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CRIMINAL JUSTICE SERVICES BOARD

Title of Regulation:  6 VAC 20-60-10 et seq.  Rules Relating to Compulsory Minimum Training Standards for Dispatchers (amending 6 VAC 20-60-10 through 6 VAC 20-60-90; adding 6 VAC 20-60-25 and 6 VAC 20-60-100).

Statutory Authority: § 9-170 of the Code of Virginia.
Public Hearing Date: December 13, 2001 - 9 a.m.

Written comments may be submitted until November 23, 2001.

(See Calendar of Events section

for additional information)

Agency Contact: Judith Kirkendall, Job Task Analysis Administrator, Standards and Training Section, Department of Criminal Justice Services, Eighth Street Office Building, 805 E. Broad Street, 10th Floor, Richmond, VA 23219, telephone (804) 786-8003 or FAX (804) 786-6040.

Basis: Pursuant to the statutory authority set forth by § 9-170(8) of the Code of Virginia, the Criminal Justice Services Board (CJSB) will amend and revise its regulations relating to entry-level dispatcher training.

Purpose: The purpose of the proposed amendments is to incorporate changes identified through the 1999 statewide job task analysis and to provide a method for reviewing training objectives on an on-going basis with updates handled in a more systematic and expeditious manner. These regulations set forth training mandates and prescribe compulsory minimum training standards. These standards must be met by successful achievement of each training objective related to a task that must be performed as a requirement of the position by every newly employed dispatcher attending entry-level dispatcher training. Successful achievement of all training objectives is the standard that assures minimum competency in the performance of dispatcher duties throughout the Commonwealth. The safety and welfare of the public is paramount in setting forth these requirements while providing protection from incompetent or unqualified persons from performing dispatcher duties.

Substance: The substance of these regulations is in 6 VAC 20-60-20 and is three-fold. First, the standard requires satisfactory completion of the performance outcomes and training hours approved by the Criminal Justice Services Board for entry-level dispatcher training. Second, the standard requires satisfactory completion of all field (or on-the-job) training objectives. Additionally, in 6 VAC 20-60-40, dispatchers are required to meet the training standards within 12 months of employment as a dispatcher. Extensions may be given in certain circumstances. Finally, provisions are set forth in the rules that establish minimum requirements for training providers.

Issues: The advantages these regulations provide to the public are as follows: assurance of a minimum level of competency required by all dispatchers throughout the Commonwealth; involvement of the Committee on Training, the legislatively established body representing every aspect of the criminal justice system and criminal justice services, as the approving authority for revisions or updates to the training objectives to provide guidance for the delivery of entry-level dispatcher training; and delivery of training through a certified training academy. The Criminal Justice Services Board remains the adopting authority for revisions to the rules.

The recognition that training for minimum levels of competency needs to increase as the requirements of law, technology, and citizen involvement change does have a financial impact for the delivery of this training. Recognizing that there is some level of economic impact on raising minimum training standards for dispatchers, it is noted that the funding mechanism to support this is already in place. The sufficiency of the level of funding and distribution of funding will be an issue for local jurisdictions to address.

There are no disadvantages to the agency with the revision of the minimum training standards. The agency is simply supporting the Criminal Justice Services Board in its responsibility set by the Code of Virginia to set minimum training standards for dispatchers. The disadvantage to the public occurs when minimum training standards are not updated periodically to ensure minimum competency levels. By conducting a job task analysis and developing standards that clearly connect the work of the job with the training needed to perform that work, the public receives assurance of minimum competency levels.

Economic Impact: Under the current training delivery system, it is difficult to ascertain the level of fiscal impact the proposed changes will have. The cost of training at the various academies differs due to use of a decentralized system for delivery of training in the Commonwealth. While an increase in minimum training hours is proposed, it is divided between academy training and on-the-job training. The differences in equipment and technology used by varying jurisdictions require this. The rules establish the objectives that must be achieved during training and the criteria that must be met in order to demonstrate that achievement. However, the net economic impact of this increase will not be known until the academies have had time to compare the proposed training objectives to what is currently taught at the respective academies.

The estimated number of persons affected annually by the Regulations Relating to Entry-Level Dispatcher Training on a direct basis is approximately 500 individuals attending training and approximately 50 staff for the delivery of training. The results of the training, however, impact every person in the Commonwealth in terms of public safety, health, and welfare.

