funding through grant reimbursement contracts for
service with each of these grantees.
The CSEC Poison Control Program serves 100% of Texas counties and
population through 6 Regional Poison Control Centers (Poison Centers) by
providing oversight, assistance and funding through grant reimbursement
contracts for service with each of these grantees.
ii. Effective in successfully fulfilling core functions, measuring success in
achieving performance measures and implementing plans to continuously
improve.
The CSEC meets and/or exceeds its key performance measures reported to
the Legislative Budget Board. Performance measure results are reported to
the Commissioners.
iii. Providing excellent customer service.
The CSEC strives to provide its external customers with the highest possible
level of customer service. The agency’s external customers, listed below, are
surveyed annually to ascertain the degree to which this goal.
Inventory of stakeholders/customers and related strategies, as well as a
description of the services provided to them:
9-1-1 Network Operations & Equipment Replacement (Strategy A.1.1)


Regional Planning Commissions – Strategy funding, strategic
planning, statewide program coordination, and emerging technology
research.

Next Gen (Generation) 9-1-1 Implementation (Strategy A.1.2)


Regional Planning Commissions - Strategy funding, strategic planning,
statewide program coordination, and emerging technology research.

CSEC 9-1-1 Program Administration (Strategy A.1.3)


Emergency Communication Districts and (9-1-1) Municipal Emergency
Communications Districts - Wireless service fee collection and
allocation.
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Poison Call Center Operations (Strategy B.1.1)


Regional Poison Control Centers - Strategy funding, strategic
planning, and statewide program coordination.

Statewide Poison Network Operations (Strategy B.1.2)


Regional Poison Control Centers – Statewide telecommunications
and database management.

CSEC Poison Program Management (Strategy B.1.3)


No external customers.

Indirect Administration (Strategy C.1.3)


No external customers

iv. Transparent such that the agency actions can be understood by any Texas.
The Commission holds regularly scheduled open meetings to consider
policy matters and take actions in support of its mission goals and
objectives. Meeting materials are published and distributed in advance, and
the agendas are intentionally developed to provide clear information about
the topics and action items for each meeting. Transcripts of meetings are
made available to the public on the agency web site.
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III.

REDUNDANCIES & IMPEDIMENTS

Statute
Health and
Safety Code
Section
771.072(d),(e)

Discussion

Recommendation

Benefits

Equalization surcharge
fund balance (GR-DAccount 5007) continues
to increase due to
appropriation of only 39%
of the statutorily allowable
60% collected revenues
for Poison Control
Services. Overall, 77% of
total collected revenues
are appropriated for the
FY 2018-19 biennium.
The Commission
anticipates that there will
be fund balances of
approximately $111
million in 9-1-1 service
fees (GR-D Account
5050), and $47 million in
equalization surcharge
(GR-D-Account 5007), at
the end of FY 2017.
Historical analysis of
each of these accounts
are provided in Figures 1
& 2 that follows.

Appropriate more
equalization surcharge
funding in the FY 2020 2021 Biennium in the
Poison strategies to hire
and maintain adequate
staff, begin implementing
cyber security
requirements.

Hiring and maintaining
qualified staff is essential
to the Poison Centers
meeting national
accreditation standards as
required by GAA Rider #7.

Due to the long lead time
for procuring and
awarding contracts for
capital budget projects, it
is very difficult to do
effective long range
planning when funding is
provided biennium to
biennium and can be
unpredictable. Because
of this, there is also a
future potential lapse of
funds for capital budget
appropriations related to
NG9-1-1 and ESINet;
and, potential for
additional future requests
to implement unfinished
project scope. The
timeline for completion of
the project may delay into
future fiscal years and
add costs unnecessarily.

Continue to Appropriate 91-1 Service Fee revenue
from GR-D Account 5050 to
fully fund the completion of
the CSEC State-level
ESInet; and, include a Rider
in the General
Appropriations Act (GAA),
86th Legislature that
provides Unexpended
Balance authority across
biennia for NG9-1-1 and
ESINet Capital Projects.

Funding crossing biennia
remains available for
Capital Projects, and
resources will remain
available for long lead
time projects requiring
services across biennia.
This will enable project
completion to occur
sooner rather than later,
which will result in the
ability to disable the
current system and realize
the savings from its
decommission.
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Figure 1: 9-1-1 Service Fee Fund Analysis
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Figure 2: Equalization Surcharge Fund Analysis
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SUPPLEMENTAL SCHEDULES
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IV.

CSEC BUDGET STRUCTURE

GOAL / STRATEGY DETAIL
1. Goal: STATEWIDE 9-1-1 SERVICES
Planning & Development, Provision & Enhancement of 9-1-1Service.
A.1.1. Strategy: 9-1-1 NTWK OPER & EQUIP REPLACEMENT1 9-1-1
A.1.2. Strategy: NEXT GEN 9-1-1 IMPLEMENTATION
A.1.3. Strategy: CSEC 9-1-1 PROGRAM ADMINISTRATION
2. Goal: POISON CONTROL SERVICES
Maintain High Quality Poison Control Services in Texas.
B.1.1. Strategy: POISON CALL CENTER OPERATIONS
B.1.2. Strategy: STATEWIDE POISON NETWORK OPERATIONS
B.1.3. Strategy: CSEC POISON PROGRAM MANAGEMENT
3. Goal: INDIRECT ADMINISTRATION
Perform agency’s core business functions.
C.1.1. Strategy: INDIRECT ADMINISTRATION

