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 On Saturday January 30th, we celebrated the career of Bonnie Johnson of 
SWFDMA. Just by the looking around the room one could tell how much love and appre-
ciation there is for Bonnie. Several NHEDA BOD members were also present at the party.  
 There were many stories shared about Bonnie and her career. It was wonderful to 
see her family as well as many of her coworkers (both past and present) come out to 
celebrate one fine lady.  
 Bonnie was a pivotal player with our annual conference and was an avid champion 
for establishing training and standards for our profession within the state of NH.  
 Bonnie’s wisdom and guidance will certainly be missed with NHEDA and NH TERT. 
We wish her the best in retirement!  

What lies behind  
us and what lies  

before us are tiny  
matters compared to  

what lies within. 
Ralph Waldo Emerson  

http://www.nheda.org/




To My Dear Fellow NHEDA and NH-TERT Members— 
 In late summer of 1981 (yes, that’s before some of you were born) I 
was grocery shopping and, on a whim, picked up a copy of the local 
weekly newspaper.  In it I discovered that the Amherst, MA fire depart-
ment was looking for a part-time dispatcher to work Friday and Satur-
day nights.  My son was getting ready to start school, I had been an 
EMT for a few years, my husband was an EMT and volunteer fire-
fighter, and his full-time job kept us at home every weekend.  After talk-
ing about the ad, I applied and was called for an interview with Bob 
Chisholm, the dispatch supervisor.  I’m not sure if I was hired because I 
was the best-qualified candidate or because Bob’s wife had been my fa-
ther’s secretary at UMass while Bob was a graduate student 10 or 15 
years earlier (something I learned during the interview).  Either way, I 
started training for what would be a life-changing part-time job.  I never 
dreamed that it would become my profession, my career. 
 On the first day of training Bob offered me coffee and a cigarette at the start of the shift.  I 
told him that I didn’t drink coffee and didn’t smoke; he said I’d never make it as a dispatcher.   
How I wish I knew where he is now! (And I still don’t drink coffee and I still don’t smoke.)  Back 
then there was only a municipal 911 system for the town; the other 10 or 12 towns that we dis-
patched for used a 7-digit number to call in.  There was no caller ID, no Google – in fact, there 
were no computers.  All of our resources were paper.  Incident records were hand-written paper 
forms which were kept in a file drawer when completed.  Other than OJT, dispatcher training 
was unheard of.  And at that time, we were “just” dispatchers.  After a couple of months, I 
moved into a full-time position in Amherst where I worked for about three years. 
 In late 1984, I interviewed with Chief Robert Callahan at Southwestern New Hampshire 
District Fire Mutual Aid for an opening he had in his dispatch center.  I was ready to move to 
something with more activity.  I listened to Southwest on my scanner and it sounded like they 
certainly could provide that!  Chief Callahan hired me and the rest is history.  
 Now, after a little more than 31 years at Southwest, I am retiring from my 34+-year dis-
patching career.  There have been so many changes, so many rewards, and so many calls from 
people having the worst day of their lives.  I am grateful for the chance I was given to help them, 
not by being beside them to help them, but by being able to get the right people there to help 
them as quickly as possible.  My involvement with groups like NHEDA, NH-TERT, and APCO 
has given me the opportunity to form friendships which will last a long time, and to work to 
help other branches of public safety recognize that our profession is deserving of the same re-
spect that police officers, firefighters, and EMS responders receive.  NHEDA has come a long 
way, especially in the last few years, by developing standardized training which, hopefully, will 
soon lead to certification for all public safety dispatchers in New Hampshire.  The free monthly 
training as well as the annual conferences have helped fill the huge void that dispatchers had 
faced in the past when it came to improving their skills and their health (both mental and physi-
cal).  The formation of NH-TERT has provided all dispatchers the assurance that, when their 
center is having the worst day of its life, there is help ready to assist them as they assist their 
citizens. 
 To all of the members of NHEDA, thank you for everything you do every day.  To the con-
ference committees, training & standards committees, and executive boards, keep up the good 
work.  You are all making sure that public safety dispatching is a profession to be proud of.  I 
will miss it. 
 

