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Request for Backup Plan Approval 
 
PSAP Name: McDowell County 911 Communications 
 
PSAP Plan Contact (title/telephone number/email address): 
William Kehler, Emergency Services Director   828-652-3241   
william.kehler@mcdowellgov.com 
 

Location 
Where is the Primary PSAP located (street address)? 
294 South Main Street 
Marion, NC 28752 
 
Where is the Backup PSAP located (street address)? 
634 College Drive 
Marion, NC 28752 
 
 
What other departments are located in the Backup PSAP facility? 
This is a multi use building owned by McDowell County.  The facility is subleased to multiple 
businesses along with dedicated educational space for McDowell Tech Community College.  On 
the far west side of the complex is where the proposed backup center will be placed. 
 
How far is the Primary PSAP from the Backup PSAP in airline miles? (There is currently no 
defined distance requirement but a one mile minimum is a reasonable expectation.) 
2.9 miles 
 
Please attach a geographical (such as a google) map showing the primary location and backup 
location. (Attached) 

 
Positions/Workstations 

How many telecommunicator positions are in the Primary PSAP? 5 
How many telecommunicator positions are normally manned in the Primary PSAP?  3 
Can you staff for more positions to handle peak workloads in the Primary PSAP?   Yes 
How many additional positions are used during peak workloads in the Primary PSAP? 2  
 
How many telecommunicator positions are in the Backup PSAP?  5 
How many telecommunicator positions will be manned in the Backup PSAP?  3 
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Can you staff for more positions to handle peak workloads in the Backup PSAP? Yes, two 
additional positions will be housed in the backup center to process 911 calls. 
 

Equipment 
Please describe the make and model of the telephone switch in the Primary PSAP. 
Airbus 4.x  Communications System (Geo-Diverse) 
 
Please describe the make and model of the telephone switch in the Backup PSAP. 
Airbus 4.x  Communications System (Geo-Diverse) 
 
Please describe the make and model of the CAD in the Primary PSAP. 
Southern Software CAD / MDS 
 
Please describe the make and model of the CAD in the Backup PSAP. 
Southern Software CAD / MDS 
 
Please describe the make and model of the recorder in the Primary PSAP. 
Nexlog 740 Recorder 
 
Please describe the make and model of the recorder in the Backup PSAP. 
Exacom 1217 Recorder  
 

Radio Equipment 
What equipment in the Backup PSAP will be used to dispatch 911 calls? 
 Dual band mobile radios connected to power supply will be used to dispatch 911 calls for 
service.  Radios must be dual band as law enforcement operates off 800 freq and EMS Fire 
Rescue on VHF.  Encoders will be used to activate tones for each respective department.  

 
How will the radio equipment in the Backup PSAP connect to the radio network?  PL STEER 
system is currently used in McDowell County over VHF.  Law enforcement is currently 
migrating to 800mhz as primary. Radio tests have been performed at the proposed backup site 
with positive links to all tower sites.  

 
Network 

How many 911 trunks are currently in the Primary PSAP and who is the carrier? There are 
currently (4) Wireline 9-1-1 Trunks and (4) Wireless 9-1-1 Trunks terminated into the Primary 
PSAP.  Frontier Communications is the carrier.   
 



PSAP Backup Plan 

 

Page 3 of 8 
 

How many admin lines are currently in the Primary PSAP and who is the carrier? 
There are 5 eligible 911 administrative lines in the center.  Frontier is the carrier.   

 
How many 911 trunks will be in Backup PSAP and who is the carrier? (4) Trunks.  Frontier 
Communications.     
How many admin lines will be in the Backup PSAP and who is the carrier? 
 Five administrative lines will be housed in the backup for the five positions. 

