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Winter is here, and in the state of New Hampshire, that means that we hunker down,
and rely on our skills to get us through the cold weather. Some of us thrive, some of us
barely pull through, but we all adapt in some form or another to the change of the
seasons. Adapting to change though, is tough, there are no two ways about it.
Inherently, there is a boundary where people have comfort in their settings and abilities,
while newer ideas, equipment, and policies enter our communication centers to move
our centers forward. I am sure each of you can recall a time where you have been on
either side of that defining boundary, “Old Guard” vs “Young Buck”. 

Recognizing that change is coming down the line can scare some municipalities,
advocacy groups, and even politicians. But it is the change in mindset, or culture, that
often can raise morale, validate effort, and make your center one of celebration and
inclusion. I know you are all thinking that I am selling you a pipe dream, but is it
unattainable? The idea of being recognized with your peers for the work you do, and the
effort you attribute to the outcome of a call for service, are the principles that drive our
industry leaders. It is not a new idea to say that Emergency Communications is the glue
that holds our agencies together but getting our Emergency Provider brethren to
recognize our contributions is a battle that has been fought for decades.  

In 2020, the State of NH recognized our Enhanced 9-1-1 Telecommunicators,
Emergency Communications Dispatchers, and the Supervisory Staffs as “Essential
Personnel” under the title of Law Enforcement, Public Safety, and First Responders. 
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When the COVID-19 Presumption Emergency Order went into effect and the Worker’s Compensation coverage details were
announced, we were included. Sure, we missed out on the “Hazard Pay”, but not without a lack of trying. Even in our failure to change
minds, we learned and on our next effort, we advocated for placement on the COVID-19 Vaccine list. With a more preemptive
approach, all Dispatchers were listed to be Vaccinated with the First Responders on the list of eligibility to acquire the Vaccine.
Without these fundamental changes in the perception of our impact on the Emergency Services that we provide, I have a feeling a lot
of these benefits would not be available to us today. 

As more and more of these little trials we face toward the acknowledgment of our role in the First Responder category, we need to
make sure that we are recognizing the wins and learning from our defeats. We have come a long way toward shining a light on what
we do, educating those in positions of power, and influence just how essential Communications Personnel are the Core Missions of
our municipalities and the citizenry we serve. Even now, there is a piece of legislation currently in the process of advocating for us.
Your NHEDA Executive Board is working hard to keep its finger on the pulse of actions in the state, and tirelessly working to advocate
for you. Your NHEDA Executive Board is made up of volunteers who are passionate about advancing our industry and hoping you
will join us in 2021 as we lift all the boats together with a rising tide.

Lift others up, stay safe, take care of each other.

 
 

President Nicholas D Bridle
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2020 Telecommunicator of the Year
Shelli Fortin

Gorham Police Department
Pictured with NHEDA Secretary Jennifer Cloutier



It wasn’t the typical setting for the event but on a cold and drizzly afternoon in October at the FallComm Event,
the Annual NHEDA Awards were presented to the very deserving recipients.  While we wished we could have

done these presentations during our usual circumstances during the Annual NHEDA Training Conference, this
event proved to be a respectable plan B.  The FallComm Event allowed the presentations to be held during a

time where many Communications peers and colleagues were in attendance.  
 

Life Members – 
Bob Dichard, Hollis Communications

Ernie Petrin, Retired – Concord Fire Alarm
Paul Bagley, Retired – Former NHEDA President

 
Honorary Members – 

Deborah Pendergast, Director - NH Fire and EMS Academy
John Stevens, NH Statewide Interoperability Coordinator

President Goldman also recognized Allison Fava who is John Stevens’ Assistant for all of her hard work and
dedication to Interoperability in the State of NH.  

 
Annual NHEDA Awards - 

Radio Technologist of the Year – AllComm & Eastern Communications
Supervisor of the Year – James Roberg, NH 911

Trainer of the Year – Lt Erin Hannafin, Lakes Region Mutual Fire Aid
Telecommunicator of the Year Award – Shelli Fortin, Gorham Police Department

 
President’s Award- Communications Director, Thomas Andross, Grafton County Sheriff’s Office

Award for Exceptional Service to NHEDA and the City of Berlin – Communications Manager, Jennifer Cloutier,
Berlin Police Department

 

2020 NHEDA2020 NHEDA2020 NHEDA
AWARD WINNERSAWARD WINNERSAWARD WINNERS



TRAININGTRAINING
Training during a pandemic…it makes life more interesting and it causes people to become
creative or more creative.  So some ideas that can make things work, first look at changes
internally and see what is coming to your agency or what seems to be a struggle within your
agency.  This can allow the training to be done with smaller groups so you can still socially
distance and it can be easier to find coverage.  Look at different calls that your agency never deals
with such as plane crashes, or look at calls that are more dangerous to your responders such as a
barricaded subject.  Even doing a training for seasoned dispatchers of a reminder of the basics of
call taking and the basics of dispatching.  Yes even those of us that have been doing this for long
time still forget different ways to deal with the difficult callers or that officer or firefighter that always
gets under your skin.  