Bonnie Johnson 



 Concord Fire / Capital Area Fire 

Communications was established in the 

early 1970’s with 5 communities being 

dispatched by the Concord Fire Depart-

ment. The initial plan was to establish a 

central dispatch center and a mutual aid 

district which would need to be sus-

tained by 10 communities. This was 

achieved in February 1976. To be a 

member of the mutual aid, the joining 

community was required to be dis-

patched by the Concord Fire Dispatch 

Center and in order to be dispatched by 

the CFD, you needed to join the Capital 

Area Mutual Aid Fire Compact. 

 On April 1, 2016 the Capital Area 

Mutual Aid Fire Compact will be enter-

ing its 50th year of operation. On Febru-

ary 27, 1976 the State of New Hamp-

shire’s Fire Marshal’s office formally rec-

ognized the Capital Area Mutual Aid Fire 

Compact.  

 Concord Fire is responsible for 

the personnel of the center while the 

mutual aid handles all the purchasing of 

the equipment. Initially the communica-

tions center was staffed with 4 dispatch-

ers and was under the direction for the 

Fire Alarm Superintendent for the CFD.   

In 2005 the Hooksett fire Department 

and the Tri-Town Ambulance joined the 

compact which necessitated additional 

dispatchers and the center transitioned 

to minimum staffing of two dispatchers 

per shift.  Presently the center is staffed 

with nine employees, four Lead Dis-

patchers and four Dispatchers. The cen-

ter is managed by the Communications 

Supervisor, a position created in 1999.  

 Since the inception of the Capi-

tal Area Fire Compact in 1976 the num-

ber of communities dispatched by Con-

cord Fire has grown from ten to twenty-

two, encompassing three counties and 

744 square miles in central New Hamp-

shire. Incident totals have grown from 

132 in 1972 to 21889 in 2014. In addi-

tion the center dispatches for two volun-

teer ambulance services, the Central NH 

Hazardous Materials Team and the con-

trol point for the NH Fire Mobilization 

Plan. 

 The Communications center has 

moved from its original location at the 

old Concord Central Fire Station at 44 

Warren Street to the Concord Police Sta-

tion at 35 Green Street in 1989 to its 

present location at 24 Horseshoe Pond 

Lane in 2000. Since 1999, we have up-

graded radio consoles and operated 

both old and new consoles in parallel 

during the transitions for training and go

-live purposes. Except during the last 

radio console upgrade, all installations 

were done utilizing our own personnel. 

We did not go down with our radios at 

any time when an upgrade or installa-

tion was made. 

 Capital Area is in the process of 

upgrading to a simulcast dispatch sys-

tem which will utilize nine transmission 

towers that will all key up at the same 

time when dispatching incidents. This 

will save precious dispatching time by 

only having to use one transmitter mod-

ule instead of repeating the incident lo-

cation on each tower needed to notify 

all our first responders. A second alarm 

in one of our communities requires the 

dispatcher to announce the incident on 

five towers . This could take up to 4-5 

minutes of air time to dispatch a multi-

ple alarm incident.    

 We presently utilize a computer 

aided dispatch software package pur-

chased in 1995. It is designed as a multi- 

jurisdictional and multi-agency software 

package. We also use a Motorola 

MCC5500 radio console, a Digitize 3505  
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Concord Fire/Capital Area Fire Communications 

Communications Center in 1975 

In 1975 the communications center shared space with the Fire Alarm Division. 



Continued from previous page. 
alarm monitoring system which is connected to the City’s 

Gamewell alarm system. The dispatchers monitor all alarms 

systems that are being serviced in the mutual aid compact 

utilizing the CAD software. This adds another 3000 incidents 

to the annual total above. We also utilize an ADDER Com-

mand and Control keyboard/monitor switch which automati-

cally connects to the necessary computers that are needed to 

be used by the dispatcher. It removes multiple keyboards 

from our console workspace. 

