ESTA Fact Sheet

ESTA
•

The Emergency Services Telecommunications Authority (ESTA) holds the statutory
accountability for handling Triple Zero calls and providing and managing operational
communications for the dispatch of police, fire, ambulance and State Emergency
Services in Victoria.

•

ESTA is a 24x7 operation with over 490 staff, providing services to some five million
Victorians. This includes triple zero services for:
–
–
–
–

Victoria Police (Metropolitan Melbourne and Greater Geelong areas)
Ambulance Victoria (Metropolitan Melbourne)
Metropolitan Fire Brigade (The Metropolitan Fire District)
Country Fire Authority (State-wide)

•

ESTA also manages the emergency storm number 132 500 for the Victorian State
Emergency Service (State-wide)

•

In 2008/09 ESTA managed 1,827,106 calls.
–

•

This represents a call every 17 seconds and leading to 1,295,302 dispatches requiring
emergency services agency response.

ESTA manages the complex and scalable managed service contracts for Victoria’s Mobile Data
Network (MDN), Metropolitan Mobile Radio (MMR) and Emergency Alerting System (EAS)

When there is an emergency and
attendance of police, fire and/or
ambulance services is required, call
Triple Zero.
When you call Triple Zero you will
hear a recorded voice
announcement advising that you
have called the emergency line
before being connected to a Telstra
triple zero operator.
You will be asked which service you
require: ‘Police, Fire, Ambulance’.
If you call via a mobile phone you
will be asked for your location and
State that you are calling from.
You will then be connected to an
ESTA State Emergency
Communications Centre. (NB: for
rural police and ambulance, you will
be connected to those specific
agencies).

Once connected to an ESTA State
Emergency Communications
Centre, you will be asked two key
questions:
–

Where is your emergency? The
calltaker will seek to verify your
location by asking of proximity to
the nearest cross-street or other
notable land marks

–

What is your emergency? This is
vital information to be handed on to
the responding emergency service.
It is important that you stay calm,
listen to the calltaker and answer
the questions that are asked of you.

The emergency services will be
dispatched even while you are
continuing to provide information to
the ESTA calltaker.

In extreme events, there may be
delays at the Telstra or ESTA
component of your Triple Zero call.
It is important to stay on the line
and your call will be answered.
When Telstra places a call into the
ESTA queue, that call remains there
for up to 75 seconds before it is
then escalated in priority and
presented on another ESTA line.
In an extreme emergency event, the
represent procedure can take place
up to five times, at which stage if
the call has not been answered, the
Telstra supervisor will call the
details through to an ESTA
supervisor on a dedicated line and
ESTA will then call the caller.

Emergency Markers
• Emergency Markers are placed in open space or
hard to define localities, such as public reserves,
racecourses, river trails, cycling tracks and national
parks
• They look like a street sign or vehicle number plate,
with three letters and three numbers in white on a
green background
• This alpha-numeric identifier is linked to ESTA’s
computer aided dispatch system and specifies
relevant location, GPS coordinates, road access
route or navigational data for the expedient dispatch
of emergency services
• In an emergency, where emergency markers are
located, a person can call Triple Zero and quote the
emergency marker details and the ESTA calltaker will
be able to pinpoint the location and dispatch
emergency services to that location

Emergency Markers
•

•
•
•

•

When you call Triple Zero, you
will be asked which service
you require: Police, Fire or
Ambulance
Your call will then be directed
to an ESTA communications
centre.
You will be asked: where is
your emergency? and then,
what is your emergency?
In an emergency, where
emergency markers are
located, just quote
“Emergency Marker and the
alphanumeric code on the
sign”
This will quickly help pinpoint
your location and the
emergency services will be
dispatched

112 in Victoria –
Dispelling the Myth
•

Triple Zero (000) is Australia’s primary emergency call service number and should
always be used to access emergency assistance from all telephones (landlines,
mobile phones and payphones) in the first instance.

•

112 is the international emergency call service number which was first widely adopted
in Europe.

•

If you are in need of emergency assistance and travelling overseas, some countries
will accept 112 as an alternative emergency number, automatically transferring you to
that countries emergency service.

•

Technological advances in recent years have enabled Triple Zero (000) to have the
same capabilities as 112 from most mobile phones. These include:
– Roaming capabilities: If your phone company does not have coverage the call
will attempt to roam to the next available mobile network. If a network is available
your call will be connected to the emergency call service.
– Handset access: Ability to reach the emergency call service without having to
unlock your keypad or key-in a security-protection PIN.

•

Triple Zero (000) has the same capabilities in any GSM mobile handset manufactured
after 1995.

•

112 cannot be used via a landline

What is 106?
• 106 is a relay service number for hearing and
speech impaired people. 106 operators will
communicate via a Telephone Typewriter
service and relay information to the emergency
services operator ensuring that the appropriate
response is achieved.

Triple Zero not Triple O (oh)
• With the influx of advertising and marketing of
alphanumeric phone contacts (e.g. 13 RACV, 13
TAXI etc) and the common use of texting
messages from mobile phones, many people are
becoming accustomed to the use of
alphanumeric language.
• On an alphanumeric key pad, the letter ‘O’ is
represented by the number 6.
• Triple Six (666) will not render emergency
response.
• Triple Zero (000) is the number to always keep
in mind in an emergency.

