UNIT OBJECTIVES
TRAINER'S MANUAL

WELCOME TO 9-1-1 DESKTOP ACADEMY
This Guide to the 9-1-1 Academy follows the 911 Emergency Communications Manual. This
guide will help to explain how the reading, skills exercises, and video presentations will bring
9-1-1 entry level learning alive. Learning should be active, and learners should be exposed to the
real life work of 9-1-1. In addition learners should have the opportunity to interact with the
experts and one another about the subject matter. Some calls can be disturbing to a learner as
they are introduced to the real world of public safety. Trainer guidance will be necessary to
understand this work involves many different types of calls as well as routine calls.
The text and curriculum were created in a DACUM or Develop A Curriculum process. DACUM is
an acronym for Developing a Curriculum and is a process that incorporates the use of a focus
group in a facilitated storyboarding process to capture the major duties and related tasks
included in an occupation, as well as, the necessary knowledge, skills, and traits. An Advisory
Board of 9-1-1 professional educators and trainers from the Seattle area met with the Dean of
Renton Technical College to conduct the DACUM study of what needed to be taught for a full
comprehensive 911 course of study. Next a coalition of US and Canadian 911 professionals,
along with Professional Testing Corporation, put together the NECC Certification for this course
of study. NECC requires all ten units to be covered as well as an on-line knowledge exam and a
teacher proctored skills exam.
Each unit folder contains various 'training tools' for each subject matter. The on-line course can
be supplemented with additional hours by adding any of the OPTIONAL exercises, tours or
projects that have been used in vocational college courses up to 500 hours. The Trainee Manual
has many optional add on exercises you may wish to assign. This booklet and the answer sheets
can be printed. This course can be taught remotely or in the classroom.
Comm Centers may want to consider this step one on the ladder of learning. Next moving to
areas specific information, state data systems and history and local for the public safety network
of 9-1-1 and state and county agencies is applicable. Together with this foundation of knowledge
now offered in college career courses, your new hire will have the foundation they were
previously missing. This missing link may have been the cause of poor retention. Having a solid
understanding of this amazing work before getting into the specifics is very important.
Welcome to 9-1-1, a great career and a fun and interactive course of study. Be sure to take a
look at our companion online course www.9-1-1Academy.com
Please contact us with questions or needs 253.435.0911 PST 0900 - 1500 M - Thurs.
www.911Trainer.com

9-1-1 DESKTOP ACADEMY
2

Unit 1
Emergency Communications as a Profession

WILD CALLING

Instructor’s Materials
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UNIT 1 EMERGENCY COMMUNICATIONS AS A PROFESSION
This unit is the learner’s introduction to emergency communications. If an
item is BLUE it is in this document. If it's RED it's in the course. Optional
exercises are offered for courses that have the advantage of more
teachable hours.

1.01
EMERGENCY COMMUNICATIONS
GLOBAL OVERVIEW
PREPARE AND MOTIVATE
Many enter this profession illprepared for the actual nature of 911 work.
This is a unique and valuable opportunity to springboard student’s careers.
Emergency Communications offers many opportunities for advancement
and creativity; this is an expol ration of the trade and of this training.
Others who are in the profession often have tunnel vision and do not
understand the scope and breadth of the work.
MATERIALS/RESOURCES NEEDED
Exercise BINGO OPTIONAL
Large sheets of paper and colored pens
BACKGROUND KNOWLEDGE
History of Emergency Communications
Knowledge of Training
Trainer Credentials
LEARNING OBJECTIVES
Understand expectations of this course
Identify expectations of the training and trainer
Know the schedule, objectives, and evaluation process of the course
Become familiar with emergency communications history and training
Become familiar with this training
Introduction to trainers, other students
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‘Many enter this profession ill
prepared for the actual nature
of 911 work’

EMERGENCY COMMUNICATIONS BINGO
You have 15 minutes to meet the people in the class and have them initial any square that is true
for them. Each person can only initial one square. If you get a BINGO there is a prize for you!