 We also are providing hot backup for Lakes Region 

and they for us. This utilizes the microwave control equip-

ment installed in 2009 and 2010. We have all the tones for 

the Lakes Region communities in our console along with their 

simulcast controller and Lakes Region has all our tone will 

have our simulcast controller at their location will make dis-

patching of incidents much easier for both centers when we 

need to provide backup.  

 Since 2005, the mutual aid has been awarded 

$1,494,025.00 in grant funding for radio base stations, dis-

patch console, microwave control equipment between us and 

Lakes Region, CAD upgrades for backup to Lakes Region, Con-

tinuity of Operations Plan and Simulcast radio project Phases 

1 to 3. 

 Projects that a presently ongoing for us include all 

three phases of the Simulcast radio project, upgrading the 

CFD Headquarters surveillance equipment, preparing for a 

possible CAD software upgrade or replacement and for re-

placement of the dispatch console in 2017 which may include 

console furniture, floor and building renovations. 

 

 

Concord Fire Alarm in 2008 Concord Fire Alarm in 2016 

Year 
Agencies     

Dispatched 
Incidents         

Dispatched 
Minimum 
Staffing 

1973 5 132 (recorded) 1 

1974 7 169 (recorded) 1 

1980 15 6093 1 

1990 19 8206 1 

2000 20 13362 1 

2005 23 19214 2 

2010 23 20774 2 

2015 24 22348 2 

Concord Fire Department 

Communications Division 

24 Horseshoe Pond Lane 

Concord, NH 03301 

603-224-2545 

 

Captain Ernie Petrin 

Office - 603-228-2713 

Email: epetrin@concordnh.gov 
 

WebCAD Dispatch:  
www.capareaweb.2y.net 

mailto:epetrin@concordnh.gov
http://www.capareaweb.2y.net


 

CLASSES GEARED TOWARD 

DISPATCH PROFESSIONALS 

Relevant topics, discussions and 

classes specifically selected for  

public safety communications. 

 

VENDOR INTERACTION 

Representatives and Product  

Displays on hand from many  

companies who specialize in      

Public Safety and Communications. 

 

NETWORKING OPPORTUNITIES 

This event brings dispatchers from all 

over New England together, offering a 

chance to build relationships between 

departments and vendors.  

NHEDA 2016 

J O I N  N H E D A  F O R  Q U A L I T Y  T R A I N I N G  

O P P O R T U N I T I E S ,  N E T W O R K I N G  A N D  

O U R  V E N D O R  E X P O !  

The organization strives to offer first-rate training to our members and      

continues to lead the way toward statewide standards for NH Emergency 

Services Dispatchers with innovation, knowledge and proven tactics. 

 

Our organization and it’s conference are held up by our peers across the 

country, as an example of one of the best and progressive dispatch oriented 

associations in the country.  

 

Learn from many of the finest and innovative minds in public safety and  

emergency communications.  

Visit www.NHEDA.org for more information. 

WWW. NHEDA. ORG New Hampshire Emergency Dispatchers Association      PO BOX  664  Berlin, NH  03570 

T R A I N I N G  C O N F E R E N C E  

APRIL 11 - APRIL 13 

Vendors & Interested Presenters please contact: 

conference@nheda.org 

SPECIAL ROOM RATE $104/NIGHT 

Call Red Jacket at (800) 672-0500 

U se Gr oup C ode:  223997 -  N H Emergency 

D ispatcher s A ssociat ion 

RED JACKET MOUNTAIN VIEW RESORT & SPA 
NORTH CONWAY, NEW HAMPSHIRE 
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Upcoming Meetings & Trainings 
 

February 17, 2016 at 10am: At NH Dept of Safety, 33 Hazen Drive, Concord—2nd 
Floor Conference Room.  Module to be presented will be Crisis Negotiations.  
March 16, 2016 at 10am: At Concord Fire Training Room, 24 Horshoe Pond Ln, Con-
cord. Presentation by NH DRED/Forestry.  
April 11-13, 2016: Annual Training Conference, Red Jacket, North Conway.  

