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Minimum Training Standards for  
Public Safety Telecommunicators

APCO ANS 3.103.1-2010 
Standard written by The APCO International Call Center Standards Committee (CCSC) 

Approved September 24, 2010 by APCO International Standards Development Committee (SDC) 

Approved February 07, 2011 by The American National Standards Institute (ANSI) 

Abstract: This standard identifies minimum training requirements for both new and veteran 
Public Safety Telecommunicators. This position is typically tasked with receiving, processing, 
transmitting, and conveying public safety information to dispatchers, law enforcement officers, 
firefighters, emergency medical and emergency management personnel. This document seeks to 
define training in certain knowledge and skills for the Agency to provide to Telecommunicators. 

Keywords: Calltaker, telecommunicator, dispatcher, communications officer, communications 
operator, public safety communications, training, 9-1-1, and emergency services. 
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No part of this publication may be reproduced in any form without prior written permission. For 
more information, contact apcostandards@international.org. 
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Foreword* 
The Association of Public-Safety Communications Officials (APCO) International is the world’s 
oldest and largest professional organization dedicated to the enhancement of public-safety 
communications. APCO International serves the professional needs of its 15,000 members 
worldwide by creating a platform for setting professional standards, addressing professional 
issues and providing education, products and services for people who manage, operate, 
maintain, and supply the communications systems used by police, fire, and emergency medical 
dispatch agencies throughout the world. 

The 2010-2011 APCO International Board of Directors: 
William Carrow, President 

Gregg Riddle, RPL, President Elect 

Terry Hall, First Vice President 

Richard Mirgon, Immediate Past President 

George S. Rice, Jr., Ex-Officio 

APCO International standards are developed by APCO committees, projects, task forces, 
workgroups, and collaborative efforts with other organizations coordinated through the APCO 
International Standards Development Committee (SDC). Members of the committees are not 
necessarily members of APCO. Members of the SDC are not required to be APCO members. 
All members of APCO’s committees, projects, and task forces are subject matter experts who 
volunteer and are not compensated by APCO. APCO standards activities are supported by the 
Comm. Center & 9-1-1 Services Department of APCO International. 

For more information regarding  
APCO International and APCO standards  
please visit:  
www.apcointl.org  
www.apcostandards.org  

*The Foreword is informative and not a part of the ANS 
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APCO American National Standards (ANS) are voluntary consensus standards. Use of any APCO 
standard is voluntary. This standard does not imply that there are no other guides for public 
safety channel nomenclature. All standards are subject to change. APCO ANS are required to 
be reviewed no later than every five years. The designation of an APCO standard should be 
reviewed to ensure you have the latest edition of an APCO standard, for example: 

APCO ANS 1.104.1-2010 = 	1 – Operational, 2 – Technical, 3 – Training 

APCO ANS 1.104.1-2010 = 	Unique number identifying the standard 

APCO ANS 1.104.1-2010 = 	The edition of the standard, which will increase after each revision 

APCO ANS 1.104.1-2010 = 	�The year the standard was approved and published, which may 
change after each revision. 

The latest edition of an APCO standard cancels and replaces older versions of the APCO 
standard. Comments regarding APCO standards are accepted any time and can be submitted 
to standards@apcointl.org, if the comment includes a recommended change, it is requested to 
accompany the proposed change with supporting material. If you have a question regarding any 
portion of the standard, including interpretation, APCO will respond to your request following its 
policies and procedures. ANSI does not interpret APCO standards, they will forward the request 
to APCO. 

APCO International adheres to ANSI’s Patent Policy. Neither APCO nor ANSI is responsible for 
identifying patents for which a license may be required by an American National Standard or for 
conducting inquiries into the legal validity or scope of any patents brought to their attention. 

No position is taken with respect to the existence or validity of any patent rights within this 
standard. APCO is the entity that may authorize the use of trademarks, certification marks, or 
other designations to indicate compliance with this standard. 

Permission must be obtained to reproduce any portion of this standard and can be obtained 
by contacting APCO International’s Comm Center & 9-1-1 Services Department. Requests for 
information, interpretations, and/or comments on any APCO standards should be submitted in 
writing addressed to: 

APCO SDC Secretary, Comm Center & 9-1-1 Services 
APCO International  
351 N. Williamson Blvd  
Daytona Beach, FL 32114 USA  
standards@apcointl.org 
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Stafford County Sheriff’s Office, Virginia 

Kimberly Burdick, RPL  
Chouteau County Sheriff’s Office, Montana 

Debbie Gailbreath  
Sarasota County Sheriff’s Office, Florida 
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Georgia Public Safety Training Center, Georgia 
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Norcomm Public Safety Communications, Illinois 

Amanda Byrd, Staff Liaison  
APCO International 

*The Acknowledgments are informative and not a part of the ANS 
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At the time this standard received ANS designation, the APCO Standards Development 
Committee (SDC) had the following membership: 