WORKED @ McD’s

WORKED
SECURITY

RELATIVE IS
A POLICE
OFFICER

HAD AN
EMERGENCY

TYPES 35 WPM

RODE IN A
PATROL CAR

CALLED 911
5 TIMES

LOVES A
ADVENTURE

HATES NOISE

ALWAYS
ON TIME

COLLECTS
SOMETHING

NEVER
CALLED 911

FREE

OBSERVED
AT 911

FOUGHT A FIRE

RODE lN
AMBULANCE

VISITED
CANADA

SPEAKS
SPANISH

PLAYS
MUSIC

SINGS AT
KAROKE

ANSWERED
CRISIS LINES

BEEN IN AN
ACCIDENT

HANDLED AN
EMERGENCY

RODE IN
AMBULANCE

KNOWS
AN EMT

Who I met:
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ONLINE UNIT ONE
LEARNING ACTIVITIES 2 Hour Sessions
Read Unit 1 of the Emergency Communciations Manual.
1.01.0 Video from Austin TX 911 6 Min Why 911 Is An Awesome Career
Choice. Discussion follows any comments made in the online course.
1.01.1 Introductions Exercise Optional As an ice breaker use BINGO or some
other such as Who ever has called 911?
1.01.2 4 Minutes In Dispatch Follow a Telecommunicator as he works in the
Comm Center.
1.01.3 Video Way To Go 9-1-1
Sister Shot 21 Min, a fine example of control, compassion and connection.
Note: this was a trainee with her trainer behind her. Discussion follows any
comments made in the on-line course. Due to the nature of these
9-1-1 calls it is necessary to discuss any uncomfortable feelings generated by
the type of call or any family history that may relate to this type of call.
1.01.4 Self Survey -9-1-1
This allows the trainer and students to survey the different aspects of the
work of 911. The actual agency self survey has the negative aspects, or what
most people consider the negative aspects but more the reality of the work.
Q &A regarding any answers students may want to discuss.
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‘Many enter this profession ill
prepared for the actual nature
of 911 work’

1.02 OPTIONAL
EMERGENCY COMMUNICATIONS
AS A CAREER
PREPARE AND MOTIVATE
How do people know they fit into any profession? Is it gut instinct, from
other people, a lifelong desire? For a person to succeed, the more
information known about a particular career, the more success a person
will have fitting in. This training session can becompared to an adventure
into new and exciting territory where most people have never been.
MATERIALS/RESOURCES NEEDED
Trainee Workbook. 911 Jobs on the internet. Teacher led - bring up all the
jobs in the area, include other types; ambulance, alarm company
BACKGROUND KNOWLEDGE
An understanding of different evaluation or testing practicesof agencies.
An understanding of PSAPs and Secondaries, city, county and state
agencies.
LEARNING OBJECTIVES
Know the range of pay in the profession
Know different benefits packages
Become familiar with job descriptions
Learn how to read a job description
Learn differences in work titles
Understand common requirements
Understand desirable attributes
Understand the difference between requirements and desires
Learn different testing methods
LEARNING ACTIVITIES
1.02.1 9-1-1 Workplace Survey
Trainee Workbook has several pages to go over this exercise.
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‘For a person to succeed,
the more information known
about a particular career, the
more success a person will
have fitting in’

1.03
GUIDED TOUR OPTIONAL
PREPARE AND MOTIVATE
Many times people enter this profession with only a vague sense of the
working conditions. Although the work is exciting and rewarding, this
atmosphere is not desirable to many. The work is sedentary, in a closed
room with other people, and may involve sitting at a computer wearing a
headset for up to twelve hours. Rotating shifts are common. Centers
oftenoffer few breaks and irregular lunch times. This session allows
students toexperience the Comm Center atmosphere and working
conditions.
MATERIALS/RESOURCES NEEDED
Permission from agencies to tour, maps to the location, schedules and
assignment sheets
Release forms if necessary
Background checks if required by agencies
TOUR QUESTIONNAIRE
Background Knowledge
Connections with Comm Centers to arrange tours, knowledge of
Centers conduct and protocol
LEARNING OBJECTIVE
Gain an in-depth understanding of the variety of local area communications facilities
LEARNING ACTIVITIES
1.03.1 Tour(s)
Students are not simply touring Centers, they are noticing, observing,
conducting interviews. Upon return allow each Trainee time to report on
their center covering the following.
Equipment
Scheduling

