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ESTA’s vision is to be a  

high-performing team 

trusted by the community 

and our partners to deliver 

the right emergency 

response. 



About ESTA 
The Emergency Services Telecommunications Authority 

(ESTA) provides the critical link between the Victorian 

community and the state’s emergency services 

agencies. We provide Victoria’s 24-hour emergency call-

taking and dispatch services for police, fire, ambulance 

and Victoria State Emergency Service (VICSES). 

We also manage the provision of  advanced, operational 

communications for Victoria’s emergency services. 

These operational communications support police, fire, 

ambulance and VicSES personnel in the field.

This integration of  emergency services communications 

within ESTA is unique in Australia and is best practice 

globally. We have a key role in facilitating interoperability 

for multi-agency responses. The ESTA model enables 

economies of  scale by concentrating all emergency 

calls and dispatch in Victoria across three State 

Emergency Communications Centres (SECC), using  

one integrated technology platform.

Vision and Values
ESTA’s vision is to be a high-performing team trusted 

by the community and our partners to deliver the right 

emergency response. 

To achieve our vision we are putting plans and measures 

in place to:

 > strengthen our services in ways that improve public 

safety, health care and prevent harm

 > create a work environment where our people are 

proud and their well-being is at the forefront

 > support the outcomes of  all our agency partners.

ESTA’s people want a workplace culture where they 

are inspired, that innovates, that is progressive and 

collaborative, and where everyone is accountable. 

We are working with our people to reflect this culture 

through new values.

WE ARE WE ARE

Bold Better  
together

WE ARE

Kind

At ESTA...
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The world is 

changing – driving 

new expectations 

and creating 

opportunities.



Introduction  
from the CEO
The world is changing – driving new expectations and 

creating opportunities.

ESTA must respond by ensuring its services continue to 

meet the needs of  the community, its agency partners 

and its own people.

ESTA has developed an Integrated Strategic Plan 2023 

(ISP2023) to ensure it achieves its aspirations and aligns 

everything it does. The ISP2023 charts the organisation’s 

vision for the next four years. The plan integrates all 

strategies across ESTA in a single framework.

It is a key moment in ESTA’s history, as the organisation 

is starting to move toward the next generation of  

emergency communication services.

ESTA is empowering its people, collaborating with the 

sector and investing in technology to play its critical role 

in supporting the community.

It will continue to focus on its core purpose – emergency 

call-taking and dispatch for emergency triple zero 

services and managing telecommunications contracts 

on behalf  of  the state.

ESTA will also provide transformational leadership to 

ensure: it continues to meet the expectations of  the 

community and the sector; its people are proud of  

what they do, feel safe and well at work; and its agency 

partners are supported in delivering key reforms or 

projects for the community’s benefit.

The ISP2023 enables this aspiration, comprising  

15 strategic responses, aimed at delivering three  

main outcomes:

 > getting ready, which focuses on clearing legacy 

issues that prevent advancement

 > starting the journey, which involves increasing 

ESTA’s capability and services to meet community 

and sector expectations

 > stepping into the digital future, which is supporting 

new services to meet community and sector 

expectations.

The 2019-20 Corporate Plan represents the first year’s 

activities for the ISP2023, with key initiatives including:

 > moving from the Docklands World Trade Centre site 

to a new, purpose built emergency communications 

centre at Williams Landing

 > upgrading the Computer-Aided Dispatch system

 > developing a strategic and tactical workforce plan 

that optimises and engages the workforce

 > realigning key management structures, roles and 

governance to enable operational leaders to be  

more effective and provide better support and  

care for our people.

ESTA will also continue to help partner agencies and 

the wider sector to achieve shared strategic and 

operational goals by collaborating on agency-funded 

and government-funded programs, including the 

implementation of  the Fire Rescue Victoria legislation.

Marty Smyth 

CEO
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ESTA is on par with the best emergency 

communications organisations in the world today.