PERFORMANCE MEASURE TARGETS
1. Goal: STATEWIDE 9-1-1 SERVICES
Outcome (Results/Impact): Percentage of Time ALI System is Operational
A.1.1. Strategy: 9-1-1 NTWK OPER & EQUIP REPLACEMENT
Output (Volume): Number of 9-1-1 Calls Received by State Program Public
Safety Answering Points (PSAPs)
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2. Goal: POISON CONTROL SERVICES
Outcome (Results/Impact): Percentage of Time the Texas Poison Control
Managed Services are Available
B.1.1. Strategy: POISON CALL CENTER OPERATIONS
Output (Volume): Total Number of Poison Control Calls Processed Statewide
Efficiencies: Average Statewide Cost per Poison Call Processed
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CSEC OBJECTIVES & OUTCOME MEASURES
A. Goal: Planning & Development, Provision & Enhancement of 9-1-1 Service.
Objective A.1.1.
9-1-1 NTWK OPER & EQUIP REPLACEMENT. Contract with Regional Planning
Commissions (RPCs), or on their behalf, for the efficient operation of the state 91-1 emergency communication system. Provide RPCs contract authorization for
the replacement of equipment supporting Public Safety Answering Points
participating in the state's 9-1-1 program.
Outcome Measures:
1. Percentage of Time ALI System is Operational.
2. Percentage of RPCs Showing Improvement in Individual Overall Risk
Score.
3. Percentage of PSAPs Transitioned to NEXT GEN 9-1-1.
4. Percentage of PSAPs Capable of Text-to-911.
Objective A.1.2.
NEXT GEN 9-1-1 IMPLEMENTATION. Provide for the planning, development,
transition, and implementation of a statewide NG9-1-1 system.
Objective A.1.3.
CSEC 9-1-1 PROGRAM ADMINISTRATION. Provide for the timely and cost
effective coordination and support of statewide 9-1-1 services, including regulatory
proceedings, contract management, and monitoring.
B. Goal: Maintain a High Quality Poison Control Network in Texas.
Objective B.1.1.
POISON CALL CENTER OPERATIONS. Contract with the Regional Poison
Control Centers and other service providers for the operation and maintenance of
the state poison control call centers.
Outcome Measure: Percentage of Time Texas Poison Control Managed
Services are Available.
Objective B.1.2.
STATEWIDE POISON NETWORK OPERATIONS. Provide for the
telecommunications services necessary to operate and maintain the existing poison
control network, including equipment replacement.
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Objective B.1.3.
CSEC POISON PROGRAM MANAGEMENT. Provide for the timely and cost
effective coordination and support of the Texas Poison Control Network and service
providers, including monitoring.
C. Goal: Indirect Administration
Objective C.1.1.
INDIRECT ADMINISTRATION. Fund the agency activities, which support all
programs and goals.
D. Goal: Within the context of state law and rules, to establish and carry out policies
governing purchasing and contracting that foster meaningful and substantive
inclusion of Historically Underutilized Businesses (HUBs).
Objective D.1.1.
HISTORICALLY UNDERUTILIZED BUSINESSES (HUBs). Include HUBs in at least
fifteen percent (15%) of the total value of contracts awarded annually by the agency
in purchasing and contracting.
Outcome Measure: Percentage of total dollar value of purchasing and
contracting awarded to HUBs.

CSEC STRATEGIES & OUTPUT, EFFICIENCY & EXPLANATORY
MEASURES
A. Goal: STATEWIDE 9-1-1 SERVICES
Planning & Development, Provision & Enhancement of 9-1-1 Service.
Strategy A.1.1.
9-1-1 NTWK OPER & EQUIP REPLACEMENT. Contract with Regional Planning
Commissions (RPCs), or on their behalf, for the efficient operation of the state 9-11 emergency communication system.
Provide RPCs contract authorization for the replacement of equipment supporting
Public Safety Answering Points participating in the state's 9-1-1 program.
Output Measures:
1. Wireless Calls as Percent of Total 9-1-1 Call Volume.
2. Number of 9-1-1 Calls Received by State Program PSAPs.
Explanatory Measure: Number of Reported 9-1-1 Network Outages That
Equals or Exceeds Two Hours.
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Strategy A.1.2.
NEXT GEN 9-1-1 IMPLEMENTATION. Provide for the planning, development,
transition, and implementation of a statewide NG9-1-1 system to improve the
effectiveness and efficiency of 9-1-1 service.
Strategy A.1.3.
CSEC 9-1-1 PROGRAM ADMINISTRATION. Provide for the timely and effective
coordination and support of statewide 9-1-1 services, including regulatory
proceedings, contract management, and monitoring.
B. Goal: TEXAS POISON CONTROL SERVICES
Maintain a High Quality Poison Control Network in Texas.
Strategy B.1.1.
POISON CALL CENTER OPERATIONS. Contract with the Regional Poison
Control Centers and other service providers for the operation and maintenance of
the state poison control call centers.
Output Measure: Total Number of Poison Control Inbound Calls and Outbound
Human Exposure Calls Processed Statewide.
Efficiency Measures: Average Statewide Cost per Poison Call Processed
Strategy B.1.2.
STATEWIDE POISON NETWORK OPERATIONS. Provide for the
telecommunications services necessary to operate and maintain the existing poison
control network, including equipment replacement.
Explanatory Measure: Number of Times a RPCC Outage Equals or Exceeds
Two Hours or More.
Strategy B.1.3.
CSEC POISON PROGRAM MANAGEMENT. Provide for the timely and cost
effective coordination and support of the Texas Poison Control Network and service
providers, including monitoring.
C. Goal: INDIRECT ADMINISTRATION
Maintain the efficient and effective administration for all agency goals.
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Strategy C.1.1.
ADMINISTRATION. Fund the agency activities, which support all programs and
goals.
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V.

PERFORMANCE MEASURE DEFINITIONS

Element:

Objective 01.01

Measure type:

Outcome

Number:

01

Percentage of Time ALl System is Operational
Short Definition: This measure calculates the percentage of time the Automatic Location
Identification (ALl) system is operational and available to deliver location information to
Public Safety Answering Points (PSAPs).
Purpose/Importance: This measure reports the percentage of time the ALI system is
operational and available to deliver ALI, location information associated with a 9-1-1 call,
to PSAPs for response purposes. The ALI system is comprised of ALI databases that
retrieve ALI in response to PSAPs’ requests, the core networks that transport the ALI to
requesting PSAPs, and the links between ALI databases and core network. Specifically
excluded are the PSAP sub-networks (i.e. links between the core network and the
PSAPs). The core networks and ALI database links are referred to as the ALI networks.
Source/Collection of Data: The Regional Planning Commissions’ (RPCs’) ALI system
providers report the dates and times RPCs’ ALI databases and/or ALI networks are
unavailable, on a monthly basis to the RPCs. The data is also reported to the CSEC for
those RPCs utilizing the CSEC’s cooperative purchase contract for ALI system, and used
as input for this measure. RPCs that do not utilize the CSEC’s cooperative purchase
contract must report the data from their ALI system providers to the CSEC, separately
and as part of their required quarterly performance report.
Method of Calculation: The percent of time each quarter that all ALI networks and/or
combined ALI databases are simultaneously unavailable.
Data Limitations: The reported dates and times ALI databases and/or ALI networks
are unavailable is contingent upon the functionality of the ALI system providers’
monitoring tools. Additionally, this measure is dependent on RPCs that do not utilize
the CSEC’s cooperative purchase contract for ALI system, to consistently report the
required data.
Calculation Type: Noncumulative
New Measure: No
Desired Performance: Higher than Target
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Element:

Objective 01.01

Measure type:

Outcome

Number:

02

% of RPCs Showing Improvement in Overall Risk
Short Definition: This measure will calculate the percentage of Regional Planning
Commissions (RPCs) in which final risk assessment scores are improved over initial
risk assessment scores through additional monitoring activities conducted by the CSEC.
Purpose/Importance: The purpose of this measure is to increase the program
performance of each RPC.
Source/Collection of Data: At the beginning of each State Fiscal Year, the CSEC
will assess prior fiscal year RPC compliance and determine an initial risk score for
each RPC evaluated. According to agency procedures, RPCs determined to be at
moderate to high risk will be subject to additional CSEC monitoring activities to provide
assistance in mitigating risks that may exist within specific RPC 9-1-1 programs. Each
RPC's risk assessment score will be re-evaluated based upon further information
obtained during these activities. The resulting risk assessment score will be the final
risk assessment score.
Method of Calculation: The percentage of RPCs showing improvement in overall risk
scores after additional monitoring activities will be determined by calculating the number
of RPCs whose final risk assessment scores improved after additional monitoring
activities, divided by the total number of RPCs receiving additional monitoring activities
during the fiscal year from the CSEC.
Data Limitations: None