So what is your agency is small and does not have someone to do the training how can you help
yourself?  You can ask to see the response cards for those significant calls that we all hope we
never have.  Review them create a powerpoint to help yourself or to help the next new hire, just
creating the training even if it is for yourself will help train you.  Nothing has to be official at the end
of the day if you are helping yourself be a better dispatcher you are helping your agency. 
 Reviewing the basics of call taking and dispatching, look around even if you have an old APCO
PST1 book it will still have the basics to refresh on.  Technology might have changed or improved
that they are talking about but it will still remind you of different ways to control the callers.  If your
agency doesn’t have an old APCO PST1 book, call a friend that took the class and ask to look at
their book.

Training when you must stay in your center does need to be creative but we are creative people. 
 Even if you don’t think you are we can all think outside the box we do it everyday at work.  The
important part is to use resources that are around us, look inside your own center, is there
someone that knows more than you?

by LT. Erin Hannafin, Training Coordinator, LRMFA









Bob Sprague, 32 years of service to Salem Fire Department.  Bob handled many calls over the years, but most
recently, as some may recall, Bob was recognized for the major role he played during the Irving Street fire in
2017. 
Jim Mykland, 18 years of service, Conway Police Department
Lieutenant Kevin Kennedy, 18 years of service, Southwest Fire Mutual Aid.
Anna Chaput, 17 years of service, Hollis Communications.
Norma Traffie, 21 years of service, Hollis Communications.
Fred Runola, 19 years of service, UNH Dispatch.
Captain Jeffrey Ladieu, total of 20 years of service with New Hampshire State Police, Communications
Supervisor.

An Interview with Rochester's Infamous Brit 
Born in Gibraltar, Andy Neal grew up a child in the Merchant Navy.  After traveling for two full years, he went to boarding school
where he learned the fine art of hospitality.
  
What was your first job? Catering for the merchant Navy for two years. In the summer of 77, Andy worked at two different hotels,
putting his hospitality skills to work.  He continued working at one of the Hotels and went back to school, where he furthered his
education.  In October of ’78, Andy went to interview with British Customs.  He recalls the interview well, because the week before
he had been in a rather serious bike accident.  He remembers walking into customs on crutches and road rash. For those of you
that have ever met Andy know he always loves to share his stories from customs, especially the one about the jewel dealer.
 
26 years later, he met his pen pal, a lovely gal named Marsha and they grew quite close.  Andy came from England to join Marsha at
her daughter's wedding and they hit it off from there.  The two lived in England for 10 years when they bought a house here in
Rochester.  Andy took a job at Regal Limo (which he had done as a part-time gig when he was working for customs) when they first
bought the house.  Because they did not have any kind of benefits, Andy traveled back and forth every few weeks from England.  

Andy needed something more permanent and decided to look for something with benefits.  He went on the Rochester City website
one day and discovered they were hiring a dispatcher. In July of 2005, Andy started his 15-year career as a dispatcher.  He has
worked for six Dispatch Supervisors, three Police Chiefs, two Fire Chiefs and, in his words, had the honor of training multiple
dispatchers.

In his tenure, he logged approximately 72,000 calls for service and answered countless amount of phone calls.  When asked what
his most memorable calls for service, he recalled a structure fire on Portland Street about two months after he started and another
shortly after.  

The Portland Street fire was called in at 0540 on a September morning, the caller just stated that they needed the fire department
for a fire at the neighbors and hung up.  Andy recalls an officer coming over the radio stating that he was getting occupants out of
the building and the fire chief who was on his way into work could see the fire as well and requested the first alarm. At 0545 a
second alarm was struck.  A Code 1000 was called at 0605 and command moved all crews from the building as conditions
deteriorated. At 0606 command requested to go to a third alarm. Crews remained on the scene of that fire until 2130 that night. 

When asked what he felt his greatest achievement was, he laughed and jokingly said ‘Not getting fired’. We had a laugh and then he
replied ‘In all seriousness, my greatest achievement has been able to see my trainees become successful and do well.’ He also
commented that he felt there were so many rights, some wrong but he really hopes he didn’t let anyone down. 

