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States without mandated
training standards.

raining, In the comm center, it can
be the difference between a bad

day and saving a life. Both callers
and first responders rely on the skills and
knowledge of their telecommunicators.
“For the safety of our citizens and our
responding units, they expect a profes-
sional to be behind that radio and behind
that phone,” says Sherry Decker, 9-1-1
communications supervisor for the North
Central Texas Council of Governments.
“Citizens expect a trained voice that can
put their world back together. They don’t
care if the dispatcher has been there for
one day or 20 years. They just want the dis-
patcher to know how to handle their call.”
Despite the need, there are no national
minimum training standards for 9-1-1 tele-
communiators. There’s also little consensus
on how much training in what subjects is
necessary and how—and whether—to
fund such training. Each state has taken its
own path. This article focuses on states with
mandated and voluntary requirements.

¥

ALASKA

Since 1996 under state code 18-08-084,
Alaska has mandated emergency medical
dispatch (EMD) certification for public
safety telecommunicators who provide pre-
arrival  instructions to first
responders.

According to Stephanie
Johnson, Fairbanks (Ala.)
Emergency Communica-
tions Center, “The train-
ing curriculum is by agency.
The state does not dictate a
specific course.”

Recertification is required
and should be within the
requirements of the agency’s
EMD program. Funding isn’t provided by
the state.

ARKANSAS

Training standards are not mandated. At
press time, state 9-1-1 officials were work-
ing on getting a bill for training introduced

State

Requie?

" STATE TRAINING &
"% CERTIFICATION SURVEY

during the next state legislative session.
According to APCO Arkansas Chapter
President Matt Garrity, “We have the sup-
port of a few state legislators and the
Arkansas Municipal League, the Arkansas
Association of Fire Chiefs, the Arkan-
sas State Firefighters Association, Fay-
etteville City Mayor Lioneld Jordan
and Washington County Sheriff Tim
Helder, and we are working on get-
ting more support. We are
looking to use APCO
& Project 33 [P33]
standards, but no bill
has been written  yet. It has the support
of the whole [Arkansas APCO] board.”

CALIFORNIA

California law does not mandate training

for public safety telecommunicators. Train-

ing requirements are determined locally.
San Diego County Sheriff Communi-

cations Coordinator Gail Larsen says, “It's

really up to the agencies to demand and
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require a certain level of performance, and
in order to achieve that, they train according
to specific policies. My experience in deal-
ing with comm center managers in the state
is that they have high expectations and stan-
dards, and they train to at least [the POST]
standard even if they do it internally.”

The California Commission on Peace
Officer Standards & Training (POST; www.
post.ca.gov) offers a voluntary certification
for public safety dispatchers. Participating
law enforcement agencies agree to abide
by POST. These agencies are eligible to
receive the commission’s services, such as
job-related assessment tools, research into
improved officer selection stan-
dards, management counseling,
the development of new train-
ing courses, reimbursement for
training and leadership training
programs. There are few non-
POST agencies in California.

Public safety dispatchers are
required to complete a POST-cer-
tified public safety dispatcher’s basic
course before or within 12 months of
their date of hire. To be a POST-certified
course, a program must have a minimum
of 120 hours of training and meet the mini-
mum hours suggested for 14 topics, which
include professional orientation and eth-
ics, eight hours; telephone technology and
procedures, 14 hours; radio technology and
procedures, 12 hours; and critical incidents,
16 hours.

To stay in compliance, dispatchers must
complete 24 hours of continuing profes-
sional training every two years.

POST issues the Public Safety Dispatcher
Certificate, which is awarded to full-time
dispatchers who satisfactorily complete the
basic course and a probation period.

“It's a good thing that POST brought
dispatch into the fold,” says Larsen. “Ten
years ago, POST introduced the 24 hours
of continuing professional training. We had
to scramble to get courses POST-certi-
fied. Many courses were developed more
regionally, by such organizations as the San
Diego Association of Public Safety Dis-
patcher. Now we have a lot more [training]
to choose from.”

CONNECTICUT

In 1993, minimum training standards for
public safety telecommunicators were estab-
lished under Connecticut General Statute
29-30. The mandate is administered by the
Department of Public Safety (www.ct.gov/

dps), Office of Statewide Emergency Tele-
communications (OSET) and the Office of
Education and Data Management.

To become certified, telecommunicators
must complete the state’s course, which is
50 hours, and any other training required
by their agency. Recertification is required
every two years and is met through verified
continued employment. EMD certification
is also required, and Connecticut accepts
both APCO Institute EMD and NAED
programs. Dispatchers must maintain their
EMD certification according to their pro-
gram’s speciﬁcations.

The only cost to PSAPs for the man-

dated course is the telecommunicator’s
salary. Funding for outside training
is reimbursed by an OSET training
subsidy, which is ultimately funded by
the state’s 9-1-1 surcharge. The fund
reimburses for association member-
ships, conference, training classes
and backfill for overtime, as well
as the costs of attending out-
side training and conferences,
excluding food.
Frank J. Kiernan, emer-
gency communications director
for the City of Meriden, Conn.,
says, “Telecommunicators certified by an
outside agent, such as APCO, NAED or
PowerPhone, can challenge the written
test from the state class and receive state
certification.”

DELAWARE
The only required training standard in Del-
aware is EMD, enacted under the “Estab-
lishment of 9-1-1 Emergency Medical
Dispatch System,” Delaware Code Title 16,
Chapter 100, Section 10006 (http://codes.
Ip.findlaw.com/decode/16/100/10006).
EMS telecommunicators must complete
NAED’s 24-hour EMD course.
Recertification is required every two
years. Telecommunicators must complete
24 hours of continuing education during
that time and pass the recertification test.
Funding is the agency’s responsibility.
According to APCO President Bill Carrow,
communications section chief for the Dela-
ware State Police, EMD standards were
mandated before the state E9-1-1 board
was formed, and mandated training hasn’t
been revisited officially. “The time is right
to have minimum training standards set in
Delaware,” says Carrow. “With only nine
PSAPs, three counties and three seven-
digit call centers, Delaware is the perfect

place to set a training standard, especially
seeing the legislation that was signed into
law in Florida.”

