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42% of ECCs have already deployed or are piloting artificial

intelligence in their operations.

RapidSOS and APCO International surveyed more than 700 ECC directors, supervisors, and

telecommunicators on where the field actually stands with AI — what's working, what's

holding agencies back, and what still has to happen before it's trusted with the calls that

matter most.
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KEY FINDINGS

42%
of ECCs have AI deployed or in a pilot

8%
have completed a formal or informal AI risk

assessment

18%
highly trust AI to support judgment in high-

stakes calls

75%
rank accuracy and reliability among their top

three barriers

All figures in this report reflect all 740 respondents.
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01 · ADOPTION

Where ECCs actually stand on AI
How far ECCs have actually gotten with AI — what's deployed, what's being piloted, and how satisfied agencies are with what they've rolled out so far.

58% of ECCs haven't adopted AI yet — but 42% are

already live or piloting it.

"Is your ECC currently using any form of Artificial Intelligence (AI)

technology in your operations?"

Q4 · n = 740

Actively deployed and in use 27.0%

Piloting or testing specific applications 14.5%

Evaluating potential use cases 25.1%

Monitoring, not yet evaluating 18.0%

Opposed to adopting AI 6.8%

Policies prevent its use 2.6%

Not sure 6.1%

54% of ECCs using AI report being satisfied with their

early AI work.

"Overall, how satisfied are you with the AI solutions your ECC has

deployed so far?"

Q8 · n = 432 (opinion given, of 740)

Very satisfied 20.1%

Satisfied 34.3%

Neutral 34.0%

Dissatisfied 7.2%

Very dissatisfied 4.4%
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01 · ADOPTION (CONTINUED)

Real-time transcription leads what's actually running —

and most of it only started in the last year.

"Which of the following AI capabilities is your ECC currently using or

piloting?"

Q6 · Q7 · n = 740

TOP CAPABILITIES IN USE — N = 668

Real-time transcription/summaries 38.9%

AI training assistance 33.5%

Real-time language translation 32.8%

Automated quality assurance 29.8%

Non-emergency call automation 23.5%

HOW LONG, AMONG ECCS ACTIVELY USING AI — N = 427

More than 2 years 7.7%

1 – 2 years 26.7%

6 months – 1 year 34.7%

Less than 6 months 30.9%
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02 · TRUST & ACCOUNTABILITY

How ECCs view trust and accountability in AI
How much ECCs trust AI with real judgment calls, who they'd hold responsible if it gets one wrong, and how staff, leadership, and the community are actually reacting to it.

Most 911 professionals take a measured view: more

than half trust AI at least moderately to support human

judgment in high-stakes calls.

"How much do you trust AI to reliably support — not replace — human

judgment in high-stakes emergency decisions?" (1 = not at all, 3 =

moderately, 5 = completely)

Q29 · n = 740 · mean 2.5/5

20.7%

1

Not at all

26.8%

2

34.9%

3

Moderately

14.7%

4

3.0%

5

Completely

Most see accountability as shared or situational, not

resting on one party.

"Who do you believe should be held accountable if an AI system

contributes to a negative outcome during an emergency response?"

Q30 · n = 740 · single-select

32%
SAY "DEPENDS"

Depends on circumstances 31.8%

The AI vendor 18.9%

Shared, agency + vendor 18.8%

The ECC / agency itself 17.0%

Not sure 8.4%

Individual PST / officer 2.4%

A regulator / standards body 2.3%
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02 · TRUST & ACCOUNTABILITY (CONTINUED)

Leadership skews supportive.

"How would you describe each group's reaction to AI adoption (or

potential adoption) at your ECC?" — rated per stakeholder group,

Significant pushback to Strongly supportive

Q10–15 · n = 740 each

ECC Leadership

ECC Staff

Field Responders

Elected Officials

Community / Public

ECC Unions

Significant pushback Some pushback Neutral/Mixed Generally supportive Strongly supportive

Not sure/NA (set apart, not part of the scale)
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03 · RISK & GOVERNANCE

Where ECCs stand on AI risk and governance
Whether ECCs have formally assessed the risks of AI, where their concern actually concentrates, and who's responsible for policy, data, and legal oversight when something goes wrong.

Risk assessment is still in early stages of the

adoption curve.

"Has your ECC conducted and documented a formal risk assessment for

its use of AI?"

Q16 · n = 740

Yes — established framework 3.2%

Yes — informal assessment 4.9%

No 49.7%

Not sure 20.5%

N/A — doesn't use AI 16.2%
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03 · RISK & GOVERNANCE (CONTINUED)

Over-reliance eroding staff skill worries ECCs more

than algorithmic bias does.

