Banks County E-911

KSAO’s

Knowledge, Skills, Abilities and Other Characteristics Needed To Perform the Job

I. KNOWLEDGE:

a) Multi-line phone systems.

b) Basic Computer

c) Basic Radio

d) Basic Office Equipment (i.e. fax, copier etc)

e) 9-1-1 Knowledge A Plus

II. SKILLS:

a) Multi-task.

b) Project voice clearly and professionally on radio.

c) Type 30-35wpm. No errors.

d) Basic computer skills.

e) Good communication skills with co-workers and public.

f) Good reading, spelling and language skills.

III. ABILITIES:

a) Ability to handle high stress / high call (and low stress/low call) volume environment.

b) Ability to self-motivate .

c) Ability to accept constructive criticism and direction.

d) Ability to comprehend each and every call and transmission has the potential to be or become a life/death situation.

e) Ability to remain calm / professional / tactful in stressful situations.  Understanding that you may be subject to abusive and profane language from callers.
f) Ability to be on-call.  Ability to accept last minute changes in schedules.
g) Ability to perform non-dispatch oriented tasks (road signs, cleaning, administrative duties etc)

h) Ability to be confined to one area for long periods of time without a break.

i) Ability to work on holidays, nights, weekends, days – any time needed.
j) Ability to travel to school. (And, provide own transportation.)

k) Ability to learn all functions of the job.

l) Ability to study manuals and perform all training required.

m) Ability to work under constant surveillance.

IV. OTHER CHARACTERISTICS:

a) Trustworthy

b) Outgoing

c) Dependable

d) Flexible

e) Dedicated / Career Oriented

f) Courteous / Compassionate / Caring

g) Professional

h) Settled / Mature

i) Tactful

j) Helpful

k) Motivated

l) Patient
m) Strong Backbone / Do not wear feelings on sleeves.

n) Communications Driven

*Note: Below are the duties listed in the SOP manual for a Comm. Officer / Dispatcher:
DISPATCHER DUTIES

**THESE ARE EXAMPLES OF SOME OF THE DUTIES AND MAY NOT BE ALL INCLUSIVE OF ALL DISPATCHER DUTIES**

1. DAY TO DAY EMERGENCY 911 DISPATCH OPERATIONS AS FOLLOWS:
a) ANSWER/OPERATE ALL TELEPHONES

· Answer all non-emergency phone lines in two rings or less and always remain professional, courteous and follow SOP’s.

· Answer all emergency phone lines in one ring providing prompt and accurate service to caller and dispatch for caller always following SOP’s.

· Operate all telephone functions following all SOP’s.

b) DISPATCH/MONITOR ALL EMERGENCY SERVICES

· Provide prompt and accurate dispatch to all emergency services always following SOP’s. 

(1-2 minute) 

· Dispatch on all calls, any calls that have a delay of more than 1-2 minutes require an explanation in the narrative of the call.)

· Closely monitor radio or radios assigned to, regardless of whether traffic is directed to dispatch or not.

c) OPERATE/MONITOR GCIC

· Once certified, access GCIC – following all SOP’s – to acquire information requested by law enforcement.

· Operate/Monitor GCIC – following all SOP’s – for any information that may be pertinent to our county.  

· Rebroadcast when needed. (Remember all HIT’s and BOLO’s must be done from Supervisor Console)

· Troubleshoot problems and handle accordingly.

d) OPERATE/MONITOR DATABASE & CAD

· Operate CAD, following all SOP’s.

· Enter and monitor all routine traffic.

· Access and use all approved functions of old Database.  This includes ability to query any needed information from Dispatcher screens.

e) OPERATE/MONITOR RADIO / PHONE COMPUTERS

· Operate and monitor all radio functions following all SOP’s.

· Operate all phone systems following all SOP’s.

· Operate all TDD systems following all SOP’s.

f) OPERATE/MONITOR OTHER OFFICE EQUIPMENT

· Operate/monitor copy/fax machine following all SOP’s.

· Operate/monitor printers following all SOP’s.

· Operate/monitor EmNet following all SOP’s.

· Operate/monitor weather equipment following all SOP’s.

· Operate/monitor filing systems following all SOP’s.

· Operate/monitor recording equipment following all SOP’s.

· Operate/monitor Motobridge equipment following all SOP’s.

· Operate/monitor back-up equipment following all SOP’s.

· Operate consoles following all SOP’s.

g) PERFORM END OF DUTY/BEGINNING DUTY TASKS/OTHER DUTIES

· Perform beginning duty tasks following Sop’s.  Examples are: reading pass-on, arriving as policy dictates to receive pass-on early, clock in and out times correct

· Perform end duty tasks following Sop’s.  Examples are: giving your Supervisor information for pass-on, making sure all of your call files are completed, clean your work and break areas, file all needed paperwork, clock out.

· Make road signs as needed.

· Perform any other 911 related job that needs to be done when it is deemed needed by the Director and when he or she is not performing on 911 calls or on the radio.  For example: when it is slow, breaks can be taken following policy but if there is work to be done (such as road signs) it should be worked on.

· Ensure that there is nothing left to do before they leave the shift.  If there is work to do it is to be done before clocking out.  

The Shift Supervisor will prepare the evaluations for everyone and the Director will review them, make final comments and then the Shift Supervisor will discuss them with each employee individually.  From time to time throughout the year the Director will work with the Supervisor to evaluate progress of shift team as a whole and identify strengths and weaknesses that need work. 

Dispatchers report directly to a 911 Supervisor or Senior Dispatcher in the absence of a 911 Supervisor.  All Dispatchers will follow chain of command.  Should any adverse action be required (such as suspension or termination), the Director will handle that action. 

· DUTIES THAT MAY BE A PART OF NORMAL DUTIES

· THESE DESCRIPTIONS ARE IN ADDITION TO NORMAL DUTIES AND DO NOT REQUIRE WORK OUTSIDE OF NORMAL WORKWEEK OR WORK HOURS.  IF EXTRA DUTY BECOMES OVER WHAT NORMAL WORKING HOURS HOLD THE DIRECTOR MAY DEEM O.T. HOURS ARE NEEDED IF REQUESTED AT WHICH TIME THE O.T. RATE WILL BE APPLIED.

· Training New Hires / Refresher / Advancement Training / Other POST Training / In-Service Instruction

· EMD Training / Specialty Training

· SOP Work

· Quality Assurance

· TAC / Head TAC 

· Safety Officer

· Road Signs 

· CAD Entry

· Back-Up Database Entry

· Pre-Fire Plan Entry

· Map Work / MSAG Work

· Special Event / PR Work / Public Education

It is important to note – 911 and Radio Work is PRIORITY!  