Also according to Carrow, that ball is
beginning to roll. Some 9-1-1 officials
would like to mandate the APCO Insti-
tute’s Public Safety Telecommunicator 1
(PST1) course be used by agencies as
their basic training and supplemented with
agency-specific training. This course meets
the APCO P33 guidelines for commu-
nications training, which is an American
National Standard Institute (ANSI) stan-
dard. The Delaware State Police Com-
munications Section recently submitted its
in-house training program to APCO and is
now P33 certified.

Carrow says, “By having minimum train-
ing standards for telecommunicators, you
are mandated to train to acceptable basic
levels at all times. Even though training
standards are finally being recognized as a
national problem, public safety course cor-
rection begins at the state level.”

Delaware E9-1-1 Administrator Terry
M. Whitham says, “We are finalizing our
state’s strategic plan, which calls for an
established training committee. They will
be charged with developing mandatory
minimum  training standards along with
creating a funding model.”

FLORIDA
On June 3, Florida Gov. Charlie Crist
signed into law Senate Bill 742 Public
Safety Telecommunications/E911, which
went into effect July 1 (www.fl-ems.com/
dispatchers.html). The law outlines a cer-
tification process for all public safety tele-
communicators and dispatchers, who must
be certified by Oct. 1, 2012.
Telecommunicators hired after October
2010 must complete a 232-hour training
course approved by the state Department
of Education (DOE) and Department
of Health (DOH). DOE has defined a
13-point training program of 232 hours and
an additional 24 hours for EMD training,
DOE has listed acceptable courses online,
which include an updated version of the
state’s 232-hour course. The law allows
agencies to maintain their in-house train-
ing programs for certification if they meet
DOH parameters. On-the-job training can
be included in the 232 hours. Telecommu-
nicators must then pass an exam measuring
their competency and proficiency. There’s
a $75 examination fee. After completing
a course and exam, telecommunicators
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must submit an application with a $50 fee
to DOH.

Telecommunicators currently working
in Florida have been grandfathered into
the certification. Individuals who can doc-
ument their employment for three years
since January 2002 qualify for certification
and can submit applications now. But, that
certification expires on Oct. 1, 2012, and
telecommunicators are expected to com-
plete the recertification process. Individuals
employed as a telecommunicator for less
than three years must take the state exam.

Telecommunicators will be required to
renew their certifications every two years.
The DOH will establish rules requiring 20
hours of training to qualify for recertifica-
tion, and there will be a $50 renewal fee.

The Florida Department of Health
Emergency Medical Services Trust Fund
will hold the money collected from the cer-
tification process.

Certification may be temporarily waived
by the geographical area of state in which
the governor declares a state of emergency.

GEORGIA

Under Georgia law (OCGA 35-8-23), train-
ing for public safety communications offi-
cers is regulated by the Georgia Peace
Officer Standard and Training Council
(www.gpstc.org).

All communications officers must com-
plete the Basic Communications Officer
Training Course administered
by the Georgia Public Safety
Training Center and approved
by the POST Council within six
months of hire. This 40-hour course
includes written and performance-
based examinations. It meets NFPA
1061 and qualifies individuals for cer-
tification as telecommunicator I and II
through the National Professional Qualifi-
cations Board.

All communications officers working in
the field prior to July 1995 were grand-
fathered into the requirement. They are
considered “registered” rather than “certi-
fied” communications officers. The differ-
ence in standing occurs when employment
ends. If a registered communications offi-
cer is not on the job for more than 12
months, they must apply to the POST
Council for approval to attend the course
and successfully complete the certification
process to be rehired.

Training is funded through money appro-
priated for the Georgia Public Safety Train-
ing Center. According to Angela Bowen,
communications training coordinator for
the center, “It's important to note that no
additional monies have ever been appropri-
ated for training. As a result, other pro-
grams offered by the training center have
had to subsidize the Basic Communica-
tions Officer Training Course. The admin-
istration of the certification process is paid
for through funds appropriated to the
Georgia POST Council.”

IDAHO
Idaho’s telecommunicators can complete a
voluntary certification to become a commu-
nications specialists through Idaho’s POST
Academy (www.idaho-post.org). The acad-
emy offers four levels of training certifi-
cations, as well as supervisor, master and
management certifications in communica-
tions. To complete the basic certification
(Level 1), telecommunicators must take
80-hours of POST-certified training and
have one year of full-time dispatch experi-
ence. Recertification is not required.
According to Denise King, regional com-
munications center coordinator for Idaho
State Police RCCS, in 2007 the state’s
Emergency Communications Commis-
sion formed a PSAP Standards Committee
(www.idahodispatch.com), which acts as an
advisory board to the commission. “Its mis-
sion is to promote professional develop-
ment and standardization of public
safety communications in the state
of Idaho,” she says. “It is work-
ing to define, create and imple-
ment standardized training and
education and professional devel-
opment for the dispatchers. Other
goals include [creating] regjonal dispatch
academies, more frequent dispatch train-
ing and, ultimately, state required dispatch
training and certification.”

INDIANA

In Indiana, a training standard for EMD
is mandated under State Code 16-31-3.5
(www.in.gov/legislative/ic/code/title16/
ar31/ch3.5 html), enacted in 2003. As of
Dec. 31, 2009, “a person may not furnish,
operate, conduct, maintain or advertise ser-
vices as an emergency medical dispatcher
or otherwise be engaged as an emergency
medical dispatch agency unless certified.”

The requirements are overseen by the
Indiana Emergency Medical Services
Commission. The certification is actually
for the EMD agency, which must use a
curriculum that meets the commission’s
standards and pay a fee. Courses offered
by the APCO Institute, the National Emer-
gency Number Association and National
Highway Traffic Safety Administration
have been approved by the commission.
The certification must be renewed at least
every two years by meeting the standards of
the commission and paying a recertification
fee. The commission also reserves the right
to request periodic agency reports. Agen-
cies must also report to the commission
when an action occurs that could justify the
certificate’s revocation or suspension.

IOWA

Since 1998, Iowa’s telecommunicators have
been required to complete a 40-hour basic
training course approved by the Towa Law
Enforcement Academy (www.state.ia.us/
ilea) per Towa Code 80B. To stay in com-
pliance, telecommunicators must complete
eight hours of annual in-service training,

This training is required by all commu-
nications disciplines. According to Nancy
Brady, telecomunicator training coordina-
tor at the academy, a telecommunicator
is defined as an individual who receives or
dispatches requests to emergency response
agencies, which includes, but is not limited
to, law enforcement, fire rescue and EMS
agencies.