ESTA has looked across the world to understand the 

future of  emergency communication services and how 

they will evolve. This environmental scan reveals that 

ESTA is on par with the best emergency communications 

organisations in the world today. It also tells us that 

many places are already embracing the digitalisation 

of  emergency communication services faster than 

anywhere in Australia.

1 Data extracted from European Emergency Number Association 

(EENA) “Public Safety Answering Point in the World – Edition 2018”.

Emerging digital technologies have the potential to 

strengthen public safety and health for the community, 

support emergency services in the field,and address 

rising demand. People everywhere are increasingly 

connected and this influences their expectations that new 

technologies will be part of  any emergency response.

Community

Emergency workers  

and volunteers

Emergency 

management partners

The future of emergency 
communications is today
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Figure 1: Examples of next generation of emergency 

communication services1

countries have developed 

social media volunteer network 

to monitor social media during 

a large scale emergency

4

jurisdictions have 

started to use an AI 

assistant to better 

triage ambulance calls

4

India is rolling out a ‘duress’ button on all 

smartphones for women

Countries target app usage for vulnerable 

people or situations to enhance call with  

pre-registered data, chat and video 

(examples below):

 > Riders (UK)

 > Mountaineers (Slovakia)

 > People with disabilities (Denmark)

 > Women (Uttar Pradesh, Mexico, Japan)

countries have deployed AML 

(automatic mobile call location) 

and 14 have plans for it

12

countries have started 

to use drones for 

emergency response

36

countries have started using 

social media monitoring to 

some degree

21

countries have 

implemented video 

calls outside of  

disability relay service

3
countries have 

implimented eCall to 

receive automatic calls 

from car crash. 20 are 

planning to implement 

it in the next 2 years

29
countries have at least developed one 

Emergency App. EENA has identified  

59 official Apps (up from 21 in 2016)

25

countries 

can receive 

emergency calls 

through SMS

29



Community

Emergency workers  

and volunteers

Emergency 

management partners

ESTA’s Integrated Strategic Plan

ESTA has considered global trends and explored 

localised community expectations of  our role in 

emergency management. In response, we are 

developing an Integrated Strategic Plan to 2023 

(ISP2023) (Figure 1). 

The future for emergency communications requires omni-

channel capability and a real-time flow of  information to 

support fast and effective decision-making.

Figure 2: ESTA’s vision for the future of emergency  

communications services

ESTA’s long-term strategic plan will take time to realise 

so we have broken it in to three areas of  focus.

 > Getting ready: ESTA needs to resolve some 

challenges related to technology, culture, and 

stakeholder engagement. Addressing these will  

get us ready for a more forward-looking agenda.

 > Starting the journey: We already know some of   

the opportunities to improve ESTA’s services in  

the short-term and we plan to leverage these  

at the start of  the journey.

 > Moving to a digital future: The world is moving  

to emergency communications that is digital and 

by getting our organisation ready and starting the 

journey now, we will be able to help Victoria and its 

emergency services be part of  that digital future.

Shared infrastructure supports our services and technology

4G

Intelligent and adaptable systems to help  
emergency services make better decisions

!

Situational assessment

Triage

Incident management

Emergency management

Information is exchanged through  
a network of trusted channels and devices
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The ISP2023 integrates15 different strategic responses:

Getting  
Ready

Reducing risk Digital core: We 

sustain and respond 

to the expectations 

of  the users of  our 

services, by leveraging 

modern technology and 

reducing operational 

costs, while not 

compromising reliability 

and security.

Vital community 

service: Our operations 

services continue to 

deliver under adverse or 

abnormal conditions.

Estate management: 

ESTA has appropriate 

facilities to deliver 

our services for the 

foreseeable future.

Asset and contract 

management: We 

optimise our investments 

and align them to 

operational demand.

Building 

stakeholder 

confidence

Effective delivery: 

We deliver on our 

commitments through a 

delivery capability that 

enables more frequent 

change with improved 

quality.

Effective partnerships: 

We partner with the 

sector to improve 

the governance and 

funding of  Emergency 

Communication 

Services. 

Lean organisation: 

ESTA is a lean 

organisation that 

continuously generates 

efficiencies. 