"When you consider adopting or using AI at your ECC, how would you

rate the risk / level of challenge each of the following presents?" — Low

to High, per category

Q17–28 · n = 740 each

Over-reliance reducing skill

Data accuracy & integrity

Cyber security

Data security

Loss of PST autonomy

Continuous monitoring

Explainability

Transparency

Employee adoption

Keeping human in the loop

Privacy violation

Bias & discrimination

Low Medium High Not yet assessed / Don't know (~18–31% each, omitted from the bar for legibility, full figures in Complete Results)
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03 · RISK & GOVERNANCE (CONTINUED)

Nearly 4 in 10 centers have an AI policy in use, in

progress, or planned.

"Does your agency have its own AI governance, policy, or legal guidance

in place?"

Q31 · n = 740

Yes — adopted, in use 7.6%

In progress 16.1%

Planned 15.5%

External / parent guidance only 3.2%

No policy, no plans 40.1%

Not sure 17.4%
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03 · RISK & GOVERNANCE (CONTINUED)

Nearly half of centers have named who oversees AI

legally, and clear ownership is a next step for the rest.

"Who has primary responsibility for legal oversight of AI within your

ECC?"

Q35 · Q36 · n = 740

30%
DON'T KNOW

Don't know 29.5%

Executive leadership 25.8%

No responsibility assigned 20.7%

Legal counsel 17.8%

Information technology 5.4%

NEARLY 3 IN 10 CENTERS PUBLISH, ARE DEVELOPING, OR PLAN TO SHARE HOW THEY USE AI.

"Do you share information with your community about how your ECC uses AI?"

Yes, publishes materials 8.4%

In progress 7.9%

No, but plans to 12.7%

No, no current plans 20.4%

N/A — doesn't use AI 34.0%
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04 · BARRIERS

What's actually in the way
What ECCs say is actually standing between them and wider AI adoption, ranked from most to least significant.

Accuracy and reliability concerns outrank budget as

the #1 barrier to adoption.

"What are the most significant barriers preventing your ECC from

adopting or expanding AI? Please rank your top concerns from the list

below."

Q9 · n = 740 · all respondents ranked all 13

1 Concerns about accuracy and reliability of AI outputs top-3 75.3% · #1 30.8%

2 Budget constraints / lack of dedicated funding top-3 58.4% · #1 23.1%

3 Uncertainty about liability if AI makes an error top-3 48.5% · #1 6.9%

4 Lack of CAD / call-handling integration top-3 20.8% · #1 4.5%

5 ECC staff resistance / job-impact concerns top-3 16.2% · #1 4.2%

— "No barriers, moving forward" ranked dead last on average, but 14.3% still called it their #1
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05 · WHAT ECCS WANT

What would actually help, and what they want to know first
Which AI capabilities ECCs think would help most, what they most want to learn, and what makes an AI product hard to evaluate before buying it.

Real-time transcription and call summaries top the list

of what would help most.

"Which of the following potential AI capabilities would have the greatest

positive impact on your ECC? Please rank from most to least impactful."

Q37 · n = 740 · all respondents ranked all 15

1 Real-time call transcription & AI-generated summaries top-3 75.0% · #1 33.6%

2 Non-emergency call automation / AI call handling top-3 67.6% · #1 29.7%

3 Real-time language translation top-3 58.0% · #1 15.8%

4 Predictive analytics / call volume forecasting top-3 24.6% · #1 1.9%
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05 · WHAT ECCS WANT (CONTINUED)

911 leaders want the full picture, starting with risks

and limits.

"What would you most like to learn about AI?"

Q38 · Q39 · n = 740 · bars indexed to top answer

Risks, limitations, human oversight 66.6%

Real-world 911/EMS use cases 56.5%

Privacy, security & compliance 38.8%

How to create an AI policy 33.6%

AI basics / how it works 28.5%

How to evaluate vendors 20.1%

WHERE THEY ACTUALLY LEARN ABOUT IT — N = 740, SELECT UP TO 3

"How do you primarily learn about AI in public safety?"

APCO/NENA conferences 58.8%

Vendor outreach/demos 45.8%

Peer recommendations 33.6%

Trade publications 26.6%

LinkedIn / social media 9.9%
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05 · WHAT ECCS WANT (CONTINUED)

The thing ECCs most need reassurance on — accuracy

— is also the hardest thing to evaluate before buying.