 
What is the process to re-route 911 trunks from the Primary PSAP to the Backup PSAP? A 
reroute of 9-1-1 trunks would not be necessary.  The Geo-Diverse design splits the redundant 
Airbus servers, placing two at the Main and two at the backup site.   The backup site operates in 
a hot standby mode.  There would be (4) trunks physically terminated at the Main site, AND,  (4) 
trunks physically terminated at the backup site so that if the Main PSAP is lost, calls will be 
answered at the backup site by activating positions.    However, during normal operation, calls 
coming across the (4) trunks at the backup site will automatically flow to positions at the Main 
site via a communications link.  This arrangement ensures that all (8) trunks carry traffic to the 
Main PSAP in normal operation.  
 
How long will it take to re-route 911 trunks from the Primary PSAP to the Backup PSAP? 
A re-route would not be necessary as the backup PSAP would be in a hot standby mode. The 
time-line is contingent upon how long it will take to staff positions to take calls as the (4)  9-1-1 
trunks would be immediately operational. 
 

 
What is the process to re-route admin trunks from the Primary PSAP to the Backup PSAP? 
Telephone numbers would be call forwarded to a separate group of telephone numbers that 
would terminate into a separate Backup PSAP telephone system.     
 
 
How long will it take to re-route admin trunks from the Primary PSAP to the Backup PSAP? 
The PSAP will use one of (2) “to be determined” methods, each taking approximately one to two 
minutes per line: 
 
1) RJ-11 will be mounted in the equipment room at the Main PSAP.  Each jack is cross- 
connected with an administrative line.  The PSAP will have the capability to plug a single line 
phone into each jack, dial a call forwarding code, and call forward all calls coming to that line to 
another available line at the backup PSAP. 
 
2)  Frontier offers Call Forwarding Deluxe/Plus.  This would allow the PSAP to dial into a 
system remotely and call forward each line.  The advantage of this offering is that if the PSAP 
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had to be evacuated, this could be handled quickly and remotely from a cell phone. 
 
These two above options are the fastest way to call forward the lines.   An alternative is that a 
Frontier technician, when arriving on-site, can perform the function with his handset.   
Additionally, if the Assignment Center is open (not staffed from 9PM to 8AM), Frontier can 
have an Assignment Agent call forward the lines.    
 
 

 
 

How will the Primary PSAP be network connected to the Backup PSAP? Fiber link utilizing 
dedicated static IP’s  
Who is the carrier? Charter Communications  
What is the bandwidth?  50M 
 
 
How will this network connection between the Primary PSAP to the Backup PSAP be used? 
The connection would be used exclusively to facilitate calls over 9-1-1 trunks between the Main 
and the Backup location.    This allows the current 8 trunks to be physically split with 4 
terminated at the Main and 4 terminated at the backup.   This also allows both sites to have 
access to all 8 trunks. 
 
 For instance will it be used to keep the CAD data current at both locations? Yes CAD 
information will be sent over this connection to ensure both servers are sharing the same 
information real time. 
 
Will it be used to carry 911 calls from the B side of the switch at the backup location to the A 
side at the Primary location? Yes, and vice versa. 
 
Will other applications be running on this network connection?  No other applications will run 
through this connection. 
 

 
Interim PSAP 

Who will answer your 911 calls while you are relocating to the Backup PSAP?  
By utilizing a network control modem at the Sylva switch the Center Admin staff can 
immediately roll the lines to an interim answering location until staff can be relocated.  Currently 
there are two locations that the modem can automatically be rolled to.  The locations are off site 
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of the primary PSAP.  Location 1 – McDowell County EMS Headquarters  Location 2 – 
McDowell County Sheriff Office. 
 
How long will it take to relocate staff to the Backup PSAP and begin taking calls?  
Maximum of 10 minutes. 
 
What is the process to re-route calls from the Primary PSAP to the Interim PSAP while 
relocating staff to the Backup PSAP?  Utilizing the network control modem and pre-programmed 
options to roll lines to two locations as noted above. 
 
 
What is the process to re-route calls from the Interim PSAP while relocating staff to the Backup 
PSAP? A re-route of 9-1-1 trunks would not be necessary.  The Main PSAP would be in a ready 
state and in hot-standby.  Personnel would only need to log into a position for calls to flow to the 
Backup. 
 