Staffing
Typeof Work

Atmosphere
Training

Security
Hiring

Uniforms

1.03.2 Essay
Each Trainee submits an essay titled“The most significant thing I learned
on my tour at the Comm Center(s).”
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‘This session allows students
to experience the Comm
Center atmosphere and working conditions’

Unit 2
Heart of Emergency Communications

CALL RECEIVING

Instructor’s Materials
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LESSON PLAN 2.01
BASIC COMMUNICATIONS
PREPARE AND MOTIVATE
The study of communications has many aspects: phone, radio, teletype;
and responders: agencies, citizens, peers, and businesses. Communicating
effectively is a learned skill. This unit is about understanding how to produce effective communications on emergency lines.
MATERIALS/RESOURCES NEEDED
Game in the folder
BACKGROUND KNOWLEDGE
Full understanding of the exercises and how they will be used to relate
the importance of communication skills on phones, and radio.
LEARNING OBJECTIVE
Using group games, students will work together to learn about effective
communications skills.
LEARNING EXERCISES
Read Unit 2 Call Receiving
There is a particular way to take people descriptions, vehicle descriptions
and to use numbers and color abbreviations. The text has information on
this and the audio and workbook are skills practice learning.
2.01.0 Skills Say What — Exercise
Say What has ten calls simulated between a dispatcher and callers.
Using students’ incident cards, gather call information. Put the sound
on pause after each call and allow 3 minutes to write a narrative. Next,
ask one person to “dispatch” you to the call. Write this format on the
board for them to look at while they dispatch.
2.01 Skills Learning Taking Descriptions Exercise
There is a particular way to take people descriptions, vehicle descriptions
and to use numbers and color abbreviations. The text has information on
this and the audio and workbook are skills practice learning.
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‘Communicating effectively is
a learned skill.’

HOW TO GIVE A DESCRIPTION OPTIONAL
The purpose of this game is to lead into a lesson
on what a 9-1-1 Operator needs from a caller
when describing a person or vehicle. The following is a description of an Aardvark. Read the
description to them, asking them to write the
description as you give it. Next, ask anyone if they
can describe the animal.
“The body is stout, with an arched back. The limbs
are short and stout, armed with strong, blunt
claws; the ears long; the tail thick at the base and
tapering gradually. The elongated head is set on a
short thick neck, and at the extremity of the snout
is a disc in which the nostrils open. The mouth is
small and tubular, furnished with a long extendible
tongue.
Measures 6 feet. Color sandy or yellow, hair is
scant, allows the skin to show.”
Question for group: “When would the 9-1-1
Operator require a description of a person from
you? A vehicle? What would be the most important information an officer would need when
looking for a person or vehicle?”

Describe the procedure the Call Taker would use for
persons — head to foot. (Name) Race, sex, age
(date of birth), height, weight, hair, eyes, clothing
from head to foot. Describe the proce- dure the Call
Taker would use for vehicles — CYMBALS.
See the textbook.
Ask each person to imagine the color blue. Ask each
person what kind of blue he or she imagined (robin’s
egg, dark, sky). This is to point out that many colors
can be more specific.
Have each person describe a person they know
(mother, father, son, daughter). Have each person
describe his or her own (or any known) vehicle.
A fun variation to this game is to have someone walk
through the room or have a vehicle on PowerPoint
briefly, and ask them to describe what they saw
(silently on paper) and then share — it’s hilarious.
Do not forget phonetic alphabet or color abbreviations!!