"When considering an AI product for your ECC, how difficult is it to

evaluate each of the following?" — Very easy to Very difficult, per

criterion

Q40–46 · n = 740 each

Accuracy & reliability

Privacy/security/CJIS

Integration with systems

Cost & maintenance

Results from other agencies

What the product does

Training required

Very easy Somewhat easy Neutral/Mixed Somewhat difficult Very difficult

Not sure / haven't evaluated (~20% each, full figures in Complete Results)
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06 · METHODOLOGY

Who we heard from
740 public safety professionals responded between July 31 and September 17, 2026, when the survey closed. Here’s who they are by role, agency type, size and region. Unless noted, or filtering is selected for a response, every chart in

this report reflects all 740 responses. No incentives were provided in exchange for completing the survey.

Role

Q0 · n = 740 · all responses

ECC Supervisor or Manager 37.4%

ECC / 9-1-1 Director or Assistant Director 30.3%

Public Safety Telecommunicator (PST) 21.5%

Law Enforcement Leadership 2.3%

State or Regional 9-1-1 Coordinator 1.5%

Governor's Office or State Emergency

Management
0.7%

Fire Leadership 0.4%

Radio Tech 0.3%

Other (write-in) 5.7%

Agency type

Q1 · n = 740 · all responses

County ECC 43.0%

Municipal / City ECC 20.0%

Regional / Consolidated ECC 19.9%

Law Enforcement Agency 8.4%

Fire / EMS Agency 2.3%

State-Level 9-1-1 Authority 2.2%

Government / Executive Office 1.9%

Other (write-in) 2.4%
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06 · METHODOLOGY (CONTINUED)

Call volume (total calls handled per year)

Q2 · n = 740 · all responses

50,000 – 200,000 39.6%

Fewer than 50,000 20.7%

200,001 – 500,000 18.6%

500,001 – 1,000,000 10.7%

Not Applicable/Not Sure 5.8%

More than 1,000,000 4.6%

Geography

All 53 states/regions represented in the final dataset, shown in full right.

Q3 · n = 740 · all responses

Tennessee 5.3%

Virginia 4.6%

Ohio 4.6%

Florida 4.5%

Illinois 4.3%

North Carolina 4.1%

Washington 3.6%

Texas 3.5%

Missouri 3.2%

Pennsylvania 3.2%

Mississippi 3.2%

Indiana 3.1%

California 3.1%

Alabama 3.0%

Colorado 2.7%

Massachusetts 2.6%

New York 2.4%

Wisconsin 2.2%

Georgia 2.2%

Kentucky 2.2%

Louisiana 2.0%

Michigan 2.0%

New Jersey 1.9%

Maryland 1.9%

Nebraska 1.5%

Oregon 1.5%

Connecticut 1.5%

Arkansas 1.5%

Minnesota 1.5%

Canada 1.5%

South Carolina 1.4%

Oklahoma 1.4%

Arizona 1.4%

Iowa 1.4%

Utah 0.9%

Montana 0.9%

Delaware 0.8%

Maine 0.8%

Kansas 0.8%

District of Columbia 0.8%

New Hampshire 0.7%

Idaho 0.7%

West Virginia 0.7%

New Mexico 0.7%

Nevada 0.5%

Wyoming 0.5%

Other 0.3%

Alaska 0.3%

North Dakota 0.3%

Rhode Island 0.1%

Hawaii 0.1%

United Kingdom 0.1%

Vermont 0.1%
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APPENDIX · COMPLETE RESULTS

Every question, full breakdown
The transparency commitment: every substantive question gets its own top-line breakdown here, whether or not it made the narrative above.

ADOPTION

Is your ECC currently using any form of AI technology in

your operations?

Q4 · n = 740 · ordered by adoption maturity

Actively deployed and in use 27.0%

Piloting or testing 14.5%

Evaluating potential use cases 25.1%

Monitoring, not yet evaluating 18.0%

Opposed to adopting AI 6.8%

Policies prevent its use 2.6%

Not sure 6.1%

For ECCs that have adopted or are piloting AI: what were

the primary reasons?

Q5 · n = 307 respondents (conditional on adoption) · select all

that apply · bars indexed to top answer

Supplement ECC training program 53.4%

Reduce supervisor workload 51.5%

Improve translation/accessibility for non-

English callers
42.0%

Improve quality of service or decision-

making
40.4%

Improve response times or call-handling

speed
39.1%

Improve staff retention, reduce PST burnout 31.6%

Pilot/evaluate to stay current with technology 29.6%

Better manage call volume spikes 28.3%

Reduce administrative burden on staff 27.7%

Address critical staffing shortages 23.5%

Improve data sharing/interoperability 15.0%

Reduce overtime costs 11.7%

Stay competitive with peer ECCs 8.1%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

Which AI capabilities is your ECC currently using or

piloting?