 
 
Please attach a signed Memorandums of Understanding (MOUs) and any other applicable 
agreements. Please insure that the signatories have the appropriate authority to commit their 
respective agencies.   N/A 
 

 
 
 

Power 
Describe the back-up power system at the Primary PSAP?  Generator Power with UPS in place 
What is the capacity of the generator and the UPS in the Primary PSAP? Generator is 17-800 
KW Kohler Power System.  UPS is EATON Powerware-9155 13KW. 
How much fuel is stockpiled for the generator at the Primary PSAP and how long will this 
provide uninterrupted operation?  This generator is fueled by constant supply of natural gas 
provided by PSNC. 
  
 
Describe the back-up power system at the Backup PSAP? Generator Power with UPS 
What is the capacity of the generator and the UPS in the Backup PSAP? A transfer switch will be 
installed at the backup center to facilitate connection to portable Magnum generator (MMG185) 
162kw owned by McDowell County Emergency Management.  This generator per policy would 
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be assigned to the backup center in the event of a power failure.  UPS is EATON Powerware-
9155 13KW. 
 
How much fuel is stockpiled for the generator at the Backup PSAP and how long will this 
provide uninterrupted operation?  The emergency generator will be powered by diesel and has 96 
hour capacity.  McDowell County has refueling capability internally. 
 
 
How often will you test your Backup plan? The plan will be tested quarterly. 
How long will you take calls at the Backup PSAP when you exercise your plan? Two hours is 
the projected timeframe to take calls at the backup 911 center.   
 
 

Backup Facility 
Does your Backup facility provide for the needs of employees? 
How will sufficient food, water, sleeping, and hygiene needs for the staff for the projected 
duration the emergency be provided?  This question will be determined by local operational 
policies and procedures, but it does need serious consideration and planning.  While there is no 
hard and fast rule in place, it seems reasonable the backup facility should be self-supporting for a 
minimum of 72 hours.  
The backup center is housed at the Emergency Services warehouse which is a self sustaining 
facility with portable showers, sleeping facility, stockpile of water and food. 
  
 

Additional 
Please provide a diagram of your back-up plan. Show the equipment to be supported in the 
Primary PSAP and the Backup PSAP, the network connections between the Primary PSAP and 
the Backup PSAP, the trunking to the Primary PSAP and the Backup PSAP, and any other 
relevant information. 
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Financial Documentation 

Non-Eligible Costs  Eligible Costs   Comments 
Product/Service  Product/Service    

 Cost One-Time Costs Cost   
         
          
          
          
          
          
          
          
          
          
          
          
    Recurring Costs Annual  Cost   
         
          
          
          
          
          
          
          
          
          
          
          
          
    Recurring Costs Monthly  Cost   
         
          
          
          
          
          
          
          
          



PSAP Backup Plan 

 

Page 8 of 8 
 

The Plan 
Please provide a narrative on how the proposed Backup plan will work. 
McDowell County 911 will utilize a “GeoDiverse” system allowing for an “A’ side and “B” side 
for both phone and CAD.  “Neverfail” system from Southern Software will ensure the CAD 
systems at both centers are mirroring each other with communication between the center linking 
both servers.  McDowell County 911 created a “Complete Failure Protocol” in December of 
2013 that addresses all aspects of a temporary failure.  Since this time the protocol has been 
utilized three separate times due to various incidents within and outside the 911 Center that 
contributed to a “911 Failure”.  Should the center fail processes and policies are in place to 
immediately access the control modem and VPN rollover solution by Frontier, close off specific 
loops in the system to reroute all 911 calls to a 10 digit number as a temporary solution. This 
protocol would be utilized during the short period of time it takes to relocate staff to the backup 
center.  Once staff arrives at the backup center, the temporary solution would be discontinued 
with all operations being conducted in the backup center.  All requirements set forth by NCGS 
and the NC 911 Board are met with our backup plan.  The plan will be tested quarterly per 
agency policy.   
 
 
 
 

 