Local agencies are responsible for paying
for training. Brady says, “Originally, there
was no cost, but in recent years agencies
have been required to pay tuition.”

KENTUCKY

Kentucky Revised Statute 15.530 through
15.590 require any individual employed
full-time to dispatch law enforcement via
radio communications for a criminal justice
information service (CJIS) agency to com-
plete a minimum of 160 hours of training
within six months of hire.

The Kentucky Department of Criminal
Justice and Training (http:/docjt.ky.gov)
offers a Telecommunications Academy to
meet these requirements. The basic course
is 175 hours and designed for new hires
that will have full access to CJIS databases
at their agencies. During the length of the
course, which is four weeks and three days,
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telecommunicators learn calltaking basics
and spend one week devoted to CJIS and
the Law Information Network Kentucky/
NCIC. To stay in compliance, telecom-
municators are required to complete eight
hours of in-service training from the depart-
ment annually.

Wendell R. Hatfield, advanced telecom-
municator and EOC director for Garrard
County (Ky.) EMA, says, “EMD and fire
training are incorporated into the academy,
but are not mandated.”

MAINE

All full-time public safety dispatchers hired
after January 2008 in Maine must complete
the NAED Emergency Telecommu-
nicator Course for certification

within 12 months of hire. The

state’s Emergency Services
Communications Bureau
(www.maine911.com) dictates basic and in-
service training and certification. Dispatch-
ers must also complete a 16-hour PSAP
equipment certification class. Recertifi-
cation is required every two years and
includes 24 hours of continuing education.

This certification is mandatory for all
full-time dispatchers working for state
approved primary and secondary PSAPs.
There is no mandate for part-time staff, but
they are strongly encouraged to participate
in the training and certification program.

The Access Integrity Unit of the Maine
State Police dictates training and certifica-
tion for NCIC/Nlets and in-state teletype
systems. Law enforcement dispatchers
must complete a 40-hour NCIC/Nlets Ter-
minal Operator Course. Every two years,
telecommunicators must complete the
four-hour recertification course.

Effective January 2007, all dispatchers
working in a state-approved PSAP must
be EMD certified. EMD is optional for
non-PSAPs, and funding isn’t provided for
them. The NAED Medical Priority EMD
Certification Course is the state’s standard,
as designated in the Maine Emergency
Medical Services Act—EMD Mandatory
Qualification. Recertification is required
every two years and includes 24 hours of
continuing education in that time.

Funding for these mandates is provided
by the 9-1-1 phone surcharge. Addition-
ally, these monies fund EMD QA training,
software and training on use of ProQA and
AQUA software, the EMD protocol card
sets and the NAED DVD training series
for all state approved EMD centers.

MARYLAND
Under Maryland law (COMAR 12-1-
03-10), PSAPs must train new telecom-
municators within six months of hire using
a curriculum approved by the state Emer-
gency Number Systems Board (www.dpscs.
state.md.us/ensb). The law designates top-
ics for an approved curriculum, such as
PSAP orientation, communication skills,
electronic systems, policies and procedures,
call processing, documentation, stress man-
agement, administrative duties and disaster
and major incident training,
Telecommunicators receiving and dis-
patching EMS calls must be licensed under
COMAR 30-02-02-03. In addition
to basic training, EMD telecom-
municators must have 2,000
hours of public safety calltak-
ing or a]locating experience, must
successfully complete an EMD pro-
gram approved by the state EMS Board
and the program’s exam. Telecommuni-
cators must then score at least 75% on an
EMD written licensure exam administered
by Maryland Institute for Emergency Med-
ical Services Systems. EMD telecommuni-
cators must maintain CPR certification.

MASSACHUSETTS
Telecommunicators in Massachusetts must
complete the Enhanced 9-1-1 training
course offered by the State 9-1-1 Depart-
ment (www.mass.gov). The 16-hour
training covers the E9-1-1 system’s basic
operations. The department periodically
offers a one-day refresher training. The
mandatory E9-1-1 training is funded by
the state and free for all PSAPs.

In July 2008, the state legislature
approved Chapter 223 of the Acts of
2008, which established the State 9-1-1
Department, a single 9-1-1 surcharge
and an E9-1-1 fund. The State 9-1-1
Department offers education through its
Training Academy, a five-week PSAP
Academy that uses the APCO Institute’s
40-hour PSTI course and is overseen by
the Massachusetts Statewide Emergency
Telecommunications Board. Telecom-
municators are encouraged to seek con-
tinuing education, and the department
has compiled a list of accepted courses,
which includes APCO Institute courses.
Other accepted training sources include
PowerPhone Inc., Profile Evaluations
Inc., NAED, National Center for Missing
& Exploited Children, The Public Safety
Group and Fred Pryor Seminar.

EMD is mandatory for all PSAPs in
Massachusetts, but it has been unfunded.
As of fiscal year 2011, funding for EMD
training will be made available.

On May 25, 2010, during the 10th
Annual Missing Children’s Day Cere-
mony, the Massachusetts Executive Office
of Public Safety and Security announced
newly developed standards for 9-1-1 tele-
communicators for handling calls per-
taining to missing and exploited children.
Representatives from Massachusetts State
Police Communications Section, the State
9-1-1 Department, the Boston Police 9-1-1
Department, the Commonwealth Fusion
Center, the Massachusetts Missing Chil-
dren Clearinghouse, the Massachusetts
Police Chiefs Association and the Mas-
sachusetts District Attorneys Association
developed the standards. Massachusetts
is the first state to develop its own policy
based on the ANSI guidelines and com-
mit to training every telecommunicator in
the state. According to the National Cen-
ter for Missing and Exploited Children
(NCMEQ), it is the most comprehensive
implementation effort yet and sets the
benchmark for the country.

MICHIGAN
On Dec. 21, 2007, Michigan Gov. Jennifer

No Training Requirements
The following have no mandated mini-
mum training standards:

e Alabama

e Arizona

e Arkansas

e California (POST requirements)

e Colorado

* Hawaii

e Idaho (voluntary standards)

¢ |llinois

» Kansas

e Louisiana

* Minnesota

* Nebraska

* Nevada

e New Hampshire

* North Dakota

e Ohio (voluntary standards)

e Oklahoma

* Rhode Island

e Utah (POST requirements)

» Washington (voluntary standards)

e Washington, D.C.—unknown; no

response to requests for information
* Wisconsin
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Mulhern Granholm signed Public Act of
165.2007 into law. The act gave the Michi-
gan Public Service Committee (MPSC;
www.michigan.gov/mpsc)  rulemaking
authority over public safety telecommuica-
tor training standards based on recommen-
dations from the State 9-1-1 Committee
(www.michigan.org/snc).

