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ifferent sectors of the government 

each have their own operational 

requirements from ICT 

systems, but emergency-services 

organisations (ESOs) have the distinction 

of enjoying precious little flexibility to 

experiment with new technologies.

The ongoing requirement for reliable 

systems and increasing situational awareness, 

therefore, makes progress in ESOs a careful 

affair combining forward-looking vision with 

on-the-ground reality. Yet with the transition 

from analogue to digital systems fading into 

distant memory and the expansion of high-

bandwidth 4G mobile networks offering 

new options for real-time communications, 

ESOs are finding they have access to a rapidly 

expanding range of solutions.

Implementing those solutions, however, 

requires a confluence of many factors – 

ranging from the availability of suitably 

hardened devices, to supporting information 

systems, staff training and support as well as 

the ministerial and funding commitment that 

can be so hard to secure these days.

Recognising these many factors, 

many of today's ESOs are focused on ICT 

investments that deliver short-term results 

with measurable efficiency and process 

improvements. The industry that has evolved 

around meeting their needs continues to work 

on joining the pieces of the puzzle, driving 

incremental change that is helping ESOs 

function more effectively and efficiently  

than ever.

Among the organisations at the front line 

of this change are the suppliers and integrators 

offering the various pieces of the puzzle. In this 

roundtable, we gather together several such 

stakeholders – including James Boddam-Whetham, 

managing director of Noggin IT; Malcolm Keys, 

CEO of Airwave Solutions; Steve Crutchfield, 

managing director of Motorola Australia and New 

Zealand; Rob Hockings, public safety specialist 

with Tait Communications; and Alex Stefan, 

national general manager for public safety and 

security with Telstra – to share their thoughts on the 

present and future state of Australia's ESOs.
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GTR: How is innovation being driven 

through ESOs?

Crutchfield: Australia’s ESOs are among the 

fastest adopters of new technology worldwide. 

Their main focus continues to be on the business 

they do – serving the community – and thus they 

have been seeking support from organisations to 

build and run voice and data communications 

networks to support their environments. Still, 

in many cases, responders are, to a degree, 

blindfolded. They are looking for solutions to 

allow better context, ability to collaborate with the 

members of their teams in the immediate area, and 

centralised command and control. We're seeing 

fairly significant disruption in the space as it relates 

to that.

Keys: There's a lot going on in the industry. 

The commercial industry continues to take off 

and to be very active, and that continues with 

emergency services communications and the 

finalisation of digitisation of their analogue 

networks. There's more advanced use of these 

technologies, which is still in early stages.

Hockings: In previous years we've seen a really 

specific set of requirements from government, 

but now we're seeing this consultative initial 

pass, through a request for information (RFI) 

process, in which they're almost reaching out for a 

consultation partnership with vendors. When we 

respond to those things, it gives us a real head start 

and gets the thought process going.

This is encouraging, and a very refreshing 

change in the marketplace. I think the 

technologists' side of the ESO is becoming more of 

a follower of the business rather than being a leader 

of some of the business changes. In some cases 

they parallel the corporate business world, but in 

other cases there will be other issues they'll lead on. 

And, if you looked at business cases 10 to 15 years 

ago versus now, they are very clear in what their 

business is and the problems they want to solve.

GTR: Is this because of the number of high-

profile events ESOs have had to deal with in 

recent years?

Stefan: The past season has just been 

extraordinary, with floods in the UK, snow 

storms in the USA and fires in Australia. 

Globally there appears to have been a 

significant increase in the severity of natural 

hazards across the board, and I think ESOs 

are looking at the challenges of meeting these 

particular events now and into the future. 

Within Australia we've seen enhancements to 

land mobile radio (LMR) technology including 

coverage, greater utilisation of mobile 

broadband capability, and enhancements in 

incident co-ordination.

Boddam-Whetham: Half of our clients are 

corporate customers who have had to deal with 

crises and emergencies, and have a lot of business-

as-usual events to deal with of a disruptive nature. 

Whether they be security incidents, evacuations, 

work safety incidents, disaster recovery or 

business continuity incidents; in the corporate 

sector it is very much a risk centric type of 

approach to those kinds of hazards.

So, in the last 18 months we've been 

developing a risk management module within 

our product that surrounds some of the work 

we've done with alerts and notifications, and 

an incident management layer on top of that. 

A risk management layer completes all of that 

by allowing people to input a sense of their 

hazards and risk matrices.