Addressing 

culture &  

well-being

Safe and well: We 

understand our health 

profile and embed a 

strong wellbeing focus 

with an emphasis on 

early intervention. We 

equip our people to 

know how and when to 

access support.

Connected by 

purpose: We are a team 

with a singular purpose. 

Together, we make this 

a great environment 

to work. We recognise 

engagement happens 

at the individual level. 

Our careers make a 

difference, they are 

unique and rewarding. 

We have options and 

pathways that support 

individual aspirations.

Optimised operating 

model: We will design 

and implement an 

operating model 

that allows for 

high performance, 

continuous 

improvement, and 

agility. Our workforce is 

engaged, diverse, and 

flexible, reflective of  the 

community we serve.

Start the 
journey

(evolving  

ESTA’s  

services)

Community centric: 

We provide a high 

quality service to 

the community by 

seeking their feedback 

and aligning their 

expectations with the 

ESOs.

Continuous 

innovation:  

We improve our services 

through the incremental 

introduction of  modern 

technologies.

Digital  
future

(developing  

new services)

Digital channels: We 

introduce new digital 

services to support 

voice channels. The 

community can request 

assistance and provide 

situational awareness 

anywhere, anyhow, 

anytime.

Information 

management: We 

have information 

management 

capabilities and tools 

that meet community, 

agency and our 

people’s expectations.

Interoperability: 

We securely share 

information with the 

ESOs and provide 

them richer insights 

for strategic and 

operational decisions.
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The ISP2023 strategic responses have 

been categorised to get ready, start the 

journey, and move to the digital future.



ESTA’s Plan for 2019-20 
This 2019-20 Corporate Plan represents the first year’s activities for our ISP2023. The ISP2023 strategic responses  

have been categorised to get ready, start the journey, and move to the digital future. Naturally, the focus for 2019-20  

is getting ready by:

 > reducing risk arising from the current state of  our technology, facilities and assets

 > building stakeholder confidence in our ability to support their services

 > strengthening our workplace culture.

Corporate agenda by outcome
Getting ready – reducing risks
ESTA will resolve some high-risk legacy issues arising from the current state of  our technology, facilities and assets. 

2019-20 Initiatives

Initiative Description

World Trade Centre 

relocation

ESTA will move from the Docklands World Trade Centre site to a new, purpose-built 

emergency communications centre at Williams Landing. 

ProQA Upgrade ESTA will upgrade its ambulance telephony triage tool which will provide a range of  

benefits for ambulance call-taking, including faster ‘hands-on-chest time’ for CPR events.

CAD Sustain ESTA will upgrade our CAD to Hexagon CAD version 9.4, and introduce an integration 

layer with strengthened cyber-security. 

ICT Capability uplift A capability lift for our ITS team will continue in 2019-20 to better enable key technical 

and infrastructure projects such as CAD Sustain and the World Trade Centre relocation. 

Disaster recovery 

program

ESTA will strengthen its ICT Disaster Recovery Plan with a specific focus on mission 

critical systems.

Cyber-security  

action plan

Cyber security is a critical business capability that will be delivered as part of  this 

initiative, reducing ESTA’s risk profile. 

Workforce Management 

system Upgrade

ESTA will upgrade its system supporting call-taking and dispatch forecasting and 

operational employee rostering.

Payroll ESTA will improve the quality of  its data feed for its payroll processes and upgrade  

the governance framework.

Outcomes

 > Reduction of risk driven by aging technology.

 > Increased preparedness against cyber-threat and disaster.

 > Payroll improvements achieved.
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Getting ready – building stakeholder confidence
ESTA will look to build our stakeholders’ confidence in our ability to support their services and future strategies  

by improving our capacity to deliver projects and change. We aim to be reliable, transparent and efficient.

2019-20 Initiatives

Initiative Description

Effective delivery This initiative prepares ESTA to better address the challenges of  meeting  

the sector and individual agency delivery expectations, while driving our  

own ISP2023 transformation.

