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Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and they will!



Emergency Communications As Profession

. List five job titles for this the work of emergency
communications.

. What is the average range of pay for this work in your area?
Nationally?

. Describe three pieces of equipment in a Comm Center.

. What additional duties might a call taker have if they worked
in a small police department?

. Describe what the duties of an EMD are.

. List some minimum requirements for the work of emergency
communications.

. List three job tests an applicant may face.

. List three things that may eliminate a person from the hiring
process.

. Describe what shifts a person may have to work as a 9-1-1

operator.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

Name three stress reduction techniques that may be used

by dispatchers.

What is the difference between a call taker and a
dispatcher?

What are the current challenges in the 9-1-1 industry?

What qualities do you have that would make you fit for this
work?

What areas of knowledge do you feel you would most
benefit from for this work?

Describe your experience with crisis intervention.

Describe your experience with public safety.

Describe any preparation you have done to prepare yourself
for this line of work.

Describe any places you have worked that may have taught
you skills useful in this line of work.

Describe why you feel this line of work would be of interest

to you.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



20. Name five interview questions you believe they might ask if
you were to apply for this work and what your answers would

be.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



9.

Emergency Call Taking

. What is information dissemination?
. How can you control a caller, what does that mean?
. In sequencing, what comes second?

. What additional duties might a call taker have if they worked

in a small poldepartment?

. Describe what the call taking duties of an EMD are.

. What does a call taker do when someone 1s obscene?

How should call takers answer the phone?

. What differs between call taking and dispatching?

How many calls does an average call taker take a day?

10. What 1s the way to handle a complaint?

11. What can you do with a hang—up call?

12. What are the current challenges in the 9-1-1 industry?

13. How much information is too much?

14. Why do people gather too much info?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



195.

16.

17

18.

19.

20.

Describe why people don't get enough info.
How can you stay out of trouble on the phones?
. Why do people end up on court from call taking?
What information do responders need?

Why do we say, "Don't take it personal."?

What 1s empathy in call taking and why use 1t?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Enhanced 9-1-1

. What are the main differences between Basic 911 and
Enhanced 9117

. What are some of the issues regarding upgrading a B911
system to E9117

. What are some of the issues surrounding cell phone calls to
911? What about VolIP?

. Explain why more of the nation 1s not Wireless Phase I
compliant.

. What will be the main problems facing agencies in order to
become Wireless Phase II compliant?

. Where is your local agency in regards to becoming Wireless
Phase I and Phase II compliant?

. What is N11 and what are the most important issues about
N11 affecting 9117

. Why isn’t the funding for 911 services equal throughout the

United States?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



9. Research your State — What percentage of your state has
E9-1-17 What areas, if any, do not have E9-1-1?7 What areas
have ‘wireless phones with a 911 fee?

10. Research your local 911 Public Education Programs —What

type/extent of public education programs does
your local agencies use to educate the public about the levels
of service and needs of the 911 profession?

11. Explain the differences between a PSAP and a Consolidated

Center.

12. Explain some of the problems with jurisdictions when
determining a PSAP.

13. What are some of the issues as to why agencies would not

want a Call Receiver Station?

14. What are some of the database problems that could affect

the 9-1-1 Call Takers and Dispatchers?

15. How does 9-1-1 help or hinder the hearing impaired?

16. What is NG 9-1-1 and how will it affect the 9-1-1 center?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



17. How does E9-1-1 help people with other disabilities other
than hearing?

18. If you get in a car accident are you better off with OnStar or
a cellular phone to call 9-1-1?

19. Name three instances where a call receiver would have to
place a call out to a citizen (not personal calls!).

20. Research — web surf. Go onto the Internet and locate and
report on a current legislative issue impacting

the 9-1-1 industry.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Police Communications

1. What is crime?

2. What is the main duty of a call receiver?

3. What 1s the main duty of a dispatcher?

4. What 1s the main duty of a police officer?

5. What is the difference between robbery and property theft?

6. How do felonies differ from misdemeanors?

7. What 1s arraignment?

8. Explain ‘Criminal Capacity’ and why we need such a
determinationour society.

9. What are the responsibilities for reporting child abuse?

10. What are some of the problems which may be encountered

when receiving a domestic violence call.