Learners are now ready to play the skillbuilding
game 2.01.1 TAKING DESCRIPTIONS
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LESSON PLAN 2.02
INTRODUCTION TO CALL TAKING
PREPARE AND MOTIVATE
The work of emergency communications isn’t always just handling
emergencies — however it is always communications. This day is designed
to introduce students to call taking examples, moving to lab.
MATERIALS/RESOURCES NEEDED
Method for gathering comments below the film Suicidal Molester.
BACKGROUND KNOWLEDGE
Understanding of call taking.
LEARNING OBJECTIVE
Students will become familiar with call taking before moving to the
simulator.
LEARNING ACTIVITIES

2.02 Video Kari's Law
This is a great way to show the learners that civil action can result in
positive change even in 9-1-1. A grieving father works to make needed
change.
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‘The work of emergency
communications isn’t always
just handling emergencies —
however it is always
communications. ’

LESSON PLAN 2.03
BASICS OF CALL TAKING
PREPARE AND MOTIVATE
In the previous lesson students were able to listen to 911 calls and try to
extract information. The skill of gathering vital information quickly while
considering caller safety and the responders is a skill. Like any skill, it must
be first understood, then practiced.
MATERIALS/RESOURCES NEEDED
Game in the foler
BACKGROUND KNOWLEDGE
Experience Emergency Call Taking. Review of Say What
LEARNING OBJECTIVE
Students will gain an understanding of the cadence of emergency call
receiving.
LEARNING ACTIVITIES
2.03.0 Video Sinking Car - This video is intended to make very clear how
important basic training and understanding of all call types is vital. In this
video an untrained call taker resulted in a life lost.
2.03.01 Video Traiing Suicial Molester - In this training the tools of the
trade are revealed to the learner. The subject matter is sensitive and
should be followed up for discussion about the need to keep all people
safe.
Unit Two Quiz - Graded
This allows the trainer and students to survey the different aspects of the
work of 911. The actual agency self survey has the negative aspects, or
what most people consider the negative aspects but more the reality of
the work.
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‘Students will gain an understanding of the basics of
emergency call receiving.’

LESSON PLAN 2.05
MAP READING
PREPARE AND MOTIVATE
The job of emergency communications is to send with speed. Addresses
are vital to finding a location. A Telecommunicator must know their own
area intimately, understand the surrounding areas, and become familiar
with map reading basics. NOW is the time to move to the LAB Chapter and
start students on simulation 50 scripts.
MATERIALS/RESOURCES NEEDED
Maps from other states, cities from map store
Local maps
Apartment complex maps
Google maps of local area
BACKGROUND KNOWLEDGE
Full understanding of map reading, grids, and local area
LEARNING OBJECTIVE
Students will understand basic map reading principles and be able to apply
their knowledge to finding an address.
LEARNING ACTIVITIES
1, Your Mapping & Addressing LOCATED IN LAB Distribute two pieces of
plain copy paper and black pens. Ask each Trainee to draw their home on a
map with two block surrounding their home and label all streets. They must
do this from memory. Next ask them to draw their route to where they are
now from home, labeling streets, highways, and landmarks. Callers may not
know exactly where they are just like they do not.
2. Maps OPTIONAL
Bring up on the internet a google map of your town to Trainee teams. Ask
them to explain the addressing “system” if they can find one. For example,
are the streets numbered or named. Ask them to prepare a lesson on how
they would teach this map to others, what type of sense the area offers.
Note: Some areas have no rhyme or reason, and that is good too. However,
there should be some consistency with highway numbers or block ranges.
What are the highways, freeways, bodies of water.
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Map reading should be
included in the online class
as a classroom activity.

MAP READING
The purpose of this exercise is to teach the
importance of knowing and understanding the
addressing system, or at least that there is (or
supposed to be) an addressing system in an area.
Follow this process.

Write your address down on the top of a sheet of
paper, not the city, just the street address. Below
your address, draw a grid (demonstrate on board).

“Put your house on the grid and name all the streets that surround your house.”

This exercise will demonstrate the most citizens
do not understand their address. You will need to
follow up with information on your area addressing scheme. Another important follow up is to
ensure each person understands the importance
of directionals such as NE, SE, W. Point out to
them that the difference between W Street and
W Avenue could be miles and a matter of life and
death. Be prepared with Thomas Map Books or
city maps.