 

Welcome to NHEDA’s Newest Members! 
 

 

Jessica Marro—Claremont Police Dept.  
Christina Lemieux—Manchester Fire Dept.  

Tracey Decker—Salem Police Dept. 
 
 

The NHEDA  
Broadcaster 

 

The NHEDA Newsletter is pro-
duced monthly and available 
free of charge electronically.  
Go to www.nheda.org today for 
details on free membership and 
other benefits of belonging to 

NHEDA.   

Any NHEDA  member can con-
tribute to the newsletter.  Sub-
mit articles, photos, training 
announcements and your ideas 

for articles.  Send material to   

newsletter@nheda.org 

 

 

Editorial Team: 
 

Jennifer Cloutier 
Berlin PD 

 
 

Cassie Leavitt 
Hampton Fire 

 
Keith Veale 

Manchester Boston Regional  
Airport 

 
 

Laura Bartlett 
NH HSEM 
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President’s MessagePresident’s Message  
 

Happy February NHEDA! 
 

If you're a winter-lover, you may not be quite as excited by the recent weather trends as 
some.  But since its only very early February, we all know there's still plenty of potential 
for cold and snow.  2016 has already brought us record temperatures but also a hurri-
cane—maybe the weather will be something other than conversation-filler this year? 
 

This past weekend I got to participate in the celebration of one of our own heroes.  “Bonnie” Johnson retired from 
Southwest Fire after a public safety career of about 37 years, over 31 at our own Southwest.  If by some stroke of 
imagination you are reading this and don't know Bonnie, she was a long-term NHEDA member, and more impor-
tantly, an activist—having served on several committees, helping out at meetings taking notes when needed, and 
participating in training.  From the inception of our NHEDA training conferences, Bonnie served as our Conference 
Registrar—one of the often-invisible but crucial efforts in successful conferences—work that goes on for months 
before the actual conference.  Bonnie was a NHTERT founder, and has been our only NHTERT Secretary/Treasurer 
until her retirement--maintaining our roster, training and meeting records, and generally keeping us organized.  All 
of us who have taken a turn leading these organizations will miss Bonnie standing with us—I hope some of her or-
ganizational skills have rubbed off on us!  I'll miss Bonnie as a friend and confidant, but wish her all the best in her 
well-earned retirement.  She's an inspiration and reminder that we can, in fact, retire from this crazy business, per-
haps even with some of our faculties! 
 

Elsewhere in this newsletter you'll read about our annual conference planning.  Chair Jenn and her conference 
team are hard at work planning another great event.  NOW is the time to get your registrations in, and make your 
hotel reservations.  We would love to see you there, and bring someone with you.  Our joint NHEDA/NHTERT train-
ing committee has also been hard at work developing the 2016 training schedule.  As with all of NHEDA activities, 
we need to hear from you with any thoughts, requests, complaints, and suggestions! 
 

Nominations are now open for the annual NHEDA outstanding performance awards.  This is a great opportunity to 
recognize someone who's doing a great job in our profession.  A strange problem may be that choosing someone 
to nominate is probably not easy!  We have so many co-workers who perform the complicated, sometimes bi-
zarre, but always crucial tasks in dispatching our public safety providers, and they do it day in, day out with no fan-
fare.  Maybe we need to consider the work from an outsider's view—it doesn't take long to realize the public may 
not have any idea what we do in many circumstances.  They expect service when they call (and in New Hampshire 
I believe they get great service) but they may never get to “see” us.  Inside, working with New Hampshire's Dis-
patchers we just expect the best, but if you think about it, I hope you can see someone who's gone the extra mile, 
consistently made it to work under the worst possible condi-
tions, or just done things they didn't have to do—these are the 
ones we need to recognize.  Let's give the awards committee 
some work to do!  As our promotions committee would say, 
“For all things NHEDA, info is at www.nheda.org”. 

 

Thank you, for all you do, every day. 

 

 Tom Andross 


