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The NENA Standard on Acute/Traumatic  
& Chronic Stress Management is… 

A Pioneering Standard 
 that will pay off for your PSAP & People… 

  
Through a 3 Year process, PSAP leaders, frontliners and 911 stakeholders from 

every sector have built and voiced strong support for the Standard. 
 
 

The Standard was approved and 
adopted in August of 2013 by NENA 

 
  

 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management is… 

A Pioneering Standard 
 that will pay off for your PSAP & People… 

  
   The Standard states:  
 

“Public Safety Answering Points shall establish                        
Comprehensive Stress Management Programs”                                    

for their personnel,  a.k.a.,  

CSMP’s 
  

Let’s take a closer look… 
 



 
By building your PSAP’s CSMP you’ll be creating      
8 solutions for 911 Stress… 
Today, we’ll look at these solutions! 
You’ll also be provided with additional resources to 
help implement your PSAPs CSMP 

The NENA Stress Standard calls for “CSMPs”… 
 
 

Comprehensive Stress Management Programs 



The NENA Stress Standard calls for “CSMPs”… 
Comprehensive Stress Management Programs 

The CSMP is a set of SOLUTIONS… 
  

... Designed to foster Peak Performance by protecting health in your PSAP! 
 Research shows that failure to prevent and treat stress-related illnesses 
leads to super costly, time-consuming problems and dangerous failures in 
many industries 
Troxell, 2008 & Lily/Pearce, 2012 & pending) I.D.d serious stress problems 
in 911 
Stress solutions similar to those in the Standard produce big results 
including… 

Big drops in health care claims for hypertensive employees.  
Drastic reductions in medication errors and malpractice claims for 
hospital staff. 
Improved attendance & reduction in malpractice claims among 
hospital nurses  

So today… 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

You’ll get equipped to apply each Solution in the Standard 
as we… 

 
 

Describe the Solution: what your staff will experience  
Discover how the Solution can help your PSAP & the 
wellbeing of your 911Pros 
Define a First Step you can take to put the solution to 
work in your center 
 

NOTE: The Standard is a large document. Today you’ll get an excerpt.  
Full PDF versions of this presentation and the Standard will be made available 

via links on the excerpt 

Now let’s look at the Standard’s Solutions… 



Standard’s Solution 



Old School 911 Stress Management Standard  

The Standard is 
about creating a 
new Emotional 
Code 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #1:  
Stress Management Training for all PSAP Personnel  

(8 hours minimum) 
 

     What your staff will experience… 
 

They’ll get equipped by learning about: 
The nature of stress; acute/traumatic and chronic stress 
disorders; other health impacts of unmanaged stress 
How PSAP staff get exposed to these stress types  
How toxic the old style military and para-miltary ways of 
dealing with stress were…  
The importance of embracing proactive stress management 

 

And… 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #1:  
Stress Management Training for all PSAP Personnel  

(8 hours minimum) 
 
 

Your staff will also get equipped by learning about… 
Real-time coping skills and strategies including: 

Management of emotion & thinking under duress  
Effective PSAP communication, conflict resolution 
Therapeutic Lifestyle Changes (“TLC”: nutrition, 
exercise…) 

 
And this leads to benefits… 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #1:  
Stress Management Training for all PSAP Personnel  

(8 hours minimum) 
 

     How this Solution can help your people and your PSAP: 
 

Manage stress better & boost psychological resilience  
Protect performance, prevent stress-related illnesses, 
and improve attitude 
Foster acceptance of personal responsibility for 
health and performance 
Motivate staff use of  professional stress counseling to 
prevent worsening conditions 

 
So… 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #1:  
Stress Management Training for all PSAP Personnel  

(8 hours minimum) 
 

     How this Solution can help your people and your PSAP: 
 

Manage stress better & boost psychological resilience  
Protect performance, prevent stress-related illnesses, 
and improve attitude 
Foster acceptance of personal responsibility for 
health    and performance 
Motivate staff use of  professional stress counseling to 
prevent worsening conditions 

 
So… 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #1:  
Stress Management Training for all PSAP Personnel  

(8 hours minimum) 
 

So...how do we receive this training? 
Who is going to teach it? 