Hockings: If you look at the number 

of events we've had and the way ESOs have 

managed those events, they've really gotten a 

lot of very good insight into what they would 

do if it happened again. They've probably 

collected more insight than they would have 

previously, and I think that's because of the 

systems they've put in place to allow them to 

do that. It's not like the information wasn't 

there, but they now have the systems in place.

If officers turn up at a scene and they're 

informed, not only are the officers safer because 

they've got a far richer appreciation of the 

situation – but they've got the ability to stream 

some of that information back into an incident 

management scenario so they're part of a richer 

decision-making framework.

Crutchfield: The continuing resilience 

of communications, in, during and around 

these events, is key. Capacity and coverage is 

a challenge in Australia and will continue to 

remain key features that we've got to have. 

Volunteers, as always, are a key part of the 

emergency response – so the ability for them to 

integrate their own devices into that ecosystem is 

increasingly important as well.

GTR: How do ESOs' approaches to confronting 

IT challenges, such as bring your own device 

(BYOD) strategies and ongoing budget 

crunches, compare with those taken by more 

conventional organisations?

Hockings: The ESOs are ahead in some 

areas and playing catchup in others. Sometimes 

the priorities within ESOs parallel the corporate 

business world, and in other cases there will be 

other issues they'll lead on. Securing devices, 

whether business owned or provided through 

BYOD type methodologies, has been really 

interesting and in the past few months we've seen a 

lot more discussion around that.

In ESOs the delivery is a very personal 

delivery, and it's a hard thing to quantify. But when 

you read the RFI and the way they talk about the 

business, that's the unique identifier. If you looked 

at their business cases 10 to 15 years ago versus 

how they're writing the business cases now, it has 

changed so much.

They are very clear in what their business is, 

the problems they want to solve, the improvements 

they want to bring in, and the outcomes or outputs 

they're expecting. It's quite refreshing to see them 

reaching out and seeking ideas, but also being able 

to articulate the business in terms of the business 

and not just in terms of the technologies.

Crutchfield: ESOs are relatively risk-averse 

and understandably so, but they're starting to 

realise that BYOD has relevance in their space. 

BYOD is a good opportunity for our customers. 

For people like volunteers, or for certain and 

specific operational requirements, it's a perfectly 

acceptable method for having a smart device in the 

hands of these people.

“IN ESOs THE DELIVERY IS A VERY PERSONAL DELIVERY, 
AND IT'S A HARD THING TO QUANTIFY. BUT WHEN YOU READ 
THE RFI AND THE WAY THEY TALK ABOUT THE BUSINESS, 
THAT'S THE UNIQUE IDENTIFIER.” 

Rob Hockings, Public Safety Specialist, Tait Communications
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Particularly for volunteer organisations, 

you want it to be relatively seamless and easy 

for volunteers to be part of that service. There's 

definitely still a need for task specific devices that 

are ruggedised, waterproof, dust proof and will 

stand up to the rigours of emergency services – but 

flexibility is now required. 

A lot of the security and manageability 

concerns can be dealt with using the right mix of 

technology and service delivery. There's pretty 

smart technology out there that can restrict their 

access, to create a secure pipe and make sure the 

device is secure before it hits the network.

Keys: ESOs are roughly paralleling 

governments in moving down the path of 

innovation flexibility, but one of the areas 

we can focus on improving is the speed of 

implementation of new technologies. One of the 

reasons we don't get ahead is that we often use 

waterfall techniques, where everything is defined 

and costed up front. When they say something 

is going to involve tens of millions of dollars' 

expenditure, that can be a disincentive for 

government to try new technology.

That was the standard way of doing IT 

until they realised they were tripping over 

themselves, and moved to other ways of 

running projects. The industry has done a 

very good job of moving to rapid application 

development (RAD), and I think that's 

an area where we could do better work by 

implementing that style of prototyping 

applications, both on the terminals and also in 

the back office to get an end to end solution 

working.

It's very low cost to run a pilot, and easy 

to commit to the technology before you do 

the whole project. Another benefit of the 

RAD approach is that you can implement 

new technologies as the project goes on. It has 

taken a while to gain acceptance of this as a 

valid way of doing things, but I think we're at 

that point.

Boddam-Whetham: What's feeding a lot 

of the thinking is that public safety has very 

much been promoting an all-hazards approach, 

which means they should have the same 

operating procedures to deal with different 

types of extreme weather events – whether they 

be floods, bushfires, or cyclones.