The State 9-1-1 Committee worked for
a year and a half developing its recommen-
dations and establishing the program for
implementation. There have been multi-
ple comment periods and drafts. What is
expected to be the final draft of the stan-
dards was recently submitted to the MPSC.

According to State 9-1-1 Admin-
istrator Harriet Miller-Brown, “As
of June 2010, we are still going
through the process. The commis-
sion has not yet opened a formal
docket [for rulemaking] yet.”

After MPSC passes the final
version of the training standards,
telecommuicators currently work- i n g
in the state will have two years to comply.
“The 9-1-1 community knows it’s com-
ing,” says Miller-Brown.

The standards, as currently drafted,
outline the requirements for telecommu-
niators to become state “designated tele-
communicators.” Initial training consists
of 80 hours. The first 40 hours must be
completed within 18 months of the rules
going into effect or the hire date for a new
telecommuicator and consist of a 40-hour
approved basic course. The course must
include a public safety overview, telecom-
municator roles and responsibilities, legal
aspects of dispatch services, interpersonal
communications, public safety technolo-
gies, which includes fire dispatch, tele-
phone techniques, call classification, radio
communications and stress management.

Within 24 months of the rules going into
effect or their hire date, telecommunica-
tors must complete the second 40-hour set
of training. This set consists of eight hours
on each of the following: domestic violence,
suicide intervention, 9-1-1 liability, stress
management and homeland security.

Continuing education will be required
and consists of 24 hours every two years.
A maximum of eight hours can be internal
training, and the remaining 16 hours must
be other approved training. A list of more
than 200 approved courses is online. Pro-
viders include the APCO Institute, Oakland

Police Academy, PowerPhone Inc., the
Public Safety Group and NENA.

Although many comm centers have their
own training budgets, the state has funded
training since 2001. Approximately 6% of
the state’s 9-1-1 surcharge goes directly
to PSAPs for training approved by the
State 9-1-1 Committee. The funds are dis-
tributed between the PSAPs twice a year
based on the number of telecommunicators
employed. The funding can also be used for
travel and lodging, wages for the telecom-
municator attending an approved training
and overtime for either the replacement
telecommunicator or the trainee.

“It’s been a lot of work by a lot of peo-
ple,” says Miller-Brown. “We have had
active implementation. We think the

commission will pass this version,
and it may take up to a year, but it
may be sooner. We wanted rules
that don’t just look good on paper,
but can keep people safe and bring
9-1-1 up to the same profession level as
EMTs, police officers and firefighters.”

MISSISSIPPI

In Mississippi, since 1993, if you spend
eight hours or more in a 30-day period on
the comm center floor, you are required
by State Code 19-5-353 to be certified as
a telecommunicator. The state Depart-
ment of Public Safety, Division of Public
Safety Planning, Office of Standards and
Training (www.dps.state.ms.us) oversees
the requirements. Certification begins with
one of the three approved 40-hour basic
communications courses (APCO, NAED
or NECI of Atlanta). The course must be
completed successfully, and its certificate
must be submitted with the state applica-
tion for certification.

Step two in the certification process is
to complete an eight-hour field observa-
tion. In urban areas, these eight hours may
entail a traditional ride-a-long, but a major-
ity of the state is rural. If a telecommunica-
tor is not actively engrossed in a response,
they are encouraged to learmn about the
apparatus. An essay must then be com-
posed about their experience, what they
learned and what is available at the station
for emergency personnel and service.

EMS telecommunicators must complete
an approved 24-hour EMD course, which
includes APCO Institute, NAED and
NECI programs, and be CPR certified.

After the training application is sub-
mitted and a background investigation
is completed, the certification issued is
valid for three years. During that time,
certified telecommunicators must com-
plete 48 hours of continuing education on
a minimum of six different topics. A list
of courses is available online. Not all 48
hours can be online courses. The depart-
ment encourages telecommunicators to
get out of the comm center and learn in
the classroom or conference setting, as
well as online.

For the first recertification cycle, tele-
communicators must also take the 16-hour
state recertification course. This course is
designed to touch on such topics as offi-
cer down calls, AMBER alerts and suicide
calls that telecommunicators may not have
handled during their time on the job.

Funding for the certification, continuing
education and recertification comes from a
five-cent tariff on all state phone lines. As a
result, everything is paid for. Agencies are
reimbursed tuition for telecommunicators
who complete their certification and recer-
tification. Reimbursement is also available
for approved outside training.

Alan Gray, operations management ana-
lyst principle for the Department of Pub-
lic Safety says, “If your employee does not
become certified in the first 12 months of
employment, then the law says that they
cannot receive wages from public funds.
The money is available for training, so
there is little excuse for not having cer-
tificated telecommunicators. All the oper-
ational expenses and reimbursement of
training expenses are funded by the tariff.”

MISSOURI
Missouri Statute Chap. 650-340, known as
the 9-1-1 Training and Standards Act (www.
sema.dps.mo.gov/911), has designated
training for public safety telecommunica-
tors since 1999. The initial training require-
ment for all law enforcement, fire and EMS
telecommunicators is 16 hours. 9-1-1 tele-
communicators at joint comm centers must
complete 40 total hours of training. Law
enforcement, fire and EMS telecommuni-
cators can complete an approved 40-hour
course and still be in compliance. All ini-
tial training must be completed within 12
months of employment.

After initial training, all telecommuni-
cators are required to complete 24 hours of
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ongoing training every three years.

The state’s Department of Public Safety
issues the certification and determines
which organizations are authorized to con-
duct training, A list of approved training
courses, which includes APCO Institute
courses, as well as courses offered by the
University of Central Missouri Safety Cen-
ter, Chariton Co. Enhanced 9-1-1 Ser-
vice, The Public Safety Group, NAED and
NECI, is available online.

EMD certification is mandated by the
state’s Department of Health and Senior
Services in Missouri Statute Chapter 190.
According to the law, telecommunicators
must successfully complete an EMD pro-
gram that meets or exceeds the U.S. Depart-
ment of Transportation’s curriculum.