Carol Adams, RPL, Chair  
Stafford County Sheriff’s Office, VA 

Gordon Vanauken, Vice Chair  
L Robert Kimball & Associates, PA 

Dr. Daniel Devasirvatham  
Science Applications International Corp (SAIC), CA 

Debbie Gailbreath  
Sarasota County Sheriff’s Office, FL 

Chris Fischer  
NORCOM, WA 

Frank Kiernan  
Meriden Emergency Communications, CT 

Daniel Morelos  
Tucson Airport Authority, AZ 

Lex Rutter  
Geo-Comm Inc, ID 

Bradford S. Smith  
American Medical Response, MA 

Sherry Taylor  
Indianapolis Fire Department Communications Division, IN 

Matthew Stillwell, RPL  
City of Edmond, OK 

Amanda Byrd, Secretary  
APCO International 
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Acronyms and Abbreviations* 
For the purposes of this ANS, the following definitions of acronyms apply: 

ADA Americans with Disabilities Act 

AED Automated External Defibrillator 

ANS American National Standard 

AHJ Authority Having Jurisdiction 

ANSI American National Standard Institute 

APCO Association of Public-Safety Communications Officials 

BOLO Be On the Look-Out 

CAD Computer-Aided Dispatch 

CALEA Commission on Accreditation for Law Enforcement Agencies 

CISM Critical Incident Stress Management 

EAP Employee Assistance Program 

EMS Emergency Medical Services 

EMSD Emergency Medical Services Dispatcher 

FCC Federal Communications Commission 

HSPD Homeland Security Presidential Directive 

NCIC National Crime Information Center 

NCMEC National Center for Missing and Exploited Children 

NENA National Emergency Number Association 

NFPA National Fire Protection Association 

NIMS/ICS National Incident Management System/Incident Command System  

OSHA Occupational Safety and Health Administration 

PSAP Public Safety Answering Point 

QA Quality Assurance 

TICP Tactical Interoperable Communication Plan 

TTY/TDD Teletype writers/Telecommunications Device for the Deaf
 

 *The Acronyms and Abbreviations are informative and not a part of the ANS 
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Panelists: 
Starlith M. Adams 
Belton Police Department 
Belton, Missouri 
 
Angela L. Brown 
MAST Ambulance 
Kansas City, Missouri 
 
Pamela J. Franse 
Harrisonville Missouri Police Department 
Harrisonville, Missouri 
 
 
 
 
 

Charles Worth Hunsinger 
Johnson County Kansas Emergency 
Communications Center 
Mission, Kansas 
 
Toby G. Hurst 
American Medical Response 
Independence, Missouri 
 
Carrie L. Rhoades 
Central Jackson County Fire Protection District 
Blue Springs, Missouri 
 
Jamie D. Taylor 
Lee’s Summit Missouri Fire Department 
Lee’s Summit, Missouri 

 
 

EMS Dispatcher Occupational Analysis Validation Panel – Florida 
 
Hosting Agency:      Facilitator: 
APCO International Headquarters    Amanda Byrd 
Daytona Beach, Florida     APCO International 

 Daytona Beach, Florida 
 

Panelists: 
Cindy Flaskerud 
Martin County Fire Rescue 
Stuart, Florida 
 
Jennifer Garrison 
Orlando Fire Department 
Orlando, Florida 
 
Beverly Griffith 
Naples Police & Fire 
Naples, Florida 
 
 
 
 

Alisha Kuleski 
Putnam County Sheriff’s Office 
Palatka, Florida 
 
Deborah Lampkin 
Alachua County Sheriff’s Office 
Gainesville, Florida 
 
David Metcalf 
Whitfield Emergency Services 
Dalton, Georgia 
 
Ed Parrish 
Volusia County Sheriff’s Office 
Daytona Beach, Florida 

 
 

EMS Dispatcher Occupational Analysis Validation Panel – Utah 
 

Hosting Agency:      Facilitator: 
Salt Lake City Fire Dept Debby Peterson 
Salt Lake City, Utah Salt Lake City Fire Dept. 
  Salt Lake City, Utah 

 
Panelists: 

Chris Eckersley 
Weber Dispatch 
Ogden, UT 
 

Kilee Johnson 
Salt Lake Valley Emergency Comm. Center 
Salt lake City, Utah 
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Jennifer Swenson 
Utah Valley Dispatch 
Spanish Fork, Utah 
 
Randi Gamble 
Tooele County Sheriff 
Tooele, Utah 
 
Mo Reyna 
Clearfield City Police Dept 
Clearfield, Utah 

 
Stephanie Richards 
Richfield Communications Center 
UT Dept of Public Safety 
Richfield, Utah 
 
Jennifer Levie 
Salt Lake City Fire 
Salt Lake City, Utah 
 

 
 

EMS Dispatcher Occupational Analysis Validation Panel – Illinois 
 
Hosting Agency:      Facilitator: 
DU-COMM      Marie Smit 
Glendale Heights, Illinois     DU-COMM 
       Glendale Heights, Illinois 

 
Panelists: 

Diana Dobson 
DU-COMM 
Glendale Heights, IL 
 
Tom Woulfe 
Norcomm 
Franklin Park, IL 
 

Kathy Miller 
DU-COMM 
Glendale Heights, IL 
 
Susan Dawson 
Superior Ambulance 
Vernon Hills, IL 
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