This approach means I can adopt a similar 

approach to deal with disruptive events that 

might affect the continuity of their business 

along a spectrum. It's a more complex 

approach to take in the corporate sector, but it 

provides an extraordinary ROI.

However, it requires bringing a range 

of different stakeholders onboard; they're 

naturally very risk averse, and very good at 

putting together a business case for technology. 

They're not technologists necessarily, 

they're first responders who roll up their 

sleeves and get into fighting emergencies. 

However, the issue of public safety has become 

a political football, which then makes it harder 

for them to purchase new technology because 

there's more scrutiny around the decision. 

That ability to deal with unplanned events 

requires strong culture and strong leadership. 

It also requires good information so you can 

make the best possible decision, but it is also 

very much about sharing best practice between 

different organisations. 

We're seeing a lot more openness and 

willingness to share best practice amongst 

corporations, in particular.

GTR: What role does conventional voice 

radio play in a world where everything seems 

to be done as a mobile app?

Crutchfield: Customers are continuing 

to make long-term investments, with radio 

as a key mission-critical voice platform. And 

it's not going to go away any time soon. But, 

increasingly, we're being asked to focus on the 

whole mobility capability.

User experience is now key – for example, 

whether it's a responder in a vehicle, fire truck, 

police car, or ambulance – these vehicles are 

becoming driveable computers for them. 

They’re providing them with instructions 

about how to get around the building they're 

driving to, and providing them the capability 

to automatically record information while 

performing their normal operational duties. 
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“THE ISSUE OF PUBLIC 
SAFETY HAS BECOME A 
POLITICAL FOOTBALL, 
WHICH THEN MAKES 
IT HARDER FOR THEM 
TO PURCHASE NEW 
TECHNOLOGY BECAUSE 
THERE'S MORE SCRUTINY 
AROUND THE DECISION. ” 

James Boddam-Whetham, managing director of Noggin IT
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Stefan: LMR is still a significant 

and critical part of the communication 

requirements of emergency services in 

Australia. As an illustration, Queensland and 

Victoria are deploying new LMR networks 

to support their emergency services. Mobile 

broadband is complementary and the two 

will coexist into the future. However, we are 

seeing greater utilisation and deployments 

of mobile broadband devices as well ranging 

from smart phones and tablet technologies to 

a new generation of applications for front line 

officers.

SA Police have now integrated biometrics 

into their devices so they can obtain 

information on potential suspects such as 

fingerprints. And, with the G20 being held in 

Brisbane, the Queensland Police are looking 

at rounding out their capabilities with mobile 

broadband devices such as tablets. LMR will 

continue to be part of the emergency services 

landscape into this decade and the next.

Stefan: We're now seeing that there are, 

within ESOs, not only centralised social media 

constructs, but they are also looking at the ability 

for local police to engage with their communities 

and  provide information.

It's as though there's a digital 

neighbourhood watch program starting to 

evolve, building on the foundations of traditional 

neighbour watch program and community 

policing. Social media provides the ability for 

local police to interact with their communities 

about local community matters. This provides a 

tremendous amount of opportunity for greater 

collaboration and information sharing within the 

emergency services and the local communities 

and citizens they serve.

The greater participation of police and 

emergency services can only be of benefit to 

everyone involved. I suspect over the next 12 to 

18 months we'll see further utilisation of social 

media by the police and emergency services in 

interacting with individual citizens. This will 

be an interesting evolution for the police, as 

the community has expectations relating to 

responsiveness in part driven by services such as 

Triple Zero. And, therefore, the underpinning 

business processes and workflow engines will be 

need to be developed to support the social media 

interaction with the community and citizens.

GTR: How are novel geospatial technologies 

being rolled into ESOs' everyday operations?

Keys: GPS is still, surprisingly, not totally 

common in emergency services, but the time 

has come for everyone to get those benefits. In 

the P.25 network we implemented for Ergon 

Energy, the GPS functionality is standard – 
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“INCREASINGLY, WE HEAR 
ABOUT EMERGENCY 
SERVICES GROUPS 
WATCHING AND 
MONITORING SOCIAL MEDIA: 
FROM A CENTRALISED C&C 
POINT OF VIEW, IT'S GOT A 
LOT OF OPPORTUNITY TO 
BE USED AS A PREDICTIVE 
TOOL FOR EVENTS THAT 
MAY BE DEVELOPING OR 
GOING TO HAPPEN. ” 

Steve Crutchfield, Managing Director of Motorola 

Solutions, Australia & New Zealand
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Hockings: The public safety world doesn't 

have a "do-nothing" option. So, irrespective 

of what's happening, they've always got to 

do something.While the voice side is very 

much staying – it's a solid backup and if other 

components fail it is still there – we're seeing 

the agencies changing the emphasis they're 

placing on voice.

