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Administrative Office Hours: 
 Monday  -  Friday  

  8:00 am  -  5:00 pm  
After Hours and Weekends: 
Phones transfer to Cumberland County Dispatch 

300 Ruth Street 
Spring Lake, NC 28390 

www.spring-lake.org 
Emergency Calls  -  911 

 
Non-emergency calls  - (910) 436-0350 

                               or 
                                  (910) 436-0351 
                        Fax  -  (910) 436-4081 

Administrative Support: 
         Lissa Jones, Administrative Assistant to the Chief   
           Jeanne Autry, Administrative Aide                                                          
  
 

Command Staff: 
 Chief Troy McDuffie 
 Captain Jeff Stafford 
 Lieutenant Jerrel Johnson 
  

9-1-1 is the number most people in the U.S. and some in       
International countries call to get help in a police, fire or medical    
emergency. In some places, you may be able to be connected 
with Poison Control by calling 9-1-1, but you should check with  
local officials in your area to make sure. A 9-1-1 call goes over     
dedicated networks to the appropriate 9-1-1 answering point 
(PSAP) for the caller's location, and trained personnel then send 
the emergency help needed. 

Enhanced 9-1-1, or E9-1-1, is a system which routes an emer-
gency call to the appropriate 9-1-1 answering point (PSAP) for 
the caller's location, AND automatically   displays the caller's 
phone number and address. The 9-1-1 call taker will typically ask 
the caller to verify the information, which appears on his or her 
computer screen. In most areas, phone number and location  
information is available for 9-1-1 calls made from a cellular/
wireless phone. 

In areas serviced by enhanced 9-1-1, the call is selectively 
routed to the proper PSAP for the caller’s location, and the 
PSAP has equipment and database information that display the 
caller's phone number and address to the call taker. 93% of 
counties with 9-1-1 coverage have enhanced 9-1-1 for        
callers. The term “enhanced 9-1-1” is not synonymous with 
wireless 9-1-1. 

When Wireless Phase I has been implemented, the call taker 
automatically receives the wireless phone number. This is  
important in the event the wireless phone call is dropped, and 
may allow PSAP employees to work with the wireless company 
to identify the wireless subscriber. Phase I also delivers the  
location of the cell tower handling the call. The call is routed to 
a PSAP based on cell site/sector information. Phase II allows 
call takers to receive both the caller's wireless phone number 
and their location information. The call is routed to a PSAP 
either based on cell site/sector information or on caller location 
information.  

As of April 1, 2010, the United States has 6,184 primary and 
secondary PSAPs and 3,135 Counties which include parishes, 
independent cities, boroughs and Census areas. Based on a 
preliminary assessment of the most recent FCC quarterly   
filings: 

• 96.7% of 6,184 PSAPs have some Phase I 

• 94.3% of 6,184 PSAPs have some Phase II 

• 92.2% of 3,135 Counties have some Phase I 

• 88.8% of 3,135 Counties have some Phase II 

• 97.8% of Population have some Phase I 

• 96.7% of Population have some Phase II 
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An estimated 240 million calls are made to 9-1-1 
in the U.S. each year. According to the FCC, one-
third are wireless calls; in many communities, it’s 
one-half or more of all 9-1-1 calls. 

Population Covered: 99% (at least basic 9-1-1) 

Counties/Parishes Covered: 96% (at least         
basic 9-1-1) 

How to call 911 effectively 
 

• Stay calm. It's important to take a deep breath and not 
get excited. Any situation that requires 911 is, by 
definition, an emergency. The dispatcher or call-taker 
knows that and will try to move things along quickly, 
but under control.  

• Know the location of the emergency and the number 
you are calling from. This may be asked and answered 
a couple of times but don't get frustrated. Even though 
many 911 centers have enhanced capabilities -- mean-
ing they are able to see your location on the computer 
screen -- they are still required to confirm the infor-
mation. If for some reason you are disconnected, at 
least emergency crews will know where to go and 
how to call you back.  

• As the call progresses, you will hear clicking - do not 
hang up!  

• Wait for the call-taker to ask questions, then answer 
clearly and calmly. If you are in danger of assault, the 
dispatcher or call-taker will still need you to answer 
quietly, mostly "yes" and "no" questions.  

• If you reach a recording, listen to what it says. If the 
recording says your call cannot be completed, hang up 
and try again. If the recording says all call-takers are 
busy, wait! When the next call-taker or dispatcher is 
available to take the call, it will transfer you. 

•  Let the call-taker guide the conversation. He or she is 
typing the information into a computer and may seem 
to be taking forever. There's a good chance, however, 
that emergency services are already being sent while 
you are still on the line.  

• Follow all directions. In some cases, the call-taker 
will give you directions.  

• Listen carefully, follow each step exactly, and ask for 
clarification if you don't understand.  

• Keep your eyes open. You may be asked to describe 
victims, suspects, vehicles, or other parts of the scene.  

• Do not hang up the call until directed to do so by the 
call-taker.   

Reminders 

• No matter what happens - Stay Calm.  
• Cell phones may not tell the call-taker where 

you are. Know the differences when calling 911 
on a cell phone. 

• Never program 911 into your automatic dialer 
(phone memory). You're not going to forget the 
number and accidental 911 calls are more likely 
with auto-dialers. If someone calls 911 and 
doesn't speak, emergency services must still be 
dispatched. 

The odds of a medical emergency arising while caring 
for children alone are high. Thus, children should be 
trained in how to use 911. 

1. Train Children Early.  If the child is able to com-
municate verbally, they are old enough to use 911.  
A good age is about 3 or 4.  Parents must judge 
their own child’s maturity level. 

2. Avoid Prank Calls.  It is important to emphasize 
that 911 is not a joke.  Thus, children should avoid 
calling 911 leisurely. 

3. Help Children Identify an Emergency. Older 
children can usually detect problems; however, 
smaller children may need parents to demonstrate 
or explain.  Parents should explain and teach what 
emergency situations qualify for the use of 911. 

4. Practice.  Practice sessions are very effective with 
helping children grasp the concept of 911.  Before 
dialing, make sure the phone is unplugged so as 
not to accidentally connect to a live operator. 

5. Conveniently Position the Phone.  In order for 
children to dial 911 in an emergency, they must 
have easy access to the phone.  Thus, it helps to 
keep at least one phone in the home at a child’s 
arm length. 

6. Home Address.  Training children in the use of 
911 can save a life.  However, it helps if children 
also know their street address.  While teaching 
children the basics of 911, parents should use this 
an opportunity to teach children their home      
address and telephone number.   

To avoid children panicking and forgetting the 
numbers, parents might include a post –it by the 

phone with 911 boldly printed. 
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