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Unites States of Mexico
Area: 1,964,367 km2
Population:  129 millions
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The 9-1-1 Emergency Service was created in October 2016. 
It is part of the National System of Public Security

➢ Normativity
• Constitution of the United States of Mexico
• General Law of the National System of Public Security
• Regulations of the Executive Secretariat of the National System of Public 

Security
• Collaboration guidelines on security and justice by the Federal 

Telecommunications Institute
• Agreements of the National Council Public Security (President of the 

Republic  and the States’ Governors).
• Technical Standard for Standardization of Call Services Emergency through 

the Unique Number Harmonized 9-1-1 (nine, one, one).
• National Catalog of Emergency Incidents

❑ Protocols
❑ Working instructions
❑ Training guidelines.
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It is a federalized system, which includes Services in 32 States.
Nowadays, there are 31 Public Safety Answering Points (PSAP) and 164
subcenters. PSAP can be administerd by State Government (133) or Local
government (62). 9-1-1 is the only number for emergency care in Mexico.
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Mexico has same roof-model, where operators receive the calls
and a dispatcher area define what kind of corporation is
required in order to answer the emergency.
Police

Ambulance

Fire department  

• Always, a police patrol is sent to attend an emergency .

• There are, in many PSAPs, doctors that offer first aid by 
telephone. If an ambulance is required, they define the 
kind of ambulance and which hospital they have to carry 
the person to. 

• Firefighters are sent to the emergency’s location from 
PSAP too.
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Model 3: Only one emergency number. Data 
gathering by stage 1, resource dispatching by stage 2 

Call
Stages

1. 9-1-1 Operator receive the call. Identify if it is a real
call and ask the location of the user person, if it is
correct, ask what is happening . The operator gathers
detailed data about the location and emergency
situation of the caller.

2. Classify according to the National Catalog of
Emergency Incidents

3. Send to dispatch area, this area decides which EROs
should be contacted depending on the information
given by the caller

4. 9-1-1 Operator continue gathering helpful data.
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Model 3: Only one emergency number. Data gathering by stage 
1, resource dispatching by stage 2 (Mexican Differences)

Model 3

Specificities of the Mexican model
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Other non- emergency numbers in Mexico

Non-
emergency

numbers

• There are other non-emergency numbers available in
Mexico

• 089 Anonymous Reports
• 800 00 44 800 Covid information line;
• 800 911 2000 Line of life (Combats drug addictions and

helps persons with psychological problems);
• 800 832 47 45/ 800 5533 000 Line for victims of human

trafficking.



Centro Nacional de Información (CNI).8

Calls to 9-1-1 from 2016 to 2023
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Technologies  available in the PSAPs in México

 

Not 

available Available  Comments 

 

Geographic 

Information System 

(GIS) 

 Yes 

All emergency services, 

Medical, police, services and 

fire fighters. 

 

Computer-Aided 

Dispatch (CAD) 

system 

 Yes 
All 9-1-1 Services in the 

country 

 

Interactive Voice 

Response (IVR) 

[NEW] 

 No  

 

 Video communication 

[NEW] 
 Yes 

It is available in some 

Centres, as it is necessary to 

contract a licence. 

 

Tools for remote 

call-taking [NEW] 
 No  
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Ways to reach PSAP

NG 9-1-1 

SIM Card

E-calls

Third parties

SMS

• WhatsApp groups in some PSAP
• Panic buttons in some PSAP
• Personal alert (women) in some PSAP

• 9-1-1 is available from handsets without SIM cards
(we are trying to avoid it).

• We do not receive e-calls

• CCTV (Supermarket, banks) in some PSAP or panic
buttons

• It was included in the documents that create 9-1-1
Services in Mexico but it is not in use.
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Caller Location

Free

Paid

• Federal Telecommunications Institute, a
governmet agency, ruled that caller’s
location (latitude and altitude) must be
provided by telephones companies for
free. However, there is an accuracy of 50
meters.

• PSAP can contract other companies
services, which provide callers’ location
that is more accurate.



Centro Nacional de Información (CNI).13

Specificities handling emergencies

Violence

Prevention

• In some states a 9-1-1 call start a joint work
that includes various entities that focus on
serving victims of gender-based violence.

• As 9-1-1 services works 24 hours, in some
states they offer information about shelter
location (hurricane), amber alerts, etc.



Centro Nacional de Información (CNI).14

Plans for the future

PSAP
Certification

Violence

Indigenous 
people

Non 
emergencies

• We are working on a certification, we will
evaluate technologies, performance,
training of the operators, in order to
know the strengths and weaknesses.

• Being able to offer a holistic support for
victims of violences (women and
children).

• Reach indigenous people with operators
that speak native languages.

• Reducing non emergency calls (jokes, -
adults and children-, mute calls).
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Thank you

Oscar Laguna

oscarlaguna1@gmail.com


	Slide 0: 9-1-1 Emergency SERVICE - Mexico    Nacional Information Center of the Executive Secretariat of the National Public Security System Centro Nacional de Información (CNI) del SESNSP    Webinar EENA  November 27th, 2023. 
	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15