If you have an example of a call where someone did
not know an address, this would be an excel- lent
case in point.
This is a very wonderful learning exercise. Another
variation is to ask them to label all the roads they use
to get to work. Another is to label the road
surrounding your current location.
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MAP READING
Write your home address down on the top of a plain white sheet of paper, not the city, just the street
address. Surrounding your address, draw a grid.
North

South

East

West

“Put your house on the grid and name all the streets that surround your house.”Put north south east west
where they belong. Draw three lines above, below and to the sides of your home. Next name all the streets
to the north, south, east and west. Next draw your journey to school and name every street you go on to
get to school. FROM MEMORY ONLY
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Unit 3
A National Emergency Number

ENHANCED 9-1-1

Instructor’s Materials
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3.01
NINE ONE ONE
PREPARE AND MOTIVATE
This session introduces 911 in the nation, explores the facts and myths as
well as current issues and challenges.
MATERIALS/RESOURCES NEEDED
Web resources www.NENA.org
Exercises given by the trainer
Educational material from local 911 agency,
9-1-1 Vocabulary in the unit folder
(ensure you update yearly)
Web access for research

‘This session introduces 911 in
the nation’

LEARNING OBJECTIVE
Trainers must understand state 911 configuration and history. Legislation
can be researched as well as wireless issues in the area.
If the trainer needs to research this information, they may want to call
APCO or NENA for a local member who could answer questions.
3.10.0 Read Text To 911 Info
Text to 911 is now available in 'some' areas of the US and Canada, check
you local information. FCC has mandated but progress is slow.
3.10.1 Read Terms and Problems in Technology
As you know the rapid changes in technology and the varied levels of
leadership from state to state, city to city make it impossible to offer a
national overlook of the 911 system. It can be said that the technology is
rapidly approaching text to 911 for all, and video to 911 is in the future.
There may be amazing upgrades to radio and phones yet some areas in the
country do not have the resources to purchase such upgrades. Know that
the FCC is paying more attention to the 911 infastructure more than ever
with increasing threats.
3.10.2 Video Abuse of text to 911
A discussion about texting and when to use for 911 is vital here.

18

Unit 4
Law Enforcement Communications

BADGE #911

Instructor’s Materials
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4.01
LAW ENFORCEMENT
COMMUNICATIONS
PREPARE AND MOTIVATE
The criminal justice system is a large entity that encompasses city, county,
state, and federal agencies. This explores the system and defines the
agencies and their purpose.
MATERIALS/RESOURCES NEEDED
Handout
Contacts for speakers
BACKGROUND KNOWLEDGE
Understanding of the criminal justice system and how it fits into
Emergency Communications. Understanding of the handout material.
LEARNING OBJECTIVE
Students will have a basic understanding of police communications and the
local, county, state, and federal criminal justice systems and their role and
responsibility.
LEARNING ACTIVITIES
Read Unit 4 in the 911 Emergency Communications Manual
4.01.1 Skills Phonetic Practices Exercise
You have heard from airlines Alpha Bravo - yet most police letters are
Adam Boy Charles etc. This exercises allows students to practice
phonetics.
4.01.2 Skills Police Abbreviationsand Vocabulary.
Although spelling isn't usually a needed skill because a lot of abbreviations
are used in the narratives.
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‘The criminal justice system
is a large entity that
encompasses city, county,
state, and federal agencies.’

4.02 UNDERSTANDING POLICE
CALL TAKING
PREPARE AND MOTIVATE
Police Telecommunicators do not need to be police, they need to
understand the dynamics of the differing call types and use the tools and
procedures need to handle them and keep everyone safe.
MATERIALS/RESOURCES NEEDED
All materials are in the unit folders.
LEARNING OBJECTIVE
Gain a basic understanding of the most dangerous calls.
LEARNING ACTIVITIES
4.02.1 READ Read Domestic Violence eBook
It is essential that those who answer the call for domestic violence victims
understand all the information about DV that can be found as it relates to
emergency call taking and radio dispatch.
4.02.2 Video Scripted Call - Abduction allows learner to view a GPS save
and shows what to do when a person calls 911 to order pizza.
4.02.3 Video Burglary Victim Endnagered
Probably the most important workshop for police call takers. This
information is in two sections the first is Understanding Domestic
Violence.
4.02.5 Video Gatekeeper Violent Family Member 10 Min
To be used after the trainee has studied DV so learners can recognize a
dangerous situation and never try like this call taker to NOT send. This call
resulted in family members being murdered in this home.
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Due to the nature of these 9-11 calls it is necessary to discuss
any uncomfortable feelings
generated by the type of call or
any family history that may
relate to this type of call.