11. Explain the differences between restraining orders,

protection order no contact.



12. What 1s the correct procedure for describing a suspect.
13. Terminology Research: Find the following terms or
abbreviations in your reading materials and write what
they mean or stand for.
ORI, PD, RP, DOL, HBD, NCIC, DOT, UIBC, AC checks,
ME, K-9, EMS, UCR, FBI, DOB, TAC,
ALERT TONES, DVPA, WACIC, TMVWOP,REPO, NCIC,
DWI, DUI, RO, NCIC, NLET, OLN
14. Create a list of the questions you would ask first besides
send or caller information.
1) a woman calls in screaming that her drug addict ex-
boyfriend is on his way over to kill her
2) a young man jogging early in the morning comes across
a body & 1s calling from a pay phone
3) an elderly woman calls in to ask if a nice policeman
would come and drive her to the doctor because
she hasn’t been feeling too well lately so made a doctor

appointment.



15. What are the main differences of these three calls above?
Explain.

16. How would each of these three calls be categorized?

17. How would each of these three calls be prioritized?

18. What would the officers need to know?

19. Now take those same three calls you created, change one
key piece of information which you gathered
from questioning your caller — and as such, change the
outcome.

20. In each of the three incidents, how much was the
responders at risk? How many responders were sent to

each incident?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



8.

9.

Fire Communications

. Which two countries continue to have the highest fire

rates?
September 11" 2001 claimed the lives of how many
firefighters?

What 3 ingredients are needed to start a fire?

. Describe what a NON Structure means 1in fire dispatch

List 3 types of ‘extent’ of fire that can happen.

List 3 ways a fire alarm can be activated.

When keeping status, list 4 types of status that may be
important.

What happens if a particular fire unit 1s not available?

Who can initiate a ‘second alarm’.

10.What is the purpose of a tanker?

11.List the 4 Hazmat Problem Factors.

12.Define CHEMTREC.



13.Define CAMEO.

14.What was ICS created?

15.What part does the dispatcher play in ICS?

16.What is a backdraft and why is it dangerous?

17.What is the difference between a dry system and a wet
system in alarms?

18.What does “in the red” mean?

19.What is the quiet response and when would it not be

appropriate?



8.

9.

Emergency Medical Dispatch

. What are the 3 levels of EMD?
. Explain Layered Response.

. What type of calls would require a police presence or

respohse

. What is the difference between a BLS and an ALS response?
. How do you determine who to send?
. What is a “Short Report”

. What is the sequence you would follow to do a “Short

Report”
What are some of the symptoms of Shock?

What are some of the symptoms of Anaphylactic Shock?

10. What does the color of blood have to do with your

interrogation?

11. Your job is not to diagnose the problem, but to

the patient.




12.

13.

14.

195.

16.

17.

18.

19.

20.

Name 4 types of burns.

How do you determine the severity of the burn. The
difference between major, moderate, and minor.

Describe some symptoms related to a Heart Attack.

Explain the difference between Hypoglycemia and
Hyperglycemia

What questions would you ask to determine if a patient has
suffered a CVA

[s Level of Consciousness important? Why or Why not?

When the caller has a pediatric emergency, it is the EMD’s
responsibility to complete the following 4 steps.

When is a seizure an ALS response? BLS?

All respiratory problems are response.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Emergency Radio

. Do the Dispatch skills for different types of Comm Centers
have any commonality?

. List 6 areas of knowledge needed to assist with being a
successful radio dispatcher.

. Describe at least 2 differences between Fire/EMS & Police
Radio.

. Briefly describe what a status, report, or incident card is and
1ts purpose.

. What is the best way to learn radio talk?

. What is Brevity?

. Although radio procedures vary between agencies, there are
standard proven methods to ensure what?

. Should the methods of dispatching be consistent? Why or
Why not?

. Why 1s volume control important?



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Controlling the air requires what skill?

List skills you could use when passing on information or
message delivery.

List 10 procedures to ensure radio safety.

Frivolity, sarcasm, flirting or personal comments are what?
List 7 of the radio basics.

List 5 problems you can come across during heavy radio
traffic.

Of those 5, list at least 2 solutions.

What is an M.C.I1.? E.O.C?

Describe 4 qualities an agency might consider to be a good
radio dispatch voice.