Department of Planning and Budget's Economic Impact Analysis: The Department of Planning and Budget (DPB) has analyzed the economic impact of this proposed regulation in accordance with § 9-6.14:7.1 G of the Administrative Process Act and Executive Order Number 25 (98). Section 9-6.14:7.1 G requires that such economic impact analyses include, but need not be limited to, the projected number of businesses or other entities to whom the regulation would apply, the identity of any localities and types of businesses or other entities particularly affected, the projected number of persons and employment positions to be affected, the projected costs to affected businesses or entities to implement or comply with the regulation, and the impact on the use and value of private property. The analysis presented below represents DPB’s best estimate of these economic impacts.

Summary of the proposed regulation. The Department of Criminal Justice Services (department) proposes to eliminate specified minimum number of hours of training and lists within the regulations that specify general areas to be addressed in classroom and on-the-job training. Instead the regulations would require that dispatchers demonstrate specific performance outcomes while at a certified training academy and on the job.

Estimated economic impact. The current regulations require a minimum of 40 hours of classroom training and 40 hours of on-the-job training for law-enforcement dispatchers. The regulations also list general areas to be addressed in classroom and on-the-job training. The department proposes to eliminate minimum hours of training and the lists of general areas to be addressed. Instead the regulations would require specific performance outcomes for dispatchers while at a certified training academy and on the job. According to the department, training for all of the required performance outcomes will require approximately 80 hours of classroom training and 80 hours of on-the-job training. The regulations do leave open the option for academies to let individuals who already possess some of the required skills to test out of training for those particular skills.1 Thus, the amount of required training time could be substantially less than 80 hours of classroom training and 80 hours of on-the-job training for some dispatchers. The department conducted a survey of the training academies and found that all 17 respondents currently conduct at least 80 hours of on-the-job training, and that 12 out of 17 currently conduct at least 80 hours of classroom training.

In order to determine which tasks dispatchers should be required to demonstrate competency in, the department compiled an extensive list of potential tasks and surveyed entry-level dispatchers and their supervisors about those tasks. The following decision rules were used:2
1. Frequency: If 50% or more of the entry-level dispatcher respondents said they performed a task daily, weekly, several times weekly, or monthly, the task was included as part of the training task list.

2. Criticality: If

a. Less than 50% of the entry-level dispatcher respondents said they performed the task once or more in the past year, but

b. At least 50% of the supervisory respondents indicated that inadequate performance of the task would, at minimum, produce serious consequences, the task was included as part of the training task list.

Thus, if a task would typically not be included in training on the basis of frequency as indicated by entry-level dispatchers, the task may still be included in training on the basis of criticality as indicated by supervisors. For example, the task of dispatching public safety personnel to respond to jail or prison escape did not meet the criteria for inclusion on the basis of frequency. However, supervisors indicated that this was a critical task. Therefore, it is included as a required competency.

Based on the information provided by the academies on number of hours currently utilized for entry-level dispatcher training, it appears that the majority of academies are already spending a sufficient number of hours on training. Since the proposed required competencies may require some training that is not currently conducted, some expense for equipment and the training of instructors may be required for even those academies that are currently conducting a sufficient number of hours on training. The department has not collected any information concerning costs to localities. However, the department’s combination of surveys and decision rules do appear to be a sound method of choosing the most important tasks to require. Having better-trained dispatchers can clearly be beneficial. For example, better-trained dispatchers may be less likely to make mistakes when handling emergency calls from the public. There is insufficient data, though, to accurately estimate those benefits. Due to the insufficient information concerning benefits of the increased training requirements and the absence of cost data, it is not possible to conclusively determine whether the proposed amendments to the regulations create net economic benefit. But the use of the survey to determine the most important tasks to require competency in will likely cause the time in training to be spent more efficiently on the most important tasks. That aspect of the proposed amendments is clearly beneficial. What is less clear is whether the benefits of the least important of the specified competencies outweigh its undetermined associated costs.

Businesses and entities affected. The proposed revised regulations potentially affect the 10 regional and 17 independent academies that train dispatchers in Virginia, approximately 50 instructors who provide the training and approximately 500 individuals who attend training each year.3
Localities particularly affected. The proposed regulatory changes affect all Virginia localities.

Projected impact on employment. Since the majority of academies already spend a sufficient number of hours on training, the proposed regulatory change would most likely not significantly increase the number of hours that localities must employ instructors of dispatchers.

