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What personal abilities and assets does a 911 
telecommunicator  need to  

PEAK PERFORM  
at the console?   



What RESOURCES & SUPPORTS do 911Pros need to 
operate as Peak Performers at the console?   







Source: Graphic and text from Personal Resilience Guide—Law Enforcement and Other First Responders. 
McCraty, Moor & Lash, Institute of HeartMath, 2012. Used by permission.  

“the energy you have available to use 
for physical, mental and emotional 
needs…”  
Like a battery to “…draw upon to 
handle your daily challenges and 
duties…” and to:  
 “Remain calm, think clearly and be 
in control of your emotions…rather 
than become stressed out, which 
further drains your energy reserves.” 

An evolving concept. Not just a trait.  











What will we do with Cortisol? 



            …HELP people in 
unpredictable life-and-
death scenarios. ECGs 
experience abnormally 
heavy doses of traumatic 
human suffering  frequently 
and unpredictably. 

 

     

*Revised from J. Marshall, Emergency Communications Professional Magazine, January/February, 2006 

I want you to know 
something, Jim: I handled 
the call just like I handle 
all of them. But when I 
finished, I went to the 
bathroom, vomited, and 
then I took the next call. 



Currently in our PSAPs, how much of a risk is PTSD? 

Let’s ask Michelle Lilly, Ph.D.,  
Northern Illinois University 
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SOLUTION #1:  
Stress Management Training for all PSAP staff 
(8 hours minimum)       

SOLUTION # 2:  
“On-site PSAP educational materials…    

SOLUTION # 3:  
Critical Incidence Stress Management (CISM)  



SOLUTION # 4:  
Employee Assistance Programs (EAPs) 

SOLUTION #5:  
Identify Local Therapists Specializing in 
Traumatology 

SOLUTION #6:  
Establish PSAP Peer Support Programs 



SOLUTION # 8:  
Urge staff to build Personal Health 
 & Wellness plans  
…promoting lifestyle changes and practices  
shown to prevent mental and physical diseases.”*  

  

SOLUTION #7:   
"Provide comprehensive,  
ongoing, certification training… 

(See Walsh, R. Lifestyle and Mental Health. American Psychologist, October 2011, pp. 579-592.) 

NOW LET’S SEE WHAT INNOVATORS & 
Early Adapters have done…   



Change Support 



“Never lose sight of your job: you’re paid to support the 
people who provide the services.”  

 

A VISION TO LIVE OUT ONE DAY AT A TIME 
 

“An Empowered Work Force” 
Zero turn-over as result of work environment/unmet needs 
“Excellence in service (external/internal) sustained w/o me…” 



 PURSUING THE PSAP’s 
Comprehensive Stress Management Plan 

 

Morale Team 
Code of Ethics: the process and the content 
Wellness Committee: Elected “Change Champions” 
Advisors to leader: taken seriously in shaping change 

 



Demand Control 



PSAP CONDITION UPON ARRIVAL 
“The organization was very unhealthy…”   

 

Turnover = 44% 
Excessive sick leave use @ 30+ call outs in a 
year by 1 Employee 
High volume disciplinary actions related to this 
sick leave use. 
Morale was very low 
Borderline harass = high fear/low trust culture 



GOALS FOR PSAP 

“Boost Retention & Prep for Consolidation” 
 

 “They were very stressed…I was trying to keep the folks 
there who were already looking for other jobs; trying to 
attract new people 
Consolidation in 2010: “I knew if we weren’t healthy going 
into it we’d be in more trouble, the consolidation would fail” 



Complicating Factor:   
“We had no extra funds to invest in improving 

these problems and hire more people” 
 

So Ivan determined… 
We must optimize performance of existing personnel 
That meant: “We had to boost morale … 
And that meant Increasing ownership--allow 911Pros to be 
involved in all areas of decision making” 



Disgruntled BigMac FloorSweep & WalMart Greeters 
The “least” can lead: “Trend Analysis” & Valuing frontliners 
 A Leader predisposed to Learning & Listening 
Result: belief and trust in leader: “May be all you have…” 



“I tell managers, you may not need to be in the thick of things to lead 
people (in a typical business) but because of the enormous stress and 
demand of this 911 system, you must be able to personally and 
directly relate to them: If they need to make 5 clicks instead of 6…. 
 

EVERY POLICY MUST REFLECT THIS AWARENESS. 



“The employees told me: ‘We should have a group of frontliners 
who can speak to what we need.’ They are the ones who laid the 
groundwork and helped us define what we should focus on. They 
deserve the credit. The most unhappy are the most vocal and can 
be a toxic contagious.  I appointed the most disgruntled to become 
our Morale Team.”             

 AND IT WORKED! Let’s see… 



Coaching/training supervisors in conflict resolution 
Recognizing the early signs of stress related to:  

The calls (and radio work)… “but not just the calls…” 
Lack of family member’s understanding 
The work hours 
Lack of outside activities they can engage in.  

 



For all these stressors Polk County provided… 
EAP counseling instead of discipline when stress a factor,  
especially for previously devoted employees: 

 drug addiction: took them off the console but got the 
rehab and they rehabbed successfully rather than losing 
them leading to more retention problems. 

Regular access to CISM   



Helping employees reach potential = boosting resilience!  
 

 “…since high stress can come from being misplaced and 

realizing it, we helped them explore their personal career goals 
and passions, fill out PELL grant applications, to back to school. 
The body language when they were in school and came back to 
work--it was like working with a different person. “ 



Teaming up with HR to Promote Employee Health Incentives 
 

“If your (total) department sick leave was reduced by a certain 
amount, those employees would receive $$. The employees 
decided what to use the money for: a cookout for all staff and  
they families: it was a wonderful event.” 



Improvements led to a reduction in sick leave by 54% 
Reduction in overtime by 27% 
Reduction in turnover by 22%.  
Approximate cost savings  in YR.  greater than $200,000.  
Reductions stayed consistent each year of management.  
Annuallly, the Communication Center is recipient of the “Golden 
Standard Award” which is the highest honor in the County.  



Role Relation-
ships 





Visit: Visit www.911Wellness.com 
Email: 911Wellness@Live.com 
Call:  231.881.1434 

  Invites all 911 Stakeholders to join us!  

…to gain more valuable information to support 
the well-being of our 911Pros… 

Also feel free to contact:  
Jim Lanier, Alachua County: jlanier@alachuasheriff.org; call 352.209.4206 
Ivan Whitaker, Priority Dispatch:  ivan.whitaker@prioritydispatch.net;   
call:  800.363.9127 

mailto:jlanier@alachuasheriff.org
mailto:ivan.whitaker@prioritydispatch.net