Q6 · n = 668 respondents · select all that apply · bars indexed

to top answer

Real-time call transcription & AI-generated

summaries
38.9%

AI training assistance 33.5%

Real-time language translation 32.8%

Automated quality assurance 29.8%

None of the above 25.4%

Non-emergency call automation 23.5%

License plate recognition 18.7%

AI-powered performance analytics 16.0%

Situational awareness / intelligent mapping 9.0%

AI-assisted report or documentation drafting 7.3%

Cross-agency data sharing and

interoperability
6.3%

Predictive analytics / call volume forecasting 5.5%

AI-assisted dispatch recommendations 4.5%

Natural language / conversational query of

data
3.7%

Evidence gathering/management 2.1%

Facial recognition 2.1%

How long has your ECC been actively using AI in

operations?

Q7 · n = 740 · ordered most- to least-experienced, N/A separate

More than 2 years 4.5%

1 – 2 years 15.4%

6 months – 1 year 20.0%

Less than 6 months 17.8%

Not using AI 42.3%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

Overall, how satisfied are you with the AI solutions your

ECC has deployed so far?

Q8 · n = 740 · ordered best → worst on the survey's 5-point

scale, N/A separate

Very satisfied 11.8%

Satisfied 20.0%

Neutral 19.9%

Dissatisfied 4.2%

Very dissatisfied 2.6%

N/A — not using AI 41.6%

TRUST & ACCOUNTABILITY

How would you describe each group's reaction to AI

adoption at your ECC?

Q10–15 · n = 740 each · matrix, same scale

ECC Leadership

ECC Staff

Field Responders

Elected Officials

Community / Public

ECC Unions

Significant pushback Some pushback Neutral/Mixed Generally supportive Strongly supportive Not sure/NA

How much do you trust AI to reliably support — not

replace — human judgment in high-stakes decisions?

Q29 · n = 740 · mean 2.5/5 · kept in the scale's own numeric

order

1 — Not at all 20.7%

2 26.8%

3 — Moderately 34.9%

4 14.7%

5 — Completely 3.0%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

Who should be held accountable if an AI system

contributes to a negative outcome?

Q30 · n = 740 · categorical, no inherent order

Depends on circumstances 31.8%

The AI vendor 18.9%

Shared, agency + vendor 18.8%

The ECC / agency itself 17.0%

Not sure 8.4%

Individual PST / officer 2.4%

A regulator / standards body 2.3%

Do you share information with your community about

how your ECC uses AI?

Q36 · n = 700 · ordered publishes → no plans, N/A & not-sure

separate

Yes, publishes materials 8.4%

In progress 7.9%

No, but plans to 12.7%

No, no current plans 20.4%

N/A — doesn't use AI 34.0%

Not sure 16.6%

RISK & GOVERNANCE

Has your ECC conducted and documented a formal risk

assessment for its use of AI?

Q16 · n = 740 · ordered by maturity, established → none

Yes — established framework 3.2%

Yes — informal assessment 4.9%

No 49.7%

Not sure 20.5%

N/A — doesn't use AI 16.2%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

How would you rate the risk / challenge level of each of

the following?

Q17–28 · n = 740 each · matrix, same scale

Over-reliance reducing skill

Data accuracy & integrity

Cyber security

Data security

Loss of PST autonomy

Continuous monitoring

Explainability

Transparency

Employee adoption

Keeping human in the loop

Privacy violation

Bias & discrimination

Low Medium High Not yet assessed / Don't know

Does your agency have its own AI governance, policy, or

legal guidance in place?

Q31 · n = 740 · ordered by policy maturity, adopted → none

Yes — adopted, in use 7.6%

In progress 16.1%

Planned 15.5%

External / parent guidance only 3.2%

No policy, no plans 40.1%

Not sure 17.4%

In terms of personnel, how are you managing AI governance?

Q32 · n = 740 · select all that apply · bars indexed to top answer

Not applicable 38.0%

Not sure 28.0%

Existing ECC teams have absorbed this

function
20.0%

City/County/Municipal IT handles this 16.5%

We've brought in outside help 3.5%

We've stood up new teams (security/privacy) 2.0%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

If your organization uses AI, how is data collected or

used by AI managed?

Q33 · n = 740 · select all that apply · bars indexed to top

answer

Not applicable (doesn't use AI to collect data) 48.1%

Retained per established organizational

policies
19.3%

Unsure how AI-related data is managed 15.5%

Retained only as necessary for operational

purposes
11.6%

Data management practices still being

developed
10.4%

Owned and managed by the vendor 5.7%

What legal issues associated with AI are you most

concerned about?