Being one of Andy’s acclaimed successful trainees, I can guarantee there were no let downs.  Andy is staying
with Rochester Police Department per diem and has found himself a part-time ‘gig’ driving the care van for Wentworth Douglas.  He
is enjoying retirement and spending time with his girls, his wife Marsha, and his beagle Penny. 

Though we could have very easily interviewed all of the recently retired communications personnel, time very
easily gets the best of us.  We would also like to recognize the following members and thank them for the crucial
and supportive roles they have provided to their communities for many years.
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NHEDA Elections are
held each year at the
NHEDA Conference.

More info to come out
via email blast. 
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by Kassandra Lee, Seabrook Fire Dispatch

WORKPLACE STRESSWORKPLACE STRESS

Ask to be a part of the debriefing. After particularly tough calls, many workplaces will debrief their crews.
Don’t be afraid to speak up and ask to be included. 

Sign up for classes that both further your work skills, and interest you. Involve yourself in creating new
processes or other projects that can help create a better environment for everyone.

It can be something as simple as taking a quick walk before you start your day, in the middle of the day, or
before you go to bed. If you have a hectic schedule, try to work in some stretch and move breaks into your
time at the work console.

Preparing food before work can help a lot. Set small attainable goals in adjusting foods that aren’t so good
for you out of your diet. Replace soda with seltzer water. Instead of a chocolate bar, maybe a granola bar
with chocolate pieces in it. Fresh fruit can be a good snack to get you through a sweets craving.

Find a group of people you feel you can talk to without embarrassment or worry. It is so important that we
find a safe space to open up so we can work through our stressors.  

Stress. We all have it to some degree in our lives. Especially in this time of Covid. It affects everyone no matter
what age. Worries about the health of ourselves, our loved ones, and coworkers. Children with ever-changing
school routines, spouses, significant others, or even family members and friends with changing work scapes
where they may now be working remotely, may have changed shifts completely to create working cohorts to
avoid cross-contamination so to speak. For us, as dispatchers, this may look like new call protocols for
questions to ask to keep your responders safe, new cleaning routines as the guidance changes as to what is
best practice, and more isolation where you might have been able to previously be closer to co-workers.
Change can be stressful. And that looks different for everyone. Some may be rolling with the strides and
adapting quickly with no incident, while for others this was just another weight added to the pile that is
weighing them down. 
 
I have heard time and time again that dispatching can’t be that stressful, we are just on the phone and get to
hang up. We know that isn’t true and that we can carry the baggage of hard calls. We tuck the call away at the
time it is happening in a little compartment at first, but we don’t always pull it back out to deal with it and that
compartment gets moved to a closet and we stuff all the bad stuff in there. If you don’t deal with it, it will come
tumbling out at some point. Add to that the stress of the current times and it can be overwhelming. 
 
So how do we deal with this stress?

 
Find ways to combat burnout at work.

            
Create an exercise routine.

Improve eating habits.

Join a group outside of your job where you can talk safely and comfortably.
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Volunteer at a local animal shelter or community outreach such as a food bank. Join a local church group or
reading group at the local library. Go to trivia night at a restaurant or bar. Take turns hosting a game night
with a group of friends. Whatever you do, choose something that lets you shut off from the stress and relax.

Don’t deny yourself time off because you feel like work can’t survive without you. You are no good to your
workplace, your family, and yourself if you are so tired and worn down that you are not at your best. 

Sometimes we need a bit more help than we can get in our immediate circle. If you feel like you can’t handle
all the stress you are feeling, don’t be afraid to seek help from a professional.

Find a hobby.

 
Take time off.

Talk to a mental health professional.

 
There is a stigma attached to mental health, but self-care is so important. We need to remove the thought that
we are unimportant. We are so lucky to have NHEDA and all the great classes they put together for us. They do
a great job of bringing us new content along with some great classes on mental health and physical health in
our career path. Not only do they put together informative classes, but they also allow us to connect with peers
who can be a great resource when you are in need. Take care of yourself and don’t end up putting your health
on the back burner.

In a small ceremony on December 15th, 2020, Department of Safety
Commissioner Robert Quinn swore in Mark Doyle as Director of the Division of
Emergency Services and Communications. Governor Chris Sununu reappointed
Director Doyle for an additional 4 years. Director Doyle’s transformational
leadership approach has facilitated a positive change in stakeholder viewpoints
and the organization as a whole. His vision to guide the change of the
organization through inspiration, dedication, and collaboration has led to a
unified mission. Director Doyle has certainly set the “tone at the top” for others
to follow. 

Congratulations and thank you for your 
continued service to the State of NH.

Doyle Reappointed
Continued Leadership for NH Enhanced 9-1-1