Building fire alarms ESTA will strengthen our operations for receiving, testing, dispatching,  

and invoicing building fire alarms.

Funding Framework ESTA will finalise the funding model for the call-taking and dispatch service,  

with the aim of  achieving financial sustainability.

Efficiency action plan ESTA will implement an efficiency action plan to ensure we continue to deliver  

efficient emergency communication services, and meet continuing increased  

demand for our services. 

Outcomes

 > Stakeholder confidence in ESTA’s ability to deliver change and support their service needs and strategic agendas.

 > Stakeholder confidence that ESTA is delivering efficient emergency communication services.
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Getting ready – improving culture and people well-being
ESTA will establish momentum for cultural renewal while continuing to focus on improving our people’s well-being.

2019-20 initiatives

Initiative Description

Safe & Well The Safe and Well program aims to improve ESTA’s mental health capability. We will 

develop and implement a comprehensive training program, and proactively monitor 

and address vicarious trauma among our operators. The program treats people with 

dignity and respect and aims to remove the stigma attached to mental health.

Diversity and inclusion ESTA will develop and implement targeted programs to improve diversity and inclusion 

across the organisation.

Workforce optimisation 

and strategic workforce 

plan

The profile, demographics, capabilities, and work patterns of  our future workforce can 

be better defined. This initiative will develop a strategic and tactical workforce plan that 

optimises and engages the workforce toward delivery of  the ISP2023.

Operations realignment ESTA will enable our operational leaders to be more effective; better support and care 

for our people; and support the development of  a more positive and inclusive culture. 

To do this we will realign key management structures, roles and governance.

Capability and 

performance system

We will introduce a Capability and Performance System (CAPS) to give us better 

workforce insights and improve our talent and performance oversight.

Connected by purpose The connected by purpose program will improve and redefine ESTA’s culture through a 

range of  targeted initiatives.

Outcomes

 > Better support of our people’s well-being.

 > A workforce plan is in place that clarifies the future of the operational workforce.

 > ESTA’s is better prepared to change to support our services in future.



14  ESTA 2019-2020 Corporate plan

Starting the journey (evolving our services)
ESTA will begin to review and improve our capabilities and services to meet evolving community and sector expectations.

2019-20 Initiatives

Initiative Description

Advanced Mobile 

Location (AML)

Emergency telecommunications services in Australia anticipate the introduction of  

technology to use mobile phone GPS data to locate callers in an emergency during 

2019-20. ESTA will conduct the necessary analysis and planning to ready itself  to roll 

out this Advanced Mobile Location technology for Victorians.

Operations Standard 

Operating Procedure 

(SOP) governance

ESTA will develop and implement an SOP governance model so we can implement 

agency changes effectively and efficiently, and improve frontline service delivery

Outcomes

 > The technical capability afforded by the new AML technology is able to be leveraged.

 > Improved governance for all Operational SOPs is in place.

Digital future (establishing new services)
We will begin the work that will help ESTA facilitate new services in the later years of  the ISP2023.

2019-20 Initiatives

Initiative Description

Data Strategy ESTA will develop a clear data strategy, underpinned by appropriate governance and 

processes. Our people will be given the skills to manage information, supported by 

information architecture and appropriate technology.

Outcomes

 > A clearly-defined information and data framework and governance model is in place.
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2019-20 Sector and agency-driven projects

Strategic context

ESTA plays a vital role across the Victorian emergency services sector in the development and integration of  project 

portfolios, covering: call-taking and dispatch processes and systems; digital services; data integration; and managed 

radio and telephony services. The portfolio for 2019-20 reflects the growing need for agencies and the government to 

respond to changes in community expectations, operational improvements, advances in technology, and improvement 

in situational awareness. ESTA will continue to help partner agencies and the wider sector achieve shared strategic and 

operational goals by collaborating on agency-funded and government-funded programs. 

The provisional program of  works listed below was developed through ongoing consultation with emergency services 

organisations and Emergency Management Victoria.  