How do we pay for it? 
Where is the curriculum? 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

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

 

   What your staff will experience:  
 

Information available at your center (print or via web) to 
learn  about stress related risks, and help available 
locally or via online resources to manage stress-related 
conditions, including: 

Traumatic stress disorders 
Chronic stress  
 The role of nutrition, exercise, and sleep in 
prevention of stress disorders and stress-related 
diseases. 

 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

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

 
How this Solution can help your people and your PSAP: 

Promotes early detection of risks and conditions to 
reduce worsening  
Fosters personal responsibility and decisions to seek 
help available 

 
Putting Solution #2 to Work in your center: a First Step 

Explore free online brochures produced by U.S. 
government. For example, see: 
http://www.nimh.nih.gov/health/publications/post-traumatic-
stress-disorder-easy-to-read-/ptsd-large-print.pdf 
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The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 3:  
Critical Incidence Stress Management (CISM)  

 

  What your staff will experience: 
 

Onsite info about CISM: what it is, when/how to 
participate, who to ask for help, and by participating 
as needed… 
A greater chance for Closure by joining other 
Responders to emotionally & mentally process major 
Traumatic Events   
Opportunity for one or more PSAP members to gain 
CISM certification training  

 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 3:  
SOP: Critical Incidence Stress Management (CISM)  

 

 How this Solution can help your people and your PSAP: 
Helps prevent traumatic stress disorders, Compassion Fatigue 
Builds morale by including, valuing, helping staff take care of 
selves 
Fosters better relations with field responders 

 
Putting Solution #3 to Work in your center: a First Step 

Contact peers from other PSAPs who have established a CISM 
policy/program 
Arrange for your staff participation in existing CISM programs 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 4:  
Employee Assistance Programs (EAPs) 

 
  What your staff will experience…  

 
 Info & encouragement to seek 1 or more confidential 
counseling sessions to < serious personal/performance 
problems sponsored by city/county 
Help identifying Qualified therapists treating  trauma and 
other emotional struggles 
EMDR! Incredible, effective Treatment for PTSD 

      (See EMDRIA.org for more information)  

 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 4:  
Employee Assistance Programs (EAPs…) 

 
  How this will help your people and PSAP:  
 

Healing & resolution of stress-related issues = better 
attitudes/performance 
EAPs pay off for employers:  <  medical leaves,  
perform.  Problems; > retention: ROI: $3-10* 
Employees gain needed support & challenge to seek 
help: “They care, I should too.” 
Promotes a + culture shift: toxic old school “suck it 
up” > O.K. to get help 

*http://www.iom.edu/~/media/Files/Activity%20Files/PublicHealth/WorkforceResilience/Elizabeth%20Merrick-
the%20Role%20of%20EAP%20Programs%20in%20Supporting%20Workforce%20Resiliency.pdf Last accessed 5.20.14 
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The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 4:  
Employee Assistance Programs* (EAPs…) 

*EAPs with clinicians familiar with 9-1-1 

 
Putting Solution #4 to Work in your center: a First Step 
  

Seek EAP contracts with (or if pre-existing, work to 
include) clinicians familiar with 9-1-1  
Learn about Evidence-based treatments for PTSD: 
Including EMDR! * 
Talk with similar PSAPs with EAPs in place to gain 
info, assess feasibility, model after  

*Note from Jim M: EMDR (Eye Movement Desensitization & Reprocessing) may not be provided by 

your EAP Agency but should be encouraged due to its proven effectiveness.  “Identifying local therapists 
trained in EMDR” is listed as  a separate item (element 5) in the CSMP within the NENA Stress Standard.  