Effects on the use and value of private property. The proposed regulatory changes may result in better-trained dispatchers. To the extent that better-trained dispatchers are less likely to make mistakes and may more quickly properly handle incoming calls, damage or loss to private property may be averted. For example, a better trained dispatcher may make it more likely that thieves are caught (through faster dispatching of law enforcement) and stolen property is recovered.

Agency's Response to the Department of Planning and Budget's Economic Impact Analysis: The Department of Criminal Justice Services agrees with the impact analysis. It agrees both with the analysis of the benefits to the public and industry as well as the increased costs.

Summary:

The proposed amendments replace the specified minimum number of hours of training and the lists that specify general areas to be addressed in classroom and on-the-job training with requirements that dispatchers demonstrate specific performance outcomes while at a certified training academy and on the job.

6 VAC 20‑60‑10. Definitions.

The following words and terms, when used in this chapter shall have the following meaning meanings, unless the context clearly indicates otherwise:

"Academy director" means the chief administrative officer of a certified training academy.

"Agency administrator" means any chief of police, sheriff, or agency head of a state or local law‑enforcement agency or person in charge of a communications center.

"Board" means the Criminal Justice Services Board.

"Certified training academy" means a training school which provides instruction of at least the minimum training standards mandated by the board and has been approved by the department for the specific purpose of training criminal justice personnel facility in compliance with academy certification standards operated by the state or local unit(s) of government for the purpose of providing instruction of compulsory minimum training standards.

“Compulsory minimum training standards” means the performance outcomes and minimum hours approved by the Criminal Justice Services Board.

“Curriculum Review Committee” means the committee consisting of the following 13 individuals: four members of the committee shall represent regional criminal justice academies, four members of the committee shall represent independent criminal justice academies, one member shall represent the Department of State Police Training Academy, and four experienced communications personnel shall represent emergency communication functions. The Committee on Training shall appoint members of the Curriculum Review Committee.

"Department" means the Department of Criminal Justice Services.

"Director" means the chief administrative officer of the department.

"Dispatcher" means any person employed by or in any local or state government agency either full or part‑time whose duties include the dispatching of law‑enforcement personnel.

"Emergency medical dispatcher training" means training which meets or exceeds the training objectives in the document entitled "Performance Based Training and Testing Objectives for Compulsory Minimum Training Standards for Dispatchers." as provided in Performance Outcome 1.7, which is set out in 6 VAC 20-60-100.

"VCIN/NCIC training" means approved training as specified by the Virginia Department of State Police for dispatchers accessing Virginia Crime Information Network/National Crime Information Center information.

6 VAC 20‑60‑20. Compulsory minimum training standards.

A. Pursuant to the provisions of § 9‑170(8) 9.1-102(8) of the Code of Virginia, the board establishes the following as the compulsory minimum training standards for dispatchers:

Hours

1. Classroom training‑40

a. Introduction and role of dispatcher

b. Interpersonal and psychological job factors

c. Operating procedures

d. Rules and regulations governing communications

e. Emergency communications plans/disasters

f. Liability

g. Elective studies

(1) Cultural diversity;

(2) Communicating with difficult people;

(3) Effective listening skills; or

(4) Optional job related subjects (selected at discretion of the certified training academy and subject to the provisions of 6 VAC 20‑60‑70 A)

h. Testing and evaluation

2. On‑the‑job training‑40

a. On‑the‑job training will include a minimum of 40 hours of local training with selected experienced personnel. Local departments or agencies will follow the format as set forth below in subdivision b. On‑the‑job training must be completed and the appropriate form forwarded to the department as stated in subsection A of 6 VAC 20‑60‑40.

b. On‑the‑job training local.

(1) Agency/department policies, procedures, regulations

(2) Agency/department geographical area

(3) Agency/department telephonic system and equipment operations

(4) Agency/department radio system and equipment operations

(5) Structure of local government

(6) Local ordinances

(7) Legal documents and requirements

(8) Governmental and private agency resources

(9) Other training if applicable:

(a) Emergency medical dispatcher

(b) VCIN/NCIC

Total hours 80

1. The performance outcomes are specified in 6 VAC 20-60-100. Performance outcomes may not be changed except as noted in 6 VAC 20-60-25 through the Administrative Process Act.

2. Categories of training are listed below:

a. Category 1 – Communications.

b. Category 2 – Judgment.

c. Category 3 – Equipment Use.

d. Category 4 – Legal Issues.

e. Category 5 – Professionalism.

f. Category 6 – General Assistance.