Calculation Type: Noncumulative

New Measure: No

Desired Performance: Higher than Target
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Element:

Objective 01.01

Measure type:

Outcome

Number:

03

% of PSAPS Transitioned to NG9-1-1 Systems
Short Definition: This measure documents the percentage of functioning Public Safety
Answering Points (PSAPs) operating under the state 9-1-1 program that have successfully
transitioned from legacy 9-1-1 systems to NG9-1-1 systems
Purpose/Importance: The purpose of this measure is to document the percentage of
PSAPs that have successfully transitioned from legacy 9-1-1 systems to NG9-1-1 systems;
and disconnected from legacy 9-1-1 systems. NG9-1-1 systems are standards compliant
IP-based systems that enable the receipt and exchange of voice, data, text messages,
images, and videos at PSAPs. When deployed, NG9-1-1 systems improve the
effectiveness and efficiency of the delivery of 9-1-1 services. The measure reflects the
need to meet public expectations to send requests and first responder needs to receive
requests for 9-1-1 services, and information from multiple types of communication
modalities and devices.
Source/Collection of Data: Data will be reported to CSEC by the Regional Planning
Commissions (RPCs) as part of their required quarterly performance reports. Performance
reports are based upon and must be consistent with CSEC’s approved Regional Strategic
Plans for 9-1-1 service.
Method of Calculation: RPCs will identify the number of PSAPs that no longer utilize
legacy selective routing. Calculation is a count of the number of PSAPs served by a region
and equal to the number of PSAPs that transitioned during the reporting period divided by
the total number of PSAPs in the state program.
Data Limitations: This measure does not reflect PSAPs not participating in the
CSEC/RPC program authorized by Health and Safety Code Chapter 771. CSEC does not
have direct authority or control over PSAPs that are not within its statutory authority. This
measure reports on the performance of CSEC to transition all PSAPs in the state program
to NG9-1-1.
Calculation Type: Noncumulative

New Measure: Yes

Desired Performance: Higher than Target
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Element:

Objective 01.01

Measure type:

Outcome

Number:

04

% of PSAPS Capable of Text-to-911 Service
Short Definition: This measure documents the percentage of Public Safety Answering
Points (PSAPs) operating in the state 9-1-1 program that are capable of receiving text-to911service.
Purpose/Importance: The purpose of this measure is to document the percentage of
PSAPs that are capable of receiving text-to-911 service. It reflects the percentage of
PSAPs that are capable of receiving and responding to text based 9-1-1 calls, delivered
by wireless service providers required by the Federal Communications Commission
(FCC). However, not all wireless service providers can deliver text based 9-1-1 calls. This
measure indicates the need to maintain a consistent and comparable level of 9-1-1 service
for multiple types of communication modalities (voice and text) and devices (wireline,
wireless and VoIP), to meet public expectations.
Source/Collection of Data: Data will be reported to CSEC by the Regional Planning
Commissions (RPCs) as part of their required quarterly performance reports. Performance
reports are based upon and must be consistent with CSEC’s approved Regional Strategic
Plans for 9-1-1 Service.
Method of Calculation: RPCs will identify the number of PSAPs that are capable of textto-911. Calculation is a count of the number of PSAPs served by a region and equal to the
number of PSAPs that have documented the capability of receiving text-to-9-1-1 service
during the reporting period divided by the total number of PSAPs in the state program.
Increases or decreases to that amount will be reported in subsequent quarters.
Data Limitations: This measure is not an indicator of wireless service providers’
capability to deliver text-to-911, or the frequency of text messages placed to 9-1-1 across
the PSAPs in the state program. This measure reports on the performance of CSEC to
ensure that all PSAPs in the state program can provide text-to-911 services.
Calculation Type: Noncumulative

New Measure: Yes

Desired Performance: Higher than Target
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Element:

Strategy 01.01.01

Measure type:

Output

Number:

01

Wireless Calls as Percent of Total 9-1-1 Call Volume
Short Definition: This measure calculates the ratio of wireless 9-1-1 calls to the total
number of 9-1-1 calls, expressed as a percent of the total number of 9-1-1 calls.
Purpose/Importance: The purpose of this measure is to document the percent of
wireless 9-1-1 calls.
Source/Collection of Data:
The Regional Planning Commissions’ (RPCs’)
Management Information System (MIS) has the capability to provide 9-1-1 call volume for
incoming 9-1-1 calls of all types. RPCs must report the data from their MIS to CSEC as
part of their required quarterly performance report.
Method of Calculation: The sum of wireless 9-1-1 calls from all data sources, divided by
the sum of total 9-1-1 calls from all data sources, for each month of the quarter and
expressed as a percentage.
Data Limitations: This measure reflects demand for service and is not reflective of
agency performance. The total number of 9-1-1 calls is captured and reported by RPCs
on their quarterly performance report. This measure is dependent on RPCs to consistently
report the required data.
Calculation Type: Non-cumulative
New Measure: No
Desired Performance: Higher than Target
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Element:

Strategy 01.01.01

Measure type:

Output

Number:

02

Number of 9-1-1 Calls Received by State Program PSAPs
Short Definition: This measure reports the total number of 9-1-1 calls received
by PSAPs operating in the state program. This number includes all types of
incoming 9-1-1 calls.
Purpose/Importance: The purpose of this measure is to document the demand for
9-1-1 service in the state program.
Source/Collection of Data:
The Regional Planning Commissions’ (RPCs’)
Management Information System (MIS) has the capability to provide 9-1-1 call volume for
incoming 9-1-1 calls of all types. RPCs must report the data from their MIS to CSEC as
part of their required quarterly performance report.
Method of Calculation: Sum total number of 9-1-1 calls from all data sources, for each
month of the quarter.
Data Limitations: The measure reflects the demands for service and is not reflective of
agency performance. The total number of incoming 9-1-1 calls is captured and reported
by RPCs on their quarterly performance report. This measure is dependent on RPCs to
consistently report the required data.
Calculation Type: Cumulative
New Measure: No
Desired Performance: Higher than Target
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Element:

Strategy 01.01.01

Measure type:

Explanatory

Number:

01

Number of Reported 9-1-1 Network Outages That Equals or Exceeds Two Hours
Short Definition: This measure will document the number of incidents in which a 91-1 network outage equaled or exceeded two hours.
Purpose/Importance: The purpose of this measure is to demonstrate the number of
incidents exceeding two or more hours in which the 9-1-1 network experienced an
outage. A 9-1-1 network outage is defined as a failure or outage to the 9-1-1 network
that is 9-1-1 service impacting.
Source/Collection of Data: Data will be reported to the CSEC by all Regional
Planning Commissions (RPCs) as part of their required quarterly performance report.
RPCs must report network outages that equal or exceed two hours to the CSEC.
Method of Calculation: The data will be calculated by summarizing the number of
incidents in which a 9-1-1 network outage equaled or exceeded two hours.
Data Limitations: This measure is dependent on the RPCs consistently reporting
network outages on the quarterly performance report.
Calculation Type: Noncumulative
New Measure: No
Desired Performance: Lower than Target
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Element:

Strategy 02.01

Measure type:

Outcome

Number:

01

Percentage of Time the Texas Poison Control Managed Services are Available
Short Definition: This measure will calculate the percentage of time that the Texas
Poison Control managed services are available for receiving poison control calls.
Purpose/Importance: The purpose of this measure is to demonstrate the amount of
time that the Texas Poison Control Services are available for poison control calls.
Source/Collection of Data: The data will be reported by the service provider who
supports the Texas Poison Control Services.
Method of Calculation: The data will be calculated as a percentage by dividing the
number of minutes that the Texas Poison Control Services were operational during the
reporting period by the total number of minutes in the reporting period.
Data Limitations: Since the percentage of time is measured by a system, it is contingent
on the service monitoring tools being functional. Estimates will be used only when the
service is unavailable and will be based on previous reporting periods.
Calculation Type: Noncumulative
New Measure: No
Desired Performance: Higher than Target
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Element:

Strategy 02.01.01

Measure type:

Output

Number:

01

Total Number of Poison Control Calls Processed Statewide
Short Definition: This measure documents the total number of inbound calls, both
emergency and non-emergency, and follow-up required for human exposure calls, by all
Regional Poison Control Centers (RPCCs).
Purpose/Importance: The purpose of this measure is to document the demand for
poison control services in the state of Texas.
Source/Collection of Data: The RPCCs operate within a voice and data network that
automatically maintains and records information about inbound calls. Inbound call reports
will be automatically generated by the service providers to support reporting this
performance measure. The Call Record Management System (CRMS) automatically
maintains records and information regarding outbound follow up for human exposure calls.
Method of Calculation: Call volume will be collected quarterly and then reported by fiscal
year.
Data Limitations: The data in this statistic is a measure of frequency and identifies
the number of callers that dial 1-800-222-1222 or are transferred from a 9-1-1 Public
Safety Answering Point. Calls do not discriminate between those calls that are human
exposure calls, informational calls or unintentional or misdialed calls.
Calculation: Cumulative
New Measure: No
Desired Performance: Higher than Target
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Element:

Strategy 02.01.01

Measure type:

Efficiency

Number:

01

Average Statewide Cost Per Call Processed
Short Definition: This measures the statewide cost efficiency of poison control services.
Purpose/Importance:
The purpose of this measure is to document the average
statewide cost per poison control call processed.
Source/Collection of Data: The Regional Poison Control Centers (RPCCs) operate
within a statewide voice and data network that automatically maintains and records
information about inbound calls. The numbers of inbound calls will be automatically
generated by the service providers to support reporting this performance measure. The
number of outbound follow-up calls will be automatically generated by the Call Record
Management System (CRMS) that maintain records and information regarding outbound
follow-up for human exposure calls.
Method of Calculation: The cost per call is calculated by dividing year-to-date
expenditures for RPCC Operations and the Statewide Poison Network Operations
by the total number of inbound calls and Human Exposure outbound calls year-todate.
Data Limitations: It is noted that the costs of the program vary from reporting period
to reporting period. Therefore, this measure is more accurate at year end based on the
overall RPCC and CSEC statewide voice and data network expenditures.
Calculation Type: Cumulative
New Measure: No
Desired Performance: Lower than Target
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Element:

Strategy 02.01.01

Measure type:

Explanatory

Number:

01

Number of Times a RPCC Outage Equals or Exceeds Two Hours
Short Definition: This measure will calculate the number of times that a Regional
Poison Control Center RPCC is not operational due to a service outage that equals or
exceeds two hours.
Purpose/Importance: The purpose of this measure is to demonstrate the number of
times that a RPCC is not operational for more than two hours or more.
Source/Collection of Data: The data will be reported by the network provider who
supports the Texas Poison Control Network.
Method of Calculation: The data will be calculated by summarizing the number of
service incidents where the RPCC is not operational for more than two hours.
Data Limitations: Since the number of service incidents is measured by a system, it
is contingent on the network monitoring tools being functional. The network provider must
state if the system was operational 100% of time.
Calculation Type: Noncumulative
New Measure: No
Desired Performance: Lower than Target
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VI.

HISTORICALLY UNDERUTILIZED BUSINESS PLAN

The CSEC procures goods and services in the Professional Service, Other Services, and
Commodity Purchasing categories. Summaries and assessments of the agency
performance in each of the categories follows.
History
In accordance with Historically Underutilized Business (HUB) legislation, CSEC adopted its
HUB goals in 2010. The CSEC HUB program supports the state-mandated HUB program,
which promotes full and equal utilization of minority, women-owned and veteran businesses
in the procurement of goods and services.
Program Overview
In accordance with Texas Government Code (Chapter 2161), Texas Administrative Code
(TAC), Title 34, Part 1, Chapter 20, Subpart B, § 20.284, and the State of Texas Disparity
Study, CSEC has established annual HUB procurement utilization goals. These goal
calculations were documented and verified by the Comptroller of Public Accounts (CPA).
Within these guidelines, CSEC has adopted the CPA rules and modified them to achieve
maximum HUB participation by CSEC.
In accordance with the 34 TAC, Chapter 20, Subchapter B, §§ 20.281-20.298, CSEC
encourages the use of HUBs by implementing policies focused on vendor outreach,
education and recruitment. CSEC also works aggressively to educate staff by providing
training, and communicating and distributing HUB related information. These efforts entail
encouraging directors, purchasers, project managers and other key personnel responsible
for the procurement of goods and services to maximize the use of HUBs. In its efforts to
build a strong HUB program, CSEC continues to strive to ensure a good faith effort to utilize
HUBs in all procurement opportunities.
CSEC’s Purchasing Section is responsible for coordinating business opportunities for
HUBs with contractors, CSEC purchasers and CSEC division contract staff. CSCE employs
a HUB Coordinator who is responsible for implementing all functions and activities related
to the rules and regulations governing the HUB program, as well as reporting HUB activities
to CESC management, CPA and the Legislative Budget Board.
Professional Services
Total Spent