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #5:  
Identify Local Therapists Specializing in Traumatology 

 
  How this will help your people and PSAP:  
 

Employees will assisted by therapists who understand the 
9-1-1 environment 
Can be a component of the EAP  
Can build a relationship of trust with the therapist and 
seek assistance on other challenges outside of the PSAP 
Provides an opportunity to educate the local therapists 
about the unique environment of 9-1-1 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #5:  
Identify Local Therapists Specializing in Traumatology 

 
 

What your staff will experience… 
 

Professionals who can empathize, appreciate and 
validate the stressors associated with 9-1-1 
Professional support in a secure and therapeutic 
environment 

 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #6:  
Establish PSAP Peer Support Programs 

 

What your staff will experience… 
 

Peers who are equipped to listen without judging—it’s not 
counseling 
Confidential support w/o advice, gossip, to sort out/release 
personal/work issues 

 

How this will help your people and PSAP:  
Defuses stress, staff conflicts, encouraging taking 
responsibility for self 
Can prevent toxic behavior, worsening of problems 
NOTE: Peer Support helpful for all sized PSAP; form it to fit! 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #6:  
Establish PSAP Peer Support Programs 

 

Putting Peer Support to work in your center… 
 

Look for upcoming information from NENA to 
guide this effort 
The 911 Wellness Foundation is gathering helpful 
info from centers who have succeeded to share 
with you 
Remember: not One Size fits All… you can 
customize  



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #7:   
"Provide comprehensive, ongoing, certification training… 
 
What your staff will experience… 

Training in call-taking processes for all emergency call 
types  
To include high-stress calls involving serious mental 
illness and suicide risk  
 
How this will help your people and PSAP:  

Mastery of such calls (Troxell, 2008) boosts success & 
resilience leads to  <Risk of burnout, > retention 
(Project Retains: #1 factor = tools!) 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION #7:   
"Provide comprehensive, ongoing, certification training… 
 
Putting Solution #7 to Work in your center: a First Step 
 

 
Consult your Local &/or State 911 Administration, 
pursue use of funds available & I.D. available 
approved training 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 7:  
Urge staff to build Personal Health & Wellness plans  

…promoting lifestyle changes and practices shown to prevent 
mental and physical diseases.”  

 

Your staff will experience educational info on 
WELLNESS & recommended practices re: 
 

Exercise, nutrition, sleep 
Balanced  investment in… 

Work 
Recreation/personal life experience 
Spirituality 

  



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 8:  
Urge staff to build Personal Health & Wellness plans  

…promoting lifestyle changes and practices shown to prevent 
mental and physical diseases.”  

 

  

How this will help your people and PSAP? 
  

$$ Savings per Less sick/medical leave 
Improved mental & physical performance 
Better attitudes means more positive team! 
Boost QOL—Quality of Life: the Big Picture gain!  

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



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

SOLUTION # 8:  
Urge staff to build Personal Health & Wellness plans  

…promoting lifestyle changes and practices shown to prevent 
mental and physical diseases.”  

  

How to Put Solution #8 to Work in your 
center: a First Step 

 
Consider appointing 1 or more staff 
members to explore/build...  

Talk to your peers at Grand Junction, 
CO… 
Look for more info from NENA in the 
next few months 



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

Time Line for Implementing CSMPs:  
Good News… 

 
 

No deadline in Standard:  911WF urges PSAP/ASAP 
good faith efforts   
Depends on local resources, existing resources/$ 
Your CSMP may already be mostly in place 
We estimate feasible 3-9 months  



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

Time Line & $ 
 for Implementing CSMPs 

 
“Show me the money:  where do we get the funds to 

implement a CSMP?”  
 
 

More $ not needed for many of the Standard 
Solutions   
Many local resources already exist: CISM, EAPs… 
Therapy covered by insurance (co-pays) 
State Training funds available 

This is doable!  



The NENA Standard on Acute/Traumatic  
& Chronic Stress Management… 

PART 2: Helping you to launch your CSMP 
 

Answer your Q.s/address your concerns from Part 1 
Introduce you to the 911 Wellness Foundation, dedicated 
to helping you succeed with your CSMP (next 11 slides). 
Provide you with Online Resources (including a PDF of 
the complete NENA Standard document) to assist in your 
PSAP implementation of the Stress Standard CSMP. Visit 
http://911wellness.com/2014/05/21/911wf-helping-our-
psaps-build-comprehensive-stress-management-
programs/  

 
 

 

http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/
http://911wellness.com/2014/05/21/911wf-helping-our-psaps-build-comprehensive-stress-management-programs/