Unit 5
Fire Communications

HIGH PERFORMANCE TEAM

Instructor’s Materials
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5.01
THE NATURE OF FIRE
PREPARE AND MOTIVATE
Fire Communications requires precise action without delay. With an
understanding of the nature of fire, the trainee will have a foundation on
which to build an understanding of firefighting tactics.
MATERIALS/RESOURCES NEEDED
All resources are in the unit folders
LEARNING EXPERIENCES
Read Unit 5 911 Emergency Communications Manual
5.02.1 Fire Vocabulary
A must have as the radio dispatcher will 'echo' the information relayed by
the Fire Command.
5.02.2 Skills Fire Away
A series of information and the trainee must answer if only one question,
what would that be. A fun group activity.
5.02.3 Video 3 Fire Scripted Calls
Fire Trapped. Discussion follows any comments made in the online course.
Due to the nature of the calls involving fire a teacher led discussion is
necessary to determine the best course and to debrief on feelings of
compassion or fear regarding the caller situation.
These calls have the same situation with three different call takers. Note,
the last Call Takers are firefighters. Compare the 3 calls, what should have
been said, how did the 3 different call takers do?
This is a very good class group activity. What should you say, what DID
they say?
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‘Fire Communications requires
precise action without delay.’

FIRE STATION TOUR OPTIONAL
Trainee:
Date:
Use this interview sheet to keep track of the people to whom you speak and what they say. Use a new sheet
for each interview.
Name: Subject:
Question 1:
Reply:

Question 2:
Reply:

Question 3:
Reply:

Question 4:
Reply:

Question 5:
Reply:
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5.02 OPTIONAL
HAZARDOUS MATERIAL
PREPARE AND MOTIVATE
There are times when the emergency call involves hazardous material. The
duty of the Telecommunicator is to understand their role in the HazMat
response and carry out their special responsibilities.
MATERIALS/RESOURCES NEEDED
In the folder on the desktop but not included in the online course due to
the amount of time needed for this exercise.
BACKGROUND KNOWLEDGE
Understanding of CHEMTREC/Cameo and hazardous material responses
LEARNING OBJECTIVE
Become familiar with HazMat terms and responses
LEARNING EXPERIENCES
5.04.1 HazMat Power Point Training
Found in EMD next unit of study.
Incredible great product that shows actual haz mat spills in real life drama
so the training can be used in fire or EMD.
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‘There are times when
the emergency call involves
hazardous material.’

Unit 6
Emergency Medical Dispatch

CHAIN OF SURVIVAL

Instructor’s Materials
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6.01 MEDICAL
CALL TAKING
PREPARE AND MOTIVATE
Understanding the root of medical call taking.
MATERIALS/RESOURCES NEEDED
In the folder
BACKGROUND KNOWLEDGE
Medical vocabulary/spelling/anatomy
LEARNING OBJECTIVE
Knowledge of medical vocabulary used in EMD
LEARNING EXPERIENCES
Read the 911 Emergency Communications Manual Unit 6
EMD Pre-Arrival Card Sample Power Point Show - These are included to
demonstrate the history of EMD and how the call card guidelines worked
before technology.
6.01 Videos Scripted Calls
Self Heimlich - this call taker is calm in this life or death call. The call also
demonstrated pre-arrival instructions for choking. Awesome call for after
discussions.
Self Mutilation - this call is very sensitive involving a self castration that
began to bleed. The call demonstrates the non judgment and calm but
professional male EMD.
EMD Abusive - here the call taker gets pulled into trying to be controlling
to a abusive husband who uses foul language and attacks the call taker
out of frustration.
6.02 Power Point 9-1-1 Calls Haz Mat Disasters
This can teach information important to both fire and EMS. HazMat spills
and emergencies often affect the surrounding population. This
presentation covers both the fire and EMD training.