MONTANA

In Montana, under law 7-31-202 (www.
doj.mt.gov/enforcement/training), all pub-
lic safety communications officers must
complete the Public Safety Communica-
tor Basic Course offered by the Montana
Law Enforcement Academy. This 40-hour,
one week course covers law enforcement,
fire and EMS disciplines and is offered
four times a year. Topics include effective
communications, incident documentation
and radio and phone procedures.

Individuals must also be certified by
the Criminal Justice Information Net-
work (CJIN) Service Section to operate
CJIN computer terminals. CJIN courses
are conducted online
and accessible from
the host agency’s CJIN
terminal.

POST oversees train-
ing under state law 7-31-
203. Funding is not
available from the state.
Agencies are responsible for
tuition.

Chouteau County (Mont.) Sheriff’s
Office Communications Manager Kim-
berly Burdick says, “Although Montana
requires dispatchers to attend the academy
within one year of hire and [the law] reads
that dispatchers can lose their employ-
ment [for not], the state does not enforce
it. We are currently looking at developing
a statewide EMD program, but it would
be voluntary.”

NEW JERSEY
Since 1990, public safety telecommunica-
tors in New Jersey are required to complete

a 40-hour basic communications course
for certification through the state’s Office
of Emergency Telecommunications Ser-
vices (OETS; www.nj.gov/911/resource).
This training is required for telecommuni-
cators serving any public safety discipline
from a primary PSAP. Telecommunica-
tors responsible for EMD must also com-
plete an eight-hour CPR certification and a
32-hour EMD course.

For secondary PSAPs, the level of train-
ing is dictated by the hiring agency. All tele-
communicators in secondary PSAPs taking
calls for or dispatching EMS are required
to maintain EMD and CPR certifications.

These rules were enacted under the
State Administrative Code 14-24 as part of
the legislation for the 9-1-1 emergency tele-
communications system. The laws do not
designate programs for the basic communi-
cations course, EMD program or CPR. For
basic training, a program must include spe-
cific topic areas, such as interpersonal com-
munications; overview of police, fire and
EMS functions; radio broadcasting rules
and procedures; and telephone techniques.
Programs must meet the law’s standards,
and recertification is not required. After their
initial certification, telecommunicators must
complete eight hours of annual in-service
training developed by the local PSAP and
approved by OETS to address annual tech-
nical developments and improve 9-1-1
services.

The law requires that EMD certification
programs use guidecards that are approved
by the state’s Depart-

ment of Health and
Senior Services, meet
ASTM Standard F1552
and follow the NHT-
STA EMD National
Standard Curriculum.
Certification must be
maintained. Accepted courses are offered
by the APCO Institute and NAED for both
basic training and EMD.

Funding for training is not provided by
the state. But OETS offers in-service train-
ing at no cost.

NEW MEXICO

Within 12 months of employment, all tele-
communicators must be certified by the
New Mexico Department of Public Safety
Training and Recruiting Division (www.
dps.nm.org/training). Minimum  train-
ing standards were enacted under state
Administrative Code 10-29-10, the Public

Safety Telecommunicator Training Act.

Telecommunicators must complete
basic training from the New Mexico Law
Enforcement Training Academy’s Public
Safety Telecommunicator Program or an
accredited satellite or regional academy.
Minimum training consists of 118 hours of
instruction on 10 topics, including NCIC
and state telecommunications systems, 13
hours; call handling processes and pro-
cedures, 19 hours; radio technology and
guidelines, four hours; scene management,
13 hours; and human relations, 5.5 hours.

Under state administrative code 7-27-
10-20, EMD is required for telecommuni-
cators whose agencies receive and dispatch
EMS services. Telecommunicators must
complete 24 hours of additional EMD cer-
tification from an approved program.

After successfully completing basic train-
ing, telecommunicators can take the pub-
lic safety telecommunicator certification
exam within one year of completing the
training. To maintain their certifications,
telecommunicators must successfully com-
plete 10 hours of approved in-service train-

ing annually.

NEW YORK

Public safety telecommunicators are
required to complete the Emergency Ser-
vices Dispatch Training Evaluation Pro-
gram and pass the final examination under
New York state law 21 NYCRR Part 5201.
The state Office of Fire Prevention and
Control (www.dos.state.ny.us/fire/firewww.
html) determines the minimum standards.

Herkimer County (N.Y.) 9-1-1 Center
Communications Supervisor Sue Crimmins
says, “About six years ago, the state got work
groups together and set up requirements
for the training course. The only [training]
required in New York is a 40-hour instruc-
tion course and a 200-hour on-the-job train-
ing program approved by the Office of Fire
Prevention and Control. Telecommunica-
tors must pass the final test with 70%.”

The law was effective in January 2004,
and telecommunicators employed at that
time who could “show competency in
specific performance areas pursuant to
a protocol established by the employing
jurisdiction” were grandfathered in and
not required to complete the training.
Crimmins says, “We trained all [of] our
telecommunicators.”

The law outlines the basic course of
study, which includes roles and respon-
sibilities, legal aspects, interpersonal
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communications, telephone techniques,
call classifications, radio communications,
stress management and technology. Tele-
communicators must also learn about the
Incident Command System, which includes
the ICS 100 and ICS 700 courses offered by
the New York State Emergency Manage-
ment Office. Training must be completed
within 12 months of hire. Approved courses
include the APCO Institute Basic Tele-
communicator Course, NAED Emergency
Telecommunicator and the New York State
Municipal Police Training Council’s Public
Safety Telecommunicator’s Course.

“The reason [the New York State Munic-
ipal Police Training Council] developed
its own training course is because so many
of our centers are too small for training
programs,” says Crimmins. “Different
agencies around the state can hold the
course locally and invite other counties. For
smaller centers with tiny budgets,
they can't afford training. We
needed something that was
affordable.”

Recertification is not
required. To stay in compli- ance, tele-
communicators must complete 21 hours of
annual in-service training,

Telecommunicators are also required to
have EMD training that meets or exceeds
the standards established by the National
Highway Traffic Safety Administration.
Telecommunicators must maintain their
certifications according to their specific pro-
gram’s recertification process.

Training is state funded. But when the
state passed its wireless 9-1-1 initiative,
funding was included for training in the
form of grants from the State 9-1-1 Board.
Crimmins says, “Many training standards
were established, which had to be met
before a PSAP could qualify to receive wire-
less funding.”