It's changing because the data side of things 

is providing that background intelligence. This 

allows very efficient usage on the voice side, 

because the voice is purely there for the “now” 

and immediate communications. In doing 

something, they've just got access to so much 

more information when they're choosing what 

and how they're doing things. And it's going to 

change outcomes.

GTR: The most significant new source of 

information for responders is social media. How 

well is this information being utilised by today's 

ESOs, and what more can they do with it?

Crutchfield: It's a great collaboration tool 

and a great source of information. Increasingly, we 

hear about emergency services groups watching 

and monitoring social media: from a centralised 

C&C point of view, it's got a lot of opportunity to 

be used as a predictive tool for events that may be 

developing or going to happen.

It's a way to share information quickly, 

whether that be voice or video or photos. So, 

we see it as being extremely relevant in the 

emergency services sector – and increasingly 

so. As always, the challenge will be the volume 

of data and the analytics required to turn that 

information into intelligence. There will be a 

significant role for us to play in that particular 

area as well.

Boddam-Whetham: With social media 

there's an ability to pick up trends earlier in 

relation to an emergency. But the issue is still, for 

a lot of people, aggregating that information into 

situational awareness that is comprehensible, 

quick to understand, and reliable.

One of the big issues that first responders 

in particular are grappling with, is having too 

much information. First responders only have 

so much time and so many resources to be able 

to monitor that transformation; so, social media 

actually requires almost full-time employees in 

that capacity to be monitoring that information. 

Social media is very resource-intensive, if you 

don't have the technology to aggregate it into 

a comprehensive and succinct situational 

awareness picture.
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which has the ability for things like getting the 

terminal to send the dispatch centre a message if 

the car is in a crash or rolls over.

Our focus in the past has been on 

the network side. But with the back-end 

geographical systems being so open in terms of 

interfaces, I really do think that our focus needs 

to change. For example, we've transitioned to 

manage the NSW digital government radio 

network (GRN) and have been busily working 

to improve the service quality of that network. 

There's long term ambition to improve the 

network, and to get some of the operational 

benefits from it. GPS location sorted on the 

GRN would be an operational improvement.

Flexibility is key, although it has taken a 

while for that approach to gain acceptance as 

a valid way of doing things. However, we have 

seen some very successful projects: one developer 

spent a week or two developing interfaces to the 

GPS system, and the end product was made into 

an operational network in a couple of weeks. 

The benefits were seen, and it was made a funded 

project; in cases like this, the old skunkworks 

approach seems to work.

Keys: A lot of people have to come on this 

journey of change, and the combination of ESOs 

being more willing to involve themselves in change 

– and the industry stepping up and providing 

some better use-case solutions – will enable that. 

My classic case is GPS location data: when things 

become obvious they move quite quickly. Once 

you've enabled crash detection in the vehicle and 

have a method of getting the data back into the 

network, it's only a matter of configuring the 

dispatch system so you can see the call.

Boddam-Whetham: The risks that an 

ESO has are often physically located, and 

managing that information has to date been 

very cumbersome to manage. What we're 

seeking to do that's very different is to make that 

information geospatially aware. Integration with 

Google Maps and Esri ArcGIS, as well as a range 

of open standards, supports the concept of fixed 

geospatial locations – an asset plotted on a map.

There's also distributed spatial, where you're 

getting information back from users in your 

community and stakeholders, of where things 

are. That's often through a device like a mobile 

phone, where you can see geo-coordinates back 

into a system, iPad, tablet, etc. A lot of the 

geospatial work around emergency and incident 

management is very much about  situational 

awareness. We're also trying to give people a very 

good sense of where the hazards and risks are in 

relation to those events.

Hockings: We're seeing geographic systems 

as a very important part of the safety umbrella. 

Look at it in terms of the firefighting arena, for 

exmaple: by knowing where the resources are 

as the fire changes, and which resources could 

potentially be under threat, and changing that 

resourcing model – they're moved and reallocated. 