6 VAC 20-60-25. Approval authority.

A. The Criminal Justice Services Board shall be the approval authority for the training categories and performance outcomes of the compulsory minimum training standards. Amendments to training categories and performance outcomes shall be made in accordance with the provisions of the Administrative Process Act (§ 2.2-4000 et seq. of the Code of Virginia).

B. The Committee on Training of the Criminal Justice Services Board shall be the approval authority for the training objectives, criteria and lesson plan guides that support the performance outcomes. Training objectives, criteria and lesson plan guides supporting the compulsory minimum training standards and performance outcomes may be added, deleted or amended by the Committee on Training based upon written recommendation of a chief of police, sheriff, agency administrator, academy director, nonlaw-enforcement head of a communications center, or the Curriculum Review Committee.

Prior to approving changes to training objectives, criteria or lesson plan guides, the Committee on Training shall conduct a public hearing. Sixty days prior to the public hearing, the proposed changes shall be distributed to all affected parties for the opportunity to comment. Notice of change of training objectives, criteria and lesson plan guides shall be filed for publication in the Virginia Register of Regulations upon adoption, change or deletion. The department shall notify each certified academy in writing of any new, revised, or deleted objectives. Such adoptions, changes or deletions shall become effective 30 days after notice of publication in the Virginia Register.

6 VAC 20‑60‑30. Applicability.

A. All dispatchers employed by or in any local or state government agency whose duties include the dispatching of law‑enforcement personnel and who was were hired on or after July 1, 1988, must meet compulsory minimum training standards established at the time of their appointment, unless provided otherwise in accordance with subsection B in this chapter.

B. The director may grant an exemption or partial exemption of the compulsory minimum training standards established herein, in accordance with § 9‑173 9.1-116 of the Code of Virginia.

6 VAC 20‑60‑40. Time requirement for completion of training.

A. Every dispatcher who is required to comply with the compulsory minimum training standards must satisfactorily complete the required training set forth in 6 VAC 20‑60‑20, within 12 months of the date of appointment as a dispatcher, unless provided otherwise in accordance with subsection B of this section.

B. The director may grant an extension of the time limit for completion of the compulsory minimum training standards under the following conditions:

1. The chief of police, sheriff, or agency administrator shall present written notification that the dispatcher was unable to complete the required training within the specified time limit due to:

a. Illness;

b. Injury;

c. Military service;

d. Special duty assignment required and performed in the public interest;

e. Administrative leave involving the determination of worker's compensation or disability retirement issues, or suspension pending investigation or adjudication of a crime; or

f. Any other reason documented by the agency administrator. Such reason must be specific and any approval granted shall not exceed 90 days.

2. Any extension granted under subdivision 1 e of this subsection shall require the dispatcher to complete compulsory minimum training prior to resuming job duties. Requests may be granted for periods not to exceed 12 months.

3. The agency administrator must request such extension prior to expiration of any time limit.

C. Any dispatcher having previously and successfully completed the compulsory minimum training standards who resigns and is reappointed within 12 months from departure will not be required to complete the academy training class.

6 VAC 20‑60‑50. How Compliance with compulsory minimum training standards may be attained.

A. The compulsory minimum training standards shall be attained by attending and satisfactorily completing the required dispatcher training accomplished by satisfactory completion of the academy training objectives at a certified training academy and the successful completion of on‑the‑job training as applicable objectives as provided by 6 VAC 20-60-30 B.

B. Dispatchers attending compulsory minimum training at a certified training academy are required to attend all classes and should not be placed on duty or call except in cases of emergency.

C. The Criminal Justice Services Board will provide a transition period for implementation of this chapter. The transition period shall begin January 1, 2002. During the transition period, certified training academies may conduct dispatcher entry-level training using the performance objectives within the “Rules Relating to Compulsory Minimum Training Standards for Dispatchers,” effective January 1, 1994, or the performance outcomes and training objectives. Accordingly, any certified training academy may institute a curriculum transition by replacing existing performance objectives with the revised performance outcomes and training objectives. Effective July 1, 2002, all entry-level training programs shall meet the requirements of 6 VAC 20-60-100.

6 VAC 20‑60‑60. Approved training schools.

A. Dispatcher classroom training may only be provided by a certified training academy. The certified training academy shall submit to the department the curriculum and other information as designated, within time limitations established by the department.

B. Each academy director will be required to maintain a file of all current lesson plans and supporting materials for each subject contained in the compulsory minimum training standards.