9-
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6.02
PRE ARRIVAL INSTRUCTIONS
PREPARE AND MOTIVATE
Pre-arrival instruction offers assistance to the caller after a need is
determined. the method of giving medical information to the responders is
a must.
MATERIALS/RESOURCES NEEDED
EMD flip charts

‘Pre-arrival instruction offers
assistance to the caller after a
need is determined.’

BACKGROUND KNOWLEDGE
Use of pre-arrival instructions
LEARNING OBJECTIVE
Gain familiarity with the use of EMD language
LEARNING EXPERIENCES
6.02.1 Skills EMD Short Report
Students will need to become familiar with the way medical information is
organized to give to the responders.
6.02.2 Vocabulary EMS terms
Learning exercise for terms.
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Unit 7
Lifeline to the Responders

EMERGENCY RADIO

Instructor’s Materials

29

7.01
EMERGENCY RADIO
PREPARE AND MOTIVATE
Emergency radio is a skill that is learned, as well as an organized system
that has procedures and methods. Understanding these methods helps the
trainee to then listen to the radio to develop what is called a radio “ear.”
MATERIALS/RESOURCES NEEDED
In the folder
BACKGROUND KNOWLEDGE
Experience working an emergency radio, preferably with police, fire,
and EMS to compare and find the common elements
LEARNING OBJECTIVES
To become familiar with emergency radio standards and methods
To explore the future of emergency radio and the use of new location
technology
LEARNING EXPERIENCES
7.01.1 Reading eBook Assignment
Using the eBook that is in the trainee folder ask the students to use active
reaching techniques which is to put a check by things known, star by new
items question marks by things not understood.
7.01.2 Video Emergency Radio Active Shooter
Sadly training that is needed in this day. These are the CO Theatre Shooting
for police and ems/fire. Have students listen to both recordings making
notes for discussion. The first part of the call demonstrates how to
dispatch a MCI (multiple causality incident). 10 minutes each.
7.01.3 Skills ATL BOLO - Practice the skill of putting out an Attempt to
Locate or Be On The Lookout.
7.01.4 Skills In Pursuit - Listen to simulated pursuits with a comedian and a
dispatcher.
QUIZ Unit 7
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‘Emergency radio is a skill
that is learned, as well as an
organized system that has
procedures and methods.’

Unit 8
Liability and Accountability

9-1-1 HERE COMES THE JUDGE

Instructor’s Materials
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8.01
RESPONSIBILITY AND
ACCOUNTABILITY
PREPARE AND MOTIVATE
There are many myths and fears surrounding the work of Emergency
Services and liability. Line workers think they may end up in court
defending their actions. Supervisors are micro-managing out of fear that
the workers may do something that will affect them. Managers have their
head in the sand, or tighten down the procedures to the point of being
unworkable. Workers do not know their rights, management often violates
the law unknowingly.
MATERIALS/RESOURCES NEEDED
All in the folder.
BACKGROUND KNOWLEDGE
Understanding of laws that apply to this industry
Understanding of current state legislation on 911 liability
Legal definitions and terms
LEARNING OBJECTIVES
Following training, protocols and procedures is a must at 9-1-1.
8.08.2 Video Scripted Calls Gone Bad - what could have been done
differently
Woman in car sinking - this call actually changed the law to require this
type of training and teachers should teach students on this. Forget location,
get the seat belt off, get the window down, get out.
Unskilled Call Taker Discuss with students the importance of understanding
the danger to the caller and how this call taker was not prepared with
questions, directions nor even his typing skills which were his main focus.
EMD Delayed It is believed the Comm room didn't send this call as it was
thought to be a drunk passed out, it was a diabetic passed out.
QUIZ UNIT 8
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‘There are many myths
and fears surrounding the
work of Emergency Services
and liability.’

Unit 9
Crisis Intervention

DANGEROUS OPPORTUNITY

Instructor’s Materials
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9.01
RESPONSIBILITY AND
ACCOUNTABILITY
PREPARE AND MOTIVATE
When a person is in crisis and reaches out, there is a very small window of
time to help and the Telecommuicator must be skilled in their ability
provide that assistance.
MATERIALS/RESOURCES NEEDED

‘When a person is in crisis and
reaches out, there is a very
small window of time to help.’
Alleviate the fear associated
with talking to suicidal callers

All in the folder.