They can also put in other intelligent information 

like traffic flow, and it becomes a much more 

intelligent response regime. We used to see a lot of 

voice traffic and tracking on the dispatch systems, 

but now this is background intelligence.

GTR: The government's 700MHz saw less 

bidding, far lower revenues and more leftover 

spectrum than expected. What implications 

does this have for ESOs wanting to access 4G 

mobile technologies?

Hockings: It has highlighted in a public 

arena that emergency services want to add 

another dimension to their operational 

information. They want to go beyond voice to 

textual, video and the other things they know 

from previous experience that would have given 

them more situational intelligence. If 700MHz 

has done anything in this debate, it has been to 

bring up this issue and allow agencies to clearly 

articulate why this is important and what a 

difference it's going to make.

Crutchfield: We still see it as important that 

ESOs get dedicated spectrum; in speaking with 

agencies around Australia, it’s still very much a 

high priority for them to achieve that goal.

I think the change in government has 

provided the opportunity to review the allocation 

strategy, but certainly the requirement we're 

hearing from customers is that this is very 

much a requirement so they can create and 

maintain their own purpose built networks with 

integration to that public carrier model. The 

whole spectrum debate, as a key enabler of all this 

capability, needs to draw to a conclusion so there 

is enough bandwidth for ESOs to take advantage 

of this technology and the applications.

Keys: ACMA and the Department of 

Communications have laid the groundwork to 

allow things to happen quite quickly. You enable 

the platform, and these get done with the platform 

that you didn't even envisage in the first place. 

And these are the things that add a lot of value.

In metropolitan areas, the spectrum has 

been put down as a foundation: ACMA has laid 

the foundation, and the state governments have 
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“THE CHALLENGE WILL 
BE IN REGIONAL AREAS, 
WHERE THE COST IS 
PROBABLY NOT JUSTIFIED 
IN THE NEAR TERM AND, 
THEREFORE, ROAMING 
ONTO COMMERCIAL 
NETWORKS IS LIKELY 
TO BE THE SOLUTION IN 
REGIONAL AREAS. ”  
Malcolm Keys, CEO, Airwave Solutions
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GTR: There is still considerable debate about 

whether public 4G networks are able to support the 

requirements of ESOs during emergency events.

Crutchfield: That debate is still going. There 

will be a place for public networks simply because 

of the economies of scale required to cover the 

areas they need to serve. It's well documented 

that demand increases during emergency events, 

so there will also be a requirement for privately 

held networks in times of peak requirements. You 

could have a private system, say, in the CBD or 

high population areas and also have the ability 

to roam onto the public system where coverage 

is required in rural or lower-density areas. That's 

the balance that government departments and 

ESOs are currently working through.

Keys: There's a lot of talk in the industry about 

why we don't use commercial carriers and have 

priority. We've had this in the past – it was offered on 

2G and 3G networks – and was a complete failure.

The reason is that in peak incidents, when 

major incidents were occurring, commercial 

networks are in high demand by the public. 

There is a strong argument for having two 

networks, particularly in areas of higher 

population density. ESOs need to take control 

over who is accessing the network; in areas 

of lower population density, there is a strong 

argument for using commercial networks but 

even then ESOs need absolute control over 

those networks during those periods of peak 

demand.

Stefan: One of the issues, of course, is 

congestion on any mobile broadband network, 

and it is inevitable that a situation will evolve 

where dedicated Public Protection and Disaster 

Relief (PPDR) spectrum can also become 

exhausted and congested simply from the 

number of police and emergency services 

officers using the spectrum in a potentially 

catastrophic event.

to rise to the challenge of deploying networks. 

If they could do it on a low-cost trial basis, 

prototyping as they go, they could get to a 

sensible outcome very quickly, and make the 

decision to further invest.

The state governments have fantastic 

infrastructure for radio communications, 

and they will be able to deploy low-cost LTE 

networks at a very sensible cost for their own use 

in metro areas. The challenge will be in regional 

areas, where the cost is probably not justified in 

the near term – and, therefore, roaming onto 

commercial networks is likely to be the solution 

in regional areas.

Photo Credit: CC BY-SA 2.0, Timothy
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That's why Telstra has developed and 

demonstrated what is referred to as LANES (LTE 

Advanced Network for Emergency Services), 

which takes a PPDR spectrum and co-locates it on 

a carrier network to provide a dedicated lane solely 

and exclusively for the use of police, ambulance 

and fire services.