Spent with HUB’s

HUB Goal

Actual Result

FY16 $38,552

$0

23.7%

0.0%

FY17 $18,265

$0

23.7%

0.0%

45

The agency receives internal audit services through a contract with one certified public
accounting firm. These are the only professional services procured by the agency. The
agency conducted a procurement for internal audit services in the FY2015, and awarded
the contract to a firm that is not a Historically Underutilized Businesses (HUB).
Other Services
Total Spent

Spent With HUBs

HUB Goal

Actual Result

FY16 $4,977,178

$2,170,570

26.0%

43.61%

FY17 $4,448,915

$1,877,734

26.0%

42.2%

Over 90% of non-HUB expenditures were made to vendors selected from DIR- Deliverables
Based Information Technology Services (DBITS) and Council on Competitive Government
technology vendors in which there were few, if any, HUB vendors able and available in the
service categories specified.
Commodity Purchasing
Total Spent

Spent With HUB’s

HUB Goal

Actual Result

FY16 $858,097

$137,432

21.1%

15.9%

FY17 $675,581

$33,624

21.1%

4.98%

Over 80% of non-HUB expenditures are made primarily with the publishers of software for
annual licenses of the software.
Summary Internal Assessment
The agency began the implementation of NG9-1-1 services in Fiscal Year 2014. The
services required to accomplish this goal are procured primarily through the Council on
Competitive Government and DIR Deliverables Based Information Technology Services
contracts.
Demonstrate compliance and a plan for maintaining future compliance with
Government Code §2161.123.
CSEC Rule 252.2, Purchase of Goods and Services, provides:
(a). . .. It is the policy of the State of Texas and the Commission to encourage the
use of historically underutilized businesses and to implement this policy through
race, ethnic, and gender-neutral means. . . .
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(d) In accordance with Government Code §2161.003, the Commission adopts by
reference the rules of the Comptroller of Public Accounts in 34 Texas Administrative
Code §§20.11, 20.12, 20.13, and 20.14, relating to the Historically Underutilized
Business [HUB] Program.
(Note: Rule 252.2 will be amended to reflect the Comptroller of Public Accounts amended
and renumbered HUB rules.)
CSEC Strategic Plan Objective D.1.1. HISTORICALLY UNDERUTILIZED BUSINESSES
(HUBs). Include HUBs in at least fifteen percent (15%) of the total value of contracts
awarded annually by the agency in purchasing and contracting.
CSEC Good Faith Effort Programs
Specific programs to be conducted by the agency
1. When at least 3 HUB vendors are available to bid on a procurement, bids will only be
solicited from HUB vendors.
2. Review procurements to determine if subcontracting opportunities are available and
discuss proposed HUB Subcontracting Plans during the evaluation of proposals.
The agency FY2018-19 goals for contracting with historically underutilized businesses are:
Professional Services
Other Services
Commodities

0%
10%
8%
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VII. STATEWIDE CAPITAL PLANNING
Project 1
Project Type

Project Name

Total Project Cost

Start Date

End Date

Information
Resources

The State-level Digital 9-1-1
Network Project –Phase II

$3,895,866

9/1/2015

8/31/2019

Description:
The State-level Digital 9-1-1 Network Project – Phase II (Project) is a multi-year
project to plan, identify risks and issues in preparation for implementation of the
CSEC State-level ESInet, a digital 9-1-1 calling system to replace the current
Enhanced 9-1-1 (E9-1-1) system(s) for all Public Safety Answering Points
(PSAPs) in CSEC's 9-1-1 Program. The Project is currently underway and
implemented in 2 phases with funds appropriated for: Phase I in fiscal year 2015;
and Phase 2 in the 2016-17 fiscal biennium.
The over-arching objectives of the Project are:
(A) Deploy media gateway(s) to enable the delivery of SMS text sessions natively
to PSAP call handling equipment and facilitate transfer of text sessions
between PSAPs;
Status: Complete
(B) Identify and develop the necessary IT and NG9-1-1 technical requirements
and acquisition strategy, policies and procedures to enable the project, which
entail:
a. Establishment of a pre-production laboratory for the purposes of
market research; and includes the purchase of assorted hardware,
software, and services to install and test in CSEC’s pre-production
laboratory.
Status: Complete.
b. Acquiring procurement support services to
i. finalize and implement the CSEC
procurement strategy;

State-level

ESInet

Status: Not started
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ii. develop policies and standards for interconnecting and
interoperating with other ESInets;
Status: On-going
iii. update CSEC’s rules for internet protocol (IP) NG9-1-1 services
Status: Not started - completion projected 8/31/2019
Potential Consequences of Postponing the Project:
This Project is a pre-requisite to the ESInet Project, which implements a digital
9-1-1 calling system to replace the current Enhanced 9-1-1 (E9-1-1) system(s).
Postponing this Project would delay the ESInet Project and prolongs NG9-1-1
implementation.
With nationwide effort by communications service providers to complete IP
transition by 2023 (aspirational date), potential consequence of no NG9-1-1
system means potential loss of lives and properties due to dropped and
misrouted 9-1-1 calls; puts the first responders at risk; undermines the public
trust in the 9-1-1 system; creates technical obsolescence; increases cost of
operating obsolete 9-1-1 systems; increases risks of cyber vulnerability and
reduces reliability.
Project 2
Project Type

Project Name

Total Project Cost

Start Date

End Date

Information
Resources

State-level ESInet Project

$23,012,400

9/1/2019

8/31/2023

Description:
The State-level ESInet Project (Project) is a multi-year and multi-phase project
that implements a digital 9-1-1 calling system to replace the current Enhanced 91-1 (E9-1-1) system(s). The Project approach is to implement CSEC State-level
Emergency Services IP network (ESInet) by deploying vendor(s) provided NG91-1 managed services. The NG9-1-1 managed services will be available to
Public Safety Answering Points (PSAPs) of participating 9-1-1 Entities on a
subscription basis.
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The over-arching objectives of the Project are:
(A) Implement a public safety grade, standards compliant Next Generation
9-1-1 (NG9-1-1) system, to provide NG9-1-1 Core Services (NGCS) to
replace the current E9-1-1 system(s);
(B)

Interconnect the PSAPs of participating 9-1-1 Entities at PSAPs
demarcation point to the CSEC State-level ESInet; and

(C) Turn-up NGCS and migrate PSAPs’ 9-1-1 traffic from the E9-1-1
system(s) to the CSEC State-level ESInet.
Status: Not Started
Potential Consequences of Postponing the Project: With nationwide effort by
communications service providers to complete IP transition by 2023 (aspirational
date), potential consequence of no NG9-1-1 system means potential loss of lives
and properties due to dropped and misrouted 9-1-1 calls; puts the first
responders at risk; undermines the public trust in the 9-1-1 system; creates
technical obsolescence; increases cost of operating obsolete 9-1-1 systems;
increases risks of cyber vulnerability and reduces reliability.
Project 3
Project Type

