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HANDLING OF MISUSE
EMERGENCY CALLS



ISS ECU 911 
has implemented a National
Security Command and 
Control Center.

MISUSE EMERGENCY CALLS IDENTIFICATION



ISS ECU911 Emergency
Assistance and Dispatch

System keeps the
information of the calls

misusing the Single 
Emergency Line.

The record of  misuse of 
the 911 Single Emergency

Line is stored in the System, 
preserving metadata and 

audio. 

ISS ECU911 handles the
history of misuse calls to

set up controls, and for the
enforcement of   ARCOTEL’s

Communications Law. 

Storage time:  1 year in the System

MISUSE EMERGENCY CALLS LOG
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DATA AND COSTING

2020: 48%

2021: 38%

2022: 37% 

Cost per call: 

$2,24

ABC 
Methodology

Expenses

Basic Services

Transport

Telecommunications

Salaries Operational Staff

Depreciation

Furniture and 
fixtures

Computer
Equipment

Cost in 2022: 

5,764,575.04 

American dollars

Number of Misuse

calls in 2022: 

2,573,471

Summary ending October 02, 2022

Misuse calls in percentages
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QUALITY CONTROL

1. SELECT THE 
BASE TO 
INITIATE 

CONTROL
2. ANALIZE 
LOG AND 

LISTEN TO  
AUDIOS

3. RECORD IN 
THE 

EVALUATION 
MATRIX

4. PRODUCE 
A QUALITY 

AND 
CONTROL 
REPORT

5. SUBMIT AND 
SOCIALIZE  RESULTS 

TO ESTABLISH ACTION 
PLANS 

CONTINUOUS 
IMPROVEMENT
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MISUSE OF THE SINGLE EMERGENCY LINE

PREVENTIVE MEASURES

Identification of misuse calls:

• Mild impact

• Short Term Suspension

• Serious impact

• Long Term Suspension

• Definitive Suspension

LEGAL FRAMEWROK

TELECOMMUNICATIONS ORGANIC LAW 

(R.O. 439 de 18 de febrero de 2015)

TECHNICAL STANDARD FOR THE 

PROVISION OF  TELECOMMUNICATION 

SERVICES FOR EMERGENCIES (R.O. 

409 of 12 March 2021)



MISUSE OF SINGLE EMERGENCY NUMBER

Article 396 of 
COIP

Penal Contravention of  
Fourth Degree

Provide a false notice of emergency
that causes movement, 

moblilization or unnecessary
activation of resources from

emergency institutions.

Custodial sentence
for fifteen to thirty

days.



MISUSE CALLS TO EMERGENCY SERVICES

Type of 
measure for
suspension

Impact

Identification Misuse of the
service

Mild

Short Term

(partial 30 
days)

Serious

Long Term

(180 days total 
+ IMEI)

Definitive (total 
discontinuation

+ IMEI)



PREVENTION 
AND REDUCTION OF 
MISUSE OF 
THE EMERGENCY 
NUMBER



COMMUNICATIONAL STRATEGIES

Involve citizens to make

them feel part of the

Integrated Security Service

ISS ECU 911. Activation in social 

networks to encourage the

proper use of the Single 

Emergency Line.

Humor has high levels of

acceptance for the reception of

messages among the public.
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Misuse calls

False notice of emergency

Malicious calls

Malicious communication

Fake calls

Innapropriate calls

MISUSE OF EMERGENCY NUMBER

PROBLEMA PÚBLICO PUBLIC POLICIES

NATO MODEL

NODALITY AUTHORITY TREASURE ORGANIZATION

Information Regulatory
Laws

Budget Structure
Interinstitucional Cooperation

PUBLIC POLICY 
PROBLEMS

PUBLIC POLICY 
OBJECTIVES

PUBLIC POLICY 
INSTRUMENTS 

Source: Developed from Howlett (2009, 82)
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