However, if the PPDR spectrum itself 

becomes congested due to the high use by police 

and emergency services personnel, it can then 

be augmented by carrier spectrum by providing 

preferential treatment on the carrier LTE 

spectrum ensuring that front line officers have the 

mobile broadband services they require in safe 

guarding the community.

We enabled LANES  recently for 

demonstrations in Brisbane and Perth, where we 

took the opportunity to  demonstrate this world 

first – the ability to collocate PPDR spectrum 

Boddam-Whetham: We hear a lot of people 

talking about cloud as though it's this new thing, 

but it's been around for a long time and we've 

been part of it for a long time. We had clients in 

the Brisbane floods using our system where the 

main headquarters and data centres were flooded, 

then they had to get out and access their systems 

via phones and PDAs. That's the accessibility 

benefit that you get out of the cloud.

There's also the issue of security in the cloud, 

which is why we took our products through 

ASD certification under the EAL2+ standard. 

Particularly when the type of information that 

you're dealing with in a public safety context is 

often quite sensitive, or could be pulled up in a 

Royal Commission post the event and be really 

scrutinised – then you want to make sure there's 

a lot of integrity in your cloud service.

Keys: Web utilisation has gone through 

the roof basically through social-media needs, 

and ESOs aren't well prepared for the peak 

loads they could encounter. I've seen a couple 

of organisations we work with, put their 

systems into commercial hosting arrangements 

with companies that specialise in peak load 

management. The government typically hasn't 

got the capability to manage that workload, and 

I'm seeing sensible outsourcing of that. That's 

one of the benefits of the Internet architecture.

Stefan: Most emergency services 

organisations are connected into state ICT 

policies, and most organisations are looking 

towards the opportunities associated with 

utilising cloud technologies. In areas like office 

administration, email and other admin services, 

there is an exploration across governments; the 

state and police emergency services are part of that 

journey.
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“TELSTRA HAS 
DEMONSTRATED LANES 
(LTE ADVANCED NETWORK 
FOR EMERGENCY 
SERVICES), WHICH 
TAKES THE FUTURE PPDR 
SPECTRUM AND LOOKS 
AT COLOCATING IT ON A 
CARRIER NETWORK TO 
PROVIDE A DEDICATED LANE 
SOLELY AND EXCLUSIVELY 
FOR THE USE OF POLICE, 
AMBULANCE AND FIRE 
SERVICES. ” 

Alex Stefan, National General Manager, Public Safety  

and Security, Telstra

on a carrier network and to utilise carrier LTE 

spectrum to provide the police and emergency 

services with an unprecedented operational 

capability and mobile broadband experience.

While 2G and 3G technology evolved from 

voice communications, 4G has evolved about 

data. This fundamental shift in technology has 

made it possible to create LANES. The other 

capability that LANES affords, in addition to 

providing dedicated and prioritised services to 

the emergency services, is its ability to provide 

seamless coverage across the total foot print of the 

carrier network. So if you move in or out of PPDR 

spectrum coverage such as in a rural area or in the 

inner city by entering a building or tunnel where 

there may be no PPDR spectrum coverage, the 

operational officers continue to have a seamless 

experience and priority on the carrier network.  

There is no break in service by having to reconnect 

across bespoke networks and also reauthenticate 

into applications. In a industry were seconds 

count and communications and information are 

paramount this is a capability of incalculable value 

for front line officers.

Hockings: ESOs have a lot of experience 

with radio communications; they started with 

radio back in the 1930s. I think they will look 

at each scenario on its own merits in terms of its 

risk, deliverables, and affordability. They will also 

look in terms of reality – what can we have today, 

what can we have tomorrow? And I think they 

know one size doesn't fit all. [Solutions have] 

to be almost invisible to the user, and just work 

irrespective of the platform or technology. 

GTR: Has the explosion in cloud technologies 

helped ESOs deal with peaky traffic during 

emergencies?
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Telstra's [cloud-hosted mobile] emergency 

alert system is an example of a whole cloud-

based application that allows all the emergency 

services, irrespective of their jurisdiction, to be 

able to utilise this service– and it continues to 

work effectively. The expansion into machine-

to-machine (M2M) communications is also 

becoming quite an interesting growth area: 

citizens and devices are becoming connected 

and interconnected; this really does provide 

opportunities for ESOs in years to come as this 

connected world begins to provide all this new 

information.

GTR: The past year has seen the emergence 

of practical wearable technologies like smart 

watches and connected glasses. What role will 

these technologies play in the emergency-services 

arena?