Why does being familiar with your equipment and console
make a difference when you are dispatching?

What is the F.C.C?






show in your documentation of these training topics as to the
individual topics actually being learned versus just presented
for learning. Give examples of at least three useful training
topics that are a required tool or procedure for the
Telecommunicator.

7. Explain your local agencies training procedures for helping
the hearing impaired population. Include ideas for improvement
if you feel current practices are inadequate. How would
inadequate training or procedures affect an agencies liability?
8. Discuss five common myths you or others may have had
prior to your communications training.

9. What is negligence and how could it relate to the
Telecommunicator?

10. What is the difference between case law and statutes?

11. What does ‘precedent’ mean?

12. List the names and addresses of the Federal Courts in your
state.

13. List the structure of the state court system in your state.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



14. List the structure of the local, county and municipal court
systems in your state.

15. List the differences in the types of cases handled in
numbers 12, 13 & 14 above.

16. Research and list the names and addresses of at least two
non-profit helper organizations that exist in order

to help individuals with legal questions or problems. Explain the
scope and type of help these organizations have to offer.

17. Research, find and discuss a lawsuit filed against a public
safety agency. Why was it filed, what were the issues, what
was the outcome and could it have been prevented? If so, how.
18. Expand on the term ‘ethical’ and how it relates to the
Comm. Center.

19. What is the most important thing that a Telecommunicator
should get out of this specific training course?

20. What is the most significant thing that a manager or
supervisor should get out of this specific

training course?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Crisis Communications

1. Explain the difference between Empathy and Sympathy.
2. What is the definition of Crisis?

3. Have you ever been in Crisis? Explain.

4. What 1s the definition of Intervention? Give an example of
how you would repeat

back the feelings behind the words.

5. What are the 4 stages of Crisis?

6. What are 5 steps for Dealing with People in Crisis?

7. When dealing with a violent person it i1s important to avoid
what?

3. List 3 Physical signs of Abuse.

9. List 3 Emotional signs of Abuse.

10. List 3 signs of Sexual Abuse.

11. What factors are to be considered when involved in a

potentially lethal incident?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



12. What are some mental conditions that may cause a person
to become violent?

13. Explain what Stockholm Syndrome is.

14.Yes, you may be a battered person if:

15.What can you say to a DV Victim?

16. Explain the L.A.S.T. method when dealing with a suicidal
person.

17. Rape has nothing to do with sex and everything to do with
what?

18. List the 8 Categories of Drug and definitions.

19. One—quarter to one half of all incidents of DV are

20. List the Rules for Crisis Listening.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



Stress Management

1. Name 3 things that you feel cause stress in your home, work
or school surroundings and what can be done to improve the
situation.

2. Explain the difference between external and internal stress.
3. Explain “Allowing as a de-stressor’ and give examples as to
how this can specifically be used in the Comm. Center
environment.

4. “There can be no deep disappointment where there is not
deep love” Explain this statement made by Martin Luther King.
5. List the 9 components needed for a person to be fulfilled in
the work they choose to do. Define them and give a specific
example of each one in a Comm. Center environment.

6. State the similarities and differences between Burn Out and

Critical Incident Stress.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



7. If you are involved in a critical incident, what can you do to
help minimize critical incident stress?

8. What can you do to help a person who has been involved in a
critical incident?

9. List 10 things you could notice in your co-worker or family
member that could indicate critical incident stress or burn out.
10. List 5 things that could cause burn out.

11. Explain the 3 stages of burn out.

12. What is the one main control we each have to prevent
stress? Explain.

13. Discuss a critical incident that has happened to you or has
occurred in your Comm. Center. What was done to help those
involved? Was it enough? Could/should more have been done?
What was the outcome for those involved?

14. Does your local Center have a CISD Policy? If so, what is
it?

15. Describe how your parents dealt with stress.

16. What 1s Toxic Stress?

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!



17. What policies could a Comm. Center implement to promote
wellness?

18. What kind of physical occupational hazards are there in this
profession?

19. Describe the relationship between negativity and stress.

20. Relate the differences between pessimism and cynicism.

Can your students or new hires answer these questions? No?

Order the 9-1-1 Emergency Communications Manual today and make sure!
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