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Washington State 911 Overview: 

Here in Washington, we are constantly striving to provide the most proficient access to 
emergency services through one of the most advanced and effective 911 systems in the 
country.  This requires staying at the forefront of ever-changing technologies and ensuring 
our telecommunicators are trained, resourced and ready to respond to the needs of the 
community.  Washington operates an advanced 911 Emergency Services IP network 
(ESInet) and Next Generation Core Services (NGCS) that identify, route and deliver all 911 
calls in the state.  These calls are delivered to our 49 primary Public Safety Answering 
Points (PSAPs) and over 1500 certified telecommunicators stationed across the state. 
Together, this community answered over 4.5 million 911 calls in 2025. 

Strategic Plan: 

Our 911 community came together in 2025 to develop a Strategic Plan to guide the 
direction of 911 in Washington State over the next ten years. 911 faces a lot of change in the 
next several years, from the way we expect technology to change and evolve to how we 
recruit for newer generations that are entering the workforce. The community, in 
collaboration with the State 911 Coordination Office (SECO), the 911 Advisory Committee, 
and the Washington chapter of the 911 professional organizations, the Association of 
Public Safety Communications Officials (APCO) and the National Emergency Number 
Association (NENA), moved through several facilitated discussions to determine what we 
wanted to accomplish. This resulted in a 2026-2036 Strategic Plan that encompasses the 
entire 911 community in our state. 

Mental Health & Wellbeing: 

Telecommunicator mental health becomes an increasingly critical focus each year, as 
telecommunicators continue to be exposed to secondary trauma through their processing 
of 911 calls. When people are experiencing their worst moments, they are providing 
detailed descriptions of their pain to 911 telecommunicators, who are then processing that 
information and ensuring help heads to the citizens. We’ve seen that over time, the 
compounded trauma exposure leads to high PTSD rates, rates of depression and anxiety, 
and high turnover in the industry. Our state continues to work to combat this through the 
development of a statewide peer support program that is dedicated to serving 911. 
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Washington also developed and held the first ever wellness retreat built for 911 
telecommunicators. Similar initiatives continue as we move into 2026. 

 World Cup: 

The 911 community continues to plan for an influx of visitors that we expect in our region 
for the 2026 FIFA World Cup in June and July. Collaboration continues on many items in 
preparation for this event, such as determining how foreign phone plans access 911, what 
kinds of translation services may be needed, and how we may plan 911 staffing to best 
support an event of this scale.  

911 Funding: 

911 in Washington is funded through an excise tax of $0.95 per subscriber line per month.  
Despite significant cost increases in technology, equipment, and personnel, the 911 excise 
tax has not been increased since 2011. The 911 excise tax falls significantly short of 
completely covering the cost to operate 911 in Washington. PSAPs must rely on other 
revenue streams such as User Agency Fees and local taxes to ensure they are able to 
continue to provide effective service.   

 

Thank you for your continued support of the 911 system in our state, as well as the selfless 
professionals that ensure it remains operational across every hour. Should you wish to 
learn more about the 911 system, our 911 PSAP, or even come for a tour, please do not 
hesitate to reach out at any time. 

Respectfully, 

 
Adam Wasserman 
Assistant Director of Emergency 
Communications & State 911 Coordinator 
Adam.wasserman@mil.wa.gov 
253-512-7468 
 
 

Katy Gilbert 
911 Deputy of Operations 
Katy.gilbert@mil.wa.gov 
253-512-7218 
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