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                                           Imagine a world where your job entails hearing 
people’s desperate cries for help, directing someone to 
give CPR to a loved one while they are in an inconsolable 
state of anguish, talking people down that are suicidal 
and hoping your words are the difference between life 
and death – and now imagine this job was considered a 
clerical position. This is the unfortunate reality for the 
estimated 100,000 men and women working as 911 call 
takers and dispatchers.  
                Aside from the fact that it is insulting to all who 
serve in the capacity, it’s also a factually incorrect classi-
fication of what it is we do. Sure there are clerical ele-
ments to the job; I’d argue that most jobs have some 
clerical responsibilities. What we truly are is the first first
-responder on scene. We take people in their worst of 
situations and make critical, snap decisions as to how to 
prioritize and effectively provide for each unique scenar-
io. We have first-responder and emergency medical dis-
patch training along with countless hours of continuing 
education.  We work in a field of ever-changing technol-
ogy that includes text-to-911 and the potential for vid-
-to-911 in the future, amongst many other unforeseea-
ble technological changes.  We are career chameleons, 
adjusting to every new situation thrown at us because 
we know that someone’s life may be counting on us.  
                                           This battle for reclassification has been going on 
for years now. We can go back to 2014 when the FCC 
wrote to the Standard Occupational Classification Policy 
Committee recommending a change in classification 
from "Office and Administrative Support Occupations” 
to "Protective Services Occupations." In a shocking reply 
to the FCC, the SOCPC stated that they view the work 
performed by public safety telecommunicators "is that 

of a dispatcher, not a first responder," and that sepa-
rating public safety telecommunicators from other dis-
patcher categories "would be confusing." The SOCPC 
also recommended against reclassification on the 
grounds that 'most [public safety] dispatchers are pre-
cluded from administering actual care, 'talking' someone 
through procedures, or providing advice," and that they 
are "often located in a separate area from first respond-
ers and have a different supervisory chain." This short-
sighted, naïve, dismissive, and closed minded response 
highlights the uphill battle we face to receive the job 
classification we deserve.  
                                         For all the naysayers who think anyone can do 
the job, I point to the high turnover rate in the 911 dis-
patch center. In what is almost a country wide shortage, 
911 centers are in a constant state of hiring and training 
new employees. This is attributed to burn-out, long and 
stressful work hours, and even mental and physical 
health issues. There have been peer-reviewed scientific 
studies showing that 911 dispatchers/call-takers experi-
ence a higher rate of mental illness, including but not 
limited to PTSD.  
                                        I t is time for a change. Time for the career to 
receive the respect and proper classification it deserves. 
The people that sit at these desks everyday deserve it. It 
is up to us to come together and enlighten those in 
charge what we really do. For those who still question 
the change I ask you this: if the work is so easy and 
“clerical”, why is it so hard to keep warm bodies in the 
seats? 

https://transition.fcc.gov/bureaus/pshs/docs/2018-SOC_Public-Safety-
Telecommunicator_Classification_120616.pdf 

United States Bureau of Labor Statistics (BLS), at http://www.bls.gov/soc/2018/socresponses.html 
https://www.dispatch.com/news/20180714/burnout-and-turnover-deplete-911-dispatchers-boost-ot 

https://www.ncbi.nlm.nih.gov/pubmed/22467384 

The Devaluation of the  
Public Safety Dispatcher 

 

By: Guest Contributor, Troy Gunter, Natick MA Public Safety Dispatch  

http://www.nheda.org/
https://transition.fcc.gov/bureaus/pshs/docs/2018-SOC_Public-Safety-Telecommunicator_Classification_120616.pdf
https://transition.fcc.gov/bureaus/pshs/docs/2018-SOC_Public-Safety-Telecommunicator_Classification_120616.pdf
https://www.dispatch.com/news/20180714/burnout-and-turnover-deplete-911-dispatchers-boost-ot
https://www.ncbi.nlm.nih.gov/pubmed/22467384


 

         In Mid-March Several NHEDA Members attended a Group Crisis Intervention & As-
sisting Individuals in Crisis Training.  Both of these topics combined to make up a three-
day Crisis Intervention Stress Management (CISM) Training.  

