There is a 9-1-1 call back issue related to number portability. It occurs if there is mixed/dual service.
During mixed/dual service, there can be two phones on separate networks, both having the same phone number and both capable of outbound calling. Only one of the two phones can be called back and that is dependent on which stage of the activation, porting and disconnect processes is in place,

So, even though either phone is capable of 9-1-1 calling, only one is capable of being called back and that is dependent on the stage of the activation/porting/disconnect process that is occurring.

Mixed/dual service exists for: (a) wireless to wireless portability, (b) wireline to wireless portability, (c) wireless to wireline portability, and (d) in limited occurrences,
wireline to wireline portability (when there are two wireline networks, including separate connections to the local business/residence)

NENA public education committee members, along with assistance from some WNPO (Wireless Number Portability Operations team) members and others in the telecommunications industry, have created documents to help service providers offer consumer education regarding 9-1-1 and the porting process.

The attached three documents include:

1—Assumptions/guidelines regarding development of the educational material.

2—List of possible mediums for distribution and use of the educational material.

3—A consumer education page (titled ‘Draft Statement for Public’). This can be used for customer handouts, posting on web sites and other distribution methods.

4—A sales/marketing training page (titled “Draft Statement for Sales Associates”). This can be used for training of sales associates/marketing representatives who deal directly with the public (such as at retail outlets or at call centers).

It is hoped that service providers will utilize the provided public education materials so that consumers, who are changing providers and retaining phone numbers, are aware of the 9-1-1 issue involved and know what to do to minimize any potential, negative impact.

Thank you for any consideration and use of the accompanying consumer educational material, regarding 9-1-1 and number portability.

Rick Jones, ENP

Operations Issues Director

National Emergency Number Association

815-519-7841              rjones@nena.org

 9-1-1

Public and PSAP Education

· Assumptions/guidelines:

· Want to point out the positive – “Customers can keep their phone number and change service providers”.

· Do not want to cause unnecessary fears in public’s mind.

· Do not want to cause public to question E9-1-1 reliability.

· Do not want this to be a wireless porting issue.

· Porting numbers is a process, not a problem.

· Consumers must be aware of the process.

· Possible mediums for distribution:

· Simple paper piece, not to exceed size of postcard, to be handed out by sales representatives
· Written statement for sales associate training

· Written blurb to be added to web site for E-commerce orders

· Written piece to provide to call centers for customer questions/orders

· Paper piece to be distributed in phone boxes

· Note – This piece is not intended for mass distribution, but for consumers who have been educated in number portability and are interested in the service.


You can change wireless or wireline service  provider and keep your current phone number.   

Number Portability is available!

No need for time-consuming notification of change to everyone you know. . . no need to learn a new number.

However, it is important that you understand the PROCESS of number portability.

Porting your number involves multiple systems that must be updated.  The time it takes for these updates varies greatly and your sales representative can provide a specific time frame to you.  All the systems will not be updated with the new port information until the port has been completed.

What this means to you in the case of an emergency during the porting process:

If you call 9-1-1 from your NEW phone after you requested number portability, but before the port is complete, a 9-1-1 call center will not be able to call you back. It is vitally important that you remain on the line after calling 9-1-1, until advised that it is all right to hang up.
If the call is disconnected before location and details have been provided, call 9-1-1 again and advise that you were disconnected.
If you call 9-1-1 from your OLD phone after you requested number portability and after the port is complete, a 9-1-1 call center will not be able to call you back. It is vitally important that you remain on the line after calling 9-1-1, until advised that it is all right to hang up.
If the call is disconnected before location and details have been provided, call 9-1-1 again and advise that you were disconnected.

Consumers can change service providers and keep their current phone number, a service known as “Number Portability”.  

As the public becomes more aware of their ability to maintain their current phone number when changing service providers, more customers may begin to request Number Portability.  It is vital that all sales associates are familiar with the PROCESS involved and fully explain it to their customers.  

Porting of a number from one carrier to another involves multiple systems that must be updated.  Since the time for these updates varies, all sales associates must be familiar with their company’s timeline for completion of this process and inform their customers of the expected time frame.   (Optional dependent upon service provider processes--Customers will receive confirmation when the port has been completed).  

Consumers need to be informed as to how number portability can affect them in case of an emergency.

When a person dials 9-1-1 from the new phone after requesting number portability but before the port is complete, a 9-1-1 call center will not be able to call back the caller.  Customers must be made aware of the need to provide their location immediately upon placing the emergency call. If caller is disconnected, they should dial 9-1-1 again and state that they were disconnected.  
When a person dials 9-1-1 from the old phone after the port is complete, a 9-1-1 call center will not be able to call back the caller.  Customers must be made aware of the need to provide their location immediately upon placing the emergency call. If caller is disconnected, they should dial 9-1-1 again and state that they were disconnected.  
Porting from a wireline phone to a wireless phone has about a 4 day interval.  During this period both the wireless and wireline phones can dial 9-1-1.  However, call back is possible to only one of the phones depending upon the stage of the port process.  If the 9-1-1 call is dialed from a wireless phone before the appropriate porting databases are updated the call back will go to the wireline phone.  If the 9-1-1 call is dialed from the wireline phone after the appropriate porting databases are updated but before termination of wireline service the call back will go to the wireless phone.  
Porting from a wireless phone to a wireless phone has a minimum 2 ¾ hour interval.  During this period both wireless phones can dial 
9-1-1. However, call back is possible to only one of the phones depending upon the stage of the port process.  If the 9-1-1 call is dialed from the new wireless phone before the appropriate porting databases are updated the call back will go to the old wireless phone.  If the 9-1-1 call is dialed from the old wireless phone after the appropriate porting databases are updated but before termination of wireless service by the old provider the call back will go to the new wireless phone.  