Project Name

Total Project Cost

Start Date

End Date

Information
Resources

TPCN Information Security
Program

$1,680,200

1/22/2018

8/31/2019

Description:
Implement Texas Poison Control Network (TPCN) Information Security Program
(Program) using an agile approach to comply with Texas Administrative Code
(TAC) 202 and remediate vulnerabilities, address weaknesses in TPCN security
controls, and develop TPCN cybersecurity standards or policies over five years
(FY2019-FY2023).
The Project entails the assessment on the TPCN system to inventory and assess
TPCN security controls currently in place, and identify vulnerabilities;
development and implementation of TPCN Security Plan, a roadmap to
remediate TPCN vulnerabilities and weaknesses in security controls over five
years; and implementation of agency process to integrate TPCN’s Security Plan
and Vulnerabilities Report into Agency Security Plan & Vulnerabilities Report, to
be delivered to DIR on October of every even year.
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The Program implements the TPCN Security Plan. At a minimum, the TPCN
Security Plan is anticipated to include:
(A) amending TPCN related contracts to meet the 85th Legislative
Session enacted House Bill 8 requirements;
(B) Regional Poison Control Centers’ (RPCC) site modifications to close
vulnerabilities at RPCC facilities;
(C) development and compliance monitoring of TPCN cybersecurity
standards or policies; (D) performing penetration tests on the TPCN;
and
(E) implementation of a cybersecurity training program for CSEC’s TPCN
staff and TPCN end-users.
Status: Not Started
Potential Consequences of Postponing the Project:
CSEC will continue to be out of compliance with 83rd Legislative Session’s SB
1597 and 85th Legislative Sessions HB 8, TAC 202 and HIPAA. CSEC cannot
adequately, effectively and efficiently achieve policy enforcement and
compliance by TPCN end-users and service provider(s). CSEC risks costly
future security incidents.
The potential cost of incident response is
$1,082,114,285, based on real costs of incident response incurred by Texas CPA
for their 2014 security incident.
Project 4
Project Type

Project Name

Total Project Cost

Start Date

End Date

Information
Resources

Agency Process Automation
Project

$950,560

9/1/2019

4/15/23

Description:
The Agency Process Automation Project (Project) will further standardize,
consolidate, digitize and automate time consuming and complex manual
processes to effectively deliver services to meet the core business functions of
the agency.
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The over-arching objectives of the Project is to:
(A) Perform the agency’s statutorily proscribed duties without adding
additional FTEs; and
(B) Capture the institutional knowledge of the agency’s aging staff through
automation.
The Project will leverage a widely used, flexible, and scalable cloud based
platform (Salesforce) to develop the agency’s existing 9-1-1 grant management
application that automates the agency’s processes for submitting, amending,
reviewing, validating, and approving Regional Planning Commissions (RPCs)
biennial strategic plans, and quarterly performance and financial reports.
The Project will develop a similar grant management application that automates
the agency’s processes for submitting, amending, reviewing, validating, and
approving Regional Poison Control Centers (RPCCs) biennial strategic plans,
and quarterly performance and financial reports.
The Project will develop applications to automate other agency processes such
as contract and project management, LBB performance reporting, and purchase
requisitioning.
The Project also includes the integration of the automated processes with the
Comptroller’s Centralized Accounting Payroll and Personnel System (CAPPS).
Potential Consequences of Postponing the Project:
CSEC is limited to 25 FTEs. Agency resources are constrained and taxed by
time consuming and complex manual processes that are error prone. This
jeopardizes the agency’s ability to perform its statutorily proscribed duties without
adding additional FTEs. Furthermore, postponing the Project risks the loss of a
substantial amount of the agency’s institutional knowledge given that the 28% 44% of the agency’s workforce is eligible to retire between FY 2019 and FY 2020.
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VIII. AGENCY WORKFORCE PLAN
A. Mission
The mission of the Commission on State Emergency Communications is to preserve and
enhance public safety and health in Texas through reliable access to emergency
communications services.
B. Strategic Goals and Objectives
Goal A
Objective A.1.
Strategy A.1.1.

STATEWIDE 9-1-1 SERVICES. Planning & Development,
Provision & Enhancement of 9-1-1 Service.
STATEWIDE 9-1-1 SERVICES.
9-1-1 NETWORK OPERATIONS & EQUIPMENT REPLACEMENT.
Contract with Regional Planning Commissions (RPCs) or on their
behalf for the efficient operation of the state 9-1-1 emergency
communication system.

Strategy A.1.2.

NEXT GEN 9-1-1 IMPLEMENTATION. Provide for planning,
development, transition, and implementation of a statewide NG9-1-1
system to improve effectiveness and efficiency of the service.

Strategy A.1.3.

CSEC 9-1-1 PROGRAM ADMINISTRATION. Provide for the timely
and cost effective coordination and support of statewide 9-1-1
services, including regulatory proceedings, contract management,
and monitoring.

Goal B

POISON CONTROL NETWORK. Maintain a High Quality Poison
Control Network in Texas.
POISON CONTROL NETWORK.

Objective B.1.
Strategy B.1.1.

POISON CALL CENTER OPERATIONS. Contract with six
designated host institutions for the operation and maintenance of the
state poison control call centers.

Strategy B.1.2.

STATEWIDE POISON NETWORK OPERATIONS. Provide for the
communications services necessary to operate and maintain the
existing poison control network, including equipment replacement.

Strategy B.1.3.

CSEC POISON PROGRAM MANAGEMENT. Provide for the timely
and cost effective coordination and support of the Texas Poison
Control Network and service providers, including monitoring.
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Goal C

INDIRECT ADMINISTRATION. Maintain the efficient and
effective administration for all agency goals.

Objective C.1.

INDIRECT ADMINISTRATION.

Strategy C.1.1.

ADMINISTRATION. Fund the agency activities, which support all
programs and goals.

Goal D

HISTORICALLY UNDERUTILIZED BUSINESS (HUB). Within the
context of state law and rules, to establish and carry out policies
governing purchasing and contracting that foster meaningful and
substantive inclusion of HUBs.

Objective D.1.

HISTORICALLY UNDERUTILIZED BUSINESSES (HUBs).

Strategy D.1.1.

HISTORICALLY UNDERUTILIZED BUSINESSES (HUBs). Maintain
the efficient and effective administration for all agency goals.