At this time, New York is restructur-
ing several offices under the umbrella of
Homeland Security, including 9-1-1.

NORTH CAROLINA
In 1998, North Carolina passed mandatory
training requirements for law enforcement
telecommunicators. Under Administrative
Code Title 12-10B, the mandate is gov-
erned by the state’s Sheriff’s Training and
Standards Commission.

The 47-hour Telecommunicator Train-
ing Certification Course is mandatory for all

telecommunicators working under the
direction of a sheriff. The training is facili-
tated through the North Carolina Justice
(http//ncjancdoj.gov/NCJA-
Home.aspx), which wrote the curriculum,

Academy

and the state’s community college system.
To stay in compliance, telecommunicators
must complete 16 hours of in-service train-
ing annually. Topics for in-service training
change every year, but telecommunicators
must take any deemed mandatory as part of
their 16 hours. According to North Carolina
APCO Chapter President Jeryl Lynn
Brown, certification is optional for agencies
not under the direction of a sheriff.

The course is free. Funding comes from
the state’s general assembly. North Carolina
Justice Academy and the community col-
leges track the number of students trained
annually and receive the funding,

Brown also says, “For the
most part, agencies are get-
ting away from allowing
field personnel to work in
the communications center
unless they are able to obtain
the same certifications needed by
the full- and part-time telecommunicators.
Light duty for field units is handled else-
where these days in North Carolina. We
are glad to see communications being rec-
ognized as the profession that it is.”

OHIO
Ohio does not have mandated training stan-
dards, but it does have recommended stan-
dards for certification under state law 4742
(http://codes.ohio.gov/orc/4742),  which
became effective in November 1997.
According to the law, “emergency ser-
vice telecommunicators” are encouraged
to complete a minimum of 40 hours of
instruction on such topics as effective com-
munications skills; telephone techniques;
law, fire and EMS terminology; radio dis-
cipline; disaster planning and responder
safety. Career schools or colleges can sub-
mit their course curriculums to the state
board of education, which approves or
rejects courses according to the recom-
mended training. For recertification, tele-
communicators must complete eight hours
of continuing education every two years.
The law established a fund for training
certification in the state treasury. The state
Board of Education distributes money from

the fund.

OREGON

Individuals in Oregon are required to com-
plete 80 hours of basic training through
the Department of Public Safety Stan-
dards and Training (DPSST; www.oregon.
gov/DPSST) to become certified as a pub-
lic safety telecommunicator under state
Administrative Rules, Division 8.

The DPSST course, called the Basic
Telecommunicator Academy, includes eth-
ics, law enforcement overview, stress man-
agement, responder safety, interpersonal
communications, TDD, courtroom testi-
mony and a fire/EMS service overview.
EMD is also mandated. Telecommuni-
cators must complete the 16-hour Emer-
gency Medical Dispatch Academy, for a
total of 96 hours of basic training. Addition-
ally, each telecommunicator must complete
a field training manual with their agency’s
communications training officer. The man-
ual covers 235 hours of hands-on training,.

Recertification is mandatory and annual.
Telecommunicators must complete 12
hours of continuing education, in-service
training and a review of policies and proce-
dures. For EMD, telecommunicators must
complete four hours of continuing educa-
tion, in-service training and a review of poli-
cies and procedures.

Funding is not provided by the state.

PENNSYLVANIA

The Pennsylvania Emergency Manage-
ment Agency (PEMA; www.pema.state.
pa.us) is the custodian for 9-1-1 telecom-
municator training outlined in 4 PA Chap-
ter 120c. The basic training requirements
for calltakers, including 9-1-1, law enforce-
ment, fire and EMS, is 104 hours of class-
room and hands-on training, which includes
a mandated EMD certification. According
to Bucks County Emergency Communica-
tions Superintendent of Training Stephen
H. Reichman, “The majority of dispatch
centers in the Commonwealth of Pennsyl-
vania are consolidated 9-1-1, EMS, fire and
police dispatch operations.”

Dispatchers must complete additional
classroom and hands-on training hours spe-
cific to the public safety disciples they serve:
law enforcement dispatchers, 32 hours; fire
dispatchers, 16; and EMS dispatchers, 16
hours. The law also includes requirements
for emergency management agency dis-
patchers, who must complete the 104 hours
of basic training and an additional 16 hours
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of emergency management specific class-
room and hands-on training,

Supervisors must complete 224 hours
of training, which includes all the train-
ing hours listed above and an additional 40
hours of supervisor training,

Testing for certification and recertifica-
tion is done through
PEMA. All dispatchers
must complete the recer-
tification test every three
years. Supervisors must
complete testing every
four years.

EMD recertification is required every
two years, with a minimum of 24 hours of
continuing education completed during that
time. Telecommunicators must also pass
the recertification tests for their agency’s
EMD program, typically the APCO Insti-
tute EMD or NAED programs.

Funding for training comes from the
state’s telephone and wireless surcharge.

Reichman says, “Agencies must fulfill the
minimum requirements as mandated, “but
may augment, increase or complete addi-
tional training programs to best serve its
local constituents. Many agencies exceed
the minimum requirements.”

SOUTH CAROLINA
Under South Carolina Code 23.47.20, the
South Carolina Criminal Justice Academy
(www.sccja.sc.gov) is responsible for admin-
istering training for the state’s 9-1-1 dis-
patchers. APCO Education and Training
Administrator Sheila Hanna-Wiles  says,
“[South Carolina] has always had a 40-hour
mandatory training, but currently, within
the last two years, it changed to an 80-hour
course with a new outline.” The course,
Basic Telecommunications/9-1-1 Training,
became a two-week, 80-hour course as of
July 2009. Recertification is not mandatory.
Each agency is responsible for the cost of
tuition for the academy, which is $350 per
student and covers meals, dormitory rooms,
class materials and instruction.

SOUTH DAKOTA

In February 2008, South Dakota Gov.
M. Michael Rounds signed into law an act
regarding the collection and administra-
tion of the 9-1-1 emergency surcharge and
operation of 9-1-1 services. The act updates
SDCL 34-45, which formed the South
Dakota 9-1-1 Coordination Board and gave
it rulemaking authority to set standards for
PSAP operations. SDCL 34-45, which was

originally enacted in 1999, included train-
ing certification for 9-1-1 telecommunica-
tors mandated by the Law Enforcement
Officers Standards Committee (http:/dps.
sd.gov/emergency_services/emergency_
management/sd_911.aspx).

