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Multisourcing Services Integration 

How 9-1-1 centers can lower costs, enhance 
operations and improve responsiveness

WHITEPAPER SERIES #1

9-1-1 MSI



Commdex's service 

integration capabilities 

provide governance and a 

single source for 

accountability - 

delivering value and 

reducing risk for clients. 

EXECUTIVE SUMMARY 
9-1-1 centers are required to work with and support more systems and technology today than ever 

before. The demand for newer and improved technology coincides with the need to contain costs 

and consolidate resources. When an implementation is optimized and resources managed, these 

often competing objectives can be achieved at a cost savings. One successful approach to 

overcome the challenge of managing and supporting many vendors is to leverage a Multisourcing 

Services Integrator (MSI). MSIs provide the guidance required to assist 9-1-1 centers to select the 

best technology and integration for systems that span across telephony, IT, software, and radio 

communications. 

Commdex offers OverWatch, a multisourcing solution that delivers value by: 
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Managing sourcing, delivery, and implementation of multiple, disparate 9-1-1 applications and 

their providers into a cohesive solution with a single point of contact. 

Allowing administrators and staff to focus on strategic initiatives while relying on Commdex to 

manage vendor contracts, integration services, and other key areas identified. 

Supporting agencies so they can accomplish their technology goals with existing staff and 

lowered costs while attaining an increased service level to responders and citizens. 

WHAT IS A MULTISOURCING SERVICES INTEGRATOR? 

An MSI plays the critical role of managing, integrating, and coordinating service delivery in an 

environment with multiple internal and external service providers. 

Clients want best in class service providers in each 

area but struggle to integrate services provided by 

vendors. The MSI provides the platform, consulting 

services, framework, and tools to integrate all 9-1-1 

applications, while providing 100% visibility into the 

spend and purpose. By taking ownership for service 

levels, the MSI serves as an advocate for agency 

customers to help them obtain services and resolve 

issues promptly by facilitating and managing 

communication and collaboration. 

CHALLENGES FACED BY 9-1-1 CENTERS 

Absence of  knowledgeable and 

experienced project managers to ensure 

vendor and project compliance

Interfacing multiple vendors opens the door

for interfaces that underperform and miss 

integration goals

 

The MSI provides the 

platform, consulting 

services, framework, 

and tools to integrate 

all 9-1-1 applications, 

while providing 100% 

visibility into the spend 

and purpose.

Lack of needed skill set and/or lack of 

personnel bandwidth

Loss of project visibility, control, and 

accountability

Insufficient tools to measure project 

success and sustained performance 



MULTISOURCING IN A 9-1-1 CENTER ENVIRONMENT 
There are an increasing number of vendors and supported jurisdictions/agencies in the current 9-1-1 

center environment. 

9-1-1 centers currently support a large number of disparate systems. 

Multiple law enforcement, fire, and EMS agencies are often supported, adding additional levels 

of inter-agency dependency. 

IT, GIS, and other services are provided by city/county agencies and/or contracted vendors. 

Interoperability between 9-1-1 centers - need for CAD to CAD interfacing.
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The MSI supports the 9-1-1 Director by removing 

time consuming tasks such as implementing new 

technology, contract management, planning, 

and managing partner disputes. This allows the 

Director to focus on the quality of service 

provided to citizens, developing staff skills, and 

identifying new ways to improve the operations 

and service provided by the 9-1-1 center. Figure 1:  The MSI Streamlines Time-Consuming Tasks 

Allowing PSAP Director to Focus on More Critical Tasks

Figure 2 demonstrates a key challenge faced by 9- 

1-1 directors. There are many systems identified that 

the 9-1-1 center must integrate with and rely on for 

providing dispatch services. The organizations 

identified either own the technology 9-1-1 must 

work with or are major stakeholders in its 

management. The lines indicate areas where 9-1-1 

is required to work with others to deploy its 

solution. 

Figure 2: 9-1-1 Center without MSI 

Figure 3: 9-1-1 Center with Commdex as the MSI 

Figure 3 illustrates how the presence of an MSI can 

eliminate the key challenge depicted in above. 

With Commdex as a 9-1-1 center's MSI, one or many 

of the lines can be transferred to Commdex. As the 

single point of contact between users and the 

service providers, the MSI is the advocate for 

customers and users.By resolving issues quickly 

using proven management tools, the MSI increases 

user efficiency and satisfaction. 



The MSI allows an organization to shift its 

focus from requirements to solutions by 

exploring the elements that lead to 

success or failure of a contract. The MSI 

manages vendor contracts to 

accommodate change in the environment. 