C. Core Business Functions
The CSEC core business functions are:
1. Disburse appropriated funds to reimburse Regional Planning Commissions and
Regional Poison Control Centers operating costs.
2. Measure & monitor grantee performance in relation to approved strategic plans.
3. Monitor statewide poison control communications network performance.
4. Plan and implement statewide Next Generation 9-1-1 communications system for
delivery of core services to PSAPs.
5. Administration of contracts with and manage the delivery of services by contractors
that provide communication and customer relationship management systems and
services for 9-1-1 and Poison Control.
D. Anticipated Changes 2019 – 2023
The key obstacle the CSEC faces is the continuing rapid rate of change in personal
communications technology used by citizens. Communications via audio, video and text
from wireless phones and devices utilizing Voice over Internet Protocol (VOIP) cannot all
be accepted by the current 9-1-1 system. The process of adapting to those changes has
taken years to accomplish, leaving callers using those devices with a diminished level of 91-1 service. These advances have exposed the limitations in the current 9-1-1
infrastructure and Texas Poison Control Network, and have provided an impetus for the
implementation of new technologies such as Next Generation 9-1-1 (NG9-1-1).
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Implementing and operating new technologies will require additional staff to comply with
new requirements for enhanced cyber security planning, and the implementation of a
separate and distinct ESInet Program. The ESInet Program will be responsible for the
planning, implementation and operation for the ESInet; and the service delivery of multiple
contractors, integrated to deliver IT and business processes associated with 9-1-1.
E. Current Workforce Profile (Supply Analysis)
Demographics
Caucasian American

African American

64%

Hispanic American

8%

12%

Female
68%

Male
32%

Age
Under 30 = 1
31 – 40 = 2
41 – 50 = 5
51 – 60 = 10
Over 60 = 6
Length of Service with Agency
0 – 2 Yrs = 9
2 – 10 Yrs = 7
10 – 15 Yrs = 3
Over 15 Yrs =5
Percent of Workforce Eligible to Retire
2019 = 28%
2020 = 40%
2021 = 44%
Actual and Projected Turnover
2015 = 8%
2016 = 12%
2017 = 24%
2018 through 2022 – Projected at 12.0% a year.
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Critical Workforce Skills
Expertise in the following areas are required to meet the agency’s goals:













Executive leadership;
Existing and emerging communications technologies;
Legislative and regulatory processes;
Strategic planning and budgeting;
Legal matters;
Project management;
Cybersecurity/Information security management;
Vendor relationship and performance management;
Contract administration and grant monitoring;
Information technology systems;
Database management; and,
Financial management.
F. Future Workforce Profile (Demand Analysis)

Factors Driving Expected Workforce Changes.
Audio, video, and text communications are now in common use in Texas. Emergency
communications will accommodate these communications in the Next Generation 9-1-1
system under development. The future workforce will need the knowledge and skills
needed to understand these technologies.
The number of employees over the age of 50 is currently 16 of 25 FTEs, and the number
eligible to retire ranges from 28% in FY 2018 to 44% in FY 2021. The agency must address
these future staffing challenges through succession planning, and through better
recruitment and retention practices. This will be challenging with current low unemployment
rates and competition for workforce skills needed.
Future Workforce Skills Needed.
In addition to the critical skills listed above, the following are essential skills needed in future
positions:





Cybersecurity/Information Security Management
IT System Administration and Management;
Database Management; and,
Advanced Information and Communications Technologies.
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Anticipated Increase/Decrease in Number of Employees Needed to do the Work.
The agency anticipates no increase of staff over the next three years
Critical Functions for Strategic Success











Executive Director Leadership;
Emergency communications systems and compatibility;
Budget oversight and funds management;
Project Management
Contract management and monitoring;
Operational and technical support for local governments;
Regulatory affairs and rule processes;
IT Systems Administration and Management
Utilization of network, voice and data technologies; and
Homeland Security.
G. Gap Analysis

Anticipated Surplus or Shortage of Workers or Skills.
Significant progress and efficiencies have been achieved by implementing a digital platform
that has enabled and continually supports the CSEC’s grants management system,
financial reporting system, and performance reporting system for the 9-1-1 program; as
well as for administration and monitoring of vendor contracts. CSEC plans to extend the
use of this platform for similar purposes for the Poison program, and to prepare for
integration with the Comptroller’s CAPPS. CSEC is exploring the possibility of a full time
resource to manage, support and expand, this environment. CSEC will continue to use
DIR’s ITSAC and Cooperative Contracts when additional resources are needed depending
on the volume of work.
H. Strategy Development
The agency will continue to pursue the following strategies to maintain a viable workforce:







Offer a compensation package that can compete with the market.
Cross train and promote from within.
Offer compressed and flexible work schedules.
Provide career and succession planning to managers to develop future leaders.
Invest in training and development of staff.
Strive to recruit a qualified and diverse workforce.
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I.

Survey of Employee Engagement

In February 2018 the agency conducted the survey, with 22 of 25 employees responding
to the survey. The following is a synopsis of the scoring rationale.
Above 375 = Viewed as a substantial agency strength.
Above 350 = Viewed more positively.
Below 350 = Viewed less positively.
Below 325 = Should be a significant concern for agency leadership.
Highest Scoring Constructs

Agency Score

Workplace – The workplace construct captures employees’ perception
of the total work atmosphere, the degree to which they consider it safe,
and the overall feel. Higher scores suggest that employees see the
settling as satisfactory, safe and that adequate tools are resources are
available.
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Strategic – The Strategic construct captures employee’s’ perceptions of
their roles in the organization and the organization’s mission, vision, and
strategic plan. Higher scores suggest that employees understand their
role in the organization and consider the organization’s reputation to be
positive.

392

Benefits - The benefits construct captures employees’ perceptions about
how benefits package compares to packages in similar organizations and
how flexible it is. Higher scores suggest that employees think health
insurance and retirement benefits are competitive with similar jobs in the
community.

392

Lowest Scoring Constructs
Pay - The pay construct captures employees’ perception about how well
the compensation package offered by the organization holds up when
compared to similar jobs in other organizations. Lower scores suggest
the pay is a central concern or reason for discontent and is not
comparable to similar organizations.

Agency Score
268
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Workgroup – The workgroup construct captures employees’ perception
of the people they work with on a daily basis and their effectiveness.
Lower scores suggest that employees may have issues with
cooperation, incorporating members’ opinions and effectiveness of the
workgroup

313

Internal Communication – The Internal Communication construct
captures the employees’ perception of whether communication in the
organization is reasonable, candid and helpful. Lower scores suggest
that employees feel information does not arrive in a timely fashion and is
difficult to find.

317
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IX.