Alltelecommunicators must complete the
80-hour course from South Dakota

Law Enforcement Training Cen-
ter. Topics for this two-week
course include ethics, responder
safety, liability and NCIC.
The board requires EMD train-
ing for EMS telecommunicators,
but it does not designate a program. Indi-
vidual PSAPs determine their EMD pro-
gram, and training hours and recertification
requirements are in accordance with that
program.

The law also established a training fund.
Funding is generated by an assessment of
$1 from every law enforcement citation
issued. The monies are continuously appro-
priated and distributed by the state’s Divi-
sion of Criminal Investigation.

TENNESSEE

The Tennessee Emergency Communi-
cations Board (TECB; http:/tn.gov/com-
merce/911/index.shtml)
training for public safety communications

implements

personnel. Minimum  training and course
requirements are defined under Tenn.
Code Ann. 7-86-205a. All individuals who
receive an initial or transferred 9-1-1 call
from the public must complete 40 hours
of coursework and 40 hours of supervised
on-the-job training. The code defines the
minimum number of hours for specific top-
ics including interpersonal communications
(five), technology (four), communications
techniques (11), radio communications and
dispatch techniques (12).

TECB Executive Director Lynn Ques-
tell says, “This is a minimum standard,
which employers are encouraged to exceed.”
For recertification, telecommunicators
must complete a minimum of eight hours of
continuing education every two years.

Training is funded by TECB through
an annual dispatcher training supplement
based on the number of dispatching and/or
calltaking positions in each of the state’s 100
emergency communications districts.

TEXAS

The Texas 9-1-1 Trainers Forum (TNT)
is proposing revisions to training standards
for telecommunicators. The current law

(Occupation Code 1701), enacted in 2001,
requires all telecommunicators to take a
40-hour basic telecommunicator certifica-
tion course through the Texas Commission
on Law Enforcement Officers Standard
Education (TCLEOSE; www.tcleose.state.
txus) within their first year of employ-
ment. TCLEOSE accepts other basic
courses, such as APCO’s, but the state also
developed its own. (Note: The course is
expected to begin the revision process this
fall.) Although TCLEOSE recommends
advanced training, such as crisis commu-
nications and TDD/TTY for intermediate
and advanced certifications, it isn’t legally
mandated. No continuing education or
recertification process is required.

Sherry Decker is on the TNT Telecom-
municator Hiring and Education Stan-
dards steering commiittee for the proposed
revision. “When all you have is a mandatory
40-hour class, the occupation code doesn’t
outline anything else telecommunicators
have to do,” she says. “It’s not all agencies,
but many only want to do what they are
mandated to do. We have some agencies
that want their dispatchers to be the best
and send their telecommunicators to all the
schools. I came from a very forward think-
ing agency. I cannot even imagine not hav-
ing the tools to do my job.”

In the proposed revision, telecommuni-
cators would be required to complete an
additional 24 hours of crisis communica-
tions training, six hours of TDD/TTY train-
ing required by the ADA and 16 hours of
NCIC training. However, the proposed
revisions take the requirements beyond
certification to licensing by the state. “With
licensing comes mandatory training,” says
Decker. “We are also hoping that with
licensing comes continuing education. You
will have to have a license to be a telecom-
municator, and [the law] will mirror the
requirement structure the state has man-
dated for peace officers and jailors.”

Funding is not provided by the current
or proposed standards. “We've taken into
consideration that agencies have no or mini-
mal training funds,” says Decker. “In 2007,
we offered the TDD/TTY course free to all
agencies in the state and online. It was our
first step in showing that we could get train-
ing to every inch of the state without cost-
ing money for on-the-job training. There
are hands-on activities in the course, and the
credit hours are forwarded to TCLEOSE.”

To take this a step further, the TNT
Telecommunicator Hiring and Education
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Standards steering committee, chaired by
Patty Cross, has partnered with the Texas
Engineering Services at Texas A&M Uni-
versity to apply for a grant to put the
basic training course online. If the grant
is approved, the course would be available
online for free for the first two years. After
that, it would cost approximately $25.

“For three years, we have proven we can
offer free training to rural and poverty-
stricken agencies,” says Decker. “If we get
the grant, agencies will have two years of
free training. It will give agencies a heads-up
to plan their budgets. In North Central
Texas we offer a big variety of free training,
If we do have to charge, it pays for the
books or paper. We offer scholarships and a
lot of incentives. At the end of the year, if
our agency has a surplus, we reimburse four
agencies for training. Our focus is no- or
low-cost training, and it can be done.”

The legislation is expected to be intro-
duced in January 2011 through the Texas
Legislature’s Licensing and Administrative
Committee. Current supporters include
the Texas chapters of APCO and NENA
and the Texas 9-1-1 Trainers Forum.

UTAH
Utah does not mandate training standards
for telecommunicators. Training and certifi-
cation are determined at the agency level.
Currently for public safety dispatching,
telecommunicators can complete a 40-hour
course that certifies them through POST,
which also requires CPR and Bureau of
Criminal Identification (BCI) certifcations,
along with fingerprinting. BCI certifcation
allows telecommunicators to run checks in
the state’s databases, and recertification is
required every two years. Telecommunica-
tors must complete 20 hours of annual con-
tinuing education to remain POST certified.
According to Georggina Smith, “Although
POST is not mandated, the majority of dis-
patchers in the state are [POST]-certified
because it's required by most agencies.
Some agencies only require BCL, and others
require EMD and POST, along with BCL.”
The state Bureau of Emergency Medi-
cal Services (BEMS) sets EMD certifi-
cation requirements. Telecommunicators
must complete a 24-hour EMD  course.
BEMS accepts multiple programs, includ-
ing the APCO Institute EMD and NAED
programs. Recertification is required and
consists of 12 hours of continuing medical

education anmually and passing the recertifi-
cation test every two years. Smith says, “The
state allows reciprocity with NAED to meet
these requirements, but recertification is
every two years if using this protocol.”

EMD certification is not funded by the
state. Most agencies pay for their dispatch-
ers to receive certification and training.