Q34 · n = 740 · select up to 3 · bars indexed to top answer

Liability for AI-assisted decisions 75.4%

Privacy and data protection 54.5%

Compliance with applicable laws and

regulations
44.1%

Public records or records retention

requirements
33.4%

We do not have significant legal concerns 10.9%

Who has primary responsibility for legal oversight of AI

within your ECC?

Q35 · n = 740 · categorical, no inherent order

Don't know 29.5%

Executive leadership 25.8%

No responsibility assigned 20.7%

Legal counsel 17.8%

Information technology 5.4%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

BARRIERS

What are the most significant barriers preventing your

ECC from adopting or expanding AI?

Q9 · n = 740 · all respondents ranked all 13, sorted by average

rank

1 Concerns about accuracy and reliability of AI outputs top-3 75.3% · #1 30.8%

2 Uncertainty about liability if AI makes an error top-3 48.5% · #1 6.9%

3 Budget constraints / lack of dedicated funding top-3 58.4% · #1 23.1%

4 Lack of integration with current CAD/call-handling systems top-3 20.8% · #1 4.5%

5 ECC staff resistance or concerns about job impact top-3 16.2% · #1 4.2%

6 Community concerns or resistance top-3 10.9% · #1 1.6%

7 Lack of clear regulatory guidance or standards top-3 13.1% · #1 3.0%

8 Data privacy and security concerns top-3 18.5% · #1 4.9%

9 Fellow first responder concerns or resistance top-3 4.6% · #1 0.7%

10 Elected officials concerns or resistance top-3 5.7% · #1 2.0%

11 Difficulty getting leadership / political buy-in top-3 9.3% · #1 3.4%

12 Insufficient vendor support or training top-3 3.4% · #1 0.7%

13 No barriers — we are moving forward with AI top-3 15.3% · #1 14.3%
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APPENDIX · COMPLETE RESULTS (CONTINUED)

WHAT ECCS WANT

Which AI capabilities would have the greatest positive impact on

your ECC?

Q37 · n = 740 · all respondents ranked all 15, sorted by average rank

1 Real-time call transcription & AI-generated summaries top-3 75.0% · #1 33.6%

2 Real-time language translation top-3 58.0% · #1 15.8%

3 Non-emergency call automation / AI call handling top-3 67.6% · #1 29.7%

4 Predictive analytics / call volume forecasting top-3 24.6% · #1 1.9%

5 AI-assisted dispatch recommendations top-3 9.2% · #1 1.6%

6 AI-powered performance analytics top-3 7.0% · #1 1.1%

7 Automated quality assurance top-3 19.5% · #1 5.4%

8 Situational awareness / intelligent mapping top-3 8.2% · #1 1.4%

9 Natural language / conversational query of data top-3 4.5% · #1 0.4%

10 AI training assistance top-3 14.1% · #1 5.0%

11 Cross-agency data sharing and interoperability top-3 3.6% · #1 1.1%

12 AI-assisted report or documentation drafting top-3 2.7% · #1 0.9%

13 License Plate Recognition top-3 3.6% · #1 1.4%

14 Facial Recognition top-3 1.6% · #1 0.4%

15 Evidence gathering/management top-3 0.8% · #1 0.3%

State of AI in Public Safety · RapidSOS × APCO International 25



APPENDIX · COMPLETE RESULTS (CONTINUED)

How do you primarily learn about AI in public safety?

Q38 · n = 740 · select up to 3 · bars indexed to top answer

APCO/NENA conferences and sessions 58.8%

Vendor outreach or demonstrations 45.8%

Peer recommendations from other

directors/chiefs
33.6%

Trade publications (PSC Magazine, Urgent

Communications, GovTech, Police1)
26.6%

Industry newsletters or email briefings 19.7%

State or regional 9-1-1 authority guidance 19.5%

LinkedIn / social media 9.9%

Federal guidance (NTIA, FCC, DHS) 3.8%

What would you most like to learn about AI?

Q39 · n = 740 · select up to 3 · bars indexed to top answer

Risks, limitations, and human oversight 66.6%

Real-world 9-1-1/emergency services use

cases
56.5%

Data privacy, security, and compliance 38.8%

How to create an AI policy for my agency 33.6%

AI basics and how it works 28.5%

How to evaluate AI vendors and products 20.1%

When considering an AI product for your ECC, how

difficult is it to evaluate each of the following?

Q40–46 · n = 740 each · matrix, same scale

Accuracy & reliability

Privacy/security/CJIS compliance

Integration with current systems

Cost and ongoing maintenance

Results from other agencies using it

What the product actually does

Training required for personnel

Very easy Somewhat easy Neutral/Mixed Somewhat difficult Very difficult Not sure / haven't evaluated
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