Crutchfield: If you look at some of the 

technology being trialled today – biometric 

sensors, heart rate monitors, blood pressure and 

breathing monitors – those kinds of task specific 

technologies are very useful to monitor the health 

of a responder in the middle of a high-stress 

situation.

Things like Google Glass are being explored 

in terms of what they could do for first responder 

situations or better managing an incident or event. 

Wearable video technology would help them be 

less reliant on voice descriptions coming from 

first responders.The ability to share live video 

streaming of the event as it plays out would help 

other responders whether on foot or in the air.

In a distributed C&C sense, the centralised 

C&C could be monitoring a lot of data points 

that they're aggregating to get intelligence on a 

particular situation. These could be coming from 

social media, CCTV camera feeds, aerial drones, 

and other data they could aggregate and turn into 

better intelligence in the field. There's a lot of data 

available now about events.

Hockings: It has to fit within the operational 

environment, and the physical environment. 

So if you think about it, a wearable watch on a 

firefighter's sleeve is just not going to work because 

the physical environment is not going to let that 

happen. But in a different context, it might fit 

another agency.

At the end of the day, the ESOs will pick what 

fits, where it fits, and how they're going to utilise 

it. They'll go off and test these things in their real 

environments, and form an opinion based on their 

businesses, and vendors will need to respond to 

that. The technology is fundamentally not allowed 

to distract the end user from the task at hand. It 

has got to be a contributor and not a detractor.

Keys: We've seen some good trials of personal 

telemetry, around personal health signals without 

the user having to send a message. But most 

current devices are based on a consumer use case, 

which is very different to emergency-services use 

cases. For example, most emergency workers can't 

stop, look down and use hands to operate a device 

during an incident.

The good news is that the consumer 

revolution has driven an extraordinarily low cost, 

highly mobile computing platform into the hands 

of users. This industry has a lot of experience in 

hardening technology for emergency-services 

users. And I'm very optimistic that in coming 

years, we'll take that computing platform and 

mould it into the special and unique needs of 

ESOs. We did that with mobile data, and also with 

narrowband, for voice apps – and the industry 

will also go through an optimisation of mobile 

broadband technologies.

GTR: How much of this change is related to 

applications, and how much still depends on the 

communications infrastructure?

Hockings: That's going to be one of the 

most exciting discussions that will happen from 

here on. There's going to be the expectation of 

connectivity, a focus on the back-end systems, and 

the user's end connecting seamlessly. It is going to 

be less about the communications medium, and 

is going to be very much about the application, 

how it presents to the users, how it goes into the 

back-end systems, and where this information gets 

delivered.

Crutchfield: Everybody is being asked to 

do more with less, and that's largely what has 

driven the change in the consumption model. 

Some jurisdictions tell us they don't necessarily 

need more people on the street; they just need 

to facilitate what they currently have on the 

street, and to be more productive and efficient. 

Technology is a key enabler of that.

Keys: The one thing that hasn't happened 

is a resolution to the human-computer interface 

for emergency-services users. The current 

smartphone is only useful for what I would call 

business efficiency projects, such as inputting 

data into a central computer from a tablet. That's 

fine, but when you talk about the other part of 

the job, those devices don't do a good job. And 

that's the challenge from our industry, to take the 

efficiency gains we've gotten from mobility and 

make decisions that enable that dream for incident 

response.

That's the argument for starting small on the 

network side, on mobile public broadband, in 

metro areas while the end user devices are being 

developed. In five years' time you've got an end-

to-end ecosystem with a really strong case for the 

benefit it provides to ESOs, and you can expand 

its geographic reach over time.

You don't need to build devices and then 

networks and then devices; you need to build 

them in lockstep: a bit more network, a bit more 

application, a bit more network, a bit more 

application. If you build a big network that 

nobody can use, that's pointless.

Boddam-Whetham: I agree. It's very well for 

people to have situational awareness, but it has to 

roll up into a view that makes sense to the end user. 

There is a lot of technology that can help deal with 

planned events, but in the area of unplanned events 

there are still a lot of intangibles in terms of your 

cultural readiness and your leadership readiness.

So, I think that is where a lot of people 

are really focusing their efforts: at the heart of 

organisational resilience is ensuring you are in 

a position to deal with those unplanned events. 

They're the sort of events that can cripple 

communities and cripple businesses, and have a 

major financial impact. ●
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