C. A certified training academy is subject to inspection and review by the director or staff.

D. The department may suspend the certification of a certified training academy upon written notice, which shall contain the reason(s) upon which the suspension is based, to the school's director. The academy's director may request a hearing before the director or his designee. The request shall be in writing and must be received by the department within 15 days of the date of notice of suspension. The academy's director may appeal the director or designee's decision to the board.

E. The department may revoke the certification of any certified training academy upon written notice which shall contain the reason(s) upon which the revocation is based to the school's director. The academy's director may request a hearing before the director or his designee. The request shall be in writing and must be received by the department within 15 days of the date of the notice of revocation. The academy's director may appeal the director or designee's decision to the board.

D. To become a certified academy, a state or local unit of government must demonstrate a need that contains the following elements:

1. The inability to obtain adequate training from existing academies or a sufficient hardship that renders the use of other existing academies impractical.

2. Based upon a training needs assessment, a sufficient number of officers to warrant the establishment of a full-time training function for a minimum of five years.

E. In addition, the state or local unit of government must make the following commitments:

1. The provision of a full range of training to include entry-level training and specialized training.

2. The assignment of one position with primary responsibility as academy director and one clerical position to support training and training related functions and instructor certification.

3. The maintenance of a training facility adequate to conduct training in accordance with academy certification standards.

4. The commitment of sufficient funding to adequately support the training function.

F. Process.

1. The state or local governmental unit shall submit a justification to the Committee on Training as described in subsection B of this section.  The Committee on Training shall review the justification and make a recommendation to the department as to whether the establishment of an academy is warranted.

2. If the Committee on Training recommends the establishment of the proposed academy, the department shall make a determination as to whether the establishment of the academy is warranted.

3. If the establishment of the academy is approved by the department, the proposed academy must successfully complete the academy certification process.

G. The certified training academy shall submit to the department its curriculum and other information as designated within time limitations established by the department.

H. Each academy director shall maintain a file of all current lesson plans and supporting material for training objectives, and shall provide this information to the director upon request.

I. A certified training academy is subject to inspection and review by the director or his staff.

J.  The department may suspend or revoke the certification of any certified training academy upon written notice, which shall contain the reason or reasons upon which the suspension or revocation is based, to the academy’s director.  The academy’s director may request a hearing before the director.  The request shall be in writing and shall be received by the department within 15 days of the date of the notice of the suspension or revocation.  The academy’s director may appeal the director’s decision to the board.
6 VAC 20‑60‑70. Grading.

A. Each certified training academy shall test each student in accordance with the objectives in the document entitled "Performance Based Training and Testing Objectives for Compulsory Minimum Training Standards for Dispatchers." Any certified training academy providing training in accordance with subdivision 1 g (4) of 6 VAC 20‑60‑20 shall be required to develop performance based training and testing objectives and test for any optional job related subjects selected.

A. All certified training academies shall utilize testing procedures that indicate that every dispatcher has satisfactorily completed the criteria in each training objective approved by the Committee on Training of the Criminal Justice Services Board. A dispatcher may be tested and retested as may be necessary within the time limits of 6 VAC 20-60-40 and in accordance with each academy's written policy.

B. Certified training academies shall maintain accurate records of all tests, grades and testing procedures. Academy training records must be maintained in accordance with the provisions of this chapter and §§ 42.1‑76 through 42.1‑91 of the Code of Virginia.

B. C. Every individual attending compulsory minimum training shall satisfactorily complete each required performance outcome, training objective, and criteria, and any optional job related subject performance objective requirements, where applicable. Any individual who fails to satisfactorily complete any performance objective outcomes or objectives in any subject will be required to attend that subject in a subsequent approved dispatcher training school and satisfactorily complete the required performance objective or objectives.

6 VAC 20‑60‑80. Failure to comply with rules and regulations.

Individuals Any individual attending a certified training academy shall comply with the rules and regulations promulgated by the department and any other rules and regulations within the authority of the academy director. The academy director shall be responsible for enforcement of all rules and regulations established to govern the conduct of attendees. If the academy director considers a violation of the rules and regulations detrimental to the welfare of the academy, the academy director may expel the individual from the certified training academy. Notification of such action shall immediately be reported, in writing, to the agency administrator of the dispatcher and the director.

6 VAC 20‑60‑90. Administrative requirements.

A. Reports will be required from the agency administrator and academy director on forms approved or provided by the department and at such times as designated by the director.

B. The agency administrator shall, within the time requirement set forth in subsection A of 6 VAC 20‑60‑40, forward a properly executed on‑the‑job training form to the department for each dispatcher.

