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A Common Operational Picture… Crisis Management

© Hexagon Safety & Infrastructure



A Call for Service… ... Resource Allocation
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Why are we here?
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Respond to help... Plan to prevent…



… it’s about presenting a Common Operational Picture



…so we can react as best we can, max’ing the Window of Decision

O
p
tio

n
s

Time

Response

Options

Relevant & 

Accurate 

Information

Interoperability between Agencies

Big Data - Predictive Analysis

Alarms & Sensors

Notifications - lookups

Social Media Chatter

© Hexagon Safety & Infrastructure



© Hexagon Safety & Infrastructure

Why are we Here?

What’s Changing and Why?

What does that mean for the 
people in the Control Room?

What does that mean for Control 
Room Systems and Suppliers?

Agenda - Control Rooms in the Near Future



Many Themes driving change

• Public expectation from Control Room services much higher than it was

• Success of on-line telephone and digital commercial services 

• Sophistication of, and investment in, retail smartphones and apps at world scale (Billions) 

• “Doesn’t your system do that already?” – Consumer apps are often more sophisticated and 

current than what are often highly customised and niche agency systems

• Demand for Multi – Channel access to services

• Less capacity for failure at any level

• Public’s use of Social Media

• Technology in Data, Communications, Cloud, IoT, AI and Machine Learning, etc.

• Increasing demands for service whilst Austerity drives “Do more with Less”

• The focus on reducing ‘citizen burden’

• “Safe City” and “Smart City” initiatives
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We see different changes for different circumstances

Individual Calls 
for Service

Contact Centric 

Change Drivers

Demand Management

• Speak and Treat

• Defer and Schedule

Large Scale Events

Resource Centric
Change Drivers

Resource Utilisation

• Mobility time efficiencies

• Resourcing Operations
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Demand Management

• Multi-Channel Contact

• Solicited – Voice Call, Text, Post to monitored SM Account, Portal, 

• Un-solicited e.g. Social Media chatter and posts 

• Commercial CRM style tools adopted

• Knowledge Bases to answer FAQs

• Scheduling non-urgent jobs to times more convenient with the public

• Outbound Call Handlers - Call Backs – is service still needed?

… Lots of Data… Lots of Patterns

Perfect for the application of Automation and Machine Learning
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The Control Room will often be part of a Safe City Agenda



Public Sonar
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DIKW Paradigm – How does it apply to the Control Room Today?
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Embedding AI & Machine Learning into the Control Room
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… will lead to much greater Automation in the Control Room

In less than 5 years Control Room Systems will be leveraging AI & ML to automatically
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… How are they going to cope with all that change?
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Managing Change

• In Reality it won’t all come at once

• Dual Economy of Old & New – Old ways won’t be replaced completely 

• Horses for Courses – selective training packages

• Identify those that are ‘up for it’ and want to shape change – Evangelists

• Identify those that will be challenged – Extra Training

• Identify those that will cause trouble – Manage their issues and corral their complaints

• What is Changing and Why? 

• Management must communicate this Firmly and Clearly - no debate.

• How should the change be achieved – Let the Users decide (with a budget) 
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Remote working

• Working from Home

• Flexibility for the staff

• Reduce costs to staff

• Reduce costs to the Emergency Services

• Scale to manage peeks in call demand

• Resilience for the Public Service when staff can’t get into work – floods, traffic, epidemic

• Business Continuity and Disaster Recovery Options

• Buddy Arrangements with other services 

• Help take Calls in peek periods – transfer the incidents electronically

• Reduce costs and improve health by reducing Night Shift work by ‘Buddying Up’ with an 

Antipodean service! Is that possible?
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Break down current Functional Silos
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Data

+ Capabilities

+ Workflow

+ User Interfaces

Components combine 

to deliver a solution

New Strategy
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Records 

Management

Data
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Crime

Analysis
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New Thinking

• A Solution partnership

• Suppliers co-exist with 

each other and Publicly 

available services

• No More Silos

• Plug into Enterprise 

Service Bus

• Systems more flexible 

to change with SDK 

and workflow tools

• Procurement &

Replacement flexibility

• “Plug ’n’ Play”
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“Cloud is the 

foundation for 

digital transformation 

– it is the new core of 

enterprise IT” – IDC

Local 

(in-country) 

storage and hosting 

e.g. Microsoft now has UK 

and German Azure data centres.

Cloud Ready

“by 2018, 

security will 

displace cost and 

agility as the primary 

reason government agencies 

move to Cloud” – Gartner

“Intelligence 

Community, 

Information Technology 

Enterprise Strategy” 

US Office of the Director of 

National Intelligence 

“By 2017, 20% 

of law enforcement 

organizations will 

have invested in integrated 

cloud and analytics solutions to 

consolidate information silos and 

operationalize evidence-based policing.” IDC

“By 2018, 

50% of law 

enforcement organizations 

will use externally crowd 

sourced real-time citizen data for crime 

prevention, detection and response.” IDC
“Customers 

should select 

vendors who 

commit to a common 

code-base that is structured 

for delivery as SaaS/PaaS” - IDC
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Current Computing Challenges

( )

Scalability Limits High Costs
Business Can’t Move 

Forward
Security Management
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Solving Computing Challenges with Cloud

Limitless Scalability Business AgilityCloud EconomicsTrusted

Only pay for 
what you 

need

When you 
need it

No Building, 
No Power, 
No Cooling

Staff manage 
the app only

Resilience & 
Flexibility at 

Scale
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Many things driving change

Change won’t all come at once

Change will be different in different situations

Pace must be managed to a human level to succeed

Make Citizen the focus to succeed - not the incident

Technology will support change as well as drive it

Embrace Cloud or Hybrid Cloud for Scale & Security

In Summary



Thank You
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