Dispel common myths about
suicidal subjects Educate on the
number and types of suicide
deaths in the area

BACKGROUND KNOWLEDGE
Emergency call taking or crisis line experience
LEARNING OBJECTIVE
Read Chapter 9 of the 911 Emergency Communications Manual
LEARNING EXPERIENCES

Permit students to practice
using crisis listening techniques
to build skill
Learn skills in listening and
working with people needing
help

9.01.1 Read Crisis Intervention eBook
What is crisis and how to handle a suicidal caller.
9.01.2 Video Scripted Calls
Vet In Crisis - The voice, manner and skills of the call taker follow the
advice for talking to a person that is suicidal.
Teen Kills - Again listen to the compassion and control in both of these
calls. It is very important to talk to the students about crisis and
how important CRISIS INTERVENTION is for those who may have these
intentions or feelings and go unchecked or made less by anyone they tell or
indicate.
Teen Kills - Same scenaio and discussion.
QUIZ UNIT 9
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WHAT WOULD YOU SAY EXERCISE OPTIONAL
Take a look at these statements and without thinking too much about it - answer how you would if this
were your friend. Of course we want crisis communications - no advice - listen and repeat back what the
feeling must be.

“I am so sick of my family, they always plan things when I’m not there. They know I work shift work, but
they don’t even ask if I can come. It’s funny, when my sister can’t come everything gets rescheduled. No
one ever calls me, they just assume I’ll find a way.”

“I don’t know what to do, I can’t have this baby. I’ve got everyone telling me what I should and shouldn’t
do. I have been writing my thoughts down, but I have to make a decision soon.”

“I’m so lost without Gilda. It seems so silly to be this upset about a cat, but you know, she was there for me
when I was so lonely after the divorce. I don’t know what I’ll do!”

“He always questions everything I do, every call. No matter what information I’ve gathered, he calls the
person back and asks something else. I can’t stand it.”

“My family won’t understand. It’s like they should have figured it out. I haven’t dated someone of the
opposite sex for years. How do you tell your family you are gay?”

“I don’t have enough to pay the rent this month. I paid for that birthday present for my daughter. Guess
that wasn’t a good choice, but I wanted her to have a great birthday, now we’re getting kicked out.”

(Sobbing and drinking) “What the hell is the use? He’s gone and I know it’s my fault. I don’t want to
continue this insanity!”
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Unit 10
9-1-1 For Wellness

STRESS MANAGEMENT

Instructor’s Materials
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10.01
CHILL OUT
PREPARE AND MOTIVATE
“What do you do for a living?” “I work at 911.” “Isn’t that a stressful job?”
This explores the realities and stressors associated with this particular type
of work.
MATERIALS/RESOURCES NEEDED
Chill Out Stress Kit, Console Yoga, Stress Vocabulary ALL IN FOLDER
LEARNING OBJECTIVES
Understand basic stress management theory Identify personal stressors
Link stressors to values
Understand the link between health and stress Know the link between
stress and unrealized goals
LEARNING EXPERIENCES
10.01.1 Skills Chill Out
Using Chill Out completesa total stress awareness session. Pause the audio
as needed for discussion, instruction. This is a very active and interesting
self directed personal exploration of stressors and what to do with them.
The course can be expanded as needed to become a goals workshop. This
entire audio workshop can cover from one to four hours of instruction on
stress. We highly recommend this product.
10.01.2 Skills Console Yoga
Lead the group through a discussion of the dietary habits of the Emergency
Telecommunicator. What are the challenges around eating healthy with
shift work at a Comm Center? How can a person design their eating to be
healthier and why don’t we? What is the importance of drinking water?
Next work through the Console Yoga book and do the exercises.
10.01.3 Vocabulary Stress Match Up
Connects trainee to terms about stress management
10.01.3 9-1-1 Under Pressure eBook
10 exercises for Comm Center personnel.
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‘This explores the realities and
stressors associated with this
particular type of work.’