                              The training was offered through the University of Maryland– Baltimore County 
Training Center in Baltimore, MD and the International Critical Incident Stress Founda-
tion. 

                                  In the photo below is (from left to right) Anna Chaput—Hollis Communications, 
Tiffany Pearce - Rochester PD, Bob Miller- Instructor, Mark Proulx- Instructor, Kelly 
McGrenaghan—Portsmouth PD,  Jason Cullen- Portsmouth PD , Karen Jones – Moulton-
borough PD, Sean Mahoney – Rockingham County Sheriff’s Office and (front) Corey 
Clark– LRMFA (NHDOS Intelligence Liason Officer.) 

CRITICALINCIDENTSTRESSMANAGEMENT 



Highlights include:  
 

 2 days of equipment exhibits from over 56 companies 

 2-1/2 days of technical sessions 

 Networking opportunities both business and social 

 Full Conference Registration includes: Sunday evening reception; breakfast, breaks morn-
ing and afternoon, lunch and dinner Monday and Tuesday; breakfast, morning break and 
lunch on Wednesday. 

 Day Registrations include: Morning and afternoon breaks as well as lunch 

 A Special Conference Room Rate of $139 at the Sea Crest Beach Hotel. This rate is in 
effect from 11/09/19 thru 11/13/19. 

 To register or for more information visit: https://apco-atlantic.org/Conference 
 



New Protocol Rollout from NH e911 
 
On May 1, 2019, NH BEC e911 will begin utilizing Protocol 37, Inter-facility Evaluation, from the 
Medical Priority Dispatch System. The Bureau has been using Protocol 33, Transfer/Palliative 
Care, for years but have found this protocol does not take into account the expertise of callers 
calling from a medical facility. 
 
The facility is usually diagnostic in nature e.g. urgent care, physician offices and in some cases 
emergency departments, where the caller has specific medical knowledge of the patient based 
on the assessment of an approved level of provider within the previous two hours. 
Protocol 37 allows a streamlined group of questions that identify the transport needs of the call-
er based on the provider’s assessment. The telecommunicator then assigns a CHARLIE level re-
sponse with a suffix that corresponds to the medical condition described by the caller with a 
DELTA override for the CPR level situation. 
 
Dispatch agencies will receive a detailed description including all determinant levels within the 
next week. 
 
Please contact Deb Bray, Operations Supervisor or Derick Aumann, EMD Supervisor with any 
questions you may have. 





 

Upcoming Meetings & Trainings 
 

Annual NHEDA Training Conference and Vendor Expo – April 7-10, 2019.  To be held at the Mt 

View Grand Resort in Whitefield, NH.  

Third-Quarter Training – July 23, 2019.  To be held at Marine Patrol in Gilford, NH. Training and 

RSVP details to be announced soon!  

Fourth-Quarter Training – September 17, 2019. To be held at the Keene Police Department. 

Training, and RSVP details to be announced at a later date.  

Annual Supervisor’s Seminar – SAVE THE DATE! October 15, 2019.  Location and further details 

to be released at a later date.  

Can’t make the NHEDA Meeting & Training Make sure to join us on Facebook Live. 

The NHEDA Broadcaster 
 

The NHEDA Newsletter is produced monthly and  available free of charge electronically.  Go to www.nheda.org today for details on free mem-
bership and other benefits of belonging to NHEDA.  Any NHEDA  member can contribute to the newsletter.  Submit articles, photos, training 
announcements and your ideas for articles.  Send material to newsletter@nheda.org 
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Jennifer Cloutier—Berlin PD; Cassie Leavitt—Hampton Fire; Keith Veale—Hillsborough County SO; Erin Hannafin—LRMFA; Austin Brown—New London PD;  
Nicholas Bridle—Derry Fire; Kassandra Lee—Seabrook Fire; Tiffany Pearce—Rochester Public Safety; Bob Simard—Londonderry Fire; Laura Bartlett—NH DHHS 

Welcome to NHEDA’s  
Newest Members: 

 

 

James Kowalik—NH DOS/E911 
Karen Penna—Concord Police Department 
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