REPORT ON CUSTOMER SERVICE

A. INTRODUCTION
Government Code, Section 2114, requires state agencies to develop customer service
standards and implement customer satisfaction assessment plans. In its "Compact with
Texans," a component of the Customer Service Program, the Commission on State
Emergency Communications (CSEC) pledges to provide its customers with the highest
possible level of service. We acknowledge our duty to the public to share information and
respond to requests, inquiries, and complaints in a reasonable and timely manner.
B. INVENTORY OF EXTERNAL CUSTOMERS
The following are the external customers served by each of the CSEC strategies, along
with a description of the services provided to them.
9-1-1 Network Operations & Equipment Replacement (Strategy A.1.1)
Regional Planning Commissions – Strategy funding, strategic planning, statewide program
coordination, and emerging technology research.
Next Gen (Generation) 9-1-1 Implementation (Strategy A.1.2)
Regional Planning Commissions - Strategy funding, strategic planning, statewide program
coordination, and emerging technology research.
CSEC 9-1-1 Program Administration (Strategy A.1.3)
Emergency Communication Districts and Municipal Emergency Communication Districts Wireless service fee collection and allocation.
Poison Call Center Operations (Strategy B.1.1)
Regional Poison Control Centers - Strategy funding, strategic planning, and statewide
program coordination.
Statewide Poison Network Operations (Strategy B.1.2)
Regional Poison Control Centers – Statewide telecommunications and database
management.
CSEC Poison Program Management (Strategy B.1.3)
No external customers.
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Indirect Administration (Strategy C.1.3)
No external customers
C. INFORMATION GATHERING METHODS
External customers provided services by the CSEC primarily involve contracts for services
with statutorily cited local governments, universities, and private hospitals and not the
general public or other broad class of stakeholders.
The agency utilized surveys to gather feedback from the identified groups. Surveys were
conducted during October 2017 through February 2018. Emails, with a link to the survey
website, were sent to each group requesting their participation in a brief survey.
Customers were asked to rate the level of service as excellent, good, acceptable, or poor
in the following areas:


Facilities – Accessibility and convenience.



Communications – Quality of communications via email, voice, and mail.



Staff – Performance of CSEC staff.



Timely Service – Timeliness of agency service delivery to their organization.



Internet site – Quality of the agency website.



Complaints – Rate response and handling of any complaints submitted.

The customer was also asked to provide narrative feedback on any other concerns or areas
that were not evaluated in the survey.
The following chart outlines external customer groups surveyed and number of people
contacted in each.
Customer Group

Number
Contacted

Responses

Regional Planning Commissions

22

14

Emergency Communications Districts/Home Rule Cities

53

31

Regional Poison Control Centers

6

6

D. CUSTOMER-DETERMINED SERVICE QUALITY RATING.
The following chart that shows the levels of customer-determined service quality.
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SURVEYED AREAS Excellent

Good

Acceptable Poor

Not
Applicable

Facilities

25%

20%

30%

10%

15%

Communications

25%

20%

4%

0%

51%

Staff

35%

43%

10%

0%

12%

Timely Service

33%

47%

6%

4%

10%

Internet Site

12%

41%

12%

2%

33%

Complaints

20%

0%

0%

4%

76%

E. ANALYSIS OF SURVEY RESULTS
Results of the survey show the agency is doing a good job of meeting the needs of its
customers. The rating of poor for facilities related to growing congestion and parking issues
around the downtown Austin area and facility equipment in Hobby conference rooms.
Complaints and timely service relate back to Emergency Communications Districts voicing
that the wireless service fee is not enough to sustain a Next Generation 9-1-1 program in
some of the smaller cities and jurisdictions, and that CSEC should provide better
communication ensuring that all 9-1-1 fees are properly remitted CSEC interacts with
virtually all its external customers each month. The survey process employed by the CSEC
is designed to be short and not intrusive.
At this point there are no specific areas where the survey process could be improved to
obtain more informative results.
F. KEY CHANGES TO BE MADE AS A RESULT OF THE SURVEY
CSEC will include information in the monthly wireless distribution to inform recipients of the
quarterly disbursement of prepaid wireless, explaining the significant increase in overall
wireless distributions every three months. CSEC will communicate with Emergency
Communication Districts to provide a point of contact at the Comptroller of Public Accounts
office for receiving vendor revenue reports, and audit follow-ups for ensuring collections of
9-1-1 revenues.
Additionally, CSEC will communicate with the Emergency
Communications Advisory Council to provide information to stakeholders about fee
collections, and legislation related to wireless service fee rates set in statute.
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CUSTOMER-RELATED PERFORMANCE MEASURES
Element:

Compact

Measure Type:

Outcome

Number:

01

Percentage of Surveyed Customer Respondents Expressing Overall Satisfaction
with Services Received = 93%
Short Definition: The percentage of persons who responded to the customer survey and
expressed overall satisfaction with the agency’s services they received.
Purpose/Importance: Shows the percentage of agency customers that are satisfied with
the services they received. It is important because the agency can realize where its
strengths lie and where improvements can be made for greater satisfaction.
Source/Collection of Data: Electronic customer survey.
Method of Calculation: Count of the responses that rated the agency Excellent, Good, or
Acceptable divided by the total responses less not applicable.
Data Limitations: Not all survey candidates completed the survey.
Calculation Type: Non-cumulative.
New Measure: No
Desired Performance: A performance rate higher than received is desirable.

Element:

Compact

Measure Type:

Outcome

Number:

02

Percentage of Surveyed Customer Respondents Identifying Ways to Improve
Service Delivery = 18%
Short Definition: The percentage of customers who responded to the customer survey
and identified ways for the agency to improve the delivery of services.
Purpose/Importance:
Shows the percentage of agency customers who offered
suggestions where services could be improved by the agency.
Source/Collection of Data: Electronic customer survey.
Method of Calculation: Divide the total number of respondents suggesting ways to
improve service by the total number of responses received.
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Data Limitations: Not all customers completed the survey or had a suggestion.
Calculation Type: Non-cumulative.
New Measure: No
Desired Performance: Desired performance is to receive a higher than predicted number
of responses identifying ways to improve service.

Element:

Compact

Measure Type:

Output

Number:

01

Number of Customers Surveyed = 81
Short Definition: The total number of persons identified as external customers to whom
the survey notification was e-mailed.
Purpose/Importance: Show how extensive the survey was.
Source/Collection of Data: Electronic customer survey.
Method of Calculation: Count the number of surveys sent out.
Data Limitations: None
Calculation Type: Cumulative
New Measure: No
Desired Performance: An increase in number of persons surveyed who receive direct
services and are familiar with agency services.

Element:

Compact

Measure Type:

Efficiency

Number:

01

Cost Per Customer Surveyed = $ 0.00
Short Definition: The cost per customer surveyed.
Purpose/Importance: Determine the cost of surveying one person.
Source/Collection of Data: Total direct costs of the electronic survey.
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Method of Calculation: The measure is collected by totaling the costs for and dividing by
the total number of surveys emailed out.
Data Limitations: The measure does not include staff time and resources needed to
prepare survey and final report.
Calculation Type: Non-cumulative.
New Measure: No
Desired Performance: Lower survey costs.

Element:

Compact

Measure Type:

Explanatory

Number:

02

Number of Customer Groups Inventoried = 3
Short Definition: Number of customer groups to whom the survey was sent.
Purpose/Importance: Show how many customer groups were inventoried.
Source/Collection of Data: Count of the number of customer groups identified.
Method of Calculation: Count the number of groups being surveyed.
Data Limitations: None
Calculation Type: Cumulative
New Measure: No
Desired Performance: An increase in number of customer groups inventoried who are
familiar with agency services.
**** End of Customer Service Report ****
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