C. The academy director shall, within 30 days upon completion of the dispatcher training,:

1. Submit to the department a roster containing the names of those individuals dispatchers who have satisfactorily completed all classroom the compulsory minimum training requirements standards.

2.  Submit to the department the final curriculum with the training objectives and instructor names listed.

D. The academy director shall furnish each instructor with the performance based training and testing objectives for the assigned subject matter.

E. Each certified training academy shall maintain accurate records of all tests, grades and testing procedures. Dispatcher training records shall be maintained in accordance with the provisions of these regulations and §§ 42.1‑67 through 42.1‑91 of the Code of Virginia.

6 VAC 20-60-100. Performance outcomes for compulsory minimum training standards for dispatchers.

Category 1 – Communication

In conjunction with responding to calls for public safety services, the dispatcher faces challenges every day that require knowledge, judgment, skill, and ability from multiple and varied sources. To meet these challenges successfully, the dispatcher must develop good communication skills in the performance of relevant duties. Expected performance outcomes in this category include the following:

1.1 Obtain information related to complaints and/or requests for service from the public, field units, and other agencies.

1.2 Perform multiple tasks related to receiving information and dispatching appropriate response units.

1.3 Apply standard communication techniques in receiving and transmitting information via radio and telephone.

1.4 Disseminate information to the public, field units, and other agencies.

1.5 Apply standard communication techniques when handling specialized situations via radio, telephone, and in person.

1.6 Complete departmental forms and reports as required.

1.7 Assist callers by providing initial emergency medical care to victims of accidents, illness and/or crimes, if applicable.

1.8 Respond to disasters.

1.9 Inform callers regarding actions to take in hazardous situations.

Category 2 – Judgment

In conjunction with responding to calls for public safety services, the dispatcher faces challenges every day that require knowledge, judgment, skill, and ability from multiple and varied sources. To meet these challenges successfully, the dispatcher must develop good judgment in the performance of relevant duties. Expected performance outcomes in this category include the following:

2.1 Receive, prioritize, and handle multiple tasks related to emergency call taking and dispatching using judgment based on policies and procedures.

2.2 Receive and handle various types of nonemergency complaints and requests from the public or other agencies by using judgment based on policies and procedures.

Category 3 – Equipment Use

In conjunction with responding to calls for public safety services, the dispatcher faces challenges every day that require knowledge, judgment, skill, and ability from multiple and varied sources. To meet these challenges successfully, the dispatcher must develop skills in the use of technical equipment required for performance of relevant duties. Expected performance outcomes in this category include the following:

3.1 Use computer-aided dispatch (CAD) equipment to enter complaint information, if applicable.

3.2 Use written information or computer-aided dispatch (CAD) equipment to dispatch response units.

3.3 Use telephone, radio, and computer equipment to handle specialized communication functions.

3.4 Use computer-aided dispatch (CAD) equipment for reporting functions, if applicable.

3.5 Use radio to process an emergency incident.

3.6 Use VCIN/NCIC after certification. 

3.7 Receive and process alerts provided by alarm/security systems panel.

3.8 Maintain equipment within the communications center.

Category 4 – Legal Issues

In conjunction with responding to calls for public safety services, the dispatcher must identify legal requirements based on the Constitution of the United States, the Code of Virginia, and/or local ordinances where applicable. Expected performance outcomes in this category include the following:

4.1 Apply federal/state laws, local ordinances, and rules and regulations established for dispatch operations.

4.2 Perform the duties of a dispatcher with awareness of general liability applicable to this job.

4.3 Testify in court.

4.4 Manage dispatch operations records.

Category 5 -- Professionalism

In conjunction with responding to calls for public safety services, the dispatcher must demonstrate professionalism in every aspect of performance of these services. The dispatcher faces challenges every day that require knowledge, judgment, skill, and ability from multiple and varied sources. To meet those challenges successfully, the dispatcher must attain and maintain professionalism in the performance of all duties. Expected performance outcomes include the following:

5.1 Respond to stressful situations professionally.

5.2 Respond to abusive callers or difficult people professionally.

Category 6 – General Assistance

In conjunction with responding to calls for service, the dispatcher must identify requirements related to the employing law-enforcement agency or local governmental agency. These requirements may be general in nature, but serve to enhance the ability of both the dispatcher and the agency to provide needed public safety services. Expected performance outcomes in this category include the following:

6.1 Provide general assistance to employers, the public, and other agencies through maintenance or use of required resource materials.
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