The agreements institutionalize joint 

ownership and accountability among the 

vendors. This allows for continual 

improvement in service delivery with 

controls in place to deal with 

noncompliance including the termination 

and substitution of vendors. 
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One of the central processes in delivering quality service to the 9-1-1 center is highlighted in in 

Figure 4. The MSI works with 9-1-1 to develop Operating Level Agreements and Service Level 

Agreements that support 9-1-1 goals within in multi-vendor environment. Objectives defined by 9- 

1-1 are identified and each vendor's roles in supporting overlapping goals is called out. Next, the 

MSI provides ongoing management of the cross-vendor relationship ensuring 9-1-1’s goals are 

met. The customer benefits from having a single point for all matters rather than being 

responsible for interacting with each vendor independently. Lastly, the MSI applies measurement 

tools developed jointly with 9-1-1 to verify the goals and objectives were met by the solution.  

Figure 4: MSI Solution Implementation Process

HOW THE MSI IMPLEMENTS CHANGE 

MSI COMPONENTS 



911 Solution Environment
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Commdex leverages OverWatch to address Multisourcing Integration by building on our extensive 

public safety integration experience. Leveraging quality standards such as ISO 9001 and ITIL, and the 

components outlined above, OverWatch allows agencies to feel confident Commdex will enable 

them to succeed.  

OVERWATCH

The general framework for OverWatch is based on four areas of expertise; Evaluate and Plan, 

Connect, Manage, and Analyze. The program is designed to allow Commdex to support all or any 

subset of these tenants based on an agency’s needs. This flexible approach allows a partnership to 

develop where the public safety agency and Commdex provide each organization's strengths to better 

enhance operations and achieve agency goals.    

Figure 5: The Four Cornerstones of OverWatch 

Evaluate and Plan – Comprehensive 

systems evaluation; identify strengths 

and areas for improvement. Develop 

project specific and multiyear 

technology plans to support agency 

goals.

Connect – Provide connectivity for 

mission critical systems including both 

communications such as fiber, DAS, 

microwave, radio and software systems 

such as CAD2CAD, Court integration, 

RMS2RMS., and station alerting.

Analyze – Provide meaningful 

understanding of the large amounts 

of data collected; RMS, CAD, etc. 

Support operations in real time with 

on the fly data analysis.

Manage – Help agencies solve tactical 

and strategic objectives through process 

automation and technology.

As a Multisourcing Services Integrator, Commdex leverages OverWatch to enable public safety agencies 

to achieve technology goals and provide a safer work environment to responders and improved service 

to citizens.

Interface Management 
Project/Program Management 
Construction Management 
Radio Upgrade/Replacement/Support

KEY AREAS

ADDRESSED BY OVERWATCH

Multi-Agency Data Sharing 
Turnkey Disaster Recovery 
CAD Software Upgrade Management 
9-1-1 Center Relocation 



911 Solution Environment

COMMDEX'S VALUE AS THE MSI 
The growing trend toward specialized applications for each function within a 9-1-1 center has 

created the need for Commdex to coordinate and integrate service delivery. Commdex, backed 

by service integration expertise and decades of command and control experience, can provide the 

platform, consulting services, frameworks, and tools to integrate 9-1-1 applications and vendors 

into a cohesive solution with a single point of contact. The Commdex approach is crafted to each 

agency's specific technology goals, and is guided by a set of common processes, heavily rooted in 

ISO9001 and ITIL, to ensure quality in every stage of the engagement. Commdex's mission is to 

create a solid partnership with each of it's 9-1-1 center clients to achieve the shared goal to 

provide quality service to the policemen, firefighters, and first responders, as well as the citizens 

they protect. 

911 Customers
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A 9-1-1 center is required to support and integrate multiple 

vendors. Each vendor introduces new technology and 

features on an ongoing basis that the 9-1-1 center must 

understand and implement as dictated by the desired 

service level or by industry standards. The goal is always to 

provide the best service to citizens while providing the 

safest work environment for first responders. Today, as 

NextGen 9-1-1 becomes a reality, the technology and 

options are changing at much faster pace and in much 

larger leaps. The modern 9-1-1 center can benefit  by 

leveraging Commdex's ability to support their goals while 

the vision and direction of the 9-1-1 center is firmly in the 

director's hands. 

"I will say that I am very, very impressed." 

-Robin G. Prince, US Army Corps of Engineers 

Contract Specialist 

Regarding Commdex's work on DHS Calexico, CA 

Command Center Project

COMMDEX: AN OBJECTIVE PARTNER IN 
SUPPORT OF THE 9-1-1 CENTER'S GOALS 