Sector alignment

Projects for each emergency services organisation are informed by their own strategic plans and goals which are, in 

turn, impacted by sector-wide initiatives and external drivers. This section provides an overview of  ESTA’s recognition and 

commitment to partnering with agencies and the government to support them in delivering against their strategic intent. 

Agency Key drivers

Ambulance Victoria ESTA recognises the importance of  the Best Care framework, and the Call-Taking and 

Dispatch Quality Plan activities that support it. ESTA has a vital role to play with AV in 

the co-design and delivery of  operational, quality and technology initiatives, with the 

overarching focus on improving patient experience and outcomes. 

Victoria Police As Victoria Police continue to progress its vision for 2025 (the ‘Blue Paper’), ESTA 

recognises the importance of  growing and aligning capabilities through continued 

support of  the BlueConnect program and the Community Safety Statement.

State Emergency Service 

Victoria

VICSES Victoria’s Strategic Plan 2018-2022 provides clear guidance for ESTA to align 

our sector-partnering and community-focussed services. Shared services and digital 

integration to bring VICSES in alignment with other services is central to this. 

Metropolitan Fire Brigade ESTA will play an ongoing role in partnership with the MFB to achieve shared goals of  

operational preparedness, state capability and operational response. 

Country Fire Authority Building partnerships and strengthening service delivery capability are key aspects 

of  the CFA’s strategic intent. ESTA recognises CFA’s ambitions to lead transformational 

improvements, with investments in systems and processes, and the joint role we have in 

achieving these.  

Emergency Management 

Victoria

EMV’s focus will continue to be on providing the strategy, policy and budget framework 

for the sector. ESTA will seek opportunities through ongoing and new transformation 

activities being led by EMV, across operational communications, consumer digital 

enhancements, and the implementation of  the Fire Rescue Victoria legislation. 



Provisional Agency-funded projects2

Program of work Description

Fire Service Review 

Implementation  

(Fire Services)

This initiative will implement relevant changes across ESTA’s fire operations.

CFA Response 

arrangement review 

(CFA)

ESTA will support CFA in its response enhancement program, incorporating initiatives 

such as response boundary re-alignment.

Safer care Victoria and 

Best Care Framework 

(Ambulance Victoria)

ESTA will work with Ambulance Victoria to support delivery of  the Safer Care Victoria 

and Best Care Framework. This includes integration activities for the GoodSam initiative.

BlueConnect  

(Victoria Police)

ESTA will continue to work with Victoria Police to support delivery of  the BlueConnect 

program. 

Police Assistance Line ESTA will support Victoria Police in rolling out the Police Assistance Line, which will give 

the community two additional channels to gain assistance and advice from Victoria Police.

Multi-agency sector projects

Program of work Description

Radio and pager 

enhancement

ESTA will enhance radio and pager coverage for the state’s emergency services 

personnel.

Narrowband integration ESTA will provide the interface between the Metropolitan Mobile Radio (MMR) network 

and CAD to help with updated CAD location, duress notification to CAD, and unit/event 

information updates.

Metropolitan radio  

upgrade program

The MMR terminal fleet for Victoria Police, MFB, and AV will be replaced.

MMR expansion and 

upgrade

MMR services will be upgraded and expanded.

MMR Asset Lifecycle 

Refresh

ESTA will manage a seven-year asset lifecycle upgrade/replacement program as part 

of  the MMR Extension.

EAS supplementary  

alerting service

ESTA is developing a Supplementary Alerting Service (SAS), which delivers Emergency 

Alerting Service (EAS) paging messages via a smartphone application.

EAS extension and 

upgrade

EAS contract extension negotiations established several new initiatives, as well as  

a partial capital refresh. In addition, the program includes: electronic data interface; 

near real time reporting; pager enhancements and EAS coverage in-fills.

MDS on-boarding Management of  the Mobile Data Service (MDS) contract will be transitioned from  

EMV to ESTA

MDN contract extension ESTA will replace aging Mobile Data Network (MDN) assets while we negotiate  

a longer term extension of  the contract. 

2 Subject to agency prioritisation and funding, and mutual agreement between each agency and ESTA.
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