VERMONT
“Training’s very different in Vermont, and
that’s how the law was written,” says Sarah
Ferris, Vermont E9-1-1 Board. “We have
spent 12 years making it work, and it does.”
Training for telecommunicators is man-
dated by Vermont Statutes Title 30.3.87,
Sections 7051-7061. The statutes give the
Vermont E9-1-1 Board responsibility for all
aspects of the statewide 9-1-1 system, and
funding comes from the state’s Universal
Service Fund. Memorandums of under-
standing (MOUs) are in place between the
public safety agencies that run the state’s
eight PSAPs. The MOUs call for the board
to provide hardware, software, mainte-
nance and training, and the PSAPs agree to
require their staffs to become certified and
follow the board’s standard operating pro-
cedures and call-handling requirements.
In Vermont the term is certified calltaker.
Ferris says, “Although 95% of the individu-
als who answer 9-1-1 calls in Vermont are
also dispatchers, the board deals only with
that portion of the job involving [training
for] 9-1-1 call handling. A unique working
relationship, but one which works well.”
For the certification, telecommunicators
take the Vermont Calltaker Certification
course, which consists of 56 hours of class-
room instruction, and complete 40400
hours of on-the-job training. For recertifi-
cation, calltakers must anmually complete
16 hours of continuing education, eight
of which include the mandatory Vermont
Recertification Course, which is designed
to address issues from the previous year.

VIRGINIA
Within 12 months of hire, all Virginia public
safety dispatchers must complete 40 hours
of classroom instruction and 40 hours of
on-the-job training. Statute 9-170, enacted
in 1988, establishes minimum training.
The state’s Department of Criminal
Justice Services provides a course that is
administered through its regional train-
ing academies. Coursework includes

communication, judgment, legal issues,
professionalism and on-the-job training.
Although the course primarily focuses on
law enforcement, regional academies can
incorporate fire and EMS dispatching
techniques into their curriculums.

All on-the-job training is conducted at
the local level by the agency hiring the dis-
patcher. After completing the mandatory
40 hours, paperwork must be completed
and sent to the state to show compliance.

According to Stafford County (Va.)
Sheriff's Office Communications Man-
ager Carol Adams, “Some of the large
localities (e.g., Fairfax County, City of
Virginia Beach) have their own acad-
emies and do not participate in the
‘regional” academy. They must still meet
the minimum compulsory requirements.
Dispatchers are required to attend and
participate in the academy setting [typ-
ically up to two weeks] to meet the
state’s requirement.”

The statute does not require continuing
education or in-service training. Continu-
ing education is voluntary and conducted
at the agency level.

Funding for training is not provided by
the state. The Virginia Wireless Services
Board reimburses for some training costs
based on the percentage of wireless calls
answered locally.

WASHINGTON

The state of Washington has voluntary
training standards for basic “call receivers”
and dispatchers. According to Cory Ahrens,
project manager for the Washington State
Criminal Justice Training Commission’s
Telecommunicator Program, “70% of all
telecommunicators in the state currently
comply with the voluntary call receiver or
law/fire dispatcher certifications.”

The Washington State Criminal Jus-
tice Training Commission (https:/fortress.
wa.gov/cjtcAivww) offers courses that meet
certification requirements. Telecommu-
nicators for 9-1-1, fire and law enforce-
ment are encouraged to complete the
40-hour course, Telecommunicator I-Ba-
sic Call Receiver, and a biannual recerti-
fication of 24 hours of verified in-service
or continuing education. Dispatchers for
law enforcement and fire are encour-
aged to complete a 40-hour course called
Telecommunicator II-Law Enforcement
& Fire Dispatcher and have the same
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recertification requirements.

There’s currently no EMD state man-
date. The commission recognizes the
32-hour basic EMD course from King
County EMS, called the Criteria Based
Dispatcher course. The prerequisite for
this course is an eight-hour online anat-
omy and physiology class. Recertifi-
cation is required through the agency
and includes 12 hours of medical con-
tinuing education per year. Individu-
als must complete the course and test
every two years to maintain this volun-
tary certification.

For communications training officers
(CTOs), the commission offers a 32-hour
CTO course, which results in a certifi-
cate on the successful completion of the
course and final exam.

WEST VIRGINIA

In 1994, West Virginia passed a training
mandate. Under State Code 24-6-5 (www.
legis.state.wv.us), all public safety tele-
communicators are requjred to complete
a 40-hour basic training course from an
accredited agency within one year of hire.
All dispatchers that were employed at the
time were given one year to complete a
similar course to remain employed.

EMD training is not mandated.
According to Clifford Goldsmith, assis-
tant director for Mercer County (W.Va.)
Comm Center, the state attempted to
pass EMD certification requirements in
2009. The bill did not pass and is expected
to be reintroduced this year. The legisla-
tion, which would recognize the APCO
Institute’s EMD  course, would require
40 hours of training for initial EMD certi-
fication and 20 hours of instruction every
two years for recertification.

There is no state funding for training,

WYOMING
According to Wyoming Statute 9-1-708, a
basic 67-hour communications course is
mandated for public safety communica-
tions officers. The course is offered by the
Wyoming Law Enforcement Academy
(www.wleacademy.com), and the training
standards are set by the Wyoming Peace
Officer and Training Commission.
Individuals must complete the train-
ing within two years of hire. The cur-
riculum topics include telephone and
radio procedures with mock calls and dis-
patches, strategies for responding to emo-
tional situations and administrative tasks.

Recertification is required every two years
and includes 20 hours of POST-approved
training,

Training for EMD and fire is not spe-
cifically included in the law. Use of EMD
is an individual agency decision. Some
agencies, such as the Wyoming Highway
Patrol, maintain their own training pro-
grams, which must meet the standards.

“The population for the entire state is just
over 500,000,” says Wyoming APCO Presi-
dent Bill Gordon. “Many centers are single-
position operations; the calltaker is also the
dispatcher for 9-1-1, EMS, fire and often
many other local and state agencies. Most of

the more populated areas in the state have
calltaker and dispatcher operations.” |PSC|

NATASHA YETMAN is the PSC associate editor.
Contact her at yetmann@apcointl.org. Special
thanks to the EAC, particularly Chuck Taylor, Debbie
Smith and Debby Peterson, as well as Bill Carrow,
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Charlene Fisk, Alan Gray and Sue Crimmins, for their
assistance.

NOTE: Despite repeated attempts, we were unable
to obtain information for all states and territories. If
you have additional information, contact the editors
at psceditor@apcointl.org.
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