  Fostering  Optimal Wellbeing & Peak Performance of 911 Professionals 

*The 911 Wellness Foundation (911WF) is a Non-Profit Organization  



  We are a Non-Profit, Board-Governed Organization 

  
Officers 

Jim Marshall, MA, Chair/CEO 
Dee Ann Summerset, ENP, Vice Chair 
Jennifer Vanderstelt, ENP, MBA, Secretary 
Michael Armitage, MBA, Treasurer 
Richard Thacker, Public Communications Officer 

 
Trustees 

Natalie Duran, 
Rick Galway, ENP 
Sara Gilman, MFT 
Jim Lanier, ENP, MPA 
Jan Myers,  BA 
Lora Reed, PhD, Director of Research 

 

BOARD OF TRUSTEES 



Partnering with 911 stakeholders  
in strategic long-term planning and 
support to assure 911 wellness  
in the Next Generation PSAP. 

  We invite you to join us in pursuit of… 



To foster workplace conditions 
and personal readiness for all 911 
Professionals producing optimal… 
 

            Mental and Physical Health      
            Comprehensive Resilience 
            Work Performance 
            Professional Quality of Life 

  We can fulfill this Mission together as we pursue…  



Assuring the future viability of PSAP 
Operations, including Optimal...        
           Risk Management 
           Retention of Qualified Pros 
           Morale & Adaptation to Change 
           Cost Effectiveness 
            

  And by accomplishing this goal, we will realize…  



               RESEARCH 
           EDUCATION 
           POLICY 
           INTERVENTION 

  The work of 911WF flows through… 

Here’s a quick description of each Stream… 



Our other three streams of activity flow from expertise & this research… 

From an atlas of old Germany: Henricus Hondius but included in Jodocus Hondius' atlas from 1629. Descriptio fluminum Rheni, Vahalis et Mosae a Rheno berca ad goricomium usque, comprehendens imperium Noviomagense, 
Batavium, Tielae et bomilii in sulas, regionesque conterminas. Special thanks to Erin Platte, University of Michigan, School of Information Archives and Record Management // Library and Information Services.  

 

Four Streams of Activity… 

 Creating a strategic agenda for future research on 911 wellness  
 Seeking Funding for, and PSAP participation in 911 research 
 Advancing Evidence-based Resilience Training for 911 
  

Ongoing Initiatives include…  

…to identify health challenges facing 911 Professionals and  
solutions to boost resilience and optimal PSAP performance 



Four Streams of Activity… 

for all 911 stakeholders to advance policies and  
interventions vital to 911 wellness and peak performance 

 Contributing articles to 911 publications 
 Delivering presentations at annual 911 Conferences 
 Administering 911WF website and social media  
  

Ongoing Initiatives include…  



Four Streams of Activity… 

to shape local, state and federal policy, and industry standards  
for best practice in PSAP operations and health care  

Fostering development and local implementation of the NENA 
Standard on Acute, Traumatic and Chronic Stress Management 
Leading in development of a BluePrint for 911 Wellness                  
and Peak Performance in the Next Generation 911 Center 
Pursuing formal alliances with leading stakeholders organizations 
including the IAED(achieved), , NENA and APCO International  

Advocacy Initiatives include…  



Four Streams of Activity… 

Maximizing 911 access to evidence-based therapy and 
training to treat 911 Stress and foster Resilience 

Creation of a National Registry of EMDR Therapists for 911 Professionals 
 

Contributing an invited chapter on 911: “Reaching the Unseen First Responder 
with EMDR” (textbook for trauma therapists, Springer Publishing, 2015) 
Collaborating with leading resilience scientists in a North American initiative 
to advance Best Practice 911 Resilience Training: Survive & Thrive in 911™ 

Ongoing & Special Initiatives include…  



Council of Subject                       
Matter Experts 

“911 Console SMEs” (frontliners, working supervisors) 
 Local, state and national 911 leaders  
 911 Vendors of Technology and Operations 
Health Sciences Experts (researchers and practitioners) 
Organizational Leadership & Behavior Experts  

  Science and Expertise guide all our Initiatives…  



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

  Invites all 911 Stakeholders to join us!  

…to learn how you can partner with 911WF         
to support the well-